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This master degree thesis examined the current state of knowledge-based management in
the Helsinki Tourism Regional Destination Management Organisation (DMO). The aim of
the thesis was to study the current state of knowledge-based management in the Helsinki
DMO, to find challenges and opportunities in knowledge-based management, and to
produce development proposals that could make a concrete contribution to knowledge-

based management in DMO.

The study was carried out as a qualitative case study. For the theoretical framework,
information was gathered from literature, studies and theses, articles and material found
online. The primary material was collected through semi-structured thematic interviews. A
total of nine interviews were conducted, in which representatives of the City of Helsinki's

experience economy were interviewed.

The results of the study are intended to provide an understanding of the current state of
knowledge-based management and present identified challenges and opportunities. The
challenges were identified in organisation, lack of resources and know-how, and the
utilisation of information. The opportunities were identified in the use of cooperation and
knowledge-based management for the development. In addition, 10 development

proposals were introduced as proposals to the sponsor for the future projects.

The study revealed that the roles of the tourism ecosystem actors and the division of
responsibilities from the point of view of knowledge-based management should be
clarified. The terminology of knowledge-based management should be harmonised for
communication purposes. The city of Helsinki's tourism developers must increase their

expertise in knowledge-based management and related methods and tools.
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1. Introduction

This thesis carried out as a research development task, where the contractor was the
Tourism Unit of the Helsinki City Executive Office’s Economic Development Division. The
location of the Tourism Unit in the organisation chart of the Helsinki City Office is pre-
sented in Appendix 1. The Tourism Unit was established (during 2021) to manage and de-
velop Helsinki more systematically as a tourist destination. The tasks of the Tourism Unit
include promoting the City's tourism and developing the operating environment sustaina-
bly and intelligently in cooperation with the tourism ecosystem. The unit develops
knowledge-based management related to tourism, sustainable tourism operating models,
product development and new innovations in close cooperation with the entire tourism
ecosystem and Helsinki tourism companies and networks. In addition, the unit cooperates
with the new City’s Marketing and Invest-in company and other tourism-related functions
of the City of Helsinki. (City of Helsinki, 2021)

INTERNATIONAL LEVEL

Visit Finland

REGIONAL LEVEL

Regional
organisation

LOCAL LEVEL

Tourism

company

Figure 1. Stakeholders related to the activities of the regional destination management or-
ganisation at different regional levels. (Business Finland 2019)

Regional destination management organisations represent a regional tourism party in Fin-
land. Regional destination management organisations promote and develop tourism to-
gether with other stakeholders at different levels (Figure 1). The role of the regional desti-



nation management organisation is to engage tourism companies in developing and up-
dating the provincial tourism strategy so that the strategy serves businesses as well as
possible and supports the development of their business. Tourism Unit of the Helsinki City
Executive Office’s has a role of the destination management organisation and is responsi-

ble of the development of tourism in Helsinki.

The thesis was carried out as part of a development collaboration between Haaga-Helia
and the City of Helsinki, in which a master's student team of three produced development
proposals for the client's challenges as part of their Master's thesis. The topic was se-
lected according to the student's interest and willingness to learn about the development
opportunities proposed by the client. From the point of view of the client, the topic is cur-
rent and important, as knowledge management has become one of the most important ar-
eas for developing tourism in the city. Several projects are under way and planned at both
city and national level, as part of which tourism knowledge-based management is pro-
moted. Knowledge-based management has also been identified as one of the key tasks of
the Tourism Unit and part of the City's strategy. In addition to the City, Visit Finland has
investigated the national model of tourism knowledge-based management. The topic was
in line with the student's desire to learn. Researching knowledge-based management in
the tourism industry, outside authors own field (ICT), was developing and interesting.

1.1 Objectives, delimitation, and research questions’ setting

The aim is to produce development proposals for identified challenges which client can
use to develop their operations. In this case, the aim is to study the current state of
knowledge-based management in Helsinki Destination Management Organisation and
produce feasible and exploitable proposals for the development of knowledge-based man-

agement.

Knowledge-based management is part of a broader knowledge management framework
(Figure 2) consisting of an information management and knowledge-based management
area. The prerequisites for the utilisation of data are maintained and developed in the in-
formation management, for example through data management. Knowledge-based man-
agement, on the other hand, is an area that aims at fact-based decision-making and ena-
bling it. This thesis focuses on the research and development of the knowledge-based
management area, delimitation is illustrated in Figure 2. Knowledge-based management
may involve other management and operating models due to the client's broad industry
field. Models and concepts outside knowledge-based management are excluded from this

work.
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Figure 2. Knowledge-based management as part of the knowledge management (Finto

2018)

The table below shows the research questions of this thesis, research data and methods

used to answer them.

Table 1. Thesis’ research questions, research data and methods

Research questions

Research data

Methods

1. What is the current state of knowledge-

Material provided

Interviews
Support and guid-

based management in the Helsinki’s Desti- | by sponsor .
ance of the princi-

nation Management Organisation? pal

2. What are the challenges and opportuni- | Literature Interviews

ties in current state knowledge-based Support and guid-
ance of the princi-

management? pal
Current status
analysis
Challenges and
opportunities anal-
ysis

3. How can knowledge-based manage- Literature Interviews

ment be concretely developed in the Tour-

ism Unit?

Support and guid-
ance of the princi-
pal

Final workshop

The theoretical framework for knowledge-based management and

opened up in the following chapter.

related concepts will be




2 Theoretical framework

2.1 The data-information-knowledge-understanding-wisdom hierarchy

In order to open the topic of this thesis, it would be a good idea to open up key terms and
describe the broader framework within which knowledge-based management is located. In
a highly digitalised world, companies and public actors are under increasing pressure and
competition to utilise and refine data and information into value and business benefits.
The information can be viewed from the point of view of its processing level as the value
chain. This information value chain is described in the so-called DIKW-value chain (data-
information-knowledge-wisdom) (Figure 3). The DIKW model presented by Rowley (2007)
has added an understanding level presented by Ackoff (1989) between the level of

knowledge and the level of wisdom.

Low
Computer input
Programmability

Unambiguousness

High

Value
Significance

Human interpretation
Contextuality Understanding

o L kowese
Low _ High

Figure 3. Information value chain model (derived from Rowley 2007 & Finto 2018)

The lowest level that may not be interpretable is the data. Data refers to potential infor-
mation consisting of characters and symbols (Poikola & Kola & Hintikka 2010, 14.). Mark-
kula and Syvéaniemi (2015) describe data well by analogy; data is like ore hiding in the
soil: its existence and storage do not produce value, but the value is generated through
processing. Data can be processed and processed for better use into information.
Through information, organisations aim to explain data and interpret better factors and
phenomena affecting the operating environment (Choo 1998). Markkula and Syvéaniemi
(2015) recognize the ability of today's organisations to create value by refining data into
information that serves business and decision-making. It is essential to identify and select



data that is valuable for implementing the strategy, increasing competitive advantage, or

developing the business (Markkula and Syvéaniemi 2015).

