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Abstract— Process innovation can add value by creating new 

technologies or improving existing ways of delivering valuable 

products to internal and/or external customers.  Organizations are 

a set of processes, some of which can be knowledge intensive 

(KIBPs). Nowadays, knowledge is a critical factor of success for 

competitiveness in organizations and needs to be managed, even 

more in KIBPs. However there is a lack of theoretical-empirical 

studies about innovation in KIBPs considering knowledge 

management. Consequently, this study aims to explore how 

process innovation happens in a knowledge-intensive business 

process and what contributions can knowledge management 

provides to it, using a case in a Peruvian insurance company to 

understand how this phenomenon occurs in practice. A literature 

review was made to explore these concepts and their relationships, 

and then, a real case of innovation was analyzed in a core process 

within a large-sized Peruvian insurance company. According to 

literature, some findings were identified:  1) This study case 

demonstrated that, when well applied, innovation in KIBPs can 

produce improvements in three dimensions, such as efficiency, 

effectiveness and sustainability. 2) There are knowledge 

management processes within KIBPs that need to be identified, 

managed and, if possible, automated. 3) A KIBP innovation 

process requires highly commitment, some cultural conditions 

and a very close alignment with the strategy. 4) IT plays and 

strategic role in KIBPs innovation, supporting automation of 

knowledge processes and also providing other results such as 

flexibility, scalability, efficiency and valuable information. 

 
Index Terms—Insurance, Knowledge Management, 

Knowledge-Intensive Business Process, Process Innovation. 

I. INTRODUCTION 

In the new context of a globalized economy, knowledge is a 

critical factor of competitiveness [1], [2], [3], [4]. The 

existence of a good or service provided by organizations is 

always supported by knowledge and a set of processes [5], 

[6]. A business process is knowledge-intensive when it has 

―high task complexity and high knowledge intensity‖ [7, 

p.282] and relies on extensive human knowledge and 

involvement [8]. Nowadays is widely accepted that 

innovation provides competitive advantage to companies [9]. 

When it happens in the process, it can lead to better firm 

efficiency, effectiveness and sustainability [10] therefore 

better performance and competitive advantage [9]. The 

concept of process innovation was proposed by Schumpeter 

[11] and was explored by many researchers focusing on 

understanding the own concept, its types and some methods 

[10], [12]-[17]. Despite this, there is a clear need to consider 

knowledge while managing knowledge-intensive business 

process, but there is lack of theoretical-empirical studies 

about an effective application of knowledge in process 

innovation [18]. This study will explore how process 

innovation happens in a knowledge-intensive business 

process and which contributions knowledge management can 

provide to it. Thus, the objective of this study is to describe 

the characteristics of knowledge-intensive process innovation 

and to interpret how this phenomenon occurs, particularly in a 

core process of an insurance company.  

II. METHODOLOGY 

This research has a pragmatic philosophic conception 

because it is intended to understand actions and its 

consequences towards real life practices [19]. Considering the 

adopted paradigm, this study uses qualitative methods to 

describe and analyze data and results, in a set of steps oriented 

to produce a flexible and descriptive final report [19]. Two 

technics were used to implement this research: literature 

review and case study. First, a literature review was made to 

characterize how innovation occurs in knowledge-intensive 

business processes, and to identify how these concepts are 

related to knowledge management. Then, the set of categories 

and relations found in the literature review were used to 

analyze an innovation case in a core process in a large-sized 

Peruvian insurance company, that is called company A. Data 

was collected from two interviews, with the IT project leader 

and  the business project manager involved in the innovation 

case. On the other hand, historical documents were collected 

from project office repository in order to complement and 

explain the mains issues discussed in the interviews. 

III. LITERATURE REVIEW 

A. Knowledge Intensive Business Processes (KIBP) 

A process is a set of people, resources and materials in 

work-activities logically connected that produce a result of 

value for a customer. For Harrington [5] a process makes use 

of organizational resources, receives an input and delivers a 

valuable product for an internal or an external customer. In 

the business context, business processes supporting the 

organization's goals using a set of resources in order to 

produce value for the customer. Business processes have two 

basic characteristics: They are inter-functional - because they 

cross boundaries of functional areas -, and they have 

customers, internal or external - because they deliver a 

product to "someone" [6]. The existence of a good or service 

is always supported by a set of processes. For that reason, 

business processes are value flows that must be identified, 

analyzed and continuously improved to meet customer needs 
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[5], [6]. Hence, an efficient business processes management 

will have direct impact on the quality of products provided by 

the company, and consequently, will increase its competitive 

advantage. ―Knowledge intensive‖ (KIBP) is a particular type 

of business process with high task complexity and high 

knowledge intensity [7]. According to this, for Isik et al.  

