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[bookmark: _Toc535086509]Executive summary:
Knowledge management is a complex process for any organization due to change of strategies of business, employee behaviour and customer needs. Organization should capture knowledge each and every moment from workers as organization can apply it on future training session. Employees applies their own strategies and knowledge to organizational workplace and organization capture it. Tacit knowledge converts to explicit knowledge for understanding knowledge. Knowledge assets should identify and uses in appropriate place. John Lewis develop own framework for enabling sharing with employees by capturing assets. Knowledge will be less valuable if organization cannot use it properly and share with new employees. So John Lewis should capture knowledge and modifies their existing framework for improvement of knowledge enabling organization. As John Lewis needs knowledge for improving activities with customers for increasing sales and growth rate. 
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[bookmark: _Toc535086510]Introduction:
Knowledge is an asset for organization., organization should use it properly. As organization identifies knowledge for applying in organizational workplace as they can produce high outcome. From the assessment and identification of knowledge assets, organization can apply their own strategies. At the time of capturing knowledge and codifying knowledge, organization uses several tools and techniques. In organization, knowledge management process is important. (Atwood, 2009) In recent times, most of the business is applying technology-based KM systems to ensure quality process of codifying knowledge. Evaluation of implementation knowledge is important part for understanding the result. Each organization gathers knowledge processed from information and data. John Lewis is the departmental store based in UK for different types of products. It has many stores including 51 john Lewis shops, 359 Waitrose supermarkets etc. it has almost 8300 employees and annual sales £11.5 billion. It needs to capture knowledge for applying in workplace to new employees. 














[bookmark: _Toc535086511]Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets.  
Knowledge needs for applying in future to ensure business goals. Organization uses tools and techniques to collect knowledge from exerts to further usage in workplace. As a departmental store, John Lewis thinks about employee knowledge towards workplace to clarify their task and how to use their knowledge in future to reduce risk of losing experts.  According to De Ville, 2001, Before going to capturing knowledge assets from customers, employees, John Lewis must evaluate the concepts of data and information which converted to knowledge. Each parts are related to take business decision and manager is also responsible for managing knowledge. In John Lewis Plc, data, information and knowledge are available.
Data: raw facts or something which has no actual meaning to users known as data. Users’ needs to process data to make them meaning and use in organization. In John Lewis Plc, data is used as key fact to take decision. A data has little value to organization, organization need to collect data from appropriate sources. In John Lewis plc, data comes from two sources internal and external sources. Key data in John Lewis plc is numerical value like 4,856.7 million. But it has no value to this company data can be random number or anything which cannot be easily understood. 
Information: When data is being useful known as information. Data cannot be used in organization to take decision. So, it needs to be processed and after processing data is called information.  John Lewis plc transforms their initial data about customers what products they want, their behaviours, how they get their products from production department, who will invest and how to distribute their profits towards investors and owners. Information is the key for taking decision about organization. Managers of this organization uses data and processed data to use them as information. If 4,856.7 million is processed as GBP is information for that business. Information is important for john Lewis company to takes decision using information. 
[image: Image result for data , information, knowledge]
Source: (Bali, Wickramasinghe and Lehaney, 2009)
Knowledge is the collection of information which resides in the mind of expertise and skills of employees in the organization. Knowledge is awareness and understanding about information, data and intelligence of people. Organization tries to find out knowledge which resides in peoples’ mind. So, it is the practical understanding about something. John Lewis Plc needs knowledge to apply knowledge in future in taking decision. Managers of John Lewis thinks about knowledge which resides in people mind or documentation. There are two common types of knowledge in John Lewis company such as Explicit knowledge and tacit knowledge. Tacit knowledge is the knowledge which resides in people’s mind. According to De Ville, 2001, In John Lewis Plc, tacit knowledge exists in employee’s mind and organization thinks to capture this knowledge.  Explicit knowledge is the knowledge which resides in documents. John Plc has explicit knowledge and tries to convert tacit knowledge to explicit knowledge for future usage. 
