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[bookmark: _30j0zll]Introduction
This assignment will provide insights at identifying knowledge assets, storing, developing and sharing of those assets within the chosen organizational context. Firstly, the DIK model will be used to find the relationship among data information and knowledge. The relationship between Organizational knowledge and individual knowledge will be explained on the basis of HSBC holdings Plc. Merritum model will be applied to identify the knowledge assets. Mostly the processing of management information system will be discussed and this assignment will provide an extensive understanding of the process and importance of knowledge management within an organization.

[bookmark: _1fob9te]Part A
a. [bookmark: _3znysh7]Explanation of Relationship between data, information and knowledge:

To determine the relationship between Data, information and knowledge in the chosen organizational context “DIK model” will be used..
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Figure: DIK Model (Mutongi, 2016).
Data: Data refers to the collection of discrete facts, signs, stimuli’s, signals etc. (Wang 2010). This fact does not remain in a processed form. These scattered facts need to integrate for using it in a practical sense. Without the rationalization or processing, the collected data does not hold any meanings. On the others hand without any data, information and knowledge cannot be gained. Data is an integral part of information and knowledge but it is expensive yet important to collect relevant data. In HSBC, a British financial corporation a large amount of data is collected for the maintenance of this worldwide (Hsbc.co.uk, 2019). Each day they need to deal with a wide variety of customers and institutions. For that purpose, they are acquainted with a wide amount of data such as the financial performance of the institutions or individuals, accidental records, market and competitive factors etc. All these types of data are collected from the service users, competitors, institutions etc. This data are of no means until it is organized and assessed as they remain in raw form.
Information: After the collection of data, it needs to be organized and summarized to transform the discrete set of data into relevant information. The information contains the processed set of data. Data are organized and processed, making relevant to some subjective purposes in order to transform it into information, which can be used (Carlucci and Schiuma, 2016). In HSBC, the collected data are organized under many structure and functions. Such as, data of the financial performance of customers are structured under charts or plots in order to get a proper and relevant idea about the individuals (Hsbc.co.uk, 2019). Assessing workers everyday performance (data) and by compiling the data to have a relevant, subjective and integrated information about the worker's performance. It is important to use the proper process to organize and summarize the data to extract relevant information.
Knowledge: Knowledge is the application of judgement and jurisdiction in order to make a proper decision based on extensive learning (Maditinos 2011). Knowledge is the expertise of organizational information. It is very important to internalize the information under the cognitive framework. Knowledge is the mixture of information, skills, common sense, justification, training etc. In HSBC, the employees are highly knowledgeable as they have the capacity to use the information such information about individual yearly performance and using the knowledge to make some policies about employee’s workplace performance (Hsbc.co.uk, 2019).
b. [bookmark: _2et92p0]Explanation of the relationship between individual knowledge and organizational knowledge.
Individual Knowledge: Individual knowledge bases on the individual’s expertise, skills, and many other cognitive forces that resulted in judgement and jurisdiction on demanded situations, which is the outcome of extensive learning processes (Alavi and Leidner, 2014). It is the internalization of the life learnings in the situations or events that are come across on a regular basis. Individual knowledge refers to the memories and information that are stored in one’s mind and it is retrievable while it is needed. Having the proper knowledge and capacity to use it in the right sense is very much needed. Individual knowledge is closely related to organizational knowledge. Without any doubt, it can be confessed that organizational knowledge stems from individuals knowledge. In HSBC there are several individuals working. These workers hold different sorts and levels of individual knowledge, which are needed to do the assigned works in a proper sense. The workers have some particular knowledge based on their own learnings such as the sense of conducting with service users or having the proper sense of etiquettes, dealing with crises etc. (Maditinos 2011). These are all examples of individual knowledge that are being processed by HSBC workers.
Organizational Knowledge: There are various groups working within the organization. The combination of the individual knowledge of this group members reforms another set of new knowledge that is known as organizational knowledge (Carlucci and Schiuma, 2016). Organizational knowledge can remain at any level of the organization. This is the combination of individual, shared and group knowledge that can be tapped for the organizational purpose when it is needed. In HSBC, many departments are working as a whole. They are sharing a vast amount of individual knowledge and internalizing that knowledge within the organizational context. There are many types of organizational knowledge such as situated knowledge such as the technical knowledge of the software developers of HSBC that determines how the entire its system will work, generalist knowledge that the manager holds in order to clearly conveying the task that needed to be accomplished etc. 
The relationship between individual and organizational knowledge has been displayed above. Organizational knowledge is the result of integrated individual knowledge. Individual knowledge is shared and the bulk of knowledge is created which is known as the organizational knowledge. Organizational knowledge are basically the integrated process of individual knowledge. Without the existence of individual knowledge organizational knowledge can not be thought. So there exist a strong relationship between organizational and individual knowledge.
C. Application of analysis and modelling techniques to identify knowledge assets.
Identifying the knowledge assets are the key task for managing those assets properly and extracting the best opportunities from them. To identify the knowledge assets “Merritum model for Intangible” can be used. The application of analysis and modelling techniques for identifying knowledge assets is discussed below:
[image: Image result for Meritum Model for Intangible]




