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Case Study Summary 
 Relatively few scholarly works have explored knowledge management practices within the private sector of the 

hospitality and tourism industry. Literature related to golf courses and resorts is particularly sparse. This study is one of the first 

to provide insight into the inner workings of a private golf resort as well as the consequences of not sharing knowledge. 

Effective management of organizational knowledge is a critical requirement when coordinating specialized business. Translating 

knowledge into something of value for the organization is a difficult task. Of particular importance is how KM can help strategic 

managers and leaders to build capacity to collect, synthesize and distribute the best available knowledge to produce capable 

managers and in turn make the organization more productive and profitable (Vlajčić et al., 2019). 

 

 

This case study provides a scenario about Mr. Max who is a 65-year-old golf enthusiast and landscape architect. Max 

worked as one of eight department managers in the firm. Despite DM turnover about every five years, Max served as DM for 35 

years. He had difficulty sharing knowledge through on-the-job social networking in his leadership role. The case study intends to 

generate discussions about the knowledge management practices and knowledge sharing within the private sector of the 

hospitality and tourism industry to explore best practices and opportunities while working with the private sector. 

 

 

The Sand Trap operated from a decentralized organizational structure that lacked GM-initiated and GM-modeled 

knowledge management practices. This led to unintended, deleterious effects Max has seen the consequences of not sharing 

knowledge as well as, through his behavior, the successes of intentionally linking knowledge among department managers and 

a general manager. Max recommends the firm adopts knowledge-sharing practice. A shared knowledge model would benefit 

the firm, including (a) saving time, (b) saving cost in training, (c) promoting a consistent culture, and (d) leading to cross-

training. The firm would benefit from a mentoring program. Senior DMs and employees could train their colleagues and 

coworkers through a formal program and for more than one week. Additionally, the firm would benefit from extending 

honorary membership to other DMs as they did for Max. The discussions surrounding this case study can put forth a greater 

understanding of knowledge management practices and leadership. 

 

 

Target Audience 

Students will be required to critically think about the intersection of technology and people and the strategic 

implementation of knowledge management practices. Therefore, the case study is directed at undergraduate-level students 

who are seeking entry-level management positions and to expand their knowledge of knowledge management practices. 

Additionally, instructors can teach the case study in graduate-level management, strategy, leadership, human resource, and 

knowledge management type courses. The assignments can be adapted to the graduate level by focusing on the more 

advanced levels of the Revised Bloom’s Taxonomy such as application, evaluation, and creation. For example, completing a 

project in which the students conceptually introduce knowledge management practices into a firm and assess potential 

implications and outcomes. 



Explanation of Teaching Objectives 
Instructors have a unique opportunity to discuss the consequences of not sharing knowledge. Translating knowledge 

into something of value for the organization is a challenging task. Of particular importance is how KM can help strategic 

managers and leaders to build capacity to collect, synthesize and distribute the best available knowledge to produce capable 

managers and in turn make the organization more productive and profitable. As these recent graduates prepare to lead front-

line hospitality establishments, strategies for effective management of organizational knowledge become important. 

Translating knowledge into something of value for the organization is a challenging task. The discussion topics regarding 

different generational work values for employees promote critical thinking of management strategies for these up-and-coming 

leaders. Upon the completion of studying this case study, learners should be able to: 

 

1. Define the concept of knowledge management. 

2. Identify the types of knowledge management practices. 

3. Explain how leadership influences the implementation of knowledge management practices. 

4. Explain knowledge management practices through the framework of knowledge management theories 

5. Evaluate how leaders can facilitate KM practices in resorts.  

6. Offer suggestions on how technology can be used in KM in resorts. 

7. Offer specific recommendations on how resorts can implement KM practices.  

 

 

Teaching Approach 
Each learning objective should be subdivided into a separate topic of discussion, each building onto the other. It should 

take around (a) 30 minutes to introduce the case study; (b) one hour to outline the theory, practice, and the learning objectives; 

(c) 30 minutes to discuss the case study questions; and (d) one hour to evaluate understanding. The total time for the module is 

three teaching hours. This timeframe allows instructors to (a) introduce the topic, (b) outline industry examples, (c) facilitate full 

class discussions, and (d) assess understanding. 

 

 

Phase One: Introduction (30 Minutes) 

Before teaching the case study, instructors will assign students homework. Students will (a) review the case study, (b) 

annotate while reading, (c) prepare discussion points, and (d) ask questions that arose while reading and were not answered by 

the case study. Each student will be required to bring their completed homework assignments to class and be prepared to 

participate in classroom discussions and questions and answers. In this introductory 30 minutes, instructors will ask students to 

present questions they have from the readings. 

 

 

Phase Two: Outline (1 Hour) 
Instructors will briefly review the topic of the three primary knowledge management theories: (a), which provide 

roadmaps through the intersection of people and technology (. Next, instructors will engage the students in discussions related 

to their discussion points from the case study. Instructors should allot five minutes of input per question. Following the 

discussion, instructors will present a detailed PowerPoint related to knowledge management and knowledge management 

practices as well as how these affect the tourism and hospitality industry (30 minutes). The presentation should include 

definitions, media related to each topic (e.g., pictures, videos), and examples within the industry. Instructors will then outline 

the main point of the case study as well as the learning objectives (5 minutes). 

 

 

Phase Three: Implementation (30 Minutes) 
Once the students understand the objectives, the instructor will lead the class in further discussions regarding the four 

main questions that the case study aims to answer. The instructor will ask each question and allow five minutes for feedback. 

 

 



Phase Four: Evaluation of Understanding (1 Hour) 
After briefly discussing the overall case study questions, instructors will assign students to one of     multiple small groups 

of five or fewer members. Students will discuss how to respond to comprehension questions. 

 

1. Why are knowledge management and knowledge sharing vital elements for a firm? 

2. What are examples of perceived and actual effects of implementing knowledge management? 

3. Identify and describe one knowledge management theory. Applying the theory to one or more knowledge 

management practices, explain how theory helps you understand the practice(s). 

4. Compare professional experiences when knowledge management practices were not implemented or were 

insufficient, in your opinion. As a group, select one to review. Create a set of at least three recommendations of 

knowledge management practices that might improve the select experience. NOTE: Use general descriptions and 

fictitious names to protect companies. 

 

 

Once all answers have been recorded, instructors will facilitate a final class discussion. During this discussion, instructors 

will address each question individually, allowing each group to present their answers to the question before moving forward to 

the next question. Instructors should assess answers and identify opportunities to help steer students in the correct direction 

when the answer is ambiguous or misleading. 
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