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When Trust Confronts Hierarchy
Introduction to the case

The concepts of continuous learning, experience and knowledge sharing are the by-products of sustainable growth for an enterprise. Don-Jin Bank has expected that its department heads can share their years of experiences in the banking industry with their subordinates. 
a. Brief Background of the Don-Jin Bank 

Don-Jin is one of many private banks in Taiwan with suitable capital. Just as any other bank, the promotion criteria are ability, professionalism, and skill. The competition for position advancement is extremely intense. Hence, many loan officers focus on short-term goals; and internal competition. This however leads to serious conflicts between knowledge sharing within the organization. With a high competition loan market, the quality of loans has decrease, which has become a threat to the bank’s credit risk. Thus, the know-how sharing for loan officers, to select and obtain good loans, has become an advantage for Don-Jin Bank. 
b. The Uniqueness of Don-Jin Banks’ professional know-how 
A portion of Don Jin banks’ professional knowledge has already matured and become part of day-to-day operations, regulations and policies. Even, the supervisors refuse to share their experiences, thus subordinates must learn know-how by them selves. However, in the retail and corporate loan market, the difference between the industrial environment can vary greatly; thus, despite the availability of public information, the complexity of loan decisions is very high. It is difficult for people to build skills in the loan market without apprenticeship.
c. The relationship between supervisors and subordinates

Assistant Manager Lee, a supervisor of corporate and retail loans, has been in the loan business a little more than three years; he also holds a graduate degree. Mr. Lee always asks questions if he does not know something; in addition, learning from example is one of his strengths. Mr. Lee has displayed superior performance during loan negotiations and he has demonstrated perfect control during meetings. According to his subordinates, Lee always attends conferences and training programs to obtain new skills; furthermore, he always passes on his knowledge to his subordinates. Lee believes, by sharing his knowledge with subordinates, all his staff may be motivated. Lee reasons that the credit assessment task not only demands staffs have professional know-how in industrial analysis, but also interest in their job. Without interest and motivation, a “do-it-them-self” employee will often just copy from the old cases. 
Ms. Au, is one of Lee’s subordinates. She has an in-depth understanding of and know-how with credit assessments as she has helped Lee to undergo many difficult projects. With her accurate credit assessment ability and her speedy project completion time; her branch manager had kept his eye on her performance. This worries Lee. Mr. Su, has been in the loan market for two years, he has known Lee for many years, and he is one of Lee’s right-hand men who came to Don-Jin Bank with Lee. According to other staffs, Su and Lee often discuss cases, and that Lee often teaches Su his experiences during leisurely talks. In addition, whenever there are rumors or complaints against Lee among the other staff members, Su never joins any such discussions. Everyone in the department believes that Su is Lee’s favorite, and Lee trusts Su completely. 

Case Questions 
a. Is it important to have knowledge within a bank? 
b. Who will have Lee’s preference to share his experiences, Au or Su?
Assessment 
a. Knowledge characteristics and Knowledge sharing 

Knowledge characteristics can be differentiated into tacit knowledge or explicit knowledge; where explicit knowledge is easier to convert into norms, and that everyone can learn with proper training. Furthermore, tacit knowledge is within one’s mind; it is hard to describe and transform into manuals. Most tacit knowledge must be learned in a practical “on job” method; thus mentorship or apprenticeship might be the best ways to learn. With many banks “explicit” knowledge is formatted into manuals; having “tacit” knowledge however can be one of the most important weapons for a bank’s staff in the loan industry.
b. Social activities and knowledge sharing.
Form a long-term perspective, the “trust” relationship between supervisor and subordinate has a great influence on supervisor’s will towards knowledge sharing. The more a supervisor trusts his/her subordinate, the easier it is for the supervisor to share his/her experiences with the subordinate. Knowledge sharing can yield a positive or negative consequence, from a supervisors’ standpoint. Having key know-how can be one of the survival factors within an organization; once a supervisor no longer holds key knowledge, his or her position might be in jeopardy; this is a possible negative impact. On the other hand, one can also claim that a subordinate will become more respectful to the supervisor, because through knowledge sharing the subordinate can become aware of the supervisor’s ability. Increased interactions between subordinates and supervisors will yield positive consequence, therefore, the higher the chance that a supervisor will share knowledge, and vice versa.