Figure: Merritum Model for Intangible assets (Meritum, 2001)
This model depicts how the company will identify its knowledge assets. For the application of such a model, first, the company needs to determine a company’s vision, which should be related to the company’s core competence and strategic resources. This concept is focused on identifying the knowledge assets, developing such assets and measuring the development process (Alavi and Leidner, 2014). The vision must be identifiable with the company’s strategic resources. Such as HSBC has developed its vision that is to be the local bank of the entire world (Hsbc.co.uk, 2019). Their strategic resources are their extension throughout most of the countries, which is related to their strategic vision. This vision will identify there intangible resources such as the manager's competency to achieve the vision (Hsbc.co.uk, 2019). To be the local bank they need to have a proper sense and cognition such as the knowledge about the serving countries behavior, financial capabilities etc. 
This will help the company to identify and measure the intangible activities such as making credit polices to draw more customers, providing training facilities to develop on the behavioral perspective. These intangible activities are undertaken after identifying the various levels of knowledge such as organizational knowledge, individual knowledge, extra organizational knowledge etc. (Hsbc.co.uk, 2019). These knowledge are identified in the intangible resource identification process (Drucker, 2012). In HSBC, the employees are structured in a manner that is co related with the company’s policies, vision and based on their potential knowledge. 
Finally, the outcomes are measured to identify the extent to which the employees have practiced their knowledge and the type of knowledge area. If any discrepancies are found then proper measures are taken in order to develop the knowledge requirements. The above model also shows the path of how the resources activities are undertaken with respect to the intangible resources to achieve the organizational vision. HSBC everyday activities such as providing convenient and premium banking experience. These intangible activities are taken in respect to the intangible resources. Intangible resources are employee’s technical knowledge such as maintaining internal cash flow system to achieve the company’s vision that is to be the local bank of the world (Hsbc.co.uk, 2019).
[bookmark: _tyjcwt]d. Evaluation of the actual and potential knowledge assets.

A knowledge asset is a competitive resource that helps an organization to achieve its objectives. Knowledge assets are the knowledge about the market condition, products, technological skills, competitors and own organization (Maditinos 2011). Knowledge management is about managing this information and directing them to improve organizational efficiency. The knowledge that an organisation has presently is actual knowledge and the knowledge that will be required in future or knowledge that the organization should gain is a potential knowledge asset (Wang 2010). HSBC has developed an effective knowledge management program to maintain actual knowledge and to gain potential knowledge. 
Actual knowledge asset
1. Knowledge of customer preference: HSBC keeps track of all the customer transaction and stores all the data on customer behavior. In addition, they collect customer data from other banking organization and with that information; they create an individual customer profile (Hsbc.co.uk, 2019). This customer profile helps them to understand customer demand more deeply. But they doesn’t have 
2. Technological knowledge: HSBC has to use a lot of modern technology for managing all the data. They developed sophisticated software and employed technologically skilled employees to manage all the information (Hsbc.co.uk, 2019). In addition, they use technology to make it more convenient to perform various functions of their organization. Though they have developed and increased the use of technology in storing and analyzing data, they does not have strong usage of technology in managerial functions. If technology is used in that area the company will achieve more efficiency. 
3. Managerial knowledge: They have developed a unique organizational structure for their company. Over time they have developed various management strategies and various methods for conducting managerial function more effectively (Hsbc.co.uk, 2019). Also, they arrange a special training program for their managers to develop their skill and to enhance their knowledge. But their management practice can be improved with modernizing the management planning.
Potential knowledge asset 
1. Market knowledge: They can conduct marketing research that will help them to understand customer preferences more. They could use knowledge about competitors, suppliers to develop their appropriate marketing strategies. The more data a company has about the market the more opportunity it possesses (Gagné 2009). 
2. Knowledge about business environment: External factors like political environment, economic condition, social condition and the technological condition has a huge impact on the business organisation.  If an organisation can gather the data about this macro-environmental factor it will easy for them to adapt to the changing market situation because these factors can’t be controlled. Business has changed according to these environmental changes. 
[bookmark: _3dy6vkm]
Part B
a. [bookmark: _1t3h5sf]Explanation of what is required to create, store, apply and integrate knowledge.
Knowledge management refers to the procedure of managing an organisation’s information and knowledge, which involves the collecting, storing, processing and creating it (Alavi and Leidner, 2014). An approach achieves organisational objectives through the best usage of knowledge. Knowledge management (KM) includes creating new knowledge, sharing and storing it and applying and integrating it with different sections (e.g. IT sectors and organisation procedures). In the KM system, it must consist of three key factors, which are Technology, Human and work procedures. The integration of these factors will enhance knowledge management process to perform effectively. 

