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Abstract

High Employee attrition has been identified as one
of the foremost contentious issues affecting
Nigerian Microfinance Companies in recent times.
Survey results show a record average of more than
15% percent attrition rate across the Country in
2022 alone. While Organisations seek to explore
lucrative measures to retain their most valuable
employees, more employees keep leaving for wide
ranging reasons especially greener pastures; thereby
having adverse effect on performance and
succession. In a bid to solve this challenge, this
research examined the tacit knowledge sharing
culture within a Case Study and identified the
Organisational performance metrics in a bid to
analyse the impact of Tacit knowledge sharing on
Organisational performance, as a viable solution to
minimise the effects of employee attrition. Findings
showed that Organisational Performance is a
summation of individual performances in alignment
with defined deliverables. Hence in order to
effectively measure the impact of sharing tacit
knowledge vis-a-vis technical know-how, the
measure of performance improvement recorded in
an employee’s Knowledge sharing should be
measured alongside the output deliverable based on
well-defined performance measurement indicators
of Finance, Customers, Internal processes, growth
and learning.

Keywords: Fewchore  Finance  Company,
Knowledge sharing, Micro-finance, Organisational
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I.  Introduction

Every human resource builds tacit
knowledge within themselves through daily work
experiences, skills and information. This tacit
knowledge is literally, defined as the experiential
knowledge about unique work processes which is
usually not documented on the Organisation's work
procedures and guidelines but embedded within an

individual employee's brain or mental capacity
(Yazici et, al, 2022; Obrenovic, 2020).
Unfortunately, recent surveys by the Chartered
Institute of Banking in Nigeria (2022) has shown
that numerous experts and employees within
Organisations in the Nigerian Microfinance Service
Sector have vacated their employment majorly due
to poor human resource management practices,
economic emigration as well as the negative
economic effects of CoVid 19 pandemic on the
Nigerian Economy; leading to deficit of skills within
industry as these workers exit with their tacit
knowledge asset or technical know-how which is
also essential to the delivery of organisational
objectives with an underlying declining effect on
organisational performance.

This research therefore seeks to bridge this
skill deficit problem created in the Nigerian
Microfinance Service Sector by analysing the
viability of tacit knowledge sharing to effectively
initiate and enhance the capture and transfer of
expertise among employees such that an employee’s
tacit knowledge is retained in the Organisation even
upon their departure; and the resulting impact on
overall Organisational Performance using a Case
Study; with the view of suggesting policies changes
and strategies, within the context of the Nigerian
Microfinance Services sector, that will either
support or disprove the impact and application of
tacit knowledge sharing on Organisational
Performance depending on the research outcome.

Research Aim and Objectives

The research seeks to investigate the tacit
knowledge sharing culture in a Fewchore Finance
Company Limited, a Financial Service Company
and critically analyse the viability of its impact on
Organisational Performance as important factor for
Competitive advantage. The study specifically seeks
to:
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1. Examine the Tacit Knowledge Sharing
Culture within the Nigerian Micro-finance
Service Sector.

2. ldentify the Organisational Performance
metrics in the Nigerian Micro-finance
Service Sector.

3. Analyse the impact of tacit knowledge
sharing in organisational performance in
the Nigerian Micro-finance Service Sector
using a Case Study.

Research Questions

1. What is Tacit Knowledge Sharing Culture
within the Nigerian Micro-finance Service
Sector?

2. What is the organisational performance metrics
in the Nigerian Micro-finance Service Sector?

3. What is the impact of tacit knowledge sharing
on organisational performance in the Nigerian
Micro-finance Service Sector using a Case
Study?

I1.  Literature Review

Classification of knowledge historically
dates back to Polanyi (2009), and Davenport and
Grover (2001) and is divided into: explicit which is
grounded on theories, manuals and printed materials
making it easy codify and transfer; and Tacit which
is embedded within an individual making it more
difficult to codify (Wang and Yang, 2015) and is
therefore best communicated via experience by
harvesting from their mental schema (Nonaka and
Takeuchi, 1995). Tacit knowledge is reflected in
individual skill and experiences as well as their
distinctive approach to roles and responsibility
(Teece, 2004). It entails aiding one’s contextual
understanding through  meaningful, personally
acquired and workable insights (Riege, 2005; Bloice
and Burnett, 2016).

