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Abstract

Purpose: In today’s rapidly evolving and increasingly complex
organizational environment, knowledge has become one of the most valuable
strategic assets for sustaining organizational performance, innovation, and
competitiveness. Organizations increasingly rely on digital platforms to
manage projects, services, and operational activities; however, these
platforms often focus primarily on task execution rather than the systematic
creation, organization, sharing, and reuse of organizational knowledge.
Consequently, valuable knowledge generated during daily operations is
frequently fragmented, inaccessible, or lost, leading to duplicated efforts,
repeated problem-solving, inconsistent decision-making, and reduced
organizational learning. Integrating information management with knowledge
management has therefore become a strategic necessity for technology-
oriented organizations. In response to this challenge, the present study
proposes an integrated framework for synchronizing organizational
information and knowledge flows by leveraging the complementary
capabilities of Jira and Confluence. The study aims to demonstrate how these
platforms can evolve from conventional workflow management tools into an
integrated knowledge management ecosystem that supports knowledge
acquisition, organization, documentation, dissemination, application,
evaluation, and continuous improvement while enhancing collaboration,
operational efficiency, and organizational productivity.

Method: This study adopts a qualitative applied research design based on an
inductive—deductive approach. The research was conducted as a case study in
a technology-oriented organization where three major workflow streams,
Work Order Management, Project Management, and Information Technology
Service Management (ITSM), had already been implemented using Jira. Data
were collected through comprehensive analysis of organizational workflows,
Jira documentation, operational procedures, communication records, user
interactions, system reports, and system logs. Direct observation of team
collaboration, knowledge-sharing practices, and operational activities was
also conducted to identify existing knowledge management challenges and
opportunities. To enhance the reliability and transferability of the findings, a
comparative analysis was performed using evidence from other technology-
oriented organizations employing Jira and Confluence for project, service,
and knowledge management. The collected data were analyzed to identify
organizational knowledge resources, knowledge bottlenecks, workflow
deficiencies, opportunities for knowledge integration, and practical
mechanisms for embedding structured knowledge management practices into
existing operational processes without disrupting routine organizational
activities. Based on the identified requirements, an integrated framework was
developed to support the entire organizational knowledge lifecycle, including
knowledge identification, acquisition, documentation, organization,
dissemination, application, evaluation, and continuous improvement.
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Findings: The findings indicate that organizational knowledge capital
management can be systematically organized into three major domains:
identification and acquisition of existing knowledge resources,
identification of knowledge bottlenecks, and discovery, extraction, and
acquisition of new organizational knowledge. Within the Work Order
Management and Project Management domains, the proposed
framework emphasizes identifying organizational knowledge sources,
analyzing knowledge flows, classifying information assets, detecting
knowledge gaps, documenting lessons learned, and linking operational
activities to reusable organizational knowledge. In the Product and
Service domain, the framework recommends systematic documentation
of products and services, issue and incident management, seamless
integration between Jira and Confluence knowledge spaces, and
intelligent recommendations for retrieving relevant knowledge assets.
Dedicated processes for knowledge acquisition, documentation, storage,
organization, retrieval, and dissemination were designed to capture both
explicit and tacit knowledge generated during work request execution,
problem-solving activities, and project implementation. The proposed
framework incorporates several operational mechanisms to facilitate
knowledge utilization, including automatic presentation of relevant
knowledge articles during work request creation, direct integration
between Jira issues and Confluence documentation, intelligent
recommendations based on previous experiences and similar cases,
mandatory referencing of existing knowledge documents during
problem resolution, structured documentation of lessons learned, and
standardization of best practices for recurring operational activities.
Furthermore, customized knowledge-oriented fields are incorporated
into each work request to enable users to classify requests according to
knowledge domains and identify appropriate subject-matter experts
using structured drop-down menus. To evaluate the effectiveness of the
proposed framework, a comprehensive performance evaluation model
based on five categories of Key Performance Indicators (KPIs) is
introduced: (1) improvement of organizational productivity and
reduction of information search time; (2) enhancement of collaboration
and inter-team knowledge transfer; (3) reduction of problem resolution
time and improvement of response quality; (4) sustainability and
continuous development of organizational knowledge management; and
(5) increased user participation in knowledge management activities.
These indicators provide practical mechanisms for monitoring
knowledge utilization, evaluating process effectiveness, measuring
organizational knowledge maturity, and supporting continuous
organizational improvement.