The difference between information, knowledge and understanding can be illustrated by
opening up what these levels produce and what questions they answer. Information pro-
duces descriptions of things, and answers questions that begin with who, what, when,
where and how many. Knowledge provides an answer to how-to questions and knowledge
is provided with guides and instructions. A level of understanding explains causes and

conveys explanations and answers to why questions. (Ackoff 1989)

According to Ackoff (1989), information, knowledge and understanding increase effi-
ciency, which can be measured by the amount of resources needed to achieve that goal.
The value of a goal is not relevant for determining efficiency, but it is important for deter-
mining effectiveness. According to Ackoff, effectiveness is the estimated efficiency, in
other words, effectiveness is the efficiency multiplied by the value of the end result or
goal. (Ackoff 1989)

Wisdom is at the top of this value chain. Wisdom, according to Ackoff, is an estimated un-
derstanding. Wisdom deals with values and requires human interpretation and judgment,
which is why it can increase effectiveness. Wisdom, which pursues ideas and value-based

goals, is a characteristic that distinguishes a person from a machine. Ackoff (1989).

This hierarchical (DIKW) value chain model shows different data processing categories
and value levels, from data to wisdom. In addition to this model, Zeleny (1987) proposes,
the last level of enlightenment in which socially accepted, respected, and mandated

knowledge of truth is achieved.

In addition to the value chain classification, information can also be viewed from the per-
spective of explicit information and silent information. Information that can be stored, pro-
cessed, communicated, and shared uses the term explicit information. The opposite of ex-
plicit information is silent information, which is personally conscious or unconscious infor-

mation accumulated through experience. (Laihonen et al. 2013, 18.)

For the synthesis of the levels and classifications of information described above, it can be
concluded that knowledge is a diverse concept. Most important is to understand that the
higher one goes in the pyramid the higher the value rises. The DIKW-model's concepts

may be intermixed in everyday use according to the context or expertise of the user.



2.2 Knowledge-based management as part of Knowledge management

In the introduction paragraph, in Figure 3, which illustrates the delimitation of the thesis,
knowledge-based management is described as part of a broader set of knowledge man-
agement. Knowledge management is a very new aspect of management that began to be
discussed in Finland in the 1990s about the important role of rapid ICT development and
information in the success of organisations (Laihonen et al. 2013, 6.). However,
knowledge management is a well-established subject in Finnish higher education institu-
tions, which has been taught since the early 2000s. Knowledge management is an activity
in which knowledge and competence contribute to an organisation's ability to create value.
Knowledge management is branched into two areas: knowledge-based management and

information management.

Information management enables data management that focuses on the quality, availabil-
ity, discoverability, and security of data throughout the data lifecycle. The aim of infor-
mation management is to ensure the prerequisites for utilising information. Information
management controls the movement of data from source to destination according to the
specified data process. The term used for this movement of data is data stream. (Finto
2018)

The term “knowledge-based management” aims to describe the ambiguous concept
caused by the increasing amount of information among practical users. It is quite common
that, when talking about knowledge-based management, people are talking about a
broader knowledge management, including the information management. According to
Saarteinen et al. (2018) the knowledge-based management is the conscious management
and operating model, in which information is brought in as analysed to be used in the de-
cision-making process. According to Laihonen et al. (2013) the knowledge-based man-
agement refers to processes by which the organisation's knowledge is processed and uti-
lised in the management and decision-making of the organisation's operations. The follow-

ing paragraph opens up the process of knowledge-based decision-making.
2.2.1 Knowledge-based decision-making

It is important to understand the data-based value creation process i.e., how to create
value in business processes and environments. Several process models are available to
support knowledge-based decision-making. Their difference can be seen between the
purpose of use and the perspective. Some models emphasize data management, while
others emphasize the process of processing data. (Laihonen et al. 2013, 24.) The process

presented in this paragraph (Figure 4) is applied process from two processing processes



presented by the Government's Tietokiri project and Kosonen (2019). The implementation
phase proposed by the Tietokiri project was added to the end of the Kosonen process.
The existence of this stage in the process is justified because the results of the decision
taken cannot be assessed without the implementation of the decision. The evaluation of

the results of the decision will support learning and future decision-making situations.

Conclusions and
recommendations

Define problem
or aim

Visualisation R
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Execution
results

collection preparation
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steps. In studies even
half of the time @MiiaKosonen

Figure 4. Applied knowledge-based management process (Kosonen 2019, Tietokiri 2021)

Using the process to illustrate knowledge-based management is a good option because it
is easy to understand, and one can follow it in stages. The process is similar to the service
design process, which also begins with the understanding phase. The process has high-
lighted the laborious nature of data preparation, which should be considered when practic-
ing process. The process consists of three stages that begin with understanding, contin-
ues to modelling phase and ends with results. Due to the application of the process pro-
posed by the second Tietokiri project, the final stage can be called implementation.

2.2.2 Knowledge-based management maturity model

The aim of the maturity model is to help the organisation develop its practices systemati-
cally and to assist in describing and assessing the state of the organisation (Aho 2011,
64). As with the process, different alternative proposals have been put forward on the ma-
turity model of knowledge-based management from different perspectives. Maturity mod-
els have been described, for example, from the perspective of the utilisation of knowledge
and analytics (Nylander 2017), or from the perspective of how knowledge-based manage-
ment has been strategically identified and implemented in the organisation (Schultz 2020).



The third perspective takes a position on the development of knowledge-based manage-
ment in the organisation (traditional vs. modern) (Paajanen 2019). The same categories
appear in the maturity models of knowledge-based management, but slightly vary depend-
ing on the maturity model. The categories presented in the maturity tables are: people and
organisational culture, process, data, technology, and architecture. During this thesis, the
maturity model used to evaluate Advian's knowledge-based management has been uti-
lised (Appendix 2) (Paajanen 2019). The choice was made on the basis of one's own in-
terpretation. The model was also clear and easy to understand because it contained un-
derstandable terminology as well as concrete examples by category at each maturity
stage. The maturity model includes four levels; 1. basics achieved, 2. medium level, 3. ad-
vanced level and 4. visionary level. The selected maturity model has three main catego-

ries:

1. People, organization, processes
2. Data
3. Tools and technology

The main categories have been opened in the 15 most concrete points, which are: analyt-
ics to support decision-making, processes, scope of utilization, decision-making, level of
analytics, data ownership, data strategy maturity, data freshness, data scope, location
data, data accuracy, data sensitivity, data maturity, data utilization, technological solu-
tions. The maturity model of knowledge-based management is used in the thesis to as-

sess the maturity level.
2.3 Analytics

It is important to understand that analytics are a set of methods and tools for data analy-
sis. Analytics plays a key role in creating the prerequisites for knowledge-based manage-
ment. It is also used in making forecasts for implementing and improving business deci-
sions. Analytics’ methods provide information, understanding, correlations, forecasts for
decision-making and support measures from data. Analytics is not just mathematical mod-
els and statistics, but data enrichment and analysis for business-oriented goals. When the
quality of the data is verified, the data is then processed into data capital by enriching the
data. Enrichment refers to combining different data or data sources and using analytics
methods in order to obtain new essential information for the business to guide and de-
velop it. (Markkula & Syvaniemi 2015, 73.)

