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Abstract

This study focused on the practical knowledge acquired by professional workers and
explained cognitive approaches for exploring tacit knowledge of their high performance.
Simulation methods were applied to find the tacit knowledge that is activated “here and now,” on
site. The target subjects were salespeople and project managers in IT systems development. The
participants’ skill acquisition level was at the proficient or expert level. In the analysis, reported
behaviors and judgements in reaction to the given problem situations were compared between
high and inferior performers. The results showed that high performers in sales tried to explore and
understand the new customer’s problem situation, which underlay the surface needs, and
controlled their sales attitude in the first visit. Project managers with proven results on new, big,
and complex projects called a meeting with experienced members of relevant technical divisions
at an early stage, and tried to collaboratively construct a project, that is, problem solving

framework including risks, necessary technologies, and manpower. The shared property among



high performers was collaboratively constructing the problem situation model to be solved with
the customers or stakeholders in early stage. Another finding was that inferior performers did not
recognize the high-performing style as good practice. This result implies that the sharing of a
better practice does not always provoke innovative learning.
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