Tacit knowledge sharing is fundamental to
the success of any functional organization seeking to
gain value from and maximize the potentials of the
human resource to derive competitive advantage
(Obrenovic et al, 2020). It also creates an
organizational learning climate whereby innovation
can thrive (Shipton et, al, 2005; Kortekass, 2007),
and the increasing potential of corporate learning
can be harnessed positively (Yeo, 2003).

Studies have shown that tacit knowledge
sharing is enabled by different factors ranging from
personal to organisational. Lee and Al-Hawamdeh
(2002) and Jacobson (2011) assert that knowledge is
power and sharing wilfully is dependent on and
enabled by some critical factors. Wang and Yang

(2015) asserts that the expression of behavioural
attributes  specifically —associated with tacit
knowledge sharing such as: socialisation,
externalisation and internalisation; are influenced
greatly by mutual trust between employees, greater
self-efficacy, level of tacitness of the knowledge
being shared, and the availability of technology
enablers to drive employee participation. Holste
(2003) emphasises on the impact of interpersonal
relationships, familiarity, and constant
communication as critical factors that also enable
willingness to share tacit knowledge.

Guthrie et al (2004) and Kortekass (2007)
in their works present Organizational performance
as a summation of organizational level
measurements comprised of two complementing
segments: higher-levelled performance which is
reflected by financial performance measures and
indicators such as profit margin, returns on assets
and equity; and lower-levelled performance which is
about internal operational performance and their
indicators such as productivity, product quality, etc.
Nevertheless, Organisational performance simply
entails the measure of an organisation’s ability to
achieve its goals (Kaplan and Norton, 1992; Short
and Palmer, 2003)

Monitoring and assessing organizational
performance is essential to successfully reinforce
internal structures, extend market reach and stay
competitive in a dynamic and consistently
metamorphosing market (Rojas-Lema et, al,
2021);hence, the need for stakeholder satisfaction,
internal development and a more effective and
efficient operational levels (Cocca and Alberti,
2010; Rojas-Lema, et. al, 2021), and it is vital in the
strategic management of resources (Kaplan and
Norton, 1992; Short and Palmer, 2003).

I11.  Research Methodology

The study adopted a mixed method
approach. The researcher collected primary data
from the Case Study: Fewchore Finance Company
Ltd, using questionnaire and virtual Interviews
obtained from select relevant Fewchore executive;
and questionnaires collected from a sample space of
50 members of staff across different departments
within the Organisation. A minimal use of
secondary data such as company annual reports and
financial statements was also collected and
examined to support research analysis.It was
necessary to combine both questionnaires and
interviews as methods to obtain primary data
because the research questions identified in
Objective 3 require detailed explanation about the
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knowledge sharing culture within the case
organisation, as well as detail for qualitative
analysis of Organisational performance respectively.

A stratified sampling technique was
adopted to ensure that all sampling units in the
sample space had equal representation. By this,
collecting primary data with the aid of
questionnaires entails distributing participants in the
sample space into subgroups (strata) with a unifying
characteristic (Berndt, 2020). In practice, the
researcher selected a target sample of 50 employees
sub-divided into subgroups with each stratum
unified by their job roles which were categorised
into Administrative Operations, Credit Control, and
Accounts and Finance Team.Data collection

methods deployed to collect primary data include
semi structured interview and questionnaire.

In a bid to ensure validity of research data
and reliability of sources, investigations were
prepared such that each tool of data collection was
designed to corroborate the other, thereby validating
its authenticity. The collected data were analysed
using charts and percentages, for easy presentation
and comprehension.

Presentation of Data

An equal distribution of male and female
participants is recorded. Hence it is deduced that the
case study is not gender-biased; therefore, research
findings are not tilted more in favour of any
preferred gender.