Knowledge management process starts with knowledge creation (Hajric, 2019). Knowledge can be generated through interaction, practices and learning. In HSBC, millions of transactions are made in a day. Customer come and make transaction with the employees of HSBC.  This creates the opportunity to interact with thousands of customers and helps to learn about them. Besides, this procedure is must suitable in case of showing creativity (Nonaka, 2015). Knowledge creation can help understand HSBC about its real and potential customers and can create new knowledge information for further progress. Employees who deals with the customers can analyse their behavioural pattern. This analysis can be fruitful when it is further expanded and then implemented to the transaction period so that customers become satisfied by their service.

For storing collected knowledge and information, there is information and communication technology that facilitates all infrastructure as well as technologies to save knowledge in databases and helps it to flow to the overall organisation (Tunstall, 2012). In HSBC, all transactions are held through digital processes that help to keep the data store into the main server and create a strong database for accessing it whenever it is needed (hsbc.co.uk, 2019). The data can be stored automatically or manually, but most organisations prefer automatic process because of its ease and complexity free. Knowledge sharing is another step of KM where sharing knowledge and information involves people of HSBC to use that data in order to evaluate their performance and make correction where needed for creating values and superior customer loyalty. Also sharing information can be influential to the investors. They can have a proper view of whether HSBC is performing well or not. Besides information, sharing will also help HSBC to minimize both cost and time because they already have the data to know about their customers and what to do next. Therefore, they need not need to gather extra data that cost them both time and money.
As mentioned earlier, the KM system is much more effective when there is integration among human, technology and processes. Now, how should HSBC implement the knowledge practically? First, they should search for errors that hinder their objective (Tiwana, 2013). This error can be found through analysing the core database. There must be also some errors in their working procedure (Pisano, 2016). Besides HSBC can form a special unit of KM, which will continuously monitor the information and activities of the management team. This team might consists of 5-6 people along with a leader (Rao, 2018). The team will also declare whether current technologies are needed to be improved or replaced with new ones. While implementing the knowledge, HSBC must consider its culture because people might come from different cultures across the globe and they may adopt organisational culture a bit slowly. Therefore, people tries learning and interacting with these cross-cultural people in order to gain a comprehensive knowledge. Besides, it also needs to see the status of its information access (e.g., whether it is accessible to all employees or to some particular employees). After all these efforts, HSBC can implement a KM system and to make the system more fruitful it can measure its effectiveness through generating feedbacks.
b. [bookmark: _4d34og8]Consideration of the importance of Intellectual Property rights.

Intellectual property is referred to the recognition of a property that includes human intellect (e.g. innovation, design, symbol etc.) such as patent, trademark; copyright etc. (Merges and Lemley, 2014). Intellectual property (IP) encourages an individual to foster creativity and innovation and to gain market advantage. An individual having will IP rights will feel more secure to promote his innovation.
IP rights are very much crucial for the survival of the HSBC bank. The reasons that support the statement are: 
1. Through IP, no competitors will be able to imitate or replicate the strategies that HSBC follows even if they do so, it will have enough evidence for court action to gain an advantage. Therefore, IP rights will reduce the possibilities of duplicating the product or process innovation.
2. As HSBC is the world’s third largest bank, IP will help to gain potential brand value to its creditors and investors, as a result it will have the opportunity to expand widely
3. IP will help HSBC to make strategic alliances with renowned organisations in order to capture market share, so it will be easy for HSBC to operate and handle operations smoothly
4. HSBC will be encouraged to emphasize on innovation or designing a new process technology through IP rights because they know that their rights have been secured and it cannot be replicated
5. IP right will also create jobs of high income that will motivate employees to work sincerely (Ettlie and Reza, 2017)