When using analytics, it is important to identify which type and methods of analysis should
be used. This requires professional understanding, which is the starting point for the pro-

cess presented in Figure 5. Once the definition of a business problem or goal and data



have been prepared, the actual utilisation of analytics can be started (Markkula & Syva-
niemi 2015, 89.).

Gartner (2014) describes analysis types of analytics in four categories (Figure 5). Accord-
ing to Gartner, organisations should move from traditional analytics toward advanced ana-
lytics that answers the questions of "why", "what is going to happen" and "what action
should be taken". Traditional descriptive analytics answers the question "what hap-
pened?". Traditional descriptive analytics are also referred to as Bl (Business Intelli-

gence).

Analytics Human Input

Descriptive
What happened?

Diagnostic
Why did it happen?

Predictive

What will happen? Decision

Decision Support
Prescriptive
What should | da?

Decision Automation

Figure 5. Four types of analysis (Gartner 2014)
2.4 Business Intelligence

The objective of Business Intelligence (Bl) is to ensure that the organisation has a good
situational picture and sufficient internal and external business information to support deci-
sion-making (Laihonen et al. 2013, 33-34). Business Intelligence (BI) is an umbrella term
that covers processes, methods, and systems used to view, analyse, and understand in-
formation related to organizational history and current performance (McCabe 2010). Busi-
ness Analytics and Business Intelligence, Bl partially overlap, but the difference is that
business analytics is statistically oriented, where data experts use quantitative tools to
predict and develop prospects for the future (Harvard Business Analytics Program 2021).
Depending on the era, the above terms have been used with different weightings. In litera-
ture, terms are used on top of each other, and they complement each other. This also in-
cludes knowledge-based management, which is often intermixed with business intelli-

gence (BI) or business analytics.

Figure 6 illustrates differences between traditional Bl and analytics. When traditional re-
porting looks to history, advanced analytics tools provide support for predicting future

events.
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Figure 6. Difference between analytics and business intelligence (Markkula & Syvéaniemi
2015, 90)

2.5 Service Design

As previously stated in the knowledge-based management process, understanding of a
business objective or problem is a prerequisite for knowledge management. Customer un-
derstanding becomes important when an organisation provides services to its customers.
It is important to identify who is the customer or user of the service in the designing, devel-
oping, and providing services and products. In this case, the benefits of the service can be
directed to the right party and ensure the best possible customer experience.

Service design methods and processes enable customers to develop usable and desira-
ble services. Knowledge management can be approached in a people-centred way, using

different methods of service design.

Service design is both a framework for action, a way of thinking and a goal-oriented way
of solving problems, using different methods and tools. Service design is based on cus-
tomer understanding, data collection and refinement, and finding solutions through devel-
opment, experimentation, and prototypes. (Kauma 2020) The prerequisite for design

thinking is analytical and intuitive thinking. Design thinking is forward-looking and focuses

10



on how things could be in the future. Design thinking helps with knowledge-based man-
agement in data collection, processing, and decision-making. (Kauma 2020)

Customer observation and listening to customer reports can help you better understand
what things your organization should do better. Customer understanding can be created
to familiarise yourself with the customer's service paths and processes in order to find un-
satisfactory needs. In this study, the customer of the regional organisation is a travel com-

pany or end user i.e., a tourist or a traveller.
2.6 Data visualisation

When the data has been processed into information through analysis, the next step in the
knowledge-based management process is the visualisation of information. Visualization
compresses information into a more comprehensible form to raise the recipient's aware-
ness and gain insights and understanding. Visualization serves as a method of teaching

and learning.

In the visualisation of data, methods are used to present existing phenomena so that peo-
ple have the opportunity to quickly expand their understanding through their observational
abilities. (Lehto 2015) Figure 7 shows the position of the visualisation in the value or pro-
cessing chain of the data.

Visualization
methods

Information from
data

Data\/

Figure 7. Data visualisation as a process

Existing reality Awareness-raising

Understanding

Knowledge-based management aims at knowledge-based decision-making aimed at solv-
ing a problem or achieving an objective. The knowledge-based management process gen-
erates understanding for the user or target group. Understanding, insights, and conclu-
sions make it easier to make informed decisions and actions that deliver value. Referring
to the data value chain model (Figure 3), as information refines from data towards under-
standing and wisdom, the benefits and value of it increase. Different methods, as set out

in the theoretical background, can be used to complete the process. The means of service

11



design to initiate the process and provide an understanding of the problems and goals, es-
pecially if the matter under process requires customer understanding. Analytics methods
are utilised by refining and modelling data into information and knowledge. Visualization
methods are used to summarize data into a more comprehensible format and transfer
knowledge and understanding to the target audience. When information has been refined
into knowledge, understanding and even wisdom, and it has been based on reliable real-
world data, uncertainties are reduced in decision-making and decision-makers can make
decisions more easily. Data-based or knowledge-based decision-making can also be au-
tomated if it does not require human processing. However, emphasis must be placed on
the dependence of knowledge-based management on information management and data
management. As set out in Chapter 2.2, knowledge management is a broad field that re-
quires both knowledge-based management and information management. Getting these
things right in practice is challenging, especially in an existing organization with already
entrenched policies and existing processes, architectures and technologies that should be
developed from the current state to the desired target state. Knowledge management can
be approached from a practical point of view and use cases and experiments can be car-
ried out through the process set out in Chapter 2.2.1. By practicing knowledge-based
management process, organisation can find development in its own environments and op-

erating procedures.

12



3 Methodology

This thesis was carried out as a qualitative case study. It is well suited as an approach
when the aim is to have a deep understanding of the area of development and produce
development proposals. As a final product of the research, development proposals were
produced for the thesis client, which was the City of Helsinki's Tourism Unit. The thesis
author has not previously played a role in the client 's organisation. In addition, the author
has not had previous experience and knowledge of the client's organisation or its field of
activity.