―KIBPs rely on extensive human involvement and 

knowledge, whereas in non-KIBPs expert knowledge is less 

critical‖ [8 p. 516]. But, what is knowledge? According to 

CEN, ―Knowledge is the combination of data and 

information, to which is added expert opinion, skills and 

experience, to result in a valuable asset which can be used to 

aid decision making. Knowledge may be explicit and/or tacit, 

individual and/or collective‖ [20, p.6]. In summary, 

knowledge is a valuable asset that is born as a result of 

conscious processing of information through an individual 

process in a specific context [21]. The available literature 

converges towards the notion that knowledge is the most 

critical resource in KIBPs. Considering this, successful 

knowledge management, promotes and increases the 

probability of successful KIBPs management. Before being 

managed, a KIBPs needs to be identified. There are not 

clearly boundaries between KIBP e non-KIBP but academic 

literature identifies a set of characteristics about KIBP that 

can help any identification process (Table 1). Complexity and 

need for high creative to manage KIBP are two key 

characteristics for identifying this kind of processes [8].  

Table 1 - Comparison between KIBP and non-KIBP 

characteristics.  [8] 

 

When identified, a KIBP can be analyzed with a holistic and 

critical view in order to be improved. Managing a KIBP 

involves the identification and management of the critical 

knowledge in the process, and consequently, Knowledge 

Management area must be considered. 

B. Knowledge Management (KM) 

Knowledge Management (KM) is a multidisciplinary area 

of study that can be defined in many different ways. Wiig  

provides one definition, stating that KM is ―to understand, 

focus on, and manage systematic, explicit, and deliberate 

knowledge building, renewal, and application, that is, manage 

effective knowledge processes (EKP)‖ [22 p.1]. In his study, 

Dalkir [23 p.3] explores many KM concepts from different 

areas, and one of these definitions affirms that Knowledge 

Management is the deliberate and systematic coordination of 

an organization‘s people, technology, processes, and 

organizational structure in order to add value through reuse 

and innovation. This coordination is achieved by creating, 

sharing, and applying knowledge as well as by feeding the 

valuable lessons learned and best practices into corporate 

memory in order to foster continued organizational learning. 

Another prescriptive approach about KM was delivered by 

the European KM Framework, which describes KM as ―the 

management of activities and processes for leveraging 

knowledge to enhance competitiveness through better use and 

creation of individual and collective knowledge resources.‖ 

[20 p.6]. The Framework developed by CEN [20] considers 

three main layers as: 1) The Business Focus, that should be in 

the center of the KM initiative, 2) The core knowledge 

activities such as identify, create, store, share and use, 3) The 

enablers that facilitate and effective knowledge handling, 

these enablers can be personal or organizational. In the same 

line of thought  with CEN, some KM processes are identified 

and presented by Dalkir in his Integrated KM life cycle, as a 

result of the  literature review about KM cycles. First, the 

process of knowledge capture and/or creation develops a 

knowledge base that will be accessed by the knowledge 

sharing and dissemination processes. After that, the 

knowledge is contextualized in order to be understood and 

used in the knowledge acquisition and application processes. 

After knowledge is used, the organizational knowledge base 

is updated and the cycle starts again [23]. In this study KM 

will be considered as a set of processes and practices that can 

be used for understanding, managing and uses knowledge in a 

consistent way to achieve organizational objectives. Thus, 

knowledge management aims to put information and 

knowledge in effective action, focusing in valuable results. 

The previous section stated that a successful KM facilitates 

the management of KIBPs. But, what does successful KM 

mean? According to Jennex et al., a successful KM ―is 

defined by capturing the right knowledge, getting the right 

knowledge to the right user, and using this knowledge to 

improve organizational and/or individual performance‖ [24 p. 

174]. The same author points out that this concept is measured 

considering some dimensions, such as: impact on business 

processes, impact on strategy, leadership, and knowledge 

content. Many researches explore the relationship between 

Knowledge Management and Innovation [3], [25]-[30], [51]. 

As a resource, knowledge is an innovative process input. On 

the other hand, Knowledge Management, specifically 

knowledge creation is a process that supports and usually 

occurs during innovative process. 

C. Innovation 

Through the last few decades, there has been a growing 

interest in innovation, its inputs and its outcomes. The world 

has changed: globalization took place, markets expanded and 

competition extended overseas. In this context, it became a 

prime necessity for companies to innovate, answering 

customers‘ demands and taking advantage of opportunities 

provided by new technologies and changing markets [17]. 

Nowadays it is widely accepted that innovation provides 

competitive advantage to companies, and it is perhaps one of 

the few sustainable ways of continuously achieving it [9], 

KIBP non-KIBP 

Mostly complex Simple or complex 

Mostly hard to automate Mostly easy to automate 

Mostly repeatable Highly repeatable 

Predictable or unpredictable Highly predictable 

Need lots of creativity Need less creativity 

Structures or semi/unstructured Structured 
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[18], [21]. Innovation per se can be a very broad concept. 

Over the years, some efforts were made in order to narrow it 

down. It is a multidisciplinary concept, and many different 

authors from many different disciplines have defined and 

categorized it. Some of these disciplines are: Economy [31], 

[32]; Entrepreneurship [33], [34]; Business and Management 

[14], [35]-[37]; Marketing [38]; Technology, Science and 

Engineering [39]-[41]; and Organization Study [42], [43]. 

