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1. Introduction 
Grace Belgravia is the case study this report will focus on. This organisation is of particular interest to the writer of this report. She works in the health and wellbeing industry as a Massage Practitioner, prompting a great interest on the selection of this case study. Grace health Club is a prestigious and currently holding a privileged place on the competitive market.  Their mission statement is:” to enjoy life to the full, we need to invest in our greatest asset, our health”. Grace health club has created a blueprint for true health, and it’s exceptionally different from others in the industry, because is led by a team of globally recognised medical experts and therapists, whose knowledge and wisdom and equal to no one else in the field. Have the knowledge and wisdom to provide advice for every stage of life. Currently situated in Belgravia, London it holds an integrated wellbeing, as well as a medical clinic, moreover a five star spa retreat, gym and a restaurant with five Michelin start staff.
 This report will highlight the information management systems currently being used at Grace and the way they use their data, information, knowledge and wisdom. Also how Grace reached to the level of competiveness advantage currently evident, moreover what strategies Grace uses to retain their knowledge and wisdom. Furthermore this report will highlight, one by one, knowledge acquisition, retention, and transfer and the how these can be interlinked and connected. The protection of knowledge in the form of intellectual property rights (IPRs). Consequently the importance of trust, information and communications technologies (ICTs) mediators of knowledge transfer will also be examined. Recommendations on the current management theory and the impact it has on sustainability of their competitive advantage. Finally, the second part of this report will examine the Grace Spa knowledge management (KM) initiative and best practises lately adopted by their organisation for making KM a success.  There are various sections starting with KM initiative background, best practise identification, approval and replication, critical success factors followed by the recommendations and conclusion.










2. The relationship between data, information, knowledge and wisdom
3. Information sources. 
4. Capturing valuable information. 
5. Information flow and information overload. 
6. Searching for and identifying valuable information
Data is unprocessed content and in IT all the symbols, currently existing in a universal keyboard, personal computer (pc) or laptop, are data.When the content is given (data), to be processed into words and sentences which are easy to interpret and with significance, now it becomes information. Facts are classified has information but when related to an individual, such as skills learnt through experience or gained through education ,this information evolves  into knowledge, lastly when the same individual has practise their knowledge to the point when it has become second nature ,it's now wisdom ,which is the highest ,on the hierarchy pyramid .illustrated below.  
Figure 1. The data, information, knowledge, wisdom Hierarchy pyramid
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Communication appears to be more than letters, numbers and symbols: In fact is complicated, complex and subtle. This report is divided in two parts, the first part illustrates the management of knowledge and important part the human element plays in the acquisition, retention and transfer of knowledge.  Moreover it shows the unique way explicit knowledge can be transferred in a specific form specialized by humans, for humans, yet when organisations are involved, they absorbed and apply this type of knowledge differently from between single individuals. The difference between tacit and explicit knowledge presenting a codified knowledge which needs to be interpret with the tacit knowledge, creating a new tacit knowledge. This report will also show the creative processes needed to acquire, retain and transfer knowledge, how this relationship depends on interaction between people.  Knowledge management and social context are deliverables of people, their needs and the trust and mutual understanding of the knowledge manage mint.  This initial study highlighted the difficulty in establishing consistent and precise usage for the terms data, information and knowledge. It is concluded that data, information and knowledge are relative concepts that cannot be defined in absolute terms. As relative concepts, these help differentiate experts and novices, and different types of novices.
Knowledge is complex  and its entire management presents a challenge in various aspects, in addition knowledge is  firstly acquired and subsequently managed, and its management requires methods to retain it within the Grace Spa ,organisation. Grace Spa uses intern mechanism to transfer knowledge internally and relevant external parties, such as stakeholder, products manufactures and distributors. Grace Spa uses their organisational knowledge to give and advantage in with their competiveness position in the market. Once knowledge is transferred to and taken in by the relevant individuals and groups, is their job to apply it with the purpose to not only sustain, but also to improve the competitive performance of Grace Spa. (Refence it).Knowledge alone it will not contribute to a competitive adavantge, but when applied its potential is showed and released. The main purpose of the first half of this report is to demonstrate, critically how Grace Spa methods are for acquisition, retention and transfer of knowledge relatively with how management of knowledge impacts in their competiveness position within the Wellbeing and Beauty market. Equally important are the negative consequences resulting, for individual and organisation, from the thirst for competiveness and achieving it by any means necessary. 