Count of Please select your Age Category

FEMALE MALE FEMALE

18-30

MALE FEMALE MALE

30-40 40-50

Figl: Demographic Analysis of Respondents based on Gender and Age

According to Fig 1, a greater number of
respondents both male and female, aged between
18- 40 years of age, implies that FFCL workforce is
comprised mostly of young employees and
according to Businessday (2022) this group tend to
consistently seek greener pastures or exit jobs for

varying reasons. Although age may be considered a
minimal, subjective factor in relation to experience
and sharing tacit knowledge resources, it is
important to give adequate attention to this
demographic group in order to maximise their
potentials.
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Distribution of Job Roles of Respondents

N\

= Executive Assistant = Junior Associate

= Associate Senior Associate

= Manager = Managing Executive Director
m Others

Fig.2 Job Roles of Respondents in FFCL

Based on the distribution of Job roles in Fig2, 21 % of respondents are Associate level employees; 17.5% are
senior associates; 15.8% were listed as Executive assistants and Junior associates respectively. Corroboratively,
interview results show that every employee engages in mentorship as a means of succession planning. This
implies that for every subordinate office, there is sufficient manpower available for mentorship.

Years of Service

1.80%

or

m Less than 2 years = 3-5years = 6-10 years 10-15 years = Above 15 years

Fig.3 Years of Service of Respondents in FFCL
However, Fig 3 shows that a great 65% of the employees have spent less than 2 years on the job and 26%
between 3-5 years. If the ‘years of service’ is considered the basis in which valuable knowledge is created, then
the value received from majority of employees in terms of their contribution to Mentorship is significantly
minimal.
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Level of Experience

1.80%

17.50%

= Entry Level = Junior Level = Mid-Cadre Employee

Management Team = Top Executive

Fig 4: Level of Experience of Respondents

Fig 4 above shows that despite spending limited time with FFCL, experience level is not directly proportional as
there is a fair distribution of respondents in the different category of responses available which implies that these
experienced respondents yet with minimal years of service with FFCL must have acquired Know-How prior to

their recruitment.

Work Goals
1.60%

mYes mNo =

Fig. 5: Percentage of Respondent with Pre-assigned Work Goals
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Understanding of Tacit Knowlede

0o

mYes mNo =
Fig. 6 Percentage of Respondents that understand the concept of tacit Knowledge

Figures 5 and 6 respectively show that 98% of respondents have pre-assigned job roles as part of their
professional routine and 91 % of respondents also understand what tacit knowledge sharing implies. Hence 91%
of respondents actively engage in mentorship programs with full awareness of its implication to Tacit

Knowledge Sharing.

Perceived Value of Tacit Knowledge on the Job

3.50% 1.80%

3.50% ———

m Strongly agree = Agree = Neutral Disagree  m Strongly disagree
Fig. 7: Perceived Value of Tacit Knowledge

Fig. 7 shows that over 90% of respondents accept that their tacit knowledge is most valuable within the context
of their Job in helping them deliver results.
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My Technical abilities are unique to me

10.50% 1.80%

S

= Strongly agree = Agree = Neutral Disagree = Strongly disagree

Fig 8: Uniqueness of Technical Abilities per respondent

In Figure 8 above, an approximate 73.4% of respondents agree that their technical abilities on the job are unique

to them. Hence, depending on the distribution of respondents within this group, this is a target group for intense
knowledge sharing activities.

Engagement in Knowledge Sharing
180%

= Yes = No
Fig. 9: Percentage of Respondents that Engage in Knowledge Sharing

The Figure 9 shows that 98% of respondents actually participate in Tacit Knowledge Sharing which is
corroborated by the compulsory growth yielding mentoring programs. However, the outcome of subordinate
mentorship in terms of benefit is assented to by 85% of respondents; Implying the absence of beneficial
mentorship programme to over 10.6% (Fig 10).
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Knowledge Sharing Engagement is Beneficial to Recipients

3.50% | 1.80%

5.30% ‘

= Strongly Agree = Agree = Neutral Disagree = Strongly disagree
Fig 10: How Beneficial is Tacit Knowledge Sharing Engagement to Recipients
Operational Improvements have been identified among recipients of Knowledge sharing engagements?

