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I. Introduction
NetOne is a mobile telecommunication company that is private 
but wholly owned by the government and came into being after 
the deregulation of the Posts and Telecommunication Corporation 
(PTC) in 1996. It is the first mobile operator in Zimbabwe and has 
the widest coverage network in all parts of the country. NetOne is 
the second largest in terms of customer subscriber base of more 
than 2million. The core product offered in the company is easy 
call and subsidiary services such as mobile money transfer, vehicle 
tracking etc. NetOne has 325 employees to date in 13 branches 
across different parts of the country. NetOne uses Business 
Intelligence in its day to day transactions and operations of the 
business. The company uses CRM for its clientele base of more 
2 million and ERP for its management of information internally 
and externally. All the systems are available in the company’s 
various departments and branches to keep track of information 
that concerns the company. The use of Business Intelligence 
helps the company in maintaining its database for the employees, 
customers, suppliers, etc. NetOne employs knowledge workers 
and as result it engages in Knowledge Management. This is crucial 
for a company like NetOne since it deals with a lot of information 
and which requires expertise in that field. With the rate at which 
NetOne is growing the combination of Business Intelligence 
and Knowledge Management is of paramount importance for 
sustainable competitive advantage. This paper aims to elaborate 
on the use of Business Intelligence and Knowledge Management 
within NetOne, its link to decision making of the company, the 
challenges faced by the organization, solutions likely to impact 
a difference and a detailed profile of Business Intelligence and 
Knowledge Management needs.  

II. Strategic Business Intelligence needs
Business Intelligence is of paramount importance to organizations 
aiming above and beyond just efficiency and effectiveness. 
Business intelligence is a platform that supports reporting, analysis 
of data and decision making. It very crucial since it encompasses 
Knowledge Management and Decision support systems as well. 
Business Intelligence is simply using technology to collect 
information and make use of that information in a way that 
improves the business potency [1]. 
NetOne uses ERP and CRM for its day to day operations and this 
helps in generating all the information it requires for the customers 

at the same time being able to manage the information internally 
and that of the external environment. The telecommunication 
industry is very intense hence the use of the Business Intelligence 
within the organization helps in keeping ahead of the competitors 
and also taking note of what others in the industry are doing or 
planning.  NetOne is offers very crucial services which requires 
intensive mass of security of customers details and the company’s 
information itself. 
NetOne handles massive information hence with the use of 
Business Intelligence it is able to process its information fast at 
the same time offering the most accurate information ever with 
no errors. The company and both customers are able to get up to 
date answers to their questions concerning any business aspect. 
With the rate at which NetOne is growing this result in the increase 
of capabilities as well hence Business Intelligence avoids the 
likelihood of any complications when computing. 
NetOne offers a lot of supplementary service besides its core 
product for example money transfer may requires a lot of database 
query hence that platform can be very complicated considering 
the company is serving more 2million clients with almost half 
of them participating in the money transfer service. The process 
is performed smoothly with use of Business Intelligence and 
customers are guaranteed that their money will be transferred to 
the right recipient instantly. 
Thus Business Intelligence offers easy access of company’s data to 
the business community. With CRM NetOne can be able to acquire 
and retain potentially profitable customers through tracing their 
calling patterns. Sales representatives can be able to distinguish 
the profitable clients and non profitable clients so as to customize 
the offerings. This information is crucial in the sense that the 
company reduces costs by giving promotions mainly to those who 
buy more often and less promotions for non profitable customers. 
Also by having customers profile the sales force will be able to 
predict what packages likely to suite the client. 
Business Intelligence enables NetOne to be able to segment its 
market by providing data on customer profitability this way it is 
easier to customize and give much attention to profitable clients.  
Segmenting can be done in terms of Geography, Income/Age, 
Calling Pattern, Behavior Analysis etc. Including all these will 
help in identifying, predicting and managing the needs of the 
customers at large [3].
Telecommunication is very crucial since it is involved in almost 
all business transactions today. Companies use internet and call for 
most of their business transactions with other parties or internally 
with employees. Hence NetOne has clients which vary from large 
organizations, medium to small organizations and individuals. 
And all these are clients for NetOne and require totally different 
attention. Also the packages sold for these clients are also different. 
With Business Intelligent NetOne is able to satisfy the diverse 
needs of its clients. 
Business Intelligence provides critical insight which is of 
paramount importance to the organization in making sound well 
informed decisions. At the same it provides a thorough check up 
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on all aspects of the business in finding effective and efficient ways 
to increase the revenue whilst decreasing the overall expenses 
of the company. With Business Intelligence the company will 
understand its capabilities such as future directions, actions of 
competitors, regulations within the environment they operate and 
trends analysis [5]. These capabilities will enable the company to 
operate to its maximum potential since it’s aware of what gives it 
competitive advantage. By combining these capabilities and the 
company’s resources the company will definitely create corporate 
value that makes it stand around from the other competitors.
With CRM as platform for Business Intelligence staffs are likely 
to get alerts as soon as there is change that is critical concerning 
its customers and will be able to react immediately. This platform 
keeps employees aware of any latest developments within the 
organization and externally. Business Intelligence is indeed a 
source of competitive advantage that improves performance of 
the company by providing strategic decisions.     