The first author to introduce the idea of innovation was 

Schumpeter [31]. He outlines innovation as being one or 

many of the following: the introduction of a new good or the 

introduction of an improvement to an existing one, the 

introduction of a new production method, the opening of a 

new market, the finding of a new source of supply, and the 

happening of a new economic condition. Porter also provides 

some definitions for innovation and the way companies 

approach it [38]. He describes the manifestation of innovation 

being a ―new product design, a new production process, a new 

marketing approach, or a new way of conducting training‖ 

[p.75], being training an emphasis to the one correct way of 

doing something. He states that ―successful companies 

approach innovation in its broadest sense, including both new 

technologies and new ways of doing things, perceiving a new 

basis for competing or finding better means to compete in old 

ways‖ [p.75]. Tidd, Bessant and Pavitt defines innovation as 

―novelty and change‖ assuming a variety of forms [13]. They 

present what is called the ―4Ps‖ of innovation: product, 

process, position and paradigm innovation. Product 

innovations are changes in a company‘s products/services; 

process innovations are changes in the way products/services 

are manufactured and/or delivered; position innovations are 

changes in the context that products/services are introduced to 

the market; paradigm innovations refers to changes in the 

mental model of a company that drives its core business. They 

also state that ―novelty is very much in the eye of the 

beholder‖, which leads to an understanding that, even with all 

the efforts made to define what innovation really is, some part 

of its perception is left to the stakeholders, being them inside 

or outside the company (e.g. customers or shareholders) [13]. 

A multidisciplinary approach definition for innovation is 

proposed by Baregheh, Rowley and Sambrook: ―Innovation is 

the multi-stage process whereby organizations transform 

ideas into new/improved products, services or processes, in 

order to advance, compete and differentiate themselves 

successfully in their marketplace‖ [17, p.1334]. Regardless of 

the great variety of definitions, there seems to be a consensus 

among the authors about the dimensions of innovation, or the 

areas where it can take place, particularly about the product 

and process dimensions. Sawhney, Wolcott and Arroniz 

developed a framework called ―innovation radar‖ where they 

list twelve dimensions where a firm can innovate. Four of 

these dimensions are considered the key ones: ―the offerings a 

company creates, the customers it serves, the processes it 

employs and the points of presence it uses to take its offerings 

to market‖ [15, p.30]. Considering the objectives of this 

study, the concept and implications of process innovation will 

be explored in the following section. 

D. Process Innovation 

Process Innovation plays a very important and strategic 

role in companies nowadays. Being able to accomplish things 

that no other competitor can or doing it in a better way are 

competitive advantage sources. It means finding and 

implementing new ways of manufacturing and delivering 

goods, faster, cheaper and more customizable than any other 

competitor [13], and includes process improvement and 

re-sequencing, better use of resources and benchmarking, 

among others [44]. Also, it can be viewed as innovations that 

are used in the same sector as those in which they are 

produced [45 p.345] and that enables companies to perform a 

work activity in a radically new way [46 p.96]. Process 

Innovation can be categorized in two different types: 

incremental, referring to a process innovation that is new to 

the firm but not new to the industry; and radical, referring to a 

process innovation that was developed by the firm and is new 

to the industry [47]. While incremental process innovations 

can help by reducing costs through optimization and loss 

mitigation, radical process innovation enables complete new 

ways of doing things [13]. Long-term thinking, process 

innovation is a key source for a company to achieve 

competitive advantage. By improving its way of working, a 

company can have both efficiency and effectiveness gains. 

Therefore, it is very important to have means of studying and 

analyzing what can benefit or hold back process innovation in 

companies, and what can be its results. Frishammar et al. 

proposed a conceptual framework to analyze the antecedents 

and consequences of firms‘ innovation capability (Figure 1) 

[10]. Strategy, collaboration and culture are cited as 

higher-level antecedents. Strategy is very important, 

especially during the strategic decision making, which can 

shape the success of process innovation when firms take a 

proactive stance towards it. It is also important to align 

process innovation and product innovation activities because 

new products often require new (or different) processes, and 

new processes can enable the conception of new products. 

Collaboration, internal and external, can enhance a firm‘s 

learning process and ensure that the expertise of internal 

departments, as well as from suppliers and partners, are 

incorporated to the activities, bringing in the desired 

combination of skills and competences [10] therefore there is 

knowledge being used, combined and created. The 

combination of different knowledge and the ability to create 

new knowledge has a positive effect on process innovation, 

which leads to better firm performance [50]. Culture is a 

high-level antecedent of a firm‘s innovation capability 

because ―innovation climate […] and sufficient support from 

a firm‘s top management is a prerequisite for successful 

process innovation‖ [10, p.524]. "Flexibility values foster a 

culture of experimentation and empowerment [...] and enable 

operators to engage in creative problem solving" [16, p.882]. 

As the outcomes of process innovation, the authors present 
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efficiency, effectiveness and sustainability. 