The aim of the study was to study the situation of knowledge-based management, analyse
challenges and opportunities, and finally offer the client development proposals for the de-
velopment of knowledge-based management. The research questions and the knowledge

base and methods used to answer them are presented in the table below.

Table 2. Thesis’ research questions, research data and methods

Research questions Research data Methods

1. What is the current state of knowledge- Material provided | e Interviews

e Support and

guidance of the
nation Management Organisation? principal

based management in the Helsinki’s Desti- | by sponsor

2. What are the challenges and opportuni- Literature e Interviews

Support and

guidance of the

agement? principal

e Current status
analysis

¢ Challenges and
opportunities
analysis

3. How can knowledge-based management | Literature e Interviews

Support and

guidance of the

Unit? principal

e Final workshop

ties in current state knowledge-based man-

be concretely developed in the Tourism

3.1 Sponsor’s material

The sponsor’s material was used for the orientation in subject and context. The material
gave a good picture of what had been done around the knowledge-based management.
The sponsor’s materials were identified as useful, such as Visit Finland's manual of digital

customer experience, the data sources available to the sponsor and the results of a light

13



survey of knowledge-based management conducted for regional destination management
organisations. The digital customer experience handbook has been created for Finnish re-
gional destination management organisations. One of the main topics is the customer
journey (Business Finland 2020). The handbook contains a guide for describing the cus-
tomer journey and utilising it. The data sources collected by the Tourism Unit give a good
idea of what kind of data has been collected and how many data sources already exist.
The survey conducted for regional organisations was secondary material that served well
in understanding context and understanding the current state of knowledge-based man-

agement at the time.

3.2 Interviews

Data collection method used in the thesis was a thematic interview i.e., a semi-structured
interview. The themes of the thematic interview are like wide-ranging discussion topics,
with the aim of getting a dialogue and a comprehensive response. The thematic interview
proceeds by conversation and asking further questions, so that the interviewer can obtain
both an understanding of the phenomenon and context through the answers of the inter-
viewee. This is suitable for situations where the interviewer is not familiar with the organi-
sation, industry, or phenomenon to be investigated. The interview was chosen as a
method instead of a survey and workshop because the study was a qualitative case study
for which the author needed more in-depth knowledge and understanding of both the topic

and the context.

The interview themes were chosen in such a way as to support answering research ques-
tions. Each theme was turned into help questions that could be used in the interview. The
interviews were arranged in advance, and the interview questions were sent to the inter-
viewees in advance (Appendix 3). The interviewees were members of the project group of
the City of Helsinki's Experience Economy project. More precise roles and responsibilities
of interviewees are described in appendix 4. Interviews were conducted as individual in-

terviews via video meeting. Nine interviews were conducted and lasted about 30 minutes.

In addition to interviews, during the thesis, representatives of the client organisation pro-

vided guidance and support for structing research and clarifying the target.

14



3.3 Analysis method

The analysis of collected research data was conducted as presented in Figure 8 below.
Analysis steps are reflecting on the stages of analysing the data in the study. The pro-
cessing of the interview material began by transcribing the recorded interviews. In the
transcription, the interviewer's and the interviewees' conversations were written down. In-
tertext words used in conversational language were omitted. After all of the interviews
were transliterated into text format, the material was carefully read through and the con-
tent of the interviews was examined. After the orientation, themes and recurring issues
were sought in the material, which were observed from the interviews. The interview was
structured and themed according to research questions, so the interviewees' answers
were reviewed by theme and the findings were recorded in the table. Notes were also
taken on eye-catching issues and points. The tables were made in the fields of the Chal-
lenges and Opportunities analysis, from which they were easier to combine and analyse.
When studying the data, a unanimous picture of the state of management was perceived
when comparing the answers with the maturity model of knowledge management (Appen-
dix 2). Finally, the feedback and advice submitted by all interviewees related to the devel-
opment of knowledge-based management were noticed in the material. Once the above
steps had been completed and the results of the analysis of the data were available, it
was easier to brainstorm development proposals.

9 interviews

Transcription of interviews

Introduction to the transcript

Outlining themes

Tabulation according to themes

Current state analysis

Challenges and opportunities analysis

Noticing feedback and tips

—

Ideating development proposals

€E€E€EKEEKEKEKX

Figure 8. Analysis steps
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3.4 Method of verification of results

After studying the interview material and outlining the themes, the results and themes
were presented to the two sponsor’s contact persons. This was done to ensure the validity
of the results and methods before the study entered a more detailed analysis phase. The
representatives of the principal welcomed the proposal, which strengthened the compli-
ance with the objective of the study. The study was then continued with a more detailed
step-by-step in Figure 8 and the results were modelled for the final workshop in visual

form.

Another verification method was the final workshop of the cooperation project between the
City of Helsinki and Haaga-Helia. The purpose of the final workshop was to present the
results of the research and development proposals to the sponsor and collect the feed-
back. The results were modelled in visual form and presented to the principal in the final
workshop via video link. The results were presented with the results of the current analy-
sis, the challenges and opportunities of knowledge management and development pro-
posals. The principal did not provide any significant need for change in the results pre-
sented. More detailed questions about the results were asked, such as the content of
knowledge-based of management in the organisation and open data, for which the results
of the interviews did not give further details. The development proposals were revised ver-
bally with the help of more specific questions by the audience. The development pro-
posals were then assessed by the sponsor according to the feasibility, rationality, and
benefit of the development proposals. The feedback was collected verbally and in the Mu-

ral platform.

3.5 Validity of methods

Qualitative case study was a good approach to this thesis, as the aim of the study was to
produce development proposals. Understanding both the subject and the context of devel-
opment was a prerequisite for producing development proposals. Qualitative case study
using interactive semi-structured thematic interviews was the right choice to increase the
author's understanding. When comparing a semi-structured thematic interview used as a
research method in this thesis with previously conducted survey by a third party, it can be
concluded that the results of the interviews were more in-depth and left less room for in-
terpretation than the survey responses. The analytical methods were appropriate as they
were used to find answers to the research questions in the 18-page transliterated inter-

view data. Theming and tabling the material made it easier to process vast data mass.
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The reliability of the study can be said to have been realised, as the responses from the
interviews showed similarities and the same findings between the different interviews. A
semi-structured interview was the right choice because the questions and direction used
in the interviews could be adapted according to the interviewee. The group interviewed,
consisting of nine interviewees, were suitable for the study, as all of them had expertise,
experience, and views on the subject (Appendix 4). Nine interviews produced enough ma-
terial for the analysis. The same interview body and question radiator can be used again if

the study was repeated.
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4 Implementation and outcomes