Data, information and knowledge is interrelated with each other. As data is the initial part of taking decision. To take decision, organization needs information which comes from data of organization. John Lewis company takes decision using data and information. Knowledge also needs for taking decision which can be intelligence, values, beliefs. Knowledge can be converts to wisdom. 

The relationship between individual knowledge and organisational knowledge:
Knowledge can reside in documents and people’s mind. Users of knowledge can be individual person and organization. Individual information and organizational information is different from each other. But there is a relation between that knowledge. John Lewis plc converts information as knowledge for taking proper decision. Individual knowledge provides outcome to organizational knowledge. In the organization, knowledge stars with individual personal intelligence and capability. Personal knowledge, skills, learning and communicating ability in selling products, maintenance provides organization to achieve their target. Personal knowledge provides opportunities to organization to work in a collective way. John Lewis thinks about individual knowledge which they can apply in workplace as organization cam share their own knowledge to workplace and learn about work. Individual knowledge capturing is a long process. According to Dinsmore and Cabanis-Brewin, 2011, In John Lewis Plc, employees focus on capturing knowledge using several tools and techniques. First of all, organization uses interview and focus group to collect information from employees and apply in the workplace. Employee behaviour and knowledge provides a culture to organization. For skilled employees in John Lewis company, it develops a new culture. Organizational knowledge provides motivation to individual to work and support to communicate with learning the commitment of earning and maintenance resources. Employees choose what they want, organization provide opportunities to share information and organization can capture knowledge by on-site observation. But organizational knowledge is more broad and organization focuses on the knowledge which accumulate from individual person. As a whole, John Lewis company allocates personal skills, talent and knowledge by using tools and organizational knowledge automatically allocates. It needs there steps to follow such as capturing knowledge, codifying individual knowledge and integrating knowledge.
Analysis and modelling techniques to identify knowledge assets
Knowledge assets needs to manage properly if organization try to develop proper business plan. John Lewis plc uses different techniques and tools to capture tacit and explicit knowledge. Identifying those assets implement by using several tools and models use as focus groups, interview, expert analysis etc. 
Interview is the method which is used to create and capture and store knowledge. In organization, managers conduct interview with employees, experts and customers to know about organization and creates new ideas how to solve problem. In interview, manager of John Lewis uses structured questions to get answer and documents those answers as knowledge. There are different types of questions used in interviewing experts such as multiple choice, open/close-ended question, dichotomous question etc. There are two common types if interview operated by experts to collect knowledge from employees. John Lewis company follows both systems like structured and unstructured. (Foo, Sharma and Chua, 2007) In the structured interview John Lewis develops a sample question where experts set up the requirement of capturing knowledge. Here, interviewer of John Lewis can allocate knowledge which they want. On the other hand, unstructured interview is another way of identifying knowledge. Here, there is no formal questionnaires exist. Interviewer ask questions based on situation and response documented that means tacit knowledge is documented to explicit knowledge. 
Focus groups provides knowledge to organization. It directly linked with individual and organizational knowledge. Organization develops group and focus on this group based on experience. In John Lewis plc, managers, leaders, developers and supports provides opportunities to develop focus group and provide information after certain time. John Lewis focus on employees who involve in selling products, maintenance organization and collects information about them how they work. (Tiwana, 2000) So, Focus group is the source and model which helps to capture and store knowledge. Here, John Lewis analyses previous assets on particular sector and develops new goals what they require to increase sales in future. Then comparing the information between two years and archives knowledge. 
Actual and potential knowledge assets
After identifying the knowledge assets for John Lewis company, managers think about decision part and how to implement knowledge in future decision. There are different types of knowledge assets include in an organization. Knowledge asset is the accumulated knowledge drivers which moves an organization to its success. There are different types of knowledge assets includes in John Lewis company in global market for its products and services. Knowledge assets can be tacit, explicit, structured or unstructured, codified or others. Key knowledge assets for John Lewis plc are brand value, logo, copyright, goodwill, patents etc. John Lewis thinks about knowledge assets to know how that how they will use knowledge, invest in new survives new locations. 
