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[bookmark: _Toc29395805]Introduction
The assignment is an effort towards making recommendations towards the optimization of the knowledge management process of the firm. The assignment will start with the detailed study of the idea of knowledge management. The finer details and distinctions of the meanings of data, knowledge, and information will be looked at. The relation between the three terms will be understood and based on understanding the differences between separate knowledge and organizational ideas will be elaborated. The assignment will aim to understand how knowledge can be procured from various sources and how the knowledge thus procured can be converted into a format that can be used by the organization to make informed decisions. For knowledge management and understanding of potential data sources will be acquired. The process of conversion of raw data into finished usable data will be studied in detail. An understanding of the organizational structures to facilitate the efficient sharing of knowledge will be acquired (Hislop, et. al., 2018). The various knowledge management processes will be looked at with the objective to understand the various ways in which the acquired knowledge can be integrated, stored and applied for the use of the organisation. In the final section of the assignment, the information management framework of a current organization will be evaluated. Recommendations would then be made based on the acquired knowledge to re-invent the knowledge management framework of the organization.
The organization chosen for the assignment – The organization which has been chosen for this assignment on knowledge management is 'Marks and Spencer' which is a listed company and is a market leader in the field of retail. The sectors which the company operates in are clothing, home improvement and food products. The retail company uses information and knowledge extensively as one of the most important resources. The success of the company depends on the efficiency of processing this knowledge and using it to make informed decisions.   
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Evaluate the concept and importance of knowledge management in terms of an organization's knowledge assets and their management
The chosen organisation Marks & Spencer is well known British retailer selling the high quality of clothing & food products. The company cover the large market globally with the expansion of stores in different regions of various countries. The product line and supply chain management of Marks & Spencer is larger than anything as the demand for products & services is huge; to meet with customer's expectations the company needs to increase its productivity. The concept of knowledge management plays an energetic role within the organization as it help in developing, allocating, using and supervising the knowledge and relevant data & information. It is multidisciplinary practice which makes the best use of information & knowledge to achieve the overall company objectives. The knowledge management is an immense concept which involves the various concept such as business administration, information systems, management, and information science. Much large scale organization in the UK considered the knowledge management to organize their resources of different departments of Marks & Spencer like IT, human resource, finance, business strategy. The main objectives of involving the knowledge management into business activities are increased productivity, improving performance, gaining competitive advantage, contributing new experiences & innovation, enhancing continuous organization improvement (North, et. al.,2018). 
The relationship between data, information and knowledge, data is process to collect some objects and information in discrete way to process all the relevant information which can be useful for the company. Further the information is conclusion of the data that is gathered and evaluate from the statistical tools and observations. After data and information the next stage is development of the knowledge management while applying the experience, jurisdiction to information & relevant data.
The relationship between individual knowledge and organisational knowledge said that individual knowledge management is a practice that gives the way of benefits to individuals and companies with concern to objectives, concrete and action-oriented. But after introducing the computer or digital technology the knowledge management concept adopt the changes to transform the model into knowledge base expert system, information repositories, group decision support system, computer support cooperative work and intranets. The organizational knowledge involves the decision making aptitude which gives knowledge how to manage the tasks in better ways with new technological changes.
The core mechanisms of knowledge management are people, philosophy, process/structure, and technology. The company Marks & Spencer used knowledge management to categorize the different types of knowledge that exist within the working environment of the company. The basic concept of differentiating the dimension of knowledge is tacit knowledge and explicit and embedded knowledge. 
1. Tacit knowledge describes the abilities, skills, ideas, and experiences of employees that they fail to express. In this knowledge, the employees are not aware that this information is how much valuable & important for others working with them but for the effective tacit knowledge the one another needs to interact with each other regularly. In concerned with company Marks & Spencer the tacit knowledge is effective only when employees interact with each other on regular basis while having the personal contact and trust & faith. It is knowledge which is not fully codified as individual obtain the knowledge without language used i.e. tacit knowledge is all about experience as without having any experience it is not possible to share any knowledge process.