Operational Improvements among recipients of Knowledge
Sharing activities

1.80% *\01 P

J

= Strongly agree = Agree = Neutral Disagree = Strongly Disagree =

3.10%

Fig. 11: Operational Improvements among recipients of Knowledge Sharing activities

Based on the Chart in Fig.11, 77% of respondents affirm that Operational Improvements amongst TKS
beneficiaries are attributable to Tacit Knowledge Sharing. The justification for this question was to ascertain

first hand, the perspective of TKS recipients if any improvement was recorded as a result of their engagement.

However, fig.4.15 implies that employee motivation to engage in TKS is minimal and disputable. Hence beyond
mentorship programs, employee motivation is essential to engage more effectively in delivering valuable

knowledge.
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Tacit Knowlegde Sharing vs Operational Improvements

0o
m Strongly agree = Agree = Neutral = Disagree = Strongly Disagree

Fig.12: Tacit Knowlegde Sharing vs Operational Improvements

Employee Motivation to Share Tacit Knowledge

2%
3.50% "0

W

m Strongly Agree = Agree = Neutral = Disagree = Strongly disagree =

Fig. 13: Employee Motivation to Share Tacit Knowledge
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Knowledge Capturing Structure

3.50%

m Strngly agree  ® Agree = Neutral = Disagree = Strongly Disagree

Fig.14: Existence of a Knowledge Capturing Structure

Department of Respondent

Loy 1:80% - 1-80%
. 0

)

e

= Marketing = [nvestments = Operations = Finance = Credit Control

= Administration = Legal = Audit m Business Support

Fig. 15: Department of Respondent
Asides the lack of motivation identified earlier, Fig.13 shows that the existence of a knowledge repository for

long term capturing, storage and dissemination is disputed by respondents and about 50% agree to its existence
while 40% disagree.
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My Job role is most important to

70.00%

60.00% 57.90%

50.00% 9103027
. 0
38.60%
40.00%
31.60%; goo

30.00%
20.00%
10.00%

0.00%

Strongly Agree Agree

B Accounts & Finance

H Credit Control & Marketing

15.80%
79% 8.80%
. 1.80%1.80%
I
Neutral Disagree

Administrative Operations

Fig.16: My Job role is most important to which Department?

IV.  Discussion of Findings

The essence of the objective on examining
the Tacit Knowledge Sharing Culture within the
Nigerian Micro-finance Service Sectorwas to
establish the presence of, and ascertain the level of
appreciation that Tacit Knowledge sharing is given
within industry. Identifying and understanding this
cultural background in the Case Study was
considered a prerequisite to effectively analyse the
impact thereof in the Organisation as knowledge
sharing is fundamental to innovation, productivity
and competitive advantage.

According to research findings
corroborated by both questionnaire and interview
results, FFCL as an organisation holds valuable
understanding and appreciation of tacit knowledge
sharing and operates a semi-structured system of
tacit knowledge sharing through mentorship
whereby each employee that occupies an official
role is mandated to train a successor. Employee
growth through the ranks is highly dependent on
successful mentorship of subordinates to adequately
cover schedules in which mentorship was
conducted. However, it is also noticeable that not all
employees engage in mentorship with an underlying
understanding of sharing tacit knowledge.

Nevertheless,Lee  and  Al-Hawamdeh
(2002) asserts that mentoring and tacit knowledge
sharing correlate positively and is facilitated through
close interaction with mentors. The unwritten know-
how conveyed through these interactions and

demonstrations is critical to position an organisation
strategically for competitive advantage (Stoner,
2020). However, extracting knowledge through
mentorship programs does not guarantee optimal
results especially in the absence of technology
enablers for conversion, storage, continuous access
and diffusion and dissemination to relevant users
over time (Teng and Song, 2011). Since tacit
knowledge is best utilised through policies and daily
systemic procedures (Lartey, et, al, 2022), absence
of guiding policies creates a loophole whereby
benefits of tacit knowledge sharing cannot be
optimised in practice especially in the financial
service  sector  where  sensitive  customer
transactional details are involved. Therefore, the
need to develop holistic tacit knowledge sharing
policies, facilitated by technology enablers, with the
most appropriate incorporation of motivation is
essential to develop a better tacit knowledge sharing
culture within FFC Ltd.