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It creates value for organization. It is the coaction of intellectual resources or knowledge. Tacit and explicit knowledge needs for solving problems and these are used in organization. There are many analysists developed several model to manage knowledge assets like Nonaka, Toyama, Boisot etc. They provided information about how to capture knowledge, manage knowledge and integrate in business. (Hajric, 2019) In John Lewis company, there are different types of knowledge assets include and they are applying with relevant examples. 
Experimental knowledge assets: In this field of knowledge asset, organization introduces knowledge skills, how to work in workplace, in John Lewis plc, there are different tacit knowledge exist such as energy of sales representatives, manager’s ability to plan, employee engagement, belongingness in workplace. According to Hajric, 2019, Experimental assets are familiar as tacit knowledge asset; it needs to manage by processing to explicit knowledge to achieve business target. Although John Lewis Plc can’t easily manage these assets and trading. 
Conceptual knowledge assets: Organization also has several tangible assets which are explicit. John Lewis has different conceptual knowledge such as logo of this company, language preferences to customers, employee communication, concocts about products and services, brand value among market, designing the websites and organization. So, Organization should manage explicit knowledge assets as decision making.
[image: ]
Systemic knowledge assets: Organization manages the explicit knowledge by systematic way and categorized those assets to take future decision. Explicit knowledge manually documented. Here, John Lewis plc develops their own database to capture information about employees, their working, patents about business, licenses in UK. (Zendesk, 2019) Intellectual property right act protects products specification in their websites and physical storage. 
Routine knowledge assets: John Lewis company has routine assets which includes time schedule, culture of business, daily activities in business, action and practices. This is the tacit knowledge and organization thinks about these knowledge assets because it changes regular basis. 
[bookmark: _Toc535086512]Demonstrate an understanding of important knowledge management processes in the context of organisational development.  
Organization needs to manage knowledge property to capture knowledge, use in organization to take decision, develop planning. John Lewis company clarifies their knowledge management process and applies in workplace. Employee knowledge in workplace helps to takes decision about business. Knowledge capturing, storing and integrating in organization is a long process. John Lewis plc applying several tools and techniques such as decision tree & tables, mapping, Delphi methods etc. to manage knowledge. 
Nonaka’s model of knowledge creation is the model which is used for creating knowledge and transforming into organization. This developed in 1995 based on tacit and explicit knowledge. Capturing tacit knowledge is complex task for John Lewis company and needs to apply this model which will helps to carte knowledge using four strategies. It includes technology to capture customer information and use in organization. Tacit to tacit or socialization is used in meeting among employees, managers or customers. It helps John Lewis company to collect information and knowledge about employees by on-site observation. Externalization means tacit to explicit knowledge. Here, managers of John Lewis Plc provided sample question to answer and dialogue to deliver answer to managers. (Bukowitz and Williams, 2000) After brainstorming, employees provided information and organization captures knowledge.
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Source: (Zendesk, 2019)
Communication includes explicit to tacit. Here, John Lewis plc communicate using video conferencing, workplace communication, email etc. to capture knowledge. Finally, internalization means explicit to explicit where managers conducts reporting and taking new ideas from different sources. It also helps John Lewis plc. to store knowledge using several tools and integrating knowledge in decision making. 
On-site observation is the tool which applies in capturing knowledge and store in business. Most of the organization uses this tool for converting information as knowledge. Here, some people observes the experts and employees and try to capture their information. This is effective method and mangers of John Lewis follows workplace observation where sales representative information is capturing and documented for applying in next training session. 