This chapter presents the results of the data collection. The purpose of this chapter is that
the results of the research should be presented objectively based on the responses of the
challenging ones without the author's own interpretation. The author's own interpretations
and conclusions are presented in separate paragraphs at the end of the chapters. The
material was collected through a thematic interview by interviewing nine people related to
the tourism unit who had been identified by the sponsor’s representative. The interview re-
sults were themed to make the results easier to observe and analyse. The results and re-
lated comments are imported from the material by theme in the form of quotes in their own
sub-chapters. The author's own conclusions and analysis are presented at the end of

each sub-chapter.
4.1 Knowledge-based management as a concept

When asked about what interviewees understand with knowledge-based management,
answers were given at different levels of accuracy, with an emphasis on different aspects
of information management. One of the interviewees used the word information manage-
ment throughout the interview and talked about a broader information management larger
picture. Several respondents talked about data management and information manage-
ment i.e., how information should be collected, stored, and channelled in order to be uti-
lised. Three of the respondents identified that knowledge management is a management
tool, a method of decision-making, goal setting and monitoring. In their reply, several re-
spondents demonstrated that knowledge-based management can not only develop their
own activities, but also provide tourism companies and stakeholders better services and
information for development. The following quotations were identified in the answers, indi-

cating that the use and understanding of the term is not clear.

"This may vary how people understand knowledge-based management, it's not clear to everyone
what they're talking about."

"It is unclear what the concreteness of knowledge-based management is, what the benefits are and

what it could be."

The concept of knowledge-based management was understood differently between inter-
viewees. The general understanding of knowledge-based management was using the in-
formation consciously for some activities. The use of information and knowledge for deci-
sion-making was identified by only three respondents. With a relatively small interview

presentation, the interviews showed that the concept of knowledge-based management
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and the benefits it brings need to be presented and familiar with those working in tourism
development. Clear communication must also be ensured, i.e., what the difference is be-
tween knowledge-based management, information management and data management.
The knowledge management level described in Chapter 2.2 can be used to address this

need.
4.2 Current state of knowledge-based management

Several interviewees have answered the question about the maturity level of management
and the assessment of the current situation. The answers clearly show that knowledge
management is still in its early stages. The tourism unit has monitored external tourism
statistics and some indicators, without any agreed measures, as would result from the re-
sults of the indicators. Studies and analyses are carried out on a case-by-case basis and
are based on historical data. According to one respondent, there is a complete lack of pre-
dictive information and predictive analytics. The overall picture is subconsciously con-
structed with data from a variety of sources. Interviews have requested that data should
be imported into one place or platform. One interviewee stated that many decisions are
made with a gut feeling. The interviews also stated that there is a huge amount of infor-
mation but analysing the data and utilising it is a challenge.

"The tourism unit currently has a stage of organisation in which the current state is mapped, and
the current analysis is carried out, where systems, information processes, shortcomings, repairs,

procurement, from the point of view of the tourism unit are reviewed."

"In the current state, knowledge-based management is developed in different units to support its
decision-making. In target mode, it must be possible to utilise data more efficiently to get a better

overview to support city-level decision-making."

When comparing the results of interviews and the measurable points of the knowledge-
based maturity model (Appendix 2), the results correspond to the descriptions of the low-
est maturity level in many points. The interviewees themselves recognized that they are in
the early stage of knowledge management. The data is analysed manually and, on a
case-by-case basis. The reports are based on historical data and tell what has happened,
rather than explaining why something has happened. Data architecture and technical so-
lutions are still in the mapping phase. It can therefore be concluded that knowledge man-
agement is at the first level of maturity in the Helsinki Tourism Regional Organisation.

However, the interviews showed that knowledge management and its development have
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been identified as important and are known to everyone at some level. This result an-
swers the first research question, which asks about the situation of knowledge manage-

ment in the City of Helsinki Tourism Unit.

4.3 Challenges

The following sub-paragraphs describe the challenges raised from the analysis of the

data.
4.3.1 Unclear roles, responsibilities, and organisation

The interviews revealed that the roles and responsibilities are not clear in knowledge man-
agement. Several respondents expressed that they do not know who is responsible for
managing the data and developing it. The reason was suggested to be an organisational
change in the background. One respondent also stressed that some people feel that they
have a certain responsibility, even though that responsibility is not appointed for them. In
addition, one respondent highlighted a report on the casting at national level for tourism,
which defines the role of each organisation on a national scale in managing tourism

knowledge.

"Our organisation lacks a clear role/manager from the point of view of knowledge management."”

"There is no clear role in the management/development of knowledge management as a whole."

The actors in the travel ecosystem were presented in Figure 1. The tourism ecosystem
consists of the local level, the regional level, the national level, and the international level.
Tourism involves stakeholders at different regional levels, and the responsibilities and
roles of these stakeholders are unclear from the point of view of knowledge management.
Visit Finland's role in particular is ambiguous. As the interviews showed, Visit Finland, un-
der Business Finland, has carried out a study in 2021 on the national knowledge manage-

ment operating model, which hopefully answers this challenge.

4.3.2 Lack of resources

Knowledge management resourcing was considered insufficient. Some respondents
meant low human resources through insufficient resourcing and some respondents meant

financial resources. One respondent stressed that when Finland is a small country, any
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overlapping is counterproductive. However, knowledge management was seen as a

means of better resource planning and allocation.

"Insufficient resourcing. Not only additional resources from outside, as a purchasing service or

through recruitment, but resourcing in the inner-city organization."

In 2021, a few respondents highlighted an organisational change in tourism, which affects
the fact that the targets are not yet clear to everyone. The large organizational size and
the organisation's interdisciplinary activities were found challenging, but it also saw bene-

fits from cooperation between industries and the utilisation of expertise.

"Cooperation between industries within the city is a challenge and organisational changes when

people move on the other hand, so we don't know where to do what.”

Tourism management has been reorganized in the City of Helsinki. As a result, the Tour-
ism Unit was established during 2021. A new urban strategy has also been developed
during 2021, which will provide guidelines and objectives for the unit's operations. If
knowledge-based management is identified as a priority of the strategy, it is assumed that
its development will be resourced financially, and the necessary human resources allo-
cated to achieve the objectives. At international level, global tourism operators invest in
knowledge management. If Helsinki as a tourist area wanted to stay in the competition, it
is necessary to invest in developing knowledge-based management in order to get all out

of the data and information available.