III. Knowledge transfer and how it is embedded within 
NetOne
NetOne employs a majority of knowledge workers who are 
expertise in the field of the area of specialization in different 
departments of the organization. Being the first operator in the 
mobile telecommunication industry NetOne has grown so much in 
terms of network coverage and employs currently 325 employees 
in its various branches in the country. NetOne has seen a rapid 
growth in terms of technology and its dynamic changes. With the 
life span of technology reducing every time and again now it is 
estimated that technology changes every 18months hence NetOne 
to keep up with the rapid changes in technology tries to employ 
expertise in Technology and related departments of the core work 
and function of the company. By doing so NetOne employs very 
experienced and qualified personnel.
NetOne operates in a Hierarchical kind of culture which associates 
knowledge with power. It is very difficult to share information with 
each other since they consider sharing knowledge might result in 
loss of knowledge. There is a lot of information overload which 
is causing poverty of attention.  There is massive competition 
between employees resulting in not sharing information amongst 
each other.
Although Knowledge Management is encouraged within the 
company but there is no department or manager responsible for 
Knowledge Management. Employees are not motivated to share 
information since having a lot of knowledge makes people respect 
you. Employees at NetOne are using knowledge and their expertise 
for superiority, power and to get on top.
Training is done at NetOne and almost every employee gets 
an opportunity to go on training and workshops once in awhile 
depending on the job title.  But there are no documentations done to 
capture what was learnt. There is a lot of tacit knowledge embedded 
in people’s heads but there nothing tangible to document for others 
to use later on when faced with challenges.
NetOne has the most ageing employees and upon retirement it 
is hard for the company to get someone to fill the position with 
the same expertise. Knowledge is not shared through training 
successors who will take over after the retirement of the elderly. 
There is Knowledge drain at NetOne and the gap is becoming 
hard to fill up. People are retiring with too much knowledge that 
was not shared or documented. Hence the company is incurring 
a lot of costs in trying to train the people to fit for the position 
but still the gap is still there and it’s different from the hands on 
and mentoring the retiree could have offered.

NetOne has out of date manuals considering the dynamic changes 
in the telecommunication industry these manual are no longer 
usable since a lot has changed. Hence there are no recent manuals 
to keep up with the pace and rapid rate at which the industry 
is changing. People who go on training or workshops are not 
documenting what they have learnt as to be used by others who 
did not go or the training.
NetOne encourages team work between its employees for the 
overall attainment of the company’s objectives. But surprising the 
branches at times does not want to share crucial information to 
other branches so as to meet their targets by competing with fellow 
company mates. There are not motivated to share information 
with other departments and operate as if there are different 
companies.
High turnover is a step back for NetOne since most of its young 
professionals are leaving job and going for greener pastures. The 
costs involved in training these people is much but at the same 
time doe not last and the gap for the knowledge management still 
increase since NetOne is always employing new staff and who 
seem not stay for long after acquiring the training. 
Employees in NetOne operate per rules and can never do jobs 
beyond their job requirements. Hence there are no job rotations 
done in the company to encourage people to learn new things and 
be able to share between themselves crucial information which 
might be interesting for the company. Employees are not willing 
to go to other branches on exchange programmes so as to learn 
new things and how other branches work.