[bookmark: _2s8eyo1]Part C
a. [bookmark: _17dp8vu]Explanation of the contribution knowledge assets have on an organisation.
Knowledge assets are defined as a key resource of a firm that helps a firm to add value in their organisation (Teece, 2012).  It is known as the accumulated intellectual asset of an organisation. An organisation’s knowledge assets can be resulted from its working methods, policies, databases, working stuff, core values etc. Knowledge assets are considered to be valuable resource that clinches a firm towards success.
In most cases, it has been revealed that human related knowledge skills have more impact in an organisation than IT related knowledge skills and procedures of an organisation although these skills are also considered to be important (Carlucci and Schiuma, 2016).It cannot be neglected that IT knowledge plays a significant role in terms of management, work procedure, monitoring and all other key managerial staff. But it is also true because knowledge is embedded in human and this helps human to be more unique and more skilful in developing knowledge. When human applies those practically, they gain more effectiveness (Drucker, 2012). Because he knows what to do in case of applying that knowledge. Besides when a person tries to combine both human and IT related knowledge, he gains a significant advantage and results while applying that when needed.
In HSBC, it has no doubt that IT knowledge and organisational procedures play an essential role while transacting with its customers and other key entities. But experienced people having better knowledge can deliver better service by proper analysing his/her customer through knowing the customer, understanding his/her needs and dealing with him/her in that way through organisational procedures and IT related technology (Bontis, 2014). The experienced employees first interprets what types of information he has (human or IT related knowledge). Then he might search for what procedures does its organisation follows and at last he integrates all three factors accordingly so that he can expect an effective outcome. So effective strategic development can be achieved through the integration of procedures that an organisation follow, IT related information and human related knowledge. Also when an employee of HSBC has the knowledge of the core strategies of HSBC, how it proceeds to achieve goals and objectives and what does it do to achieve customer value, it can surely be succeeded through his creativity by delivering top notch services to its customer (Pemberton and Stonehouse, 2015). Furthermore, a HSBC employee must try to deliver the expected service that a customer is spending to buy from him and thus minimizing expectation gap to achieve efficiency in workplace.
b. [bookmark: _3rdcrjn]Evaluation of the knowledge requirements for the organizations
As we live in a knowledge economy, it is considered as one of the most important assets of an organization (Dalkir, 2013). The skilled workforce and good communication between the members directly affect an organization’s success. For banking organization like HSBC, the employees and managers must possess certain skills. 
Technological skills 
 Rarely an organization can found that doesn’t use any modern technology to conduct their operation. Almost every business organisation relies heavily on technical assistance (Knights 2009). Especially in banking organisation technological skill is just as the huge amount of data that a normal employee has to deal with every day would be almost impossible to handle if there’s no computer to help. In addition, the computer and the internet is used for keeping track of information, for storing data and analyzing those (Corvoisier, 2009). 
ERP system 
Two of the most important things for a business organisation is profitability and efficiency (Brook, 2009). Both of these things are directly linked with how the resource of the organisation is used. An ERP system generates business procedure managing software that helps a company to find the right management system (Maditinos 2011). The main purpose of an ERP system is to monitor how a Company’s resource does is spent. The banking industry has a huge necessity for the ERP system, as it is associated with the vast quantity of data.. Therefore, knowledge regarding the ERP system is very important for working in HSBC. 
Customer relation management 
The banker must have a full understanding of its client needs so that he can provide him with appropriate financial advice. Customer relations management is a technology to maintain relation and interaction with the customers (Kumar 2010). It helps to establish a business model that is customer-centric and it helps to personalize the customer. CRM collect and track customer’s individual data from different banks and with those data develops a customer profile (Reimann, 2010). CRM also increases customer productivity by reducing resource wastage. 
Cognitive knowledge. 
Cognitive knowledge means the acquisition of knowledge through experience and senses. It also focuses on an intellectual function like working memory, judgment, reasoning and critical thinking (Riding, 2013). Normally every banker faces a huge load of customer pressure every day. They face many challenges handling those customers. Sometimes many unique problems arise that can’t be handled in a conventional way. So the bankers have to use their experience and cognitive knowledge to handle those situations (Corvoisier, 2009). This is why cognitive knowledge is a very important requirement for HSBC employee.
c. [bookmark: _26in1rg] Evaluation of the organisation’s framework for enabling knowledge sharing
Knowledge sharing is very important for an organisation’s success as the capability of managing knowledge is becoming very crucial for the business organisation (Wang 2010). Generating and spreading knowledge help the member of an organisation to excel in their own performance. Different organisation always try to create an organisational environment that supports and encourages knowledge sharing. HSBC also trying to make their organisational culture and for creating such environment they try different strategies. 