Creativity is key element directly related o the processed of acquiring knowledge alongside with innovation, in the same manner that knowledge is acquired through the processes of new knowledge in the organisation.  For the purposes of this section, the type of knowledge acquisition to be reflected id the acquisition from external environment. organisations get knowledge through the employment of new workers who, relatively, carry the knowledge with them or by existing workers who get their knowledge form outside and surrounding enviroment; Grace Spa also carries out this model of acquiring knowledge, furthermore Grace Spa also acquires knowledge through the process of buying knowledge intensive services, such as consultancy, research and development (R&D) as well straining programmes.  Grace Spa also invests their capital on purchases of databases of information of potential clients, from where the human resources management (HRM) extracts formation, combining with their current existing knowledge and end up producing new knowledge that, eventually, will impact positively on their competitiveness. The same way is revealed  here with an example of consultancy company where they provide a document on particular aspect of the organisation’s market and management structures ,here the knowledge could processed in a codified form and its acquisition could ,therefore benefit the organisation who invest on this purchase ,however only if this knowledge is applied. Grace Spa has a system in place which helps to build its databank of customer’s information through the royalty and loyalty Grace Spa cards.  To obtain one these cards the client must provide items of personal information ,such as address, telephone number ,email address, age ,gender, size of household with their ages, fitness levels ,and dietary requirements.  When the clients come for the Spa for a treatments or book online Grace Spa accumulates a vast  amount of information on the clients purchasing  habits which, when processed by the relevant departments, contributes to building a better clients experience and foster loyalty and provides the accurate information on adequate rewards.  This type of knowledge is called explicit knowledge and it helps Grace Spa with the process of meeting the needs of each and every client.
A way to define this type of knowledge is the skills and experiences an individual have and may not be so easy to express.  ‘’We can know more than we can tell ‘’ quoted by Michael P. (1958). This type of knowledge moves across and around Grace Spa boundaries, consistently being embodied in individuals and groups.
Explicit knowledge it be found in books and articles and its origin is traced back unto tacit knowledge.  Grace keeps their explicit knowledge in codified instruction manuals, directories, blueprints and software and it’s easier to be replicated than tacit knowledge.
 In the concept of KM, the definition of tacit knowledge refers to a knowledge which cannot be fully 
Knowledge is on the most important sources for an organisation to gain competitive advantage, because it can b difficult to copy and complex.  Grace Spa  restraints the benefits  of  the newly acquired knowledge that contains the  potential  to offer competitive advantage  , creating prevention for the leak of the knowledge –this is one form of retention of knowledge ,moreover  Grace Spa have registered the brand and gained  the proprietary right over the use of knowledge ,controlling its diffusion  belong the organisations,eg.are the  massage routine designed by the head therapist-manager  for all the different types of treatament,which are unique for this organisation ,also their products and the formulas are kept secret. Grace Spa is aware of how the value of knowledge changes from day to day, what is valuable today it may lose its value in a nearby future. As a result Grace Club has developed a system to retain and protect knowledge, which keeps the external radical innovations and external environmet with little impact on their competiveness advantage.  Grace Club has a young, dynamic, innovative and creative team of researchers and developers who work internally, solely dedicated to create new knowledge, investing on the progress on the organisation. Creativity and innovation are some of the ways to invest the acquisition and retention of knowledge-Organisational knowledge-.
The accumulation of knowledge can be use for current and for future use. As the organisation expands and grows into the franchise field, their organisational knowledge can be codified (with language, symbols and pictures), stores a disseminated across time and space, passing through different generations.
