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1.0 [bookmark: _Toc192839061][bookmark: _Toc170719367]INTRODUCTION:
[bookmark: _Toc192839062]In the present time or the ‘Information Age’ as it is called there needs to be effective management of information and not just for business success but also for throughout the broader macro-economic world (Davenport & Prusak, 2000).
[bookmark: _Toc192839063]We aim to look at the basics of knowledge and information management (KIM) and its relationship to decision making in the workplace and its role in the growth of an organisation.
[bookmark: _Toc192839064]Systematic gathering, storing and use of relevant information enable an organisation to become better (more efficient innovative and competitive (Nonaka & Takeuchi, 1995)).  By this systematicism you can not only gather and store data in a lawful and compliant way but also it can be used to get the most out of it to increase output and make better much more informed choices and solutions (Choo, 2006).
[bookmark: _Toc192839065]The main priority of this report is to explore options and work out the best practices for implementing knowledge (information) management systems in the workplace.  It will involve evaluation, process option and assessment of current and potential information sources and options and also development of a framework to provide ongoing, consistent and a systematic process to ensure information; relevance, assessment, storage and most productive use of information (Wiig, 1997).
[bookmark: _Toc192839066]Technological and legal perspectives will be looked in to and taken in to account as part of a broader PESTLE analysis in to the subject (Grant, 2011).
[bookmark: _Toc192839067]Building on the previous report in to Critical Thinking in decision making this report looks more critically in to the component parts of this which is the quality relevance and also the organised way with which data and information can be converted in to valuable knowledge (Alavi & Leidner 2001).
[bookmark: _Toc192839068]Minimising loss of knowledge and encouragement of sharing of knowledge and how this needs to be practiced to a point it becomes ‘imbedded’ within the culture of the organisation (Dalkir, 2017) is looked at and also the impact and scope of not sharing or retaining this knowledge effectively.
[bookmark: _Toc192839069]The main topics covered in this report are:
1. [bookmark: _Toc192839070]Understanding Knowledge Management (Nonaka & Takeuchi, 1995)
2. [bookmark: _Toc192839071]Knowledge Management frameworks (Dalkir, 2017)
3. [bookmark: _Toc192839072]Organisational Knowledge Assets (Wiig, 1997)
4. [bookmark: _Toc192839073]Security, Confidentiality & Compliance (ISO, 2018)
5. [bookmark: _Toc192839074]Key Performance Indicators (KPIs) for Knowledge Management (Liebowitz, 1999)
6. [bookmark: _Toc192839075]The Role of Leadership in Knowledge Management (Bryant, 2003)
7. [bookmark: _Toc192839076]Challenges and Future Considerations (Grant, 2011).
[bookmark: _Toc192839077]In looking at these topics the report will look at Knowledge management properly in depth and provide research to back up findings in the form of citations and references to support the research and put the outcome on good factually based ground.
[bookmark: _Toc192839078]2.0 EVALUATING THE CONCEPT OF KNOWLEDGE MANAGEMENT:
Knowledge management, also known as KM is a core element to any organisation, it is the process of gathering, storing, sharing and making best use of data and information.  In this age of information and competitive external corporate environment businesses must manage the whole process rigorously and systematically from start to finish (Davenport & Prusak, 1998).
In this section we will look at the differences between data, information and knowledge as well as the difference between individual and organisational knowledge and also the link between knowledge and the general efficiency of a business.
Relationship between data, information and knowledge
There is a difference between data, information and knowledge which I was unawares of until I had studied this unit.  They form part of a ‘hierarchy’ with data being the ‘building block’ then information and then knowledge being at the pinnacle of the hierarchy what with being the ‘end result’ and the most useful form of it (Alavi & Leidner, 2001).
<Insert diagram of hierarchy>

DATA
Is the basic constituent of information and knowledge, the kind of ‘raw material’ that has no meaning or use on its own, just like a brick on its own is a constituent part but is nothing without being systematically ordered with other bricks and materials to form a structure (which does have use).

INFORMATION
This comes from data when the data has been ‘assembled’ and looked at in conjunction with other bits of data to form patterns or reveal correlations and provide insight, i.e. Looking through customer databases to identify purchasing trends etc… (Davenport & Prusak, 1998).

KNOWLEDGE
This is using information and applying personal or collective experience and skills to make best use of the knowledge in a practical situation. i.e. problem solving (Nonaka & Takeuchi, 1995)… (from my knowledge of seasonal troughs with the housing market I apply my experience and resources to pre-emp this and target different market segments to keep our ‘wheels turning’ during these times.)


Individual and organisational knowledge
Knowledge is split in to two different types, individual and organisational (which includes teams and departments etc..) (Alavi & Leidner, 2001).

Individual knowledge:
These are the skills, experiences and expertise which are possessed by employees, for example problem solving skills and intuition which are more ‘abstract’ than anything else.

Organisational knowledge:
This is the overall knowledge within a companies processes and general culture.  This is made up of explicit knowledge which is easily obtained and shared like documentation such as toolbox talks and health and safety policies etc…  Organisations have developed these from knowledge management systems over time, (Nonaka & Takeuchi, 1995) it is how my own businesses terms and conditions have developed over time and continue to do adapt and refine over time.
The challenge of the knowledge management system is to convert individual ‘tacit’ knowledge in to organisational ‘explicit’ knowledge. The process used to do this is called Knowledge Transfer (Davenport & Prusak, 1998) which makes sure that knowledge isn’t lost, especially during times where employees leave the business.
Knowledge Transfer techniques include:
· Mentoring. 
· Documentation.
· Knowledge sharing platforms.