 

 
Fig 1 - Conceptual framework of firms’ process innovation 

capability [10] 

As mentioned before, process innovation can lead to better 

performance and provide competitive advantage as the firm 

starts experiencing ―doing different‖ and/or ―doing better‖. 

Cost reductions, increased production volumes and product 

quality, reduced time-to-market and increased product 

reliability are some of the benefits that a firm can achieve with 

process innovation. Also, more environmentally friendly 

production and increased worker safety can be achieved as 

well [10]. The induction of extra productivity growth as a 

result of process innovation can occur at any stage of the firm 

age. Also, even though there's a tendency that while a firm 

ages its productivity growth rate will meet average growth 

rates for its specific sector, constantly fostered process 

innovation can break this trend [12]. Considering the 

objectives of this study, it is relevant to further explore the 

change/creation of a (new) process as a result of process 

innovation. Although the idea of business process 

reengineering (BPR) is not widely used anymore, [48] 

presented a study where the relationship between BPR and 

information technology (IT) is examined. When it comes to 

BPR, it is interesting to notice that one of its results can be a 

different (and better) way of doing something, therefore, a 

process innovation. The work provides some guidelines of 

how IT can initiate and sustain reengineering, before and 

during a process (re)design, and during its implementation. It 

is particularly interesting some of the IT roles in the ―before‖ 

and ―during‖ process (re)design phases. For instance, before 

the process design, IT can foster process thinking and identify 

process for redesign in organizations; during the process 

design, IT can bring complex analytical methods to bear on 

the process, transform unstructured processes into routinized 

transactions and reduce/replace labor in a process [48 p. 587]. 

Considering all the concepts reviewed and described before, 

the next section presents a case study about a Peruvian 

insurance company and its efforts to improve one of its 

operations processes, which resulted in an innovation. 

IV. PROCESS INNOVATION IN A PERUVIAN 

INSURANCE COMPANY 

The company A had revenues for approximately US$ 1.2 

billion during the year 2011, and is the leader in the Peruvian 

insurance market. The company A operates many types of 

insurance products (Life, Health, Car, Casualty, 

Unemployment, Accident) through its different sales channels 

(direct sales force, brokers, agents, banking retail, department 

stores, etc.). Sales channels such as banks and department 

stores constitute ―alternative channels‖. In this type of 

channels the priority is to commercialize massive products 

such as Accident, Unemployment and House insurance. The 

critical success factor is to have a competitive cost of 

distribution and operation, and also to have simple products in 

order to facilitate sales processes [49]. Business models in 

alternative channels there are two business partners or 

‗players‘. The bank or sales department, called partner, use 

their clients database and distribution channels (agencies, 

sales force, sales processes) to sell the insurance policies, and 

sometimes, to provide the front end to customer service. In 

retribution, the partner receives a commission for insurances 

policies sold. On the other hand, the insurance company 

receives information from the partner on every insurance 

policy sold (usually electronically), and starts an operative 

process in order to validate some business rules and register 

the sales.  This way, the insurance company receives a 

premium for taking the risk about the insurance object. In 

2011, company A had revenues for about US$ 220 million per 

year by selling in alternative channels, and it had a 14 percent 

of average annual growth calculated from 2005 to 2011. On 

the other hand, the company was facing an increased number 

of difficulties produced by a set of structural operative 

problems. These problems around the operative process 

become evident through several signs such as: 

 Poor standardization: One product one process. Every 

product commercialized through every alternative 

channels, had his own and particular flow and his own set 

of technological support, user procedures, inputs and 

outputs. Thus, there were 192 products and consequently 

192 different ways to operate. 

 High human resources demand. Processes weren‘t totally 

automatized, so they needed human control in all 

activities. In addition, the knowledge needed to operate 

every product was very high because of the poor 

standardization and poor IT support. These elements 

increased significantly the cost of operation when sales 

were growing. 

 High Risks: Business rules were implemented in different 

ways in every product, and there is not a central business 

rules repository, and consequently, there is not a 

standardized IT architecture for business rules. 

Consequently, IT process becomes inefficient and 

unstable when high sales volumes are processed. 

 Poor service: Problems above produced frequently 

non-fulfillment in the service level agreement with the 

partners (banks or department stores). 

The alternative channels sales‘ operation process is 

knowledge intensive (KIBP), because general knowledge 
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about the client and expert knowledge about business rules 

and products, is combined and embedded in every activity 

inside the process [7], [8]. Considering the described context, 

a project was planned and implemented in order to improve 

the alternative channels sales‘ operation process. A subset of 

18 products were selected from the universe of 192 product 

offered in alternative channels, these 18 products represents 

the 92% of total revenues in the alternative channels business. 

According to Frishammar et al. some key-antecedents were 

identified before the project [10]: 

 Strategy:  Improve this operative process had a strategic 

alignment with the company A plan for 2010-2014. This 

plan stated that growing in alternative channels more than 

20% per year would be one of the main objectives. 