In order to ascertain impact of tacit
knowledge sharing, it was expedient to identify the
measurement  standards used to  evaluate
performance within the Case Study. Company
Documentation made available by Fewchore
Finance Company Ltd shows that general policies
and procedures are available to guide management
and staff in internal operations, control measures
and techniques, ensure uniformity and consistency
in daily operations. It was important to deploy a
performance measurement model that classifies
performance measures in line with the different
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components of the business with a clear link to
Organisational results. 4 key factors used to assess
include:
Finance:

e Highlights of financial achievements
include 30% increase in disbursement of
loans and advances to 12 sectors of the
economy to the tune of N9.76B.

e Increased deposit mobilisation by over
15.5% amounting to N3.8Bn

e Increased Borrowing transactions by 40%
amounting to N7.7Bn

Customers:

e New Customer Sign-ons indicating a 15%
increment from the last fiscal year.

e  89% Customer retention rate.

Internal processes:

Growth and learning:

Based on the methodology for measuring
Organisational performance adapted from Mehrabad
et al (2023), highlighting four cardinal points for
measuring Organisational performance, Fewchore
Finance Company Limited was identified as a major
industry player with great potentials to increase
market share and customer base due to its consistent
commitment to growth and internal process
development. However improved operational
process is essential to effectively align employees to
the benefits of tacit knowledge sharing.

Also, by considering the tacit knowledge culture
identified within the case study, impact on
organisational performance can be ascertained
systematically by identifying and measuring the
input each individual’s technical know-how
contributes to Organisational results in the areas of
Credit Control

V.  Conclusion

Based on research findings, it can be
affirmed that official rules, guidelines and policies
guiding tacit knowledge sharing are mostly explicit
in nature. Hence, the impact of sharing tacit
knowledge among employees of the Nigerian
financial service sector through mentorship systems
is limited due to the unavailability of precise policy
statements to aid employees navigate the demands
involved in effectively sharing knowledge.
Effectively utilising tacit knowledge in this industry
requires explicit policy definitions to instruct and
mandate participants on expectations and guidelines.

Furthermore, tacit knowledge sharing
implies distribution of employee tacit knowledge
among employees regardless of seniority. Operating
a top-down approach in tacit knowledge sharing, as

mandated by the existing mentorship programmes,
opposes the fundamental principles posited by
Nonaka and Takeuchi (1995) and Heisig (2009)
which raises concerns on the negative effect of
limiting the origins of tacit knowledge sharing to
perceived “experts” alone, thereby undermining
valuable contributions from potential sources of
relevant knowledge who are more effectively in tune
with the realities of field work especially in units
like credit control and marketing within the case
study.

Conclusively, this study suggests that the
impact of tacit knowledge sharing is most
effectively noticeable in improved succession
planning within the Case Study; improved skill-base
and innovation across functional units like
marketing, personnel administration and Credit
control was also identified as a beneficial impact.
However, concerns arise on the extent of innovation
allowed when dealing with financial transactional
data. Hence the need for policy guidelines as control
measures to checkmate excesses of employee that
may come up in the execution of their duties.

Recommendations
The following recommendations are put forward,
arising from the findings:

i Ministry of Education should develop tacit
knowledge impact assessment framework
to help harness the benefits of tacit
knowledge;

ii. Financial organisations should create
precise and measurable targets for
assessing individual performance and
organisational performance;

iii.  Organisations should provide conducive
working environment and organisational
culture, to enable employees willing to
share their tacit knowledge with their
colleagues.
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