2. Explicit knowledge id codified knowledge that can be easily stored, access and understand by any employees of Marks & Spencer as it can easily transform the relevant information. It is necessary to build a new relationship and having a regular conversation between employees as there are trust, faith, and understanding already. The concept has generated the knowledge from practical experience over the appropriate concept and transferring the explicit knowledge helps in combining the Marks & Spencer objectives, aim and mission & vision statement with the application of practice. 
3. Embedded knowledge is a practice where learning is locked in a structure, culture, product, process, and routines. The Marks & Spencer used embedded knowledge while there is a smooth flow of information regularly between employees. It is difficult to maintain embedded knowledge as culture, beliefs, values vary and hard for employees to understand such changes in knowledge (Geisler, et. al.,2015). The tools & techniques of embedded knowledge of IT helps Marks & Spencer to map the areas to cover for widen the knowledge to different retailer, customers. Sometimes Marks & Spencer fails to manage such knowledge as it is dynamic and difficult to handle effectively but it can be found in company rules, strategies, code of ethics & conduct, organizational culture, product & services, etc.
The Marks & Spencer used the four kinds of knowledge management to carry forward the ultimate objectives & goals with available resources and period. The first type of knowledge management related to "what" knowledge is constituted and "how-to" used the knowledge is related to the next two knowledge i.e. first involve a low level of knowledge whereas the next two had a high level of ideas. 
[bookmark: _Toc29395807]Apply analysis and modelling techniques to identify knowledge assets. 
· Content Repository: It is tools that allow workers to share and access information & knowledge anytime within the organization and it is also known as document management software as it manages company documents, web content, and social content. 
· Knowledge search: Marks & Spencer used the enterprise content management tool to search the required text which plays a critical function to improve the employee’s knowledge and helps them to improve their skills. The company invests in such tools just to help the employees to improve their efficiency which affects the increment in productivity. 
· Communication tool: It is tools which stored and captured the generated communication within employees of Marks & Spencer such as chats, emails, instant messaging, telephonic conversation, video conferencing and other collaboration tools.
· Social software: It is the only tool that socializes the knowledge on a different platform to reach more and more customers. For the social feature, the Marks & Spencer used customer's relationship management and ERP software.
· Knowledge visualization: This tool communicates the knowledge visually through statistics 2D presentation on web pages and powerpoint slides to hit the recent market trends (Sigala, et.al.,2015).
[bookmark: _Toc29395808]Evaluate actual and potential knowledge assets
Knowledge management is a 90's concept used by many companies to get knowledge of different areas related to business activities. The knowledge management is emerging practice of management which involve the strategies for systematic management for creating value of Marks & Spencer customer's mind to share the stored and developing the knowledge. The actual assets used by company are tacit knowledge and explicit knowledge which gives knowledge about individual know-how and designs the strategies accordingly. Further the potential knowledge assets are routine and systematic knowledge which helps company to understand the culture along with database and intellectual property. The analysis of these two will be evaluates when outcomes are match up with the objectives.
[bookmark: _Toc29395809]Evaluate the knowledge requirements for the organisation. 
1. Speed up access to information & knowledge: The knowledge management allows employees of Marks & Spencer to access the relevant information and make it easy to find the knowledge required to increase the efficiency and productivity of the company to enhance working environment. The speedy availability of information & knowledge is useful for employees as it helps them to improve their learning skills.
2. Improve decision-making process: While speedy and easy access of knowledge of employees of Marks & Spencer will help in improving the decision-taking i.e. if employees have the great knowledge and information related to product & services and customers they can take effective decision with their experiences, opinions and different perspectives to make choices that which can be more helpful learning that increases their efficiency.