 Collaboration: An inter-functional team among internal 

subunits – such as Massive Operations, Organization 

Development, Process, IT - was created for developing 

innovative and systemic alternatives in order to solve the 

problem. Also, a communication bridge with some 

external key partners was developed in order to take 

important ‗customer knowledge‘ and incorporate their 

needs in the final solution. 

 Culture: The project was born from a high top management 

commitment, allocating all the necessary resources and 

the people with the right expertise for this project. Also, 

top management transmitted to the team a very high 

motivation for being creative and innovative when 

developed the new process. 

Considering the key antecedents, some critical success 

factors were defined. These factors are: Scalability, 

simplicity, maintainability, and standardization. Knowledge 

was identified as a key resource embedded in the process, so 

knowledge management was considered to design the final 

solution. The figure 2 shows the architecture for the new 

process. 

  
Fig 2 - Architecture for new operation process for alternative 

channels sales (source: the authors) 

First, the processes of the 18 products were unified in a new 

one. Second, the process was totally supported by IT, except 

one activity about ―homonyms solution‖ that needs a user 

expertise and was not automatized in this project. Third, every 

activity started to have a set of result and control reports. 

Thus, and according to Attaran, IT played a key role to 

achieve objectives in this innovation process [48]. In the first 

part of the process, managed by the new coordinator system, 

occurs the reception of the consolidate file with sales sent by 

the partner for all the products commercialized. In this step, 

the objective is basically to register and to control some 

security protocols. Then the file, with a set of sales records 

with different structures depending of the product and the 

channel is codified by an automatic translator in order to 

obtain a new file with standardized type of record that is easily 

recognized and processed in the next steps. This action gives 

the process flexibility, making it independent of the channel 

file format. After that, the file with standardized records has a 

first level of validations in order to confirm data format 

(numbers, size of strings, dates and positions) and also to 

confirm complete data required for the product sold in every 

record. Immediately, even in the coordinator system, the file 

received was partitioned in one file for each product in order 

to address each resulting file to the right core system. The 

validation and partition logic represent an important 

knowledge that was embedded previously by a 

channel/product configurator, in other words, a knowledge 

application occurs [23]. Technological knowledge and 

knowledge about the product also are applied automatically in 

the next step. In the core system for each product, the new file 

is validated against a set of business rules. The file is validated 

in a vertical way, a IT technique that validate rules to each 

data field for all registers, minimizing from 200 thousand to 

200 the number of transactions used for a file with 1 thousand 

records and 200 business rules. Records that don‘t pass the 

validation are saved as rejected. Records that accomplish 

successfully the validation are used to register the client and 

finally register the policy in the core system. Some clients 

have a homonyms problem, in this case, the process triggers a 

report in order to notify the user who is expected to solve this 

problem. After all homonyms are solved the process 

continuous automatically. In the final part of the process, in 

the coordinator system, results are consolidated again in one 

file and de-codified in order to send them to the partner in the 

‗same language‘ they were received.  Also are sent to the 

partner a set of personalized reports about correct e incorrect 

records, including the reasons in the incorrect ones. As 

demonstrated, in the translator, external knowledge about 

each partner is embedded as a set of rules for codification and 

a set of criteria for designing the final reports. This knowledge 

is combined with internal knowledge generated in the process 

for giving to the partner a personalized and valuable product. 

Consequently, according to Dalkir [23], a knowledge 

acquisition process occurs when the translator is configured, 

and a knowledge application process during the operation 

supports the delivery of a better product. Process innovation 

means finding and implementing new ways of manufacturing 

and delivering goods, faster, cheaper and more customizable 

than any other competitor [13]. It includes process 

improvement and re-sequencing, better use of resources and 

benchmarking [44]. Also, process innovation enables 

companies to perform a work activity in a radically new way 

[46 p. 96]. Considering the definitions of process innovation, 
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and the case described above about innovation in a knowledge 

intensive business process, it is pertinent to review the process 

innovation outcomes for this case, categorized by Frishammar 

et al. in three dimensions: efficiency, effectiveness and 

sustainability [10]. Efficiency was improved in different 

ways. There were cost reductions for maintaining and for 

operating the new process. One person began to operate nine 

products instead of four before the new process, and expert 

knowledge required to operate each product was embedded to 

the process/systems, becoming independent of the person. On 

the other hand, processing times in servers decrease about 

90% by using new processing techniques and a standardized 

process, and also IT area has now one process to maintain 

instead 18 processes before the solution. Implementation of 

new components such as the configurator and the translator, 

give more flexibility to the process and improve dramatically 

the time-to-market for new products. This time-to-market 

decreases from 22 days for five days, counted since the 

product is defined until the product is implemented and ready 

to operate. Effectiveness was traduced mainly in an 

accomplishment of the service level agreement with partners 

in a 98% percent from less than 50% before the new solution. 

Additionally a more valuable product was offered giving a set 

of rich information to solve operational problems and to 

develop some improve projects in the sales process inside the 

partner. In the sustainability criteria, it is important to 

highlight that the new process facilitates the user´s work, 

reducing manual tasks and also reducing stress for error or 

noise in the old processes. Thus, this process innovation case 

accomplish its critical success factors, showing results 

according to  the dimensions of Frishammar et al. [10], and 

putting knowledge as a core resource in both KIBP and 

innovation process. Also, some tasks in the new process uses 

IT for enhancing results in terms of efficiency, effectiveness 

and sustainability. 

