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INTRODUCTION
This essay will look at the importance of knowledge and information management.  Managing information knowledge is a crucial organisational benefit to any business.  Knowledge management is evolving owing to the changes of technological information available to the consumer.  Therefore, knowledge workers, behaviour has adapted in the way they share knowledge and work, by reorienting the design of the services or products so the emphasis is on the consumer.   This brief outline highlights the contrast of earlier organisational conduct, and will look at how this is relevant to the case study.
Fluid and crystallised intelligence, defines the way we absorb and retain information, so organisations will consciously look at the age of their staff to decide where people are best placed and if they add value to the organisations brand.
We will also look at the transformation of data to information, and how it is valued.  The relationship between information, knowledge and wisdom and critically examine the theories of Plato and Aristotle, amongst others.
Information sources, and what works best in your organisation.  The flow of information and how it can be managed to prevent an overload.  Additionally, we will investigate information storage and information cycles.  Managing information risks, the growth of digital technology opens up any organisation to a level of vulnerability, therefore how consumer or client data is protected and stored is paramount.  The external factors and sustainability within information management and knowledge.  We will also investigate the differences between tacit knowledge and explicit.
The case study that will be used to focus on the issues that have been outlined above, is the customer services department of the View from the Shard.  The customer services department is part of a major network which supports a leading tourist attraction. ‘The Shard,’ consists of three restaurants, a hotel, a coffee lounge, and the view at the very top, which confirms it being one of the tallest buildings in western Europe.  The customer services department assists in processing the purchase of on line tickets, which is connected world-wide.  The company offers support and information to customers and potential customers.  The department handles all the social media feedback on planning visits and visit experience.  
The strength of the organisation depends on not only the internal factors, but external, and how they are affected by knowledge and information management. Analysing the organisations external factors using, PESTLE analysis.  Management theories, what best suits your organisation.