IV. Evaluation of Decision Making Process
NetOne is able to make sound decisions due to the Business 
Intelligence platform it uses. Dealing with subscriber base of 
more 2 million people is not a joke hence it requires up to date 
information so as to judge well about the future expectations. 
With the CRM NetOne is able to make sound predications’ since 
it communicates with its customers and get all information on 
what needs to be changed or what they like. And considering 
that NetOne is serving different customers with different tastes 
ad expectations hence with the CRM NetOne is able to meet the 
demands of its customers. 
Business information and acquired business knowledge contributes 
very much in the decision making process of NetOne. Serving 
a clientele base of more 2 million does require great attention in 
deciding hence NetOne encompasses the information from its 
external environment and also from its customers then using the 
CRM the company is able to make sound decisions that meet 
customers’ needs and expectations at the same time meet company’s 
goals and objectives. Business knowledge is crucial and that is 
what makes NetOne stand amongst the rest of the competitors in 
the industry in that the telecommunication knowledge is crucial 
for the company. 
Although the NetOne is doing well in terms of Business Intelligence 
still it lacks complement from the Knowledge Management side 
since some of the top management in the Head Quarters does not 
understand the field processes since there are not clear to them 
thus compromising the level of adequacy in decision making. 
Due to expertise retire hence there is lack of personnel to fit for 
the positions in deciding anything that might be related in field 
processes. 
Also too many people are involved in the decision making of 
NetOne some without the background of the issues at hand. Since 
it is fully owned by government NetOne seem to be operating as 
centralized because all decisions have to go through the channel 



IJMBS Vol. 3, ISSue 3, July - Sept 2013

w w w . i j m b s . c o m InternatIonal Journal of ManageMent & BusIness studIes 9

 Issn : 2230-9519 (online)  |  Issn : 2231-2463 (Print)

before a decision is made.

V. Challenges Faced by NetOne
Integration of the Business intelligence and Business • 
strategy
Improve the dashboard and also upgrade to Ad hoc reporting • 
system
Knowledge drain (retirees)• 
Lack of best practices in NetOne• 
Some of Head Quarters employees not clear with field • 
process
Out of date manuals• 
Information overload• 

VI. Solutions
Though integration of the Business Intelligence and business 
strategy NetOne will be successful in the sense that it will improve 
the business processes and help in transforming the organization 
and its decision making processes. This way it enables the real 
time decision support in answering questions asked by clients 
and responding to their needs. Also being able to plan ahead of 
competitors will put NetOne at a head start or fore front. Through 
the integration of Business Intelligence and business strategy 
NetOne will respond well to external environment threat. As well 
as taking note of all the opportunities and making great use to 
gain sustainable competitive advantage. 
Improving the Dashboard will help the CRM system in being 
user friendly and allowing the staff to use it effectively in a way 
that will benefit the organization as whole. Since it will be able 
to show the clients information in an instant and this will be easy 
to retrieve the data needed in planning or forecasting about which 
products the customers will prefer or buy more than the others. 
Additionally the sales people will be able to retrieve feedback 
from customers which is very crucial in deciding the way forward 
of the company. This could be in terms of marketing strategies 
such as promotions, segmenting the market etc.
Through Ad hoc reporting it is instant information and feedback 
this helps NetOne to come up with up to date decisions concerning 
the matter in need. Responding to customers’ needs quickly helps 
in forecasting for future. This reporting provides a platform that 
customers like because it is updated instantly and at the same 
time provide the information that customer never used to get for 
example company’s profit and expenses etc.   
Knowledge drain from ageing employees retiring can best be 
avoided by developing a succession management whereby the 
employees are trained so as to fill the gap of the retirees. The 
succession plan will help make sure that older well experienced 
people train some young employees through mentoring and 
allowing them to learn whilst taking note of what is done. Also 
story telling can be another form to help share the knowledge 
since a story provides rich context and remains longer in people’s 
memory. This way retirees leave legacy for successors. 
Community of practice groups will help NetOne’s employees 
in joining a group that will help them stay up to date with their 
career and new things. Through Community of practice people 
share information for example Computer Society of Zimbabwe 
help keep all IT professionals up to date on what’s new in IT 
and which courses to take to enhance their career. Also it is an 
external group that encourage sharing of knowledge since if you 
share knowledge you gain more information. It also helps to re-
use information learnt in the organization herby benefiting the 
organization as a whole. It also encourages employees to utilize 