V. CONCLUSION 

This paper presented a case of innovation applied to a 

knowledge intensive process in a Peruvian insurance 

company. The case demonstrates that knowledge processes 

must be considered when designing and implementing the 

new process and its elements like routines, roles and 

technology support. In that context, and because people is the 

core element in every knowledge activity, a KIBP innovation 

process requires highly commitment for collaboration, some 

cultural conditions, and a very close alignment with the 

strategy. During the KIBP innovation process, IT plays a key 

role. The case demonstrates that, although this type of 

processes usually cannot be completely automated, important 

gains in efficiency and standardization can be achieved by 

bounding and automatizing most parts of the KIBP process. 

Some limitations need to be settled. The study aimed to 

deepen prior knowledge about the characteristics of 

knowledge-intensive process innovation in order to 

understand how the phenomena occur in the real world and to 

improve the knowledge basis for new researches. Despite this, 

the results and relations identified in this case cannot be 

generalized for other insurance companies, other industries or 

other cultural contexts. Consequently, the study of new cases 

of innovation in KIBP processes, in different contexts is 

suggested. In future studies, in a similar way to this research, 

it is strongly recommended to identify and analyze the 

elements presented in the Frishammar et al. framework [10] 

and the knowledge processes involved. 

 

REFERENCES 

[1] DRUCKER, P. Post-Capitalist Society. Harper Business, 

1993. 

[2] DAVENPORT, T. H. Thinking For A Living: How to Get 

Better Performances and Results from Knowledge Workers. 

Harvard Business School Press, 2006. 

[3] NONAKA, I.; TAKEUCHI, H. The Knowledge-Creating 

Company: How Japanese Companies Create the Dynamics of 

Innovation? Oxford University Press, 1995. 

[4] SENGE, P. M. The Fifth Discipline: The Art & Practice of The 

Learning Organization. 2nd edition. Doubleday, 2006. 

[5] HARRINGTON, James. Gerenciamento Total da Melhoria 

Contínua. São Paulo: Makron Books, 1997. 

[6] GONÇALVES, José Ernesto Lima. As empresas são grandes 

coleções de processos. Revista de Administração de Empresas, 

São Paulo, v.40, n.1, p. 6-19, 2000. 

[7] DALMARIS, Peter, et al. A framework for the improvement of 

knowledge-intensive business processes. Business Process 

Management Journal, v. 13, n.2, p. 279-305, 2007. 

[8] ISIK, O.; MERTENS, W.; VAN DEN BERGH, J. Practices of 

Knowledge Intensive Process Management: Quantitative 

Insights. Business Process Management Journal, v.19, n.3, p. 

6-6, 2013. 

[9] LENGNICK-HALL, C. A. Innovation and competitive 

advantage: what we know and what we need to learn. Journal of 

Management, June 1992. 

[10] FRISHAMMAR, J.; KURKKIO, M.; ABRAHAMSSON, L.; 

LICHTENTHALER, U. Antecedents and Consequences of 

Firms‘ Process Innovation Capability: A Literature Review and 

a Conceptual Framework. IEEE Transactions On Engineering 

Management, v.59, n.4, p.519-529, November 2012. 

[11] SCHUMPETER, J. A.  The Theory of Economic Development. 

Beijing: The Commercial Press, 1990. 

[12] HUERGO, E.; JAUMANDREU, J. Firms' age, process 

innovation and productivity growth. International Journal of 

Industrial Organization, v.22, i.4, p.541-559, 2004. 

[13] TIDD, J.; BESSANT J.; PAVITT K. Managing Innovation: 

Integrating Technological, Market and Organizational Change. 

3rd edition. Wiley, 2005. 

[14] TROTT, P. Innovation Management and New Product 

Development. 3rd edition. Prentice-Hall, Harlow, 2005. 

[15] SAWHNEY, M.; WOLCOTT, R. C.; ARRONIZ, I. The 12 

different ways for companies to innovate. MIT Sloan 

Management Review, v.47, n.3, p.75-81, 2006. 



                                                       
   

 

ISSN: 2277-3754   

ISO 9001:2008 Certified 
International Journal of Engineering and Innovative Technology (IJEIT) 

Volume 3, Issue 9, March 2014 

242 

 

[16] KHAZANCHI, S.; LEWIS, M. W.; BOYER, K. K. 

Innovation-supportive culture: The impact of organizational 

values on process innovation. Journal of Operations 

Management, v.25, i.4, p.871-884, 2007. 

[17] BAREGHEH, A.; ROWLEY, J.; SAMBROOK, S. Towards a 

multidisciplinary definition of innovation. Management 

Decision, v.47, i.8, p.1323-1339, 2009. 

[18] WANG, GF. et al. A Process Innovation Knowledge 

Management Framework and its Application. Advanced 

Materials Research, v. 655, p. 2299-2306, 2013. 