Brainstorming is the tool which is used to create and capture knowledge from workplace. Organization allocates people and provide a sample question and thinks about the problem and deliver answer to documents to solve problem. It is an unstructured method to generate ideas. John Lewis Plc uses this method for developing new ideas about how to serve and which they can apply in organization. It needs particular session, problem to generate ideas. (Knowledge management, 2002) 
Protocol analysis is the tool which helps to capture knowledge and store to integrate for achieving decision. This analysis is familiar as think aloud method for its solving capability. It takes one step to, take decision. It identifies the experts and collects knowledge and documented to use in planning.
Nominal group technique is the method which includes both brainstorming and consensus decision making group. A group of people allocates in a session to solve problem. They explore their ideas and managers take decision about their ideas. It reduces time and cost of collecting knowledge. 
Black boarding is the tool which is most familiar and common too in recent times for increasing technology. Organization uses group of people and black board which can be computer dash board. In this method, organization provides problem and remembers provided their answer and displayed in that board and collects information about experts. It helps to allocate experts and creates new ideas and stores for integrating.
Decision tree is the tool which is used as taking decision from several alternatives. There are a few conditions included in the problem and experts thinks about the conditions before going to take decision. (Knowledge Management Systems, 2010) Experts categorizes the conditions and separates each stages in different sectors. Each section provides information about problem and finally, tacit knowledge is capitated. 
Decision table is another tool which helps to integrate knowledge. It has a condition and applies in solving problem. Organization uses knowledge after capturing and storing and implementing knowledge in decision table. 
Case based reasoning is the tool which helps to analyse the case study and taking decision. It is the process where organization thinks about previous experience or other’s strategies and solvers and follow their strategies. John Lewis company follow this method for solving problem to increase sales and be the top supermarket in the world. 
Importance of intellectual property to John Lewis:
Intellectual property is the creation of knowledge from mind which can be inventions of something, new ideas, designing new plans, literary works, names, images and reputation etc. in business world, intellectual property includes goodwill, brand name, copyright, patent, logo and trademark etc. John Lewis is protected by law. There are many intellectual property includes in John Lewis company and these provides potential benefits to business. (Mayer, 2000) It also provides environment to experts to share their knowledge and innovation flourishes. In business, intellectual property like knowledge should protect by using copyright act. In UK, intellectual property act helps to protect those properties and help to flourish in global market. Each business focuses on several properties like copyright which includes copy of artistic works of organization, patent is the right to use the invention etc. in John Lewis plc, intellectual property has got great importance for-
· Incentives to creators: This helps to creators to encourage in new innovation. If knowledge worker gets facility from right to ensure the protection of own creativity, it will motivate inventors to work more and innovate new ideas and processes. John Leis plc provides initiatives to experts to explore their inventors.
· Recognition: If inventors get recognition from organization they will concentrate on the innovation. Property right provides security of their innovations and provides recognition if they can invent new ideas. (Shukla and Srinivasan, 2002)
· Original services availability: Intellectual property thinks about new services and protects ideas from copying others. 
· Economic growth and advancement also includes in that right. It helps John Lewis company to protect their new services as products to customer’s doors and applying new knowledge.
In john Lewis company, knowledge is intellectual property as it should be protected by intellectual property right act. This right is modified in 2017 to ensure the protection from several risks and copyright. For the advancement of new technologies and internet experts think how to protect their knowledge from other users. (Shukla and Srinivasan, 2002) On the other hand, John Lewis captures knowledge by their own strategies like interview, Delphi method etc. so, John Lewis must include this act for protecting goodwill, brand value and name, designing their products and services etc. 
[bookmark: _Toc535086513]Provide a framework for establishing a knowledge management culture. 