3. Promote innovation & cultural change: The knowledge management in Marks & Spencer allows employees to contribute their performance into business activities while giving the opinions, suggestion, advice, ideas which may be valuable for the company to achieve the goals and make the cultural changes to encourage employees while accessing the relevant information. The knowledge management in the company promotes the cultural changes which are beneficial for customers as well as employees as company work according to recent trends.
4. Increase customers satisfaction:  The exchanging information & knowledge will create the value in customers' minds such as having good knowledge of recent market trends will affect the improvement of product & services of Marks & Spencer which ultimately increase the demand as it meets up with customers expectations and gain the competitive advantage. Marks & Spencer involve the new communication and collaboration tools that describe the product & service strategies in context to knowledge management and that is grateful for the company to achieve its objectives (Chang, et. al.,2015).
5. Improves the company's efficiency and operations: The use of valuable information and introducing knowledge management in the company will help the employees to improve their efficiency by via of learning into business activities. The company operations are processed rapidly they the flow of knowledge will help the organization to proper utilization of resources in an effective manner.
6. Employee awareness:  The knowledge management helps employees to get clear and transparent knowledge about tasks & responsibilities to enhance their efficiency and save their time & efforts to the male understanding of their work. Such awareness gives direction to employees of Marks & Spencer which path they have to follow for successfully implement the objectives.
7. Goal achievement: In the working culture of Marks & Spencer the effective knowledge management will assist the cost reduction and improvement in employee’s performance to give the rapid response while undertaking the authority & responsibility with a great level of confidence & competency. To gain the competitive advantage the knowledge management practice should be implementing in Marks & Spencer efficiently to get better results and effectively achieve the organizational goals.
8. Reduce risk: The knowledge management will allow employees to share their experiences, opinions, information, and knowledge which they gained from internal & external sources that can be used in decision making. From such knowledge, the manager of Marks & Spencer will take the right path of success to attain the overall organizational goals which result in reducing risks.
9. Adapt organizational change: Knowledge management assists the information to process, develop, acquire and retain the old knowledge over new which can be possible if employees of Marks & Spencer ready to adapt the changes. The market of the company is dynamic and customers' demands are fluctuating so the company must adopt all changes with concerned to increase productivity & profitability. 
10. Timelines: The best use of information & knowledge is required by anytime and anywhere by employees of the company to implement into tasks. The knowledge management helps in managing all the roles & responsibilities which reduce the wastage of time, cost and resources. If the employees are interested in gaining knowledge and new learning which can be useful for them then the only distribution of information is profitable (Paulin, et. al.,2015).
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· Data: This consist the facts or values which can be in terms of number of the employees and how much they work in hours basis.
· Information: The collection of the relevant data which used by company for adding up the value.
· People: In context to Marks & Spencer the people are workers of the company for whom the knowledge management is involvement to enhance their performance and efficiency and they can inspire others with their knowledge and learning power.
· Process: The process develop by the company should be considered the best and appropriate strategies and approaches to governs the market efficiently with accurate knowledge and management.
· Knowledge: It presents the awareness and understanding of data and evidence to support the decision making for the particular task or challenges.
· Culture: The knowledge management allows the company to create and cultivate the learning of employees by undertakes the culture drivers of knowledge and information.
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1. It creates and support high paying jobs: In the industry of the Marks & Spencer there is lot of scope of job opportunities and get faster growth.
2. Drives the growth and competitiveness: The industry contributes the high growth which increase the GDP and positively influence the economy of the Marks & Spencer
3. It enforces the consumer protections rights and families: This helps in providing the safety, reliability and effectiveness on purchase of product.
4. It inspires for innovation and reward: The right facilitate Marks & Spencer to contribute the new ideas and opinions which bring the innovation within industry.
[bookmark: _Toc29395812]The steps followed for evaluate the organisation’s framework for enabling knowledge sharing involve the strategic planning in previous steps and later on focused on execution & continual improvements. 