 The history of Holistic treatments   backs dated to the ancient Egypt, where the capacity  to access embedded knowledge  has been granted by  the Rosetta Stone(1799) written in Egyptian hieroglyphs ,furthermore it has taken scholars over  20 years to  translate and decode it to what it know a source of intellectual capital for the Grace Spa .  To illustrate the power of ancient knowledge and how it still is currently passed through is on the old system of knowlegde retention which is storage through cultures norms, practises and routines.  Libraries are the oldest systems managing knowledge through the collection of data and storages of codified knowledge and date.  Grace Spa has a similar system in place, has mentioned earlier with the example of the royalty and loyalty card. At the start of their business, Grace Spa, didn’t have access to the widespread of the computer and the information management systems.  Their information management system (IMS’s) revolved on the dedication on the collection of materials, namely paper based documents, such clients records, clients consultation forms; file and records. Moreover the  IMS’s  systems around organisations and individuals did ranged from the address book, which collect the names and contact details of loved ones ,friends ,work colleagues, and business associates,including the  British Library.  
 Toda’s business scenario is world of multimedia-enabled smart mobile telephones, the World Wide Web-Internet-. Cloud computing and social media, IMS’s have the ability to reach and combine the aspects of the business and social life ,allowing organisation to have access to primary and secondary  data, in addition  when applied constructively in can turn into knowledge and further more wisdom. 
Over the years ,with turnover of workers , Grace Spa have  had to continuously invest on more knowledge retention systems   because the codification of knowledge has not been suficient it contribute to their competetive advantage.  In the world of Wellbeing where services are the intellectual capital ,when a worker leaves ,after being g trained and invest on ,it takes the knowledge with them ,therefore the organisation has created a document where the worker have to sign before starting the employment to ensure that all knowledge acquire whilst in the organisation ,cannot be transfer to any kind of profit ,yet it’s  very difficult exercise to monitor and often workers go away and  practise their treatments, elsewhere using all the organisational knowledge creating a disadvantage on the organisational knowledge .forcing their former employer to have come up with more productive and creative way to create and retain knowledge in order to regain their competiveness advantage.

7.  Information storage. 
8. Information life cycles.
9. Managing information risk. 
10. External factors and sustainability within knowledge and information management.
11. Conclusion and recommendations
Most theories view KM as linear or cyclical process and tend to fail to identify the other dimensions of knowledge dynamics existent between organisations and individuals. Here the identification of the holistic model for human resource development will be discussed.
KM theory currently at use in Grace is holistic theory.  The human resources management manages knowledge and their understanding of their valuable knowledge is an essential practise in the in organisation.  Services Grace provide services to the public and in high demand, therefore the need to be unique is vital for the success of the business. On the basis of the information written above, KM is where the organisation process for managing the change in the dimension of technical, practical and also critical knowledge in the organisation, together with managing the dynamic interactions of the three dimensions of knowledge.  KM surrounds the creation, transferring, and use of the one side of knowledge to the other side of knowledge.
Yang (2003) suggests a holistic learning theory that defines knowledge as a construct with three distinct facets: 
· Perceptual (implicit): refers to personal kinaesthetic understanding of the world through direct experiences and involvement in a particular situation-Practical-.
· Conceptual (explicit): indicates abstract concepts and a scheme of interrelated concepts that may be transferred across different situations-Technical-
· Affectual (emancipator): related to the to individuals emotion attached to certain objects-Critical-. 
Knowledge, in Grace, is view as human beings awareness and understanding about the (organisation) reality gained personal familiarity, genitive and mental processing, and emotional affection. The facets of knowledge are different aspects of the way though which people get to know the physical, social, emotional and spiritual world. The dynamics interaction among the three knowledge facets at both the individual and organisational levels area of noticeable evidence within Grace Club.
The relevant KM Models and proponents also Knowledge facets and dimensions;
· Knowledge Creation model (Nonaka & Takeuchi, 1995)-Major focus on the practical and technical facets and where critical dimensions are not attributed.