SECTION 1
1.1 The View from the Shard
The case study will establish how the organisation utilises different types of knowledge and information, how the data is transformed and wisdom, is it visible in the decisions the department makes. Has it been ascertained what raw data is, raw data is basic facts that are unprocessed, according to (Geek, 2013) The raw form may look very unrecognizable and be nearly meaningless without processing, The relationship between  data, information and knowledge is that they interlock and need each other to matter.  Agreeably as stated by (Fayyad, et al., 1996) there is a new age of computational tools and techniques and it is needed to support the ability to remove useful knowledge from the fast growing volumes of data.  Nonetheless, whether the background is medicine, science government or business, the datasets themselves in their raw form, remain of very little direct value. What is of great value is the knowledge that can be incidental from the data and set to good use. 
The customer services departments raw data consists of producing and developing an online payment system. The raw data extracts and processes customer card details, the information the department gains are, all the customer details, the type of tickets they requested, gender, what date and time they booked for, the knowledge we gain from this information supports the organisation in many ways.  The knowledge we gain helps us determine the more frequent visitor type, whether payments have been processed, the revenue the organisation has earned.  The information also allows the company to know if the customer prefers to purchase tickets on line or in store.  The training the department receives, gives staff the data and information, as use of the knowledge gained aides in trouble shooting, when things go wrong, as the step by step process, gives the staff the information of how far an online payment has reached, before the error occurred.  This type of knowledge, that members of staff hold, in solving payment problems, gives the customer confidence that they will receive their tickets or any monies due for over-payment.  
A payment page, that customers can access from home, here and abroad.  The development of this site, was created to make buying tickets to visit the View from the Shard more customer friendly, the added bonus was that you could book tickets any time of the day or night, and print the e-tickets or display them on your mobile device.  Sharing the knowledge, in this instance came from staff being trained on the system to assist customers that were experiencing difficulties.  The competency came from the staff supporting each other, and trouble-shooting areas of concern.  The information that was processed into knowledge enabled the department create manuals for new and temporary staff.  The staff updated these manuals at any time, depending on the task that needed addressing. Therefore, information that is termed as knowledge is only useful if it qualifies an action or decision or the information deciphers the direction an individual or business should take.  Below is a diagram that outlines the stages of data to knowledge process;
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Fig:1 By Student
1.2 Knowledge Management
The process of creating and sharing knowledge is what we term as knowledge management. To achieve organisational objectives, it is advisable to have a multidisciplinary method to make the greatest use of the knowledge.   
According to, (Roberts, 2015) the complexity of knowledge and its management.  If knowledge is used as a competitive foundation it needs to be functional.  The customer services department, had a unified strength, if any member of staff learned any new that was faster and more efficient it was implemented.  
1.3 The Relationship between data information and knowledge
There is a connection between data, information, knowledge and wisdom.  Data is facts that have not been transformed to have a structural meaning that explains any details of your organisation. Agreeably, (Kumar, 2009) states that, information and data can be classified as forms of knowledge or used to achieve knowledge. Data in its raw state, does not have any significance if it is left in that state.  When data is gathered and grouped it transfers into something that is beneficial.  It is suggested that data has to be processed to be meaningful.  The outcome of data being processed will produce information, which will have specific information that reflects your organisations objectives.  Information does not have a world-wide value.  It has different meanings to each organisation, it is specific to the persons needs or who chooses to use it, therefore the quality of the information can be attributed to the type and amount of data that is used. 
Information is produced for the benefit of the business.  It is a form of communication with your customers or clients, to eliminate uncertainty and reduces stress levels.  This profound statement is something that The View from the Shard’s, customer service department experienced on a daily basis.  customers welcomed the freedom of handling their purchases themselves, but at times they felt the information fell slightly short.  In this case verbal communication would have to override the on line information, and translate the same information according to whom you were speaking with.  The View, benefited from knowledge management by utilising the daily issues as learning curves.  The knowledge accumulated would be shared at staff meetings and circulated in an email in the shape of minutes that were taken, this is classified as formal and less formal, by way of tea breaks, where staff may have an informal chat. Within the company there were vast amounts of information going around, not all would be needed, but being aware of it, gave the customer services department’s staff large amounts of knowledge that was written in staff manuals.  The head of customer services would have knowledge that may not be beneficial in sharing with the team, presently, but being aware the head of department can make use of it according to changes in the business scope.
Fig: 2 By; Mental Model Musings
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As stated by (Bellinger, et al., 2004) the diagram signifies the stages of conversion from data to information to knowledge and lastly wisdom, and it is the ability to understand, that support the changeover from one step to the next.  Understanding is not a tier by itself.
According to (Ackoff, 1989) wisdom is an extrapolative and non-deterministic, non-probabilistic process. It calls upon all the previous levels of consciousness, and specifically upon special types of human programming (moral, ethical codes, etc.). It beckons to give us understanding about which there has previously been no understanding, and in doing so, goes far beyond understanding itself. It is the essence of philosophical probing. Unlike the previous four levels, it asks questions to which there is no (easily-achievable) answer, and in some cases, to which there can be no humanly-known answer period. Wisdom is therefore, the process by which we also discern, or judge, between right and wrong, good and bad. I personally believe that computers do not have, and will never have the ability to possess wisdom. Wisdom is a uniquely human state, or as I see it, wisdom requires one to have a soul, for it resides as much in the heart as in the mind. And a soul is something machines will never possess (or perhaps I should reword that to say, a soul is something that, in general, will never possess a machine).
In addition (Scuderi, 2018) states wisdom is having the ability to distinguish and review which parts of that knowledge is accurate, and applies to your life. It is the skill of being able to relate the knowledge to the grand scheme of life. It is also insightful; knowing the reason or what something means. Wisdom is knowing that there are things, you believe pleasurable, but real happiness does not originate from situations, people or belongings. It is knowing and recognising that happiness starts from deep within.  
On the contrary (Isak, 2016)  Wisdom does not represent the volume of what you know. Wisdom is the ability to react and think making use of the knowledge.  This method is reinforced by your capability of using logic, combined with intelligence.  Wisdom is what you comprehend what you believe to be true and what you know, alongside explicit and implicit relationships of data, information and knowledge. Beyond wisdom and reason, it also comprises of a clear understanding of, the causes and effects of a notion or concept.
1.4 Individual Knowledge and Organisational Knowledge
Individual knowledge combined with that of individuals within an organisation. Organisational knowledge is the sort of company advantage to which no value can be termed. When individuals group their knowledge within an organisation, that knowledge can give the organisation recompenses over their competitors. As stated by (Chua, 2002) organisational knowledge is able to be classified together with many magnitudes, for example the private or public sector, component or architectural, individual or collective and explicit or tacit.
1.5 Tacit and Explicit Knowledge
Tacit knowledge, is information that you know, but are unsure of how you know, explicit knowledge is academic accomplishment.  
The difference between tacit knowledge and explicit, as explained by (Smith, 2001) Knowledge plays a major role in the rebellion of information.  The main tasks are to select right kind of information from various bases and convert it into information that is useful.  
According to (Nonaka, 2007) The importance of change in the global environment places knowledge management at the core of what organisations must do to cope with society’s  fast and forever changing environment. Thus, the triumph of a business in the twenty-ﬁrst century can only be determined by the range to which a leader can advance intellectual wealth through creating knowledge and sharing knowledge on a global foundation. Knowledge establishes a competitive advantage. The creation of knowledge and the use of an imagination has never been so vital.  To compete and make a success, organisations must employ and nurture, in order to retain excellent managers, whom amass valuable knowledge resources. Drawing talented and smart people and increasing their level of intellectual proficiencies is a core competency.
1.6 Identifying Knowledge Assets and Techniques
A knowledge asset is something that keeps you ahead of your competition, that sets you in a class of your own.  According to (Dawson, 1998) the techniques used in generating, capturing and sharing knowledge, may differ slightly, as organisations move towards a more diverse workforce. Capturing, sharing knowledge is necessary for knowledge organisations to develop their competences and uphold or boost their competitive streak. To a great degree this comprises of the interaction between human and structural capital.  
If knowledge is to be captured effectively, this means that human capital must be transformed to structural capital additionally, for people to be more effective at their tasks they need to tap into the knowledge which has been captured as information. Knowledge that has been caught as structural capital can comprise of both databases and information, in addition to valid processes which enable people to perform tasks more effectively. Generating knowledge and stimulating innovation in the workforce, is important to knowledge organisations, as the worth of knowledge is short-lived, and it is imperative that organisations must continue to create new knowledge in order to progress and preserve their competitiveness. 
From alternative viewpoint if we generate, capture and share knowledge, is that it is meant to help us achieve the maximum yield from the organisation’s cerebral capital resources, and the added contribution of information.  
 