· Step1: Establishing knowledge management program objectives
Marks & Spencer before implementing the tools & techniques, describing the procedure, create the workflow, envisage and clear the ideal end state of achieving the goals, the company need to establish the relevant knowledge management program objectives while analyzing & identifying the business problems that required to be resolved and business activities required thrust and validation that why company implementing this program into working environment. Further Marks & Spencer certify the short-term and long-term objects which evaluate the business problems and shore up the business driver. The short term objective of knowledge management describes that why the company required knowledge management with the justification that is will take the organization towards the right path and long term objectives will develop and create a big image of benefits of knowledge management.
· Step2: Prepare for change
Knowledge management is not just a practice or presentation of technology it is an approach that changes the culture of Marks & Spencer as employees after possessing the knowledge will think the way how to share the information which improves their performance. The issue arises while sharing the knowledge that company reward the individual who share its experience & knowledge and this approach promotes that knowledge is power which challenges the drivers of knowledge culture. For a succession of knowledge management in company, will require the norms, shared values, beliefs which cannot be resisted by some employees of Marks & Spencer so to minimize such negative impact, the manager should effectively manage the cultural change within the working environment (Nonaka, et. al.,2015).
· Step3: Define high-level process as a foundation
For efficiently & effectively implementing the high level of knowledge process the company needs to study in-depth knowledge which progressively helpful for employees. While imposing the high-level knowledge process the company kept in mind that employees have two-way communications with each other. Marks & Spencer will look the knowledge management process if they are not realizing their latent of gaining knowledge and objects laid down. The process of knowledge management requires the plan which includes the strategy of learning information, creation, identification, clarification, maintenance, measurement, reporting and validation.
· Step4: Determine and prioritize technology needs
The company needs to determine which tools & techniques will improve and mechanize the activities which are related to knowledge management. Marks & Spencer prioritize and conclude that knowledge management technology needs to carry forward the program & its actions to certain criteria. The solution of knowledge management is expanded and diverse which gives cost-benefit; figure out the appropriate actions for relatable issues to reach ultimate objectives. To expand a competitive advantage and understand the knowledge management the company takes a decision that provided support and enhances the automation of tools & techniques. 
· Step5: Assess current state
While setting up objectives, Marks & Spencer prepared for organizational cultural changes, describes the high-level process and determine the tools & techniques used for knowledge management within the working environment. After such procedure company assess the key components that are core components for Marks & Spencer i.e. people, process, technology, structure and culture. These elements provide the overview of current and desired position and if there is any gap found and if so then what are recommendations for that.
· Step6: Build a knowledge management implementation roadmap
The assessment of the current and desired state will help in building the roadmap of implementation the knowledge management within Marks & Spencer's working environment. The roadmap clearly define the path to be followed for implementation of knowledge management successfully, what funds are required, what are desired outcomes & objectives, strategy for any hurdles coming ahead. The roadmap is made for short term and analysis time to time to renovate it's according to change in economic, environment and business drivers (Kianto, et.al.,2016).
· Step7: Implementation
The implementation of a knowledge management program in the Marks & Spencer environment will help the company in improving its overall performance and employee efficiency by using the available funds and resources. This program is implementing for the long term to attain the ultimate goals and objectives of the company. Although with the help of roadmap the employees get clear direction which they have to follow and can mitigate the risk factor with appropriate actions. As long As Marks & Spencer realize that the knowledge management program provides great returns and benefits then the company starts investing more in such practice. 
· Step8: Measure & improve the knowledge management program
After implementing the knowledge management program, the Marks & Spencer should measure and evaluate the effectiveness of this practice and compared the results with desired goals. If any break down found then the company takes up necessary actions but if not then encourage employees to undertake the programs and its practices which improves their efficiency and performance and that can be beneficial for the organization. The company measures the major areas i.e. performance, quality, and compliance & value to provide the result that how knowledge management is working and what are issues come across.
[bookmark: _Toc29395813]Develop a framework for establishing a knowledge management culture
The knowledge assets of the organization 'Marks and Spencer' can be broadly divided into two categories. These categories are implicit information and explicit information.