tools to their full capacity so as to gain more know how. 
Some of the employees that are not familiar with the field work 
should spend time with experts of that field through job rotations 
and learn what is needed so as to overall achieve the organization’s 
objectives. There should be a culture embedded at NetOne that 
encourages and motivates employees to share information amongst 
them.  NetOne should create a culture that supports knowledge 
management. 
NetOne should keep up with the dynamic changes in the 
telecommunication industry and maintain up to date manuals by 
making sure that employees get the right first hand information 
when they need it. Workshops arranged by the company should 
be fruitful in the sense that employees should be able to write 
everything that they learnt at the workshops or trainings and then 
document it for others to be able to use in hard copy or soft 
copy.
Information overload is a disease that deprives other to gain 
knowledge in the sense that the knowledge is only tacit and no 
other employees can access it until it is documented. This can be 
done through video recording or audio recording when the expert 
employees are performing their work this will help other who may 
need that information in the future. 
NetOne should change into a culture of Adhocracy that supports 
creativity and innovation this way employees will be eager to 
share information so as to gain more. And it gives them flexibility 
to rotate jobs and learn new things every time. Thus the only 
culture that suite for a company that wishes to gain sustainable 
competitive advantage.

VII. Detailed Profile of Business Intelligence and 
Knowledge Management Needs 
Business Intelligence is very crucial in the company especially 
telecommunication industry whereby the clientele base is huge 
and the company have to make sure that it satisfies all clients. 
Retaining clients is the most important thing for all companies thus 
through Business Intelligence it saves the hustle of not knowing 
what the customers like and what new things need to added to 
differentiate from other competitors. The Business Intelligence 
platform supports the Ad hoc reporting system that is effective and 
flexible to all users. And On-line analytical processing (OLAP) 
data analysis acts in a way to support the company in getting 
quick and reliable respond which is well analyzed. CRM thereby 
provides reports with needed information available at the right 
time hence reducing time of making decisions and improves 
quality. 
Estimating and forecasting will determine the future of the company. 
And this is well represented and performed through the use of 
Business Intelligence. Thus results in meeting the customer’s 
needs and at the same time achieve company’s goals. Matching 
with trend analysis the possibility is high that the estimated 
objectives will be met hence making Business Intelligence very 
crucial in improving the company’s performance. 
Knowledge Management is of paramount importance at NetOne 
since it helps create networks, practices and incentives to facilitate 
person to person knowledge transfer with the focus to achieve 
unique solutions. Through Knowledge Management everyone 
can access information when needed thereby reducing the gap 
that might arise when there is no useful information documented. 
This promotes transfer of lessons learned and critical knowledge 
that will help benefits the whole organization at large. 
Knowledge management reduces costs since there is re-use of 
information thereby allowing the organization to grow in terms 
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of capabilities which crucial in a telecommunication company. 
Knowledge management promotes a long and diverse career 
for staff which encourages them to advance further with their 
education and continue sharing information. 
Through the use of intranet, extranet and discussion forums 
knowledge is shared that will keep employees up to date and they 
will feel that their knowledge is appreciated with the organization. 
Hence making the staff work more effectively and efficiently 
towards the overall objectives of the company knowing that they 
are part of the company.
Overall Business Intelligence and Knowledge Management 
complement each other in improving the operations of the company. 
As a result the company is able to embrace its opportunities and 
deal with its threats in way that will give it sustainable competitive 
advantage.
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