To have a certified value, knowledge must be practical to the specific business background. This will be prepared differently depending on the type of industry, although the fundamental processes are often the same, drawing on workers with diversity, expertise and knowledge equally to enhance existing value links, and to create innovative ones.  
2 Knowledge Management Processes
We are able to recognise, the purpose of knowledge organisations that are created on knowledge processes, innumerable of these are essentially alike across organisations, this is evident even in dissimilar businesses. The achievement of knowledge organisations largely depends on how effective and efficient they are able to perform their processes. Therefore, knowledge capabilities can be comprehended as the capabilities of the organisation, in performing these knowledge processes of which are at the core of their achievements.   
knowledge processes that are specific and have the utmost influence on organisational worth, and creativity are different for every organisation.
Other organisations require geographically distributed teams to collaborate effectively on client projects, or to add value to information on a real-time basis. The timeframes and rapidly changing parameters of these tasks means that the knowledge capabilities which determine their success must be highly dynamic.  
Every organisation needs a different group of knowledge capabilities in order to perform its central knowledge processes successfully. Many of these capabilities may be somewhat stagnant in nature, but all organisations require the dynamics, knowledge capabilities can offer, in particular their strategic and market response.  
There are three groups of intangible assets: 
Human capital. The skills and capabilities of individuals in the organisation, whom are able to work individually and in teams.  
Structural capital. The organisations infrastructure, this includes technology, by means of databases and processes of which do not have to be relied on by key members of staff. 
Relationship capital.  The relationships with customers, clients, distributors, suppliers, alliance members, partners, regulators academics, as well as the organisational image and brands.  