John Lewis company evaluates their knowledge assets and identified for assessing the key information as they can contribute to the success of business. Initially, knowledge assets help organization to achieve information about individual for future planning and supporting new employees. John Lewis company uses skilled employees and uses their knowledge assets like culture, belongingness, achievement opportunities etc. for increasing productivity. Knowledge assets contribute to selling of this company and increases growth rate as well. On the other hand, competitive advantage is another facility which achieves from the contribution of knowledge assets. Knowledge assets provides opportunities to share knowledge in workplace and decision making and helps john Lewis to achieve its competitive position. It also helps John Lewis to ensure creative employees, new ideas for business. John Lewis can apply new strategies to capture knowledge and applying decision making. (Wiig, 1993) From this concept, it ensures globalization for this company. For creativity among employees and their knowledge, it helps to ate decision about how to sell their products who is the customers, which services they want and increase profit and growth in 2018 comparing with 2017. 
John Lewis gets positive response from KM as it provides information to manages employees. Knowledge on interviewing and recruiting process help John Lewis helps to recruit quality employees and implement them in right post. On the other hand, it helps to increase productivity.  For applying knowledge to workplace, John Lewis company increases its profit before tax was GBP 6.2 million against GBP 31.1 million in last year and revenue of GBP 4,856.7 million against GBP 4,782.7 million in last year. Operating profit before exceptional items and Partnership Bonus of GBP 33.1 million against GBP 138.6 million a year ago.  So, it clears that how properly knowledge is contributing to John Lewis company. 
Employees is increasing as employees gets opportunities to share their knowledge in decision making part. John Lewis provides opportunities to employees and other stakeholders to share information or feedback to websites and it will help John Lewis to develop strategic plan. 
Knowledge requirements for John Lewis Plc: 
 John Lewis Plc thinks about knowledge and they require knowledge to achieve business target. As John Lewis Plc identifies key knowledge and assets which requires for their business to develop business plan and implement in the organization. From the evaluation of knowledge assets, managers find out key knowledge to apply in business goals achievement. John Lewis needs accountancy knowledge in the workplace to ensure proper business process. For accountancy in workplace, John Lewis ensures hierarchical models of business structures and increases profit from 2018 to 2018 by almost £899. (eLearning Industry, 2019) Sales representatives of John Lewis needs sales knowledge. At the tie of recruitment employees for sales department for john Lewis plc, HR manager needs to think bout knowledge of selling. Sales knowledge will help employees to apply in selling and conduct will customers properly as they can sell more products and increase profit. Knowledge asset for John Lewis is employees. Employees can improve the performance of business and John Lewis should provide positive workplace as that can share their knowledge with business. Almost 83000 employees working in this organization, it is a huge part of people and it needs to apply properly as an asset. Employees can provide to take competitive advantage in global market by delivering their skills and knowledge in the business. So, John Lewis needs skilled, talented and engaged employees to capture knowledge. Technological knowledge also needs for John Lewis as they can achieve the business goal by implementing business plan. as a department store, it needs to track information about customers and employees and delivering quality services to customers. So, technological knowledge like SCM, ERP and CRM etc. Intellectual property knowledge should need for John Lewis. To exist in current market, John Lewis should think about goodwill and it needs to increase to increase customer loyalty for particular products or services. 
Organisation’s framework for enabling knowledge sharing:  
John Lewis plc allocates its knowledge assets and focuses on contribution to organization. But its work not end yet, its need to go for action. (Takahashi and Vandenbrink, 2004) This organization develops won framework which enable to share knowledge with new employees, converts tacit knowledge to explicit knowledge, share knowledge to contribute in profit and sales. Capturing knowledge is easy but implementing is hard. John Lewis develops their own framework for sharing knowledge. first of all, observation in three categories showed how they can take decision based on knowledge. 
Incentives and training: John Lewis plc take training and incentives method fir sharing information and knowledge to employees. After identifying and codifying knowledge from experts or others sources, organization provides knowledge using training and incentives. It will help to develop new workplace culture, using information technologies, motivate employees to share knowledge in workplace, create an environment to share knowledge and communicate the others which will develop a network for sharing knowledge. 