[19] CRESWELL, J. W. Research Design: Qualitative, 

Quantitative, and Mixed Methods Approaches. 2nd edition. 

Sage Publications, 2002. 

[20] CEN. European Guide to Good Practice in Knowledge 

Management. Part 1: Knowledge Management Framework: 

European Committee for Standardization 2004. 

[21] NORTH, K.; RIVAS, R. Gestión del Conocimiento: Una guía 

práctica hacia la empresa inteligente. Buenos Aires: 

LibrosEnRed, 2007. 

[22] WIIG, K. Knowledge management foundations. Arlington, 

TX: Schema Press, 1993. 

[23] DALKIR, K. Knowledge Management in Theory and Practice. 

Elsevier: Butterworth-Heinemann, 2005. 

[24] JENNEX, Murray E.; SMOLNIK, Stefan; CROASDELL, 

David T. Towards a consensus knowledge management 

success definition. VINE, v. 39, n. 2, p. 174-188, 2009. 

[25] JOHANNESSEN, Jon-Arild; OLSEN Bjorn; OLAISEN, 

Johan. Aspects of innovation theory based on 

knowledge-management. International Journal of Information 

Management, n.19, p.121-139, 1999. 

[26] POPADIUK, Silvio; CHOO, Chun Wei. Innovation and 

knowledge creation: how are these concepts related? 

International Journal of Information Management, v. 26, p. 

301/4-311, 2006. 

[27] LEONARD, Dorothy; SENSIPER, Sylvia. The role of tacit 

knowledge in group innovation. California Management 

Review, v. 40, n. 3, p. 112-132, 1998. 

[28] MASCITELLI, Ronald. From experience: harnessing tacit 

knowledge to achieve breakthrough innovation. Journal of 

Product Innovation Management, v.17, n.3, p.179–93, 2000. 

[29] DEMAREST, Marc. Understanding knowledge management. 

Long Rang Planning, v.30, p.321—384, 1997. 

[30] SWAN, Jacky; SCARBROUGH, Harry. Knowledge, Purpose 

and Process: Linking Knowledge Management and Innovation. 

34th Annual Hawaii International Conference on System 

Sciences, v.4. 2001. 

[31] SCHUMPETER, J. A. Capitalism, Socialism and Democracy. 

London: Unwin Hyman, 1943. 

[32] MANSFIELD, E. Size of firm, market structure and 

innovation. Journal of Political Economics, v.71, n.6, 

p.556-576, 1963. 

[33] BARNETT, H. Innovation. McGraw-Hill, New York, NY, 

1953. 

[34] DRUCKER, P. F. Innovation and Entrepreneurship. Elsevier 

Butterworth-Heinemann, Oxford, 1985. 

[35] KARGER, D. W.; MURDICK, R. G. Product design, 

marketing, and manufacturing innovation. California 

Management Review, v.9, n.2, p.33-42, 1966. 

[36] KNIGHT, K. E. A descriptive model of intra-firm innovation 

process. Journal of Management. v.41, n.4, p.478-496, 1967. 

[37] DAMANPOUR, F. Organizational complexity and innovation: 

developing and testing multiple contingency models. 

Management Science, v. 42, n.5, p.693-716, 1996. 

[38] PORTER, M. E. The Competitive Advantage of Nations. 

Palgrave Macmillan, Basingstoke, 1990. 

[39] MYERS, S.; MARQUIS, D. G. Successful Industrial 

Innovations: A Study of Factors Underlying Innovation in 

Selected Firms. National Science Foundation, Washington, 

DC, 1969. 

[40] NORD, W.; TUCKER, S. Implementing Routine and Radical 

Innovations. Lexington Books, Lexington, MA, 1987. 

[41] FRANCIS, D.; BESSANT, J. Targeting innovation and 

implications for capability development. Technovation, v.25, 

n.3, p.171-183, 2005. 

[42] ZALTMAN, F. E.; DUNCAN, R. B.; HOLBEK, J. Innovations 

and Organizations. John Wiley & Sons, New York, NY, 1973. 

[43] GARCÍA-MORALES, V. J.; MATÍAS-RECHE, F.; 

HURTADO-TORRES, N. Influence of transformational 

leadership on organizational innovation and performance 

depending on the level of organizational learning in the 

pharmaceutical sector. Journal of Organizational Change 

Management, v.21, n.2, p.188-212, 2008. 

[44] ROSEMANN, M; VOM BROCKE, J. The six core elements of 

business process management. International Handbooks on 

Information Systems, Springer Berlin Heidelberg, p.107-122, 

2010. 

[45] PAVITT, K. Sectorial patterns of technical change: Towards a 

taxonomy and a theory. Research Policy, v.13, i.6, p.343–373, 

1984. 

[46] PAPINNIEMI, J. Creating a model of process innovation for 

reengineering of business and manufacturing. International 

Journal of Production Economics, v.60, p.95-101, 1999. 