2.1 Creating, Storing, Applying and Integrating Knowledge
In this next section we will look at how information can be stored, once it has been created and the process of incorporating it as knowledge.  As indicated by (Study.com, 2003) Knowledge management allows the possibility of capturing, storing, sharing and utilising the knowledge and experience of an organisation.  For example, if your company is a major international firm with around 4,000 projects a year. This is far too many projects for anyone to scrutinise and look at separately. Nevertheless, if you have at least a twelve senior project managers in your organisation, then, together, they have a vast amount of experience in managing projects and budgets. This assured gives the organisation a combined strength.  The View from the Shard had a database with information that all departments could tap into.  The company has been able to maintain its place as a leading tourist attraction.
Numerous managers are going to retire soon, therefore you will want to try and capture their experience in any way you can, for the benefit of the of the organisation, and the staff that remain. What you will require for this, is a knowledge management system. A knowledge management system, is a prearranged assortment of people, software, devices, databases and procedures to construct, store, and share. Exploit the benefits absorb all the knowledge and experience of the organisation. 
Knowledge management can encompass many forms of knowledge. Explicit knowledge is objective and it can be documented and measured.  In contrast, tacit knowledge, is not that simple to measure and it is also more challenging to formalise.  The main challenge of knowledge management is to attempt to formalise tacit knowledge. In laymen’s terms, making tacit knowledge explicit.
2.2 Intellectual Property Rights	
Intellectual rights are in a class that stands alone, as intellectual property is an intangible conception, that you cannot see.  The question is how do you protect it? 
According to (Gov.uk, n.d.) Intellectual property is something so exclusive, that you physically generate.  
An idea by itself, is not intellectual property. As an example, an idea to write a book does not count, as intellectual property, but the words you choose to write do written do. 
You own the rights to intellectual property if you are the creator, and it meets the necessities of patency and or copyright.  You may also purchase intellectual property from the person who created it, or owned it previously. Intellectual property may have one or more owners it may also belong to a group of people or businesses.   Intellectual property can be transferred or sold.  
[image: See the source image]      Fig:3 by Dreamstime.com


2.3 Knowledge Management Culture
A framework for knowledge management culture is deciding on various things, for example what theory best supports the organisation.  
The effectiveness of knowledge management rests on how the processes of knowledge management are united with the organisations processes and infrastructure in a way that supports the goals and achievements.  The need to comprehend and embody the relationship, a modest list of the processes and details is insufficient.  What is needed is an all-inclusive framework, where everything can be combined to form a vibrant articulate whole.
The suggested framework focuses particularly on separating the building blocks of the organisational into their specified components, as to outline the characteristics of the elements, the relationships between them needs to shape a social natural science in people are able to create, share and make us of the knowledge.  In this fashion, the framework that has been developed helps management comprehend the accurate nature of the associations that are between organisations and the processes of knowledge management, and therefore take advantage for the success of the organisation.
2.4 The View, Knowledge Requirements and Framework
The knowledge requirements of The View from the Shard, are different for each department. For the customer services department, as one element of the organisation, there is a combination of explicit knowledge and tacit knowledge.  The importance of knowing who your main target groups are, knowing how to combine the tangible assets with intangible, to keep the interest in the visitor attraction, at the forefront of its competitors.  Experience is beneficial on the side of managing the business revenue, so keeping the mature longstanding workforce is an asset in itself.  The departments that are closer to the customers, must build knowledge systems and databases that focus on the younger customer.  To keep ahead of our competitors, we send out online questionnaires that are managed by a company that collates all our customer responses and the information we get back, builds on the business knowledge our organisation needs to make structural changes in our overall concept.
Part of, The View from the Shards framework, is using the systems theory. The systems theory outlines The View from the Shard, as stated by (Biomatrix, n.d.) the framework enables managers to diagnose gaps in the organisations development.  Once these have been identified, then the correct principle is provided and the problem remedied.  This valuable information will create a new type of knowledge by focusing on the functional needs that will provide a holistic understanding.  This knowledge will be shared with stakeholders, human resource management and the team leaders. 
Improvements to the current framework is recommended, and comes in the form of, finding a different theory as the changes in society means your current framework must not be so rigid, as not to conform with the changes in life style.  The View has been leaning towards the bureaucratic theory, as (Weber, n.d.) an organisational hierarchy with different levels of authority, and where the staff are governed by the rules of decision-making.  This framework will help the organisation accomplish its aims and objectives. P.E.S.T.L.E analysis for the View from the Shard, Politically, brexit will affect our overseas visitors. Environmentally, if we continue to be a diverse workforce, consider sustainability we will stay ahead of our competition.  Socially, we our business is not age specific.  Technology, we are keeping up with the trends.  Legally, we comply with rules and regulations.  Economically, we try to offer value for money.
2.5 Business Intelligence
Decision making is needed due to the vast amount of data held in organisational information systems.  Making decisions is part of the managers responsibility, difficult decisions have to be made, as stated by (enterprise, n.d.) there are three types of decision making.  