· Knowledge Cycle model (Demerest, 1997)-Minor focus on both the practical and technical, with no evidence on the critical facet.
· Information Space Model (Boisot, 1998- ) very similar with knowledge creation model.
· 41 Framework (Crossan, Lane, & White, 1999) - Again this model focus more on the practical and technical facets and dimension, leaving out the critical.
The business transactions and activities, at Grace, create a vast amount of date and information.  In order to create value and remain in the competitive advantageous position, Grace creates knowledge and here there is evidence of Nonaka’s ‘’people centric knowledge spiral where the organisation uses this framework for knowledge creation through socialisation, combination, externalization and internalization. Grace’s  team of researchers and creators of knowledge  are dynamic and most often it is through humanistic means ,such as formal training, living through the e experiences , or talking with the other member of staff who have similar interest -the organisation interest-. Technical mechanism also assists in the knowledge creation process, such as knowledge management systems, data warehousing and data mining activities.  Therefore, the significance of the employee and supporting knowledge management technologies has grown substantially over recent decades.  Grace club now lives by their ability to create knowledge, innovate and generate value with new knowledge.
Knowledgement acquisition is the activity which explores the possibility of finding expertise which should be acquired from outside through the relationship with customers, suppliers, competitors and partners in co-operative ventures.  It means it is the prerequisite of knowledge acquisition to identify the required knowledge domains in alignment with the KM strategy, locate the source of the knowledge and acquire the required knowledge. (Shukla and Srinivasan, 2002).  It underlines the importance of the outside view which brings it confidence that new order and sound logic can be applied through knowledge so that Grace club can improve.
Environmental scanning is also required, by Grace KM team, to devise new goals and practises.  However, apropos knowledge mangement the Competitive Intelligence more useful. Parker and Nitse (2006) have brought forward to the fore this fact more clearly when they write that ‘’Competitive Intelligence’’ (CI) is a process for gathering knowledge about the external business environment and turning it into the intelligence required for tactical on strategic decisions and these are strongly connected because gathered CI has no long-term value unless an effective KM process in place to turn the information into something usable and saleable.
Collation stands for comparison and analysis of two or more sources of information.  Its connotations cover the calibre also because calibration involves comparing some measurement against a given standard. When a new member of staff enrols into the organisation ,HR management fills up a assessment to identify in which areas the new member needs training ,however all new staff undergoes a basic Grace training to introduce them to the rules and objectives of the organisation.  Further, a codification and classification of the knowledge objects, synthesizing them, making them meaningful and relevant for the target group and adopting the knowledge to the Grace Club specific needs form the objectives of collation.  Knowledge collation is must before it is relegate to repositories.  In fact, a critical category id then created before the nuances of knowledged collation are bought into play.   The personnel who are responsible for the collations or systems of collation are an awareness of organisational challenges.Knowlegde management processes required a structure and this is required in both forms of knowledge-tacit and explicit-.
Knowledge needs to be store, (once created, acquired or collated) in repositories so that the individuals who are part of the organisation can have access to it. At Grace Knowledge is stored in hard copy form and electronically with enabled tools.  The documents in hard copy form include memos, reports, presentations, articles and so forth and put into a repository level where it can be easily stored and accessed.
It in this stage that this organisation classifies the filtered knowledge and adds it to the organisational memory.  For the storage and retrieval perspective, the repositories are classified into three main categories and furthermore into a documentary repository (PC base application): 
· External Knowledge
· Structure Internal Knowledge 
· Informed internal knowledge 
The main of knowledge storage is its use in the organisation by personnel who require knowledge and want it at the right time and at the right place.  In present time, the application and its utilisation are the sole propose of the KM so that replication of the knowledge can be avoided and time together with cost, to be saved.  The knwoledge cycle it shows the use of knowledge prominent in this organisation.  Some of the techniques used by personnel while applying knowledge include peer assistance, communities of practice (CoP’s), blogs, advanced search, mentor –mentee and apprenticeship.  Grace, like many organisations uses the’’ pull technique ‘’ and the ‘’push technique ‘’ for the use of knowledge.  The team is constantly working on having a solid framework and processes for making organisational knowledge available in order to ensure that people will use the information.