Conclusion: The findings demonstrate that integrating Jira and
Confluence within a structured knowledge management framework
significantly improves organizational knowledge flows, strengthens
collaboration among teams, and enhances operational efficiency by
embedding knowledge management practices directly into everyday
workflows. Jira effectively supports workflow coordination, operational
information management, and communication, whereas Confluence
provides a centralized environment for documenting, organizing,
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preserving, and disseminating organizational knowledge. Nevertheless,
the effectiveness of this integration depends not only on technological
capabilities but also on the availability of high-quality knowledge
assets, clearly defined knowledge management strategies, appropriate
governance mechanisms, standardized documentation practices, and a
knowledge-oriented organizational culture. Therefore, organizations
should complement technology adoption with employee training, active
participation of subject-matter experts, continuous process evaluation,
and policies that encourage knowledge sharing and organizational
learning. The proposed framework offers a practical roadmap for
integrating information management with knowledge management
while leveraging existing digital infrastructures. By institutionalizing
knowledge throughout operational processes, organizations can reduce
knowledge fragmentation, improve decision-making, accelerate
problem resolution, preserve organizational memory, increase service
quality, and establish a sustainable knowledge-driven environment that
supports continuous innovation, organizational agility, and long-term
performance improvement.



Introduction

In modern organizations, knowledge has become a strategic asset for
improving operational efficiency, innovation, service quality, and
sustainability. However, transforming large volumes of operational
data generated through digital platforms into structured and reusable
knowledge remains a major challenge. This study explores the
integration of knowledge management processes with Jira and
Confluence based on ITIL 4 principles, focusing on how digital
platforms can transform operational workflows into sustainable
knowledge flows and support the development of organizational
knowledge ecosystems.

Purpose

The purpose of this study is to develop an integrated framework for
managing organizational information and knowledge workflows using
Jira and Confluence. The research aims to analyze the relationship
between ITIL 4 practices and knowledge management processes,
identify the capabilities of digital platforms in supporting knowledge
activities, and provide practical mechanisms for improving knowledge
creation, documentation, sharing, and application within IT-oriented
organizations.

Method

This study employed an applied qualitative case study approach
involving two banking IT organizations. Data were collected from
organizational documents, Jira records, service management tickets,
Confluence repositories, system reports, and observations. The
research involved workflow analysis, identification of knowledge
management challenges, evaluation of ITIL 4 alignment with digital
platforms, and development of an integrated knowledge workflow
framework. Data triangulation was used to validate findings, and the
framework was evaluated based on organizational requirements and
practical applicability.

Findings

The findings indicate that Jira and Confluence can effectively support
organizational knowledge management when integrated with
structured IT service management processes. The results demonstrate
that ITIL 4 practices provide a suitable foundation for organizing
knowledge flows, while Jira and Confluence provide the technological
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infrastructure required for operationalizing these processes. The
analysis identified that several ITIL practices, including Incident
Management, Problem Management, Change Enablement, Service
Request Management, Service Configuration Management, Release
Management, and Continual Improvement, contribute significantly to
knowledge generation and knowledge reuse. Operational activities
such as incident resolution, problem analysis, change implementation,
and service improvement generate valuable organizational knowledge
that can be captured, documented, and reused through integrated

workflows.

Table 1. Mapping of Key ITIL 4 Practices from the Perspective of
Knowledge Management Components (Creation, Documentation,
Sharing, Retrieval, and Utilization) and Their Implementation
Capabilities in Jira

Corresponding
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As presented in Table 1, the mapping analyzes the alignment between
ITIL 4 practices and knowledge management components, including
knowledge creation, documentation, sharing, retrieval, and utilization.
The findings show that ITIL 4 practices support organizational
knowledge management by integrating operational workflows with
Jira and Confluence capabilities. Jira enables operational knowledge
generation through incidents, requests, problems, and changes, while
Confluence provides a structured repository for solutions, procedures,
lessons learned, and organizational guidelines. This integration
reduces knowledge fragmentation, improves accessibility, and
supports continuous organizational learning.

Conclusion

This study presents an integrated approach for managing
organizational information and knowledge workflows through Jira and
Confluence based on ITIL 4 principles. The findings show that
combining service management frameworks with digital platforms
improves knowledge visibility, accessibility, reuse, and continuous
improvement. The proposed framework helps organizations enhance
knowledge management maturity, reduce knowledge loss, improve
decision-making, accelerate problem resolution, and strengthen
organizational learning. The study contributes to knowledge
management and IT service management by demonstrating the role of
digital platforms as enablers of organizational knowledge ecosystems.
Future research can evaluate the framework in different industries
using quantitative maturity models and performance indicators.
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