There are Strategic decisions, tactical decisions and operational.
Strategic are long term decisions, that are multifaceted
decisions that are made by the senior management team. 
These decisions will have an affect on the whole team.
[image: Pyramid representing the three layers of management and their roles. Senior management and Strategic, dealing with policy decisions, and their work is long term, complex and non-routine. Middle management is tactical, dealking with how to achieve policy, and their work is medium term and less complex. Junior management are operational, dealing with day to day decisions, and the work is simpler and more routine.]Fig:5 by Bitesize.com

Business Decisions – Continued 
The tactical decisions an organisation will make are termed as medium, they are less multifaceted and the decisions will be left up to management, termed as middle management.  The middle management will trail on from the strategic decisions, and their aim will be to meet the objectives that were set by top management.  For example, in order to stay ahead of its main competitors, The View from the Shard eliminated on of the touch points and replaced it with champagne tables and stools.  The telscopes were not captivating enough, and the ever-changing skyline, meant that they were regularly out of date, and we were not meeting our brand standards.
Operational decisions, the day to day running of the business, is left to junior management.  These are simply routine.  In regards to The View.  The decisions for the day will be decided off of any incidents, that may have occurred the previous day or night.  This may entail more customer engagement, areas left without a guest ambassador to greet and guide guests and also staff that leave their positions before the time.  The customer services department may receive negative feedback due to any of the above, and we will constantly be looking out for these responses by way of e-mail or social media, therefore part of our job on a daily basis is to offer the guest a satisfactory outcome.
2.6 B.I.S Business Information Systems
Once an organisation has defined what its raw data is.  It will have to focus on what type of information systems they will benefit from.  Technology and non-technology elements, for example people, hardware, software.  What type of communication resources will the company use to transfer data for example, customer details? The View had a huge data base with customer details, anyone purchasing tickets on line would register their names, addresses, phone numbers, emails.  The only part of any card details our system held were minimal to protect the customer’s sensitive information, we did not share data with any other company.  According to finance and marketing area of the organisation, must all have objectives, which collectively help the global aims and achievements of the organisation.

 









Recommendations and Conclusion
It is recommended that you define what your business or organisation is, to be able to define your objectives to apply a knowledge management process.  Try to keep your current by utilising the processes to stay ahead of your completion.

[bookmark: _GoBack]So to conclude, knowledge management gives you power, as stated by, Sir Frances Bacon, 1562, There are different kinds of knowledge, investigate and apply the processes that will enhance your business.  Making decisions, brainstorm in meetings, as this may give you some of the best ideas, either informal or formal.  Knowledge and Information Management, acquire it, retain it and transfer it, within your organisation to keep you ahead of your competitors. Know and plan your strategies, remain steadfast to your guidelines and share the information with your workforce, communication is key to success.
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