Knowledge sharing
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Figure: Knowledge sharing framework for HSBC (Schuler, 2015).
1. Cultural Factors
Sociability: HSBC organizes various seminars and meeting to give a platform where idea and knowledge can be shared. They use several methods of knowledge management. Knowledge hub is one of the platforms where the individual talks about their learning (HSBC.2019). Also, people can share their experience and difficulty that they faced. This technique has helped the new member to learn quickly and old member to enhance their performance (Carlucci 2016). 
Power distance: Power distance is the strength of the hierarchy of authority in the organisation (Rinne 2016). It has a significant impact on knowledge sharing. Knowledge spreads more fluently in an organisation that maintains low power distance and where the superiors are very co-operative to their subordinates. HSBC tries to keep their organisational power distance low this is why the knowledge and learning flow more freely (HSBC 2019). 
2. Communication Factors 
Trust: Trust in organisational communication is the belief that the exchange of information won’t bring any negative consequences. If employees can trust each other they will more likely to have better knowledge sharing relationship (Gagné 2009). HSBC arranges various programs for creating bonding between the employees.  Those programs not only create bonding but also generate trust among them. 
Interpersonal relation: Interpersonal communication is very important for effective knowledge sharing (Brooks 2013). HSBC arranges training program for their managers and employees to increase their interpersonal communication skills (HSBC, 2019). Those training help them to adept more in face to face interaction hence they can get accurate solution directly. 
3. Organisational support Factors 
Management support: HSBC manager supports its employees to be co-operative. Co-operation between the employees is essential for organisational success ((Wang 2010). They encourage them to help each other for finding a solution. Different challenges that every employee faces is communicated to others, as a result, everyone can learn or tackle if that situation arises again (Alavi 2014). 
Mentoring: HSBC managers directly monitor his subordinates work performance and give constant feedback. Specific goals create enthusiasm among team member because they feel the need for achievement (Brooks 2009).  Based on previous experience the manager’s tries to guide the new employee and share their knowledge and tips with them (Schuler 2015).
[bookmark: _lnxbz9]
d. Recommendation of the improvements to the current framework
Emphasizing on teamwork: Some employees are very reluctant in sharing their information with others. This is because they believe if they share their learning the unique value that they possess will be lost. In fact, they believe their special knowledge if shared their importance will be lost. They face job insecurity so they will not let their special knowledge in other’s hand. This problem can solve by emphasizing on teamwork. If the employee believes that the teamwork is more important than their individual performance they will be motivated to help another member of the team. Hence he will share his learning and knowledge to increase overall team effectiveness. 
Arranging individual training: HSBC can arrange unique training style for their new employees. They can make experienced employee responsible for guiding newer ones. Experience employees can work as a coach for them. If new members are given under separate older members for guidance it will be easy for the older member to help them. Because they will face more attached to them and will want to improve the skills of new members. This way the experiences and knowledge from the older employee will be passed to newer ones.  
Focusing on a specific goal: HSBC should set specific goals for their organizations. And the managers should set specific goals toward their employees. The employees are more motivated toward harder goals than easier ones because harder goals require a lot of effort to achieve. Harder goals require best team performance so the team member feels an obligation to help each other. They become more co-operative and share knowledge to improve overall team performance.
Differentiating between knowledge and information: HSBC should arrange their training program that the employees can learn to acquire knowledge not only information.  They should train them to figure out the lesson from facts. This way they will be able to implement learning generated from information which was gathered from others.  
Developing a platform for arranging knowledge asset: HSBC should store all the information and knowledge gathered from its members. Also, they should make it so convenient that others can find it easily. For example, if an employee discovered any method for conducting any task more efficiently that method should be stored in the company’s database. That database should be available for other employees so that they can search that method when they are performing that task. If they figure out a more convenient way they should add it to. This way the employee skills will be continuously exceeded with additional knowledge over time. 

[bookmark: _35nkun2]Conclusion
This assignment was focused on the understanding of the management information system of HSBC. Various modelling techniques and tools were used based on HSBC to identify how they are managing the creation, storing and development of their knowledge assets. This assignment reflects the relationship among data, information and knowledge and also the relationship between organizational and individual knowledge. This report showed us how to identify the knowledge assets and evaluated the actual and potential knowledge assets of HSBC. Overall this entire report will provide an idea of identifying and using the individual, organization and shared knowledge to achieve the company’s objective and maintain a proper organizational culture.
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