Figure 2. The Knowledge cycle 



Knowledge Dissemination is also known by various terms such as knowledge translation, knowledge transfer and knowledge exchange.   It has been define as the transfer of knowledge within and across different settings, with the expectation that the knowledge will used effectively or instrumentally.  There organisations that see dissemination as having other forms of income ,some of it include; increased awareness; ability to make informed  decisions and choices to the exchange of information; materials or perspectives.  Dissemination is delivered and receiving knowledge by engaging with the individual in the process of transfer of best practices, lessons learnt, innovations made or improves processes, within the context of the organisation.  The knowlegede dissemination, at Grace, is also done through using and communicating technologies, human based social interactions and systems and also though pathways and means and researching means.
Knowledge sharing is the process which enables the knowledge held in the individuals or groups to be transferred to others in an organisation so that it could be applied for the improvement and creation of new products and services.  The knowledge sharing process has two main types of usage ‘personal advice usage’’ and’’ electronic document usage’’.  The personal advice usage includes the direct contact between individuals when they meet, either by phone or via email, whereas electronic document usage convert sharing of  electronic documents which can be used as standalone resources.  In contrast, sharing as process requires the act of placing knowledge by one at the disposition of others. Its ramifications include that it is a voluntary effort though which an individual gives and receives knowledge and develops a continuity of previous knowledge to new knowledge which is to be innovated.  Knowledge sharing has been also referred as n solicited knowledge sharing and voluntary knowledge sharing. It has also been discussed that explicit knowledge can be shared easily whereas tacit knowlegde inherently difficult to share because it is embbended and sticky. In fact, explicit knowledge because of its being already documented can be shared without any problem. However, tacit knowledge requires the help of mentor- mentee, apprenticeship, person to person contact, face to face communication, and other factors such as trust, respect and friendship in order to be shared.  Two important tools- namely, narrative and story have been found to be immense help in sharing the tacit knowledge.  A narrative is an account of connected events. At Grace Spa one of the important steps the KM team works on is, on creating a higher reasoning between the new concepts and existing patterns and the human mind.
Knowledge mobilisation is putting available knowledge into active service to benefit the society. Grace currently holds a series of workshops where an expert on a specific field, share valuable content unto a video platform and makes it available the World Wide Web as a form to benefit the society, generate awareness of the brand and potential to attract new clients.
Grace also has a system in place to provide systems to look at enablers and barriers to knowledge sharing.  Enablers can be useful on two levels – individual and organisational. In this case study, the knowledge sharing culture is required.  Training and career progression are also ensured by the organisation to help the personnel to exhale within the workplace environment and also for knowledge retention. Other  human resources managements related factors use in this organisation are incentives are, reward and recognition, job rotation, job shadowing, acknowledging personnel other for a better understanding of cross functions teams  by bringing expert and knowledge personnel together for a better understanding of the know-how and skill of other.
In this organisation and all around the globe, economic and social development depends on the increase of the knowledge rather than labour and capital.  Capital, when related to knowlegde, is in high demand, in the present financial and economic crisis.  For the existent knowledge of this organisation, any change to gain advantage is considered knowledge capitalization. In other words, the point of focus is the knowledge and service production with focus being put on knowledge capital.  This type of knowlgede prompts stakeholders to transform individual and institution experience into capital usable in the future.
Conclusion  
 The entire blueprint of the knowledge management processes of Grace Health club has evolved with times, however being the industry of wellbeing and health services, the need for holding the latest knowledge it is and it will always be in demand and their top priorities and the workforce evolves. Recommendation would to find a method where practitioners and therapists would consider remaining within the organisation as well as contributing it greater growth of the organisation.  A more humanitarian management theory could serve well the organisation, on the long term.
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