4.3.3 Utilisation of information

Several interviewees highlighted the uncertainty of data management and data pro-
cessing. It's not clear and everyone doesn’t not know who's in charge of what. In addition,
it was identified that a platform would be needed for the data to be managed and utilised.
There was consensus on the amount of data. There is a huge amount of it. The challenge
was how to choose the right relevant sources or data to utilise. One respondent pointed
out that some people do not have access to data sources and data. The interviews re-
vealed that data is obtained from national actors such as Statistics Finland, the Police and
Finnish Forest Centre. Open data was seen as an opportunity to take advantage of. The
quality and accuracy of the data were raised to the concern. Role-based information
needs, which differ from each other based on role or task, were highlighted as a consider-

ation. It was also recognised that there has been long and accurate traffic calculation and
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modelling in other unit within the city, for example in traffic and street design, on the basis

of which we know more about congestion and road loads.

"There is technology and data, but the challenge is to utilise and resource these."

A prerequisite for the utilisation of data is successful data management to ensure the
availability, discoverability, and usability of data. If data management is incomplete, it will
become more difficult to utilise the data at the same time. As highlighted in the data man-
agement process (Figure 4), preparing data for analysis is the most laborious step in the
process. The better data management is implemented, the easier it will be to utilise the
data in the process. Due to the delimitation of this thesis, data management is not de-

scribed in more detail.

4.3.4 Lack of know-how

The interviews identified that the expertise already exists and could be better utilised.
However, it was also felt that not everyone has the understanding or know-how to manage
knowledge. The interviews did not map the competence of the interviewees of the organi-
sation's knowledge-based management at a more precise level. The interviews also high-
lighted the rapid development of technologies and methods and stressed the regular re-
view of the timeliness of competence. One interviewee thought it would be a good idea to
set up a knowledge-based management cooperation group in different industries, which

would make better use of broader know-how.

"There is a lot of expertise in existing human resources that is not being utilised at the moment. In a
large urban organisation, cooperation between industries and the utilisation of know-how can be

utilised."

Interviews can be interpreted as meaning that understanding and competence in
knowledge-based management varies from person to person. General training on
knowledge management should be organised and staff should be ensured to have suffi-
cient general competence. Awareness of knowledge management should also be raised
at regional level so that the company and other actors understand its purpose and bene-
fits. Within the city there is expertise in other units and departments that can be utilised in
developing knowledge-based management. The interviews did not carry out a compe-
tence survey, but based on the interviews, it would be justified to do so in the client's or-
ganisation. Analytics expertise should be increased to support the development of tourism

and the level of analytics should be raised from descriptive analytics towards predictive
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analytics if the level of maturity of knowledge-based management is wanted to be raised

to the next level.

4.4 Opportunities

The following sub-paragraphs describe the opportunities raised from the analysis of the

data.
4.4.1 Utilising cooperation

Cooperation was identified as a clear opportunity in many interviews. The possibility of co-
operation was identified from three different perspectives. Cooperation with companies
and other actors includes organisations, entrepreneurial organisations, and other advo-
cacy organisations, including international actors. Cooperation can be used for better un-
derstanding of the operating environment and business life. For example, the know-how
and capabilities of tourism and business enterprises and their utilisation were raised. It
was also considered important that it would be very important for the networks and part-
ners of the Tourism Unit to be able to communicate the relevance and opportunities of

knowledge management.

Another aspect of cooperation within the city is cooperation between industries. The inter-
views stressed that the whole city would be needed to develop knowledge-based man-
agement with a commitment, in particular culture and leisure and the urban environment
industry to support tourism. It was recognised that the development concerns a large
number of people in the organisation and that the expertise could be utilised between in-

dustries.

The third aspect of cooperation is cooperation at national level, with other tourist areas
and Visit Finland, as well as with other government organisations, neighbouring countries,
and the EU. According to the respondents, the benefits of cooperation would be common
standards, utilisation of data sets, utilisation of expertise on a broader scale for several re-
gional organisations and strengthening the Finnish brand. The interviews identified that
international cooperation could be developed. Cooperation with different tourist areas and
with Visit Finland was identified as developing and growing. This can be seen, for exam-
ple, in the form of shared projects. The feedback for the cooperation has been unanimous,

more cooperation needs to be done in the future.
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"In a country of our size, we should be able to cooperate more effectively compared to other large

countries with larger resources."

"There are many benefits to co-development and cooperation. The city will be able to work more
closely together to get out of the crisis. | look forward to passionate work across organisational

boundaries even after the pandemic.”

Cooperation is a clear opportunity, which is worth promoting. Cooperation has already
been done consciously at all levels. The interviews showed that cooperation has also
taken place internationally, but it could be increased even further. It would be good to rec-
ord the lessons learned from cooperation and useful information in your own systems,

from where it can be utilised in the future.

4.4.2 Utilising knowledge-based management for development

Knowledge-based management and knowledge-based decision-making were seen as an
opportunity to develop the operating environment and the tourism chain so that the busi-
ness becomes more profitable, and customers receive customer-friendly and high-quality
services. One interviewee raised the timing of the development: "Companies have time to
make development during the pandemic, but after that there is no interest, time or oppor-
tunity." Several respondents were of the opinion that providing information and tools to
traders is an opportunity that knowledge management can achieve. It was also recognised

that, based on knowledge, activities could be planned, and resources better directed.
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5 Development proposals

The purpose of this thesis was to produce development proposals that the client can use
to develop their own operations. The aim was to examine the current state of knowledge
management and to produce feasible and exploitable development proposals for the de-
velopment of knowledge-based management in Helsinki’s destination management office.
The interviews uncovered the current state, challenges, and opportunities of knowledge
management, as well as recommendations and suggestions for what kind of development

proposals would be useful and feasible for the client to implement.

Development proposals were approached from a practical point of view. The development
proposals were conceived with the idea that they would be those that were easy to imple-
ment and would bring benefits to knowledge management and contribute to the next level
of the maturity model. The development proposals below and their descriptions were pre-
sented in the final workshop. The aim of the workshop was to select the most suitable de-

velopment proposals.
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Figure 10. Development suggestions 1-10

Development proposal 1: Customer journey and use cases

In order for the tourism unit as a regional organisation to develop and provide its custom-
ers with better and desirable services, customer understanding is needed. One tool for un-

derstanding customers' information needs and use cases is the customer journey map-

ping. It is used to find meeting and interaction points and to see the path of customers and
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their phases when dealing with, for example, the city or other actors. This way, under-

standing is created that can be used to define data needs, use cases or data sources.

Development proposal 2: Increasing cooperation

In the analysis of interviews, closer cooperation clearly became the biggest opportunity to
develop knowledge-based management. Cooperation can take the form of information ex-
change and data at different levels, and synergies between industries can be achieved
within the city. Based on interviews, cooperation with traders and companies has pro-
duced very good results, and in the tourism ecosystem, cooperation benefits everyone. At
national level, regional organisations and tourism developers in different regions can sup-
port each other in the form of common projects and agree on common practices. Cooper-
ation avoids duplication of work and social benefits are achieved. International coopera-
tion provides visibility into the situation in other countries and provides lessons on how
things have been done elsewhere and, if possible, adapt them to Finland.