Contribution of Tacit knowledge 
Tacit knowledge is defined as the data that is acquired by doing the task first hand. This form of knowledge cannot be easily communicated verbally and takes practice to acquire. All human skills motor or intellectual fall under this category of knowledge. The tacit knowledge of an organization mentions to the expertise of the organization in completing the core activity. In the case of 'Marks and Spencer' the tacit knowledge will include the knowledge of product development which requires trained professionals to design and bring together exclusive products that have the ability to satisfy customer needs (Olaniren, 2017). The tacit knowledge also includes the highly personalized skills such as leadership, communication, management, production knowledge and research knowledge that goes into the delivery of final products. The tacit knowledge contributes to the quality of the product and service that is provided by the company. The company can expect an increase in customer satisfaction if the tacit knowledge is invested in (Chuang, et. al., 2016).
Contribution of Explicit knowledge	
Explicit knowledge is on the other hand mentioned as the knowledge that can be conveyed through the medium of written and verbal communication. This knowledge can be acquired by an individual by reading and listening about it. Explicit knowledge can include the knowledge that is taught in educational institutes. This includes financial knowledge, legal knowledge, IT knowledge, marketing, and business acumen knowledge. Explicit knowledge can be integrated into an organization by hiring individuals from the open market. The explicit knowledge can contribute by upgrading the quality and efficiency of the processes of an organization. Explicit knowledge is easier to replace and thus can be managed with relative ease (Muller and Passoth, 2018).	
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The following is the list of information that is required by 'Marks and Spencer' to make informed and timely decisions.
1. Customer information
The information regarding the customers is important for any organization as it enables the organization to take decisions keeping in mind the needs and requirements of the customer. The information regarding the customer includes the basic details of the customer, details of the amount of purchase made, frequency of purchase, tastes and preferences of the customer, mode of payment for the purchase, location of the purchase made, contact information of the customer, feedback of the customer regarding the purchase and the quantum of purchase made. This information can help make decisions regarding future product offerings and other services accompanying the product (Campatelli, et. al., 2016).
2. Employee information
The information regarding the employees is important to build an efficient workforce. The employee information should include background details, ethnicity, educational details, previous employment details, skill details, previous remuneration details, previous performance details, basic contact details, and other basic details. This information will help 'Marks and Spencer' to take decisions regarding the integration of an employee into the workforce. With the help of this information, a more efficient workforce can be developed.  
3. Resources and stock information
'Marks and Spencer' being a retail company relies very much on the supply chain of the organization. An effective supply chain can only be maintained if the organisation has up to date information of the stock levels at different stages of the supply chain. This information consists of the raw material requirement, produced stock level, previous requirement trends, and production capacities. An up to date information and knowledge of the above metrics would enable 'Marks and Spencer' to chart the requirement of the material shortly. This would ensure that the flow of products is un-interrupted.
4. Financial information
The financial information is the most important information that 'Marks and Spencer' can possess. Every other piece of information is converted into numerical form so that the impact on the finances can be calculated. The domain of financial knowledge includes information like cost of production, employee cost, capital invested, capital requirement, sales information, debt level, asset valuation, liability information, and share information. 'Marks and Spencer' would require a stable source of financial information to get a clear image of the market standing in the market (Jha and Jain, 2019).
5. Performance information
It is imperative for any organization including 'Marks and Spencer' to analyze the performance of the company. This analysis can only be executed when the company has a knowledge management system that provides information about the various metrics that indicate the level of performance. Many variables can indicate the performance of 'Marks and Spencer' such as sales performance, customer basae, profit margin, market share, and asset base.
6. Market trend information
The information regarding the latest trends and the direction of the market can help 'Marks and Spencer' take important decisions regarding the design and development future products, product placement and overall optimization of the offering based on the customer preferences, The market trend information can be gathered from various tools such as detailed questionnaire that can be filled by customers at the point of purchase, feedback systems can also be used to gather relevant information.