[47] REICHSTEIN, T.; SALTER, A. investigating the sources of 

process innovation among UK manufacturing firms. Industrial 

and Corporate Change, v.15, i.4, p.653–682, 2006. 

[48] ATTARAN, M. exploring the relationship between 

information technology and business process reengineering. 

Information and Management, v.41, i.5, p.585-59, 2004. 

[49] GALIZA, F. Visão das Seguradoras: Uma análise da 

distribuição de seguros no Brasil. Rating de Seguros. Rio de 

Janeiro: 2007. 

[50] RUIZ-JIMÉNEZ, J. M.; FUENTES-FUENTES, M. D. M. 

Knowledge combination, innovation, organizational 

performance in technology firms. Industrial Management and 

Data Systems, v.113, i.4, p.523-540, 2013. 

[51] KAMATH, V.; RODRIGUES, LR; DESAI, P.V. The 

dynamics of Knowledge Management and Innovation in the 

Indian manufacturing sectors: A Systems Perspective. 

International Journal of Engineering and Innovative 

Technology (IJEIT), v. 3, n.7, p.125-130, 2014. 



                                                       
   

 

ISSN: 2277-3754   

ISO 9001:2008 Certified 
International Journal of Engineering and Innovative Technology (IJEIT) 

Volume 3, Issue 9, March 2014 

243 

 

AUTHOR’S PROFILE 
 

Guillermo Antonio Dávila is a doctoral 

student at the Knowledge Management and 

Engineering Graduate Program (EGC) of 

Universidade Federal de Santa Catarina 

(UFSC). His studies are funded by 

CAPES-Brazil through a fellowship from the 

PEC-PG program. He holds an undergraduate 

degree in System Engineering from 

Universidad Nacional de Ingeniería de Lima 

(UNI) and an Information Science master‘s degree from Universidade 

Federal de Santa Catarina (UFSC). He has 9+ years of professional 

experience managing IT projects and managing business operations process 

in the insurance industry. He is a member of the Núcleo de Gestão para a 

Sustentabilidade (NGS-UFSC) research group and member of the Dynamic 

SME Project (Funded by the European Union), conducting research in the 

area of Innovation, Knowledge Management, Operations Management and 

SMEs. 

 

 Heitor Luís Belloni is a master's degree student at the Knowledge 

Management and Engineering Graduate Program (EGC) of Universidade 

Federal de Santa Catarina (UFSC). He holds an undergraduate degree in 

Information Systems from Universidade Federal de Minas Gerais (UFMG) 

and an Industrial Informatics technician degree from Centro Federal de 

Educação Tecnológica de Minas Gerais (CEFET-MG). He has 7+ years of 

professional experience in software development. He is a member of the 

Innovation, Management and Information Technology Research Group 

(IGTI) of UFSC, conducting research in the area of Knowledge 

Management, Entrepreneurship and Technological Innovation. 

 

Gertrudes Aparecida Dandolini has an under-graduate degree in 

Mathematics (200), a master´s degree in Production Engineering (1997) and 

a doctoral degree in Production Engineering (2000) from the Universidade 

Federal de Santa Catarina (UFSC). She was a professor at Universidade 

Federal de Pelotas between 2003 and 2007, where she coordinated the 

Mathematics Programs (classroom and distance learning). Currently, she is 

an associate professor at the Universidade Federal de Santa Catarina 

(UFSC) at the Knowledge Management and Engineering Department and a 

researcher at the Universidade Aberta do Brasil (UAB). At undergraduate 

level, she works with the disciplines of statistics and artificial intelligence. 

At graduate level, she collaborates with the Knowledge Management and 

Engineering Graduate Program (EGC) of UFSC in quantitative research 

methods and knowledge media courses. Research areas: distance learning, 

artificial intelligence (neural networks, fuzzy sets, and pattern recognition), 

assistive technologies, and intelligence for innovation. 

 

João Artur de Souza has an under-graduate degree in Mathematics 

(1989), a master´s degree in Mathematics and Scientific Computation 

(1993), a doctoral degree in Production Engineering (1999) and a 

postdoctoral degree from Universidade Federal de Santa Catarina (UFSC). 

He worked at the Universidade Federal de Pelotas from 1993 to 2007 as a 

professor of mathematics, including distance learning education. At the 

Universidade Federal de Pelotas he was also the coordinator of the 

Mathematics Distance Learning Program, where he obtained extensive 

experience with virtual learning environments, preparation of teaching 

materials and learning objects. Currently, he is an associate professor at the 

Universidade Federal de Santa Catarina (UFSC) at the Knowledge 

Management and Engineering Department. At the undergraduate level he 

works with disciplines of statistics, artificial intelligence and mathematical 

logic. At the graduate level he collaborates with the Knowledge Management 

and Engineering Graduate Program (EGC) of UFSC in quantitative research 

methods, intelligence for innovation, and management of information 

technology courses. Research Areas: distance learning, information and 

telecommunication technology, artificial intelligence (neural networks, 

fuzzy sets, and pattern recognition), assistive technologies, and intelligence 

for innovation. 