[image: Conceptual framework of knowledge sharing Â ]
Source: (Takahashi and Vandenbrink, 2004)
Firstly, John Lewis thinks and evaluated about events where it provides new facilities for new employees, process includes taking note about working culture and how they reliable in future, decision memories evaluate policy and way of taking action. In John Lewis, outcome is explicit but knowledge from experts in implicit. (McCann and Buckner, 2004) So, it is important for them to evaluate the implicit knowledge. It requires their parts such as information which comes from different sources, outcome and expertise and a network to enable knowledge sharing. First of all, explicit knowledge is codified for applying to new training session and develops a culture for it. John Lewis categories knowledge assets to share with others. 

[image: ]
Source: (McCann and Buckner, 2004)
John Lewis develops framework based on personal KM, little KM and big KM and differentiate each other for codifying. Big KM is appropriate for codifying, little one is suitable for structuring teams on selling, innovation and personal helps to control the sense making and increases performance. Although, John Lewis applies several tools and techniques at the time of knowledge sharing. John Lewis company uses content mapping tools, network mapping or analysis and collaboration tools to share knowledge with employees. 
[image: knowledge sharing]
Source: (Chong and Chong, 2009)
Recommend improvements to the current framework:
After developing the framework and establishing towards organization, John Lewis needs to apply this in workplace. John Lewis applies several tools at the time of developing knowledge enabling framework for their organization. (Chong and Chong, 2009) They use knowledge map which includes separating knowledge workers and selecting their places where they will perform better.   John Lewis uses methodologies which manually documented the knowledge. But John Lewis can take new strategies for solving current problems. In the John Lewis plc there are several methodologies they can apply as they want to capture and share knowledge properly. Recommendation will help to improve the overall functions of this framework.
· Knowledge management system is the process which manages the knowledge use of information technology. In the current framework to enable knowledge sharing with employees, KMS will help to easily track employees, collects their knowledge and automatically recorded all that information. 
· Agent-oriented modelling system also can help current framework to expand their work activities. If John Lewis applies agent-oriented methodologies in their system, it will connect with every stakeholders and track their information and share current knowledge as they can take decision. It will visualize the modelling approach to capture and share knowledge. 
· John Lewis can use web 2.0 technologies in their current framework and tracking knowledge from different blogs and wikis. Artificial intelligence also can apply in their system to run and the reasons, discuss with employees and customer’s investors, suppliers using electronic way and can conduct without human interaction. It will help john Lewis to develop new business structure and system. (Chong and Chong, 2009)
· ERP means enterprise resource planning. John Lewis can include this software in their business to track their business and information as they can use as knowledge assets for taking decision. 
· SCM means supply chain management which will help John Lewis Plc to understand about the suppliers and tracking their knowledge. After tracking their knowledge, John Lewis will be able to apply their knowledge in new stores and locations.
· CRM is the method for sharing knowledge with customers and develop relationship with customers, it stands for customer’s relationship management help to develop positive customer relation as customer can communicate and provide knowledge to organization.
So, from the above evaluation about knowledge management systems, John Lewis can focus on two distinct sites such as ensuring the validation of papers of KM and extending methodologies for basic understanding.










[bookmark: _Toc535086514]Conclusion: 
Knowledge enabling framework provides possible outcome in getting new ideas and implementing ideas to new employees. John Lewis plc is result-oriented organization and focuses on how to achieve high profit by selling products implementing new business plan. So, this organization focuses on getting information from two different sources such as primary and secondary sources. (Amine Chatti, 2012) Then converts this into knowledge, tacit knowledge helps to identify the capture intelligence and codified it to documents. Before going to documentation, organization cannot implement knowledge assets to new employee. John Lewis engages employees as they can provide knowledge and get outcome. Intellectual property should protect by property right act. Knowledge mapping helps to categorizes knowledge workers has prioritised them.
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Figure 1: The managerial foundations of knowledge assets
Source: Schium, 2009