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'Marks and Spencer' is an organization of huge proportion with 600 stores located only in the domestic territory which is the UK. It also operates over 200 stores in 40 different countries. This gives rise to the need for the organization to integrate a knowledge management system that can handle the quantum of data that is generated within the organization daily.
The knowledge management which ‘Marks and Spencer’ uses currently is a share point system which is kept up and running by the in house IT team.
The share point service is an offering of the Microsoft organization which is used by 'Marks and Spencer' in integration with the various applications of Microsoft Office. Though the service is highly customizable and can be altered in many different ways to serve the peculiar needs of an organization it is still an old service which was launched in the year 2001 and needs to be replaced with a modern tool which integrates the latest technologies of artificial intelligence, data science, and machine learning.
The current knowledge management framework of share point is very much like a dashboard on the desktop which can be accessed by all parties such as customers, employees of different departments, suppliers, vendors, managers, and others to get access to the data pool that stores the information collected by the various sources. The information can also be shared internally by the parties to be altered and rectified. The share point system is kept secure using layers of security such as local storage of data, passwords, and access upon request.
[bookmark: _Toc29395816]Recommendations for 'Marks and Spencer' to improve the knowledge management system (Recommended framework)
· Identification of needs of ‘Marks and Spencer’
The first step in emerging a knowledge management system is the identification of needs of the organization. The system can only be developed keeping in mind the needs. 'Marks and Spencer' is in dire need to update the current system to develop a system that can cope up with the fast expansion process that the company is going through (Inkinen, 2016).
· Identification of knowledge sources 
The source of the various knowledge pieces need to be decided so that they can be targeted with the relevant questions. The potential sources for information are the clients and customers, the employees, the suppliers, vendors, debtors, legal experts, marketing experts, financial experts.
· Collection of knowledge
The collection of data is the interface where the parties can create the information that will be of use for 'Marks and Spencer'. There can be multiple modes of collection of data such as questionnaires, feedbacks, detailed forms, spreadsheets, etc. These tools can be used to record the information in a formal format that is clear to understand and that can be used for further processing.
The latest technologies of artificial intelligence and data mining need to be integrated to collect the data which is otherwise difficult to collect.
· Processing of knowledge
The processing of data has become a science in itself. 'Marks and Spencer' is recommended to hire trained data analysts to guide through the process of data processing. Modern age data science involves the use of computer programs that can be communicated using computer languages. These tools are in the field of big data and analytics (Neimi and Laine, 2016).
· Sharing of knowledge
This step involves a portal such as a share point through which the departments can interchange information. The share point portal can be made to go through some changes which would make it suitable for handling the bulk.
· Application of knowledge
Knowledge once processed and analyzed gives a picture of the current standings of the company. It is now the responsibility of the manager at 'Marks and Spencer' to use the knowledge to guide changes in the process to achieve the desired result. The sales performance data, for instance, can be used to drive changes that would increase the sales in the next round (Manogaran, et. al., 2017).



[bookmark: _Toc29395817]Conclusion 
In the assignment, the organizational example of 'Marks and Spencer' has been taken to study in detail the knowledge management process it employs and then to make recommendations on how the system can be optimized to make it beneficial for the organization. In the first section, a detailed study has been conducted into the various aspects of knowledge management. The accepting of the terms information and knowledge has been acquired. Differentiation has been made into the categories of explicit and tacit knowledge. The various potential sources of knowledge have been listed that can be used to gather knowledge into various fields. The current knowledge sharing structure of 'Marks and Spencer' has been discussed and justified recommendations have been made as to what improvements can be made to better use the resource of knowledge for the company's welfare. The research has been conducted using data from various sources such as journals and articles. The sources have been cited between the texts to give credit to the authors of the original text. In the final section of the assignment, a workable knowledge management process has been developed for 'Marks and Spencer' to use and integrate. The organization is expected to witness an increase in performance if the process is integrated as recommended.
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