Development proposal 3: Identifying data needs — “Knowledge Needs Bank”

A knowledge needs bank would be a place where both internal tourism stakeholders could
store their own information needs, questions and use cases derived from real problems or
goals. In the process set out in Chapter 2.2.1, the starting point of the process is a prob-
lem or a definition of a goal. The knowledge needs bank would provide concrete and prac-
tical information for the understanding phase. It would make it easier to approach data

management and understand what kind of data is needed for the process.

Development proposal 4: Demonstration of benefits and opportunities

Demonstrating the benefits and opportunities of knowledge management would bring un-
derstanding and commitment. Benefits and opportunities can be communicated both inter-
nally and externally by various stakeholders involved in knowledge management. As un-
derstanding of knowledge management and its benefits grows, people can contribute to

its development and move to the next level of the maturity model.

Development proposal 5: Objectives and indicators (performance indicators)

The design of objectives and indicators provides a goal and guidelines for what infor-
mation management aims to achieve. The most important objectives of strategy form an

important starting point for the more detailed annual planning of activities and objectives
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for tourism. Knowing strategic choices, effort points and goals, it is possible to define qual-
itative and numerical metrics. The indicators can be used to measure reliability, effective-
ness, quality, cost-effectiveness, and efficiency. Once these things are clear, we will find
out that we have the first phase of the knowledge-based management process. The data

needed to complete the process can then be mapped.

Development proposal 6: Network and sparring aid

A knowledge-based management network would be a kind of expert forum where volun-
teers could join to help others and gain support and sparring from others. Those in the
network would refine their own competence profile according to their competences, from
which others could receive support and assistance from them. At the same time, those in
the network could ask others for help and support, where necessary.

Development proposal 7: Capability map

The capability map makes it easier to understand what capabilities an organisation needs
to develop with knowledge to develop knowledge-based management. This can be as-
sisted by the points in the maturity model, which are seen as logical entities. Capability re-
fers to an organisation's ability to act appropriately by utilising its expertise and resources
to achieve its objectives (JHS recommendations). Examples of skills involved in
knowledge-based management, organisational culture, know-how, tools and technologies,

data.

Development proposal 8: Ecosystem operating model

Defining the roles of actors in the tourism ecosystem in relation to each other and their
role in developing tourism knowledge management. The interviews highlighted Visit Fin-
land's ongoing report on the operating model for tourism information management. The
approach should reflect the responsibilities and tasks of actors at different levels of tour-
ism (Figure 1) from the point of view of knowledge-based management. This is an im-

portant prerequisite for initiating the development of knowledge-based management.
Development proposal 9: Experiments, PoC, MVP

The idea behind experiments, proof of concepts and minimum viable products is to imple-
ment an output in a short time to achieve a specific goal, problem or use case. As result in

addition to the output one gets feedback and visibility for what works and what is worth
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further developing. In this way, the benefits of a concept or plan can be assigned to those
who decide on resources before it is scaled to a larger group of users. These agile pro-
jects can utilise service design methods such as development proposal 1's customer jour-

ney and involve stakeholders in providing feedback and developing a solution.

Development proposal 10: Knowledge management process

The knowledge management process described in Chapter 2.2.1 would be a practical tool
for supporting knowledge management. The process makes it easier to understand and
track progress from one task to another. The process can also be used in agile projects
mentioned in previous proposal 9. However, the knowledge-based management process
requires that the organisation has identified and implemented the prerequisites that ena-
ble the process to be carried out.

5.1 Prioritisation of development proposals

Ten development proposals were submitted in the final workshop. Based on the feedback
from the sponsor, it was intended to select the most suitable and feasible development
proposals from ten proposals. During the presentation of the proposals, development pro-
posals were explained further according to their context. After the presentation, it was
specified what is meant by the customer in the tourist unit. The customer is a business
representative i.e., tourism company, as well as users of their services, the tourists, and
travellers. The sponsor continued that by finding the right questions and use cases e.g.

with customer journey can be used to find answers to goals and metrics.

It was asked in the warkshop which use cases should not be promoted or invested in. The
sponsor indicated that development proposal 8; the ecosystem's operating model and its
organisation is a very large and challenging task, which should not be promoted as part of
the thesis. This was justified feedback, as Visit Finland has carried out a study on the op-
erating model of Finnish tourism organisations in 2019, where recommendations have
been made on the ecosystem operating model (Business Finland 2019). Development
proposal 7; the capability map was also something that the sponsor did not think was
worth promoting, as an internal project has already been launched to promote the issue.
Development proposal 6; the network and sparring assistance was an innovative idea
based on the feedback from the client, but due to the rigidity of the organisation, it was not
necessarily easily feasible. Development proposal 5; according to the client, the targets
and indicators were on a later work list, so it was not topical. Consequently, 5, 6, 7 and 8

of the development proposals were eliminated.
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As written feedback, feedback was given to the Mural collaboration platform:

"In my view, all development proposals are feasible where applicable, and in fact these
steps complement each other, especially if we start to refine or build a consistent model
for managing the organisation's knowledge. But of course, you don't have to go very deep
on every point. So, in a way, a good model to apply is to go through, which is a point, but

then evaluate at every point how much you have to invest in it."

Next it was asked which development proposals should be deepened into. In response,
development proposals 1, 3 and 10 were submitted. These were customer journey and
use cases, mapping data needs — a knowledge needs bank and a process of knowledge
management. These three development proposals were, in the opinion of the sponsor, po-
tential, would bring benefits and should be further developed. The knowledge-based man-
agement process was already presented in Chapter 2.2.1. Customer journey and cus-
tomer use cases are tools used in service design. The customer journey tool is available
with instructions on the handbook of Visit Finland's digital customer experience, which is
intended for use by the destination management organisations. Mapping data needs and
a knowledge needs bank can be implemented with a minimum shared Excel, where data
needs are listed as a statements or questions, which describe the context for the needed
data. Knowledge needs help in understanding phase in planning goals and indicators, and

they give feed into the knowledge-based management process.
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The sponsor did not give any feedback on development proposals 2, 4 and 9 in the final
workshop. However, these development proposals can be used in the future develop-
ments. These proposals are derived from analysis of interviews and the feedback of the

interviewees and the sponsor.
5.2 Reliability of results

The reliability of the results is verified by the sponsor’s involvement in the research
throughout the study. In addition, the results of the previously conducted mini survey con-
firm the results of this thesis. Due to lack of time in the workshop, the development pro-

posals could not be reviewed in depth.

In this thesis, the author assesses the reliability of the sources in relation to the research
and the phenomenon in the topic throughout the study. The interviews surveyed the
context and the phenomenon to be studied based on the experiences and views of the
interviewees. The result of the interviews was created by the interaction between the in-
terviewer and the interviewees. Assessing reliability in qualitative research relics on the
researcher's assessment and evidence, so achieving completely objective reliability is

gquestionable (Kananen 2017, 175.).
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6 Conclusions

The City of Helsinki's organisation has clearly identified the need to develop knowledge
management and related capabilities. The organisation, roles, and responsibilities of the
tourism ecosystem from the point of view of knowledge management should be clarified.
The terminology of knowledge management should be harmonised for communication
purposes. The city of Helsinki's tourism developers must increase their expertise in
knowledge-based management and related methods and tools, in order to maximise the
efficient use and benefit of knowledge-based management. Utilising multi-level coopera-
tion is a good way to ensure that knowledge-based management is developed efficiently
on a national scale in the right direction. All the research questions set out in the thesis

were answered.

Research question 1. What is the current state of knowledge-based management in the

Helsinki’'s Destination Management Organisation?

The maturity model for knowledge management (Appendix 2) was used to assess the cur-
rent state, which determined the level of maturity of knowledge management. The analy-
sis of the current situation looked at how knowledge management is understood or what it
means. The purpose of knowledge management was mainly understood, but the use of
terminology between knowledge management, knowledge-based management and infor-
mation management was not always appropriate. Knowledge of the topic and expertise in
knowledge-based management varied between interviewees. The result of the current
analysis showed that the management of the tourism unit's knowledge is still in its infantry.
Knowledge-based management and timely information were identified as important com-

petitive factors and ways to recover tourism after the Covid-19 pandemic.

Research question 2. What are the challenges and opportunities in current state

knowledge-based management?

The biggest challenges were unclear roles and insufficient resourcing and competence. At
the national level, Visit Finland's role in promoting knowledge-based management was un-
clear. Another clear challenge was concern about insufficient resources and competence
in developing knowledge-based management. Two of the possibilities emerged, the clear-
est of which was cooperation. There are opportunities for cooperation at many different
levels: cooperation within the city between industries, cooperation with local companies
and actors, cooperation with other regional organisations and Visit Finland, and interna-

tional cooperation. The benefits of cooperation would include more efficient use of know-
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how and resources, common procurement, common data sets and agreed standards. An-
other possibility was to utilise knowledge management for the development of internal op-

erations and services.

Research guestion 3. How can knowledge-based management be concretely developed

in the Tourism Unit?

A total of 10 development proposals were produced, of which the most feasible were se-
lected in the final workshop. The development proposals selected the process of
knowledge-based management, the knowledge needs bank and the utilisation of cus-

tomer journey and use cases.

The results of this thesis will be utilised for the sponsor’s future preparation of the
knowledge-based management development project. In connection with the thesis, sev-
eral development proposals were brainstormed, which can be used and further developed
in the sponsor’s organisation and possibly also in other regional organisations. Some of
the proposed development proposals have already been planned or their implementation
has already started in the sponsor’s organisation. The open comments, wishes and feed-
back given in the interviews were considered in the planning of the final results of the de-

velopment work.

This thesis was limited to knowledge-based management. As a proposal for further re-
search, it is proposed to extend the topic of research to include a broader set of
knowledge management, which includes not only knowledge-based management, but

also information management and the data-management.
6.1 Self-reflection

Tourism as an industry and the tourism ecosystem of public administration were a chal-
lenging context for the thesis author due to a lack of previous experience and knowledge.
However, getting to know the new industry and studying the phenomenon in its context
was interesting, inspiring, and motivating. The theory in the extent required by the mas-
ter’s thesis was new, interesting, and educational. The City of Helsinki's organisation and
tourism industry became familiar during the thesis. The client's guidance and active sup-
port helped to achieve the goal. Doing the thesis alongside the work required good plan-
ning and time management. However, time was saved due to the reduction in meetings
and travel caused by the pandemic. Knowledge-based management is currently a topical
and talked about topic, so | am glad that | chose this topic and learned a lot about it

through a case example. | look forward to taking advantage of the lessons learned in
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working life. | want to thank thesis sponsor, thesis instructors and all involved in coopera-

tion project for this kind of opportunity and provided aid.
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Appendices

Appendix 1. Organizational chart of the Helsinki City Executive Office’s

Location of the tourism unit in organizational chart of the Helsinki City Executive Office’s.
(City of Helsinki 2021)



Appendix 2. Knowledge-based management maturity model
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Appendix 3. Interview questions

What does knowledge management mean in tourism from the point of view of your
activity/unit?

O

@)

What other actors do you identify in knowledge management in addition to
yourself, guidance or decision-making?

Is it clear to the City of Helsinki what its role and role is in tourism from the
point of view of knowledge management?

At what level of maturity is knowledge management in your operations,
how is the information utilised / how many informed decisions are made?

Are there any objectives for the development of tourism, are they clear and
known?

Is the development of tourism strategically managed?

What kind of picture do you have of the present?

@)

Do you have predetermined indicators, reports on what is regularly moni-
tored, and decisions made based on them?

You have data, reports, what could you use?

Decision-making, processes, ownership and roles, technology and data,
data strategy.

Do we need tools to determine the wider current situation? Can you do it
alone, or do we need outside help?

Challenges or risks of the current state of knowledge management from a differ-
ent perspective:

O

O

Solutions to these:

Are there things that exist and exist ready or things that work well.

Strengths and opportunities of the current state of knowledge management from a
different perspective:

O

O

O

O

What are the things ready?
What is the target mode and what are the things you want to achieve?

What conditions are needed or what should be done to achieve the target
status?

Are there solutions or tools to make it easier to get into target mode?

Free comments

Expectations of final output and what would bring the most benefits as final out-

put?
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Appendix 4. Interviewees

Interviewee 1. Responsible for the development of tourism in the City of Helsinki

Interviewee 2. Leads a tourism safety project funded by the Ministry of Economic Affairs
and in the City of Helsinki

Interviewee 3. Responsible for developing restaurant services in the City of Helsinki
Interviewee 4. Responsible for developing the sea services in the City of Helsinki
Interviewee 5. Works at The Lions of Helsinki. The City of Helsinki Development Company
is responsible for the biggest events in the City of Helsinki, for example. Tuomaan Market

at Christmas

Interviewee 6. Helsinki Marketing and responsible for tourism marketing in Helsinki (role in

marketing on the data side).

Interviewee 7. Representative from Helsinki Marketing, Tourist Information

Interviewee 8. At work in the City of Helsinki's Economic Development Division (which will
also include the Tourism Unit in the future), it is responsible for developing knowledge-

based management.

Interviewee 9. Head of Tourism Unit
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