Role of Knowledge Assets in business efficiency
Knowledge assets are resources (abstract intellectual ones) which contribute to business output and ability to compete in the marketplace (Wiig, 1997).  These include:
· Documentation.
· Expertise (Skillset).
· Patents.
· Customer feedback.

Managing all of this enhances business in several ways, including:
· Improvements in decision making.
· Innovation.
· Operational efficiency.
· Competitiveness.
· Employee productivity.
· Employee retention.




















[bookmark: _Toc170719368][bookmark: _Toc177223559][bookmark: _Toc192839079]3.0 DEVELOPING A FRAMEWORK FOR A KNOWLEDGE MANAGEMENT CULTURE:
Developing a well-structured knowledge management plan and ultimately imbed this through the culture of AteamforStorage Ltd would benefit it greatly.
Knowing what the important bits of data are would be the best place to start then assessing the options and implementing best collection [of data] methods, ways of sharing, analysing and applying this.

Business case for knowledge collection and sharing
The removals segment of the market has always been competitive and now the self-storage and storage segments have become more so over the past few years too.  Given this any relevant data that can be collected and used effectively will give us a head start over our competition and however small could mean a massive difference for us what with customer service, service and ultimately revenue.
As well as increasing service and pro-revenue factors effective knowledge management can also help reduce negative factors such as bad reviews, Health and Safety issues and incidence and damages etc…

Benefits of good knowledge management include
More efficient service:
Keeping as streamlined as possible and centralised system insuring quick access and retrieval of information and the easier it is to use the more it will be made use of resulting in the amount and quality of information improving.
Consistent customer service:
Have a structured and documented process for dealing with customers, enquiries and complaints etc to improve customer satisfaction.
Training and onboarding support:
Training for new staff and refresher for existing ones can be easier and more effective when staff are provided with and run through documented, structured and established processes.
Risk mitigation:
Limit loss in the form of claims for damage and repairs etc… lower the risk of being under resourced on certain busy periods by ‘educated’ predictions.
Better informed and improved decision making:
Knowledge and wisdom from past removal and storage work are so valkuable as we can pre-empt potential logistical problems, work our day around ‘dead time’ waiting for keys to reduce the liklehood of having to pay staff for hours hanging around, knowing potential ‘tricky’ areas with access and the list can go on…

Key components of knowledge management
The 3 components as already touched upon include:
· Knowledge creation
· Knowledge storage 
· Knowledge implementation
Creation
This includes insights, best practices and operational expertise.
Employee experience and learnt lessons – experience and feedback from those who have come up against certain problems or challenges and also good to take in to consideration any suggestions they may make in preventing it in the first place or response suggestions should it happen again.
Customer feedback – Gathering feedback and reviews from clients and analysing it in comparison with similar feedback from others to other sources of data for legitimacy and patterns of common denomination etc…
Industry trends – Keeping up to date on industry trends and best practices through trial and error and also associations and information from other external sources.
Health & safety updates – Keeping up to date with compliance and also learning from any slips, trips and falls and any other mistake or accident that may occur.  Literature and courses from trade associations; NGRS (National Guild of Removers and Storers), BAR (British Association of Removers), SSA (Self Storage Association) and CASSOA (Caravan Storage Association) are really good sources of industry data which has been fine tuned and harnessed as invaluable knowledge over the course of time and from an industry wide pool.
Storage
We use 4 main CRM systems all linked to our website and also capable of communicating with crew members via SMS and email, these include:
· Easyly (home and office removal system):
[image: A screenshot of a computer

AI-generated content may be incorrect.]

· Kinnovis (Self-Storage software):
[image: A screenshot of a computer

AI-generated content may be incorrect.]


· Pro-hire (Vehicle hire/rental software):
[image: A screenshot of a computer

AI-generated content may be incorrect.]

· Stripe (Payment portal attached to all three of the above CRM systems):

[image: A screenshot of a computer

AI-generated content may be incorrect.]
[bookmark: _Toc192839080]


We also use Excel for certain storage customers (businesses) as well as software managing fuel cards and trackers which provides data on driver habits, miles completed and fuel used etc   The info from the trackers have helped resolve disputes between crew members and our clients, sometimes in the crew members favour and sometimes in favour of the client but either way was resolved.
· Radius Velocity (tracking and fuel cards):
[image: A screenshot of a website

AI-generated content may be incorrect.]

Implementation
The gathered knowledge needs to be used effectively to have value; to make better choices and provide a better service and experience for the customer.
· Ensure staff follow tried and tested proven methodology and systems of work.

· Mix experienced with inexperienced staff son they learn from the start, do not pick up bad habits and make age old mistakes which members of and the company as a whole had already made in the past.


· Use the software types to keep overheads down and either maximise profits or be able to lower prices to be more competitive.

· Report any risks, near misses or incidence to eliminate or at least reduce risk of future occurrences.

Identifying current systems for knowledge storage:
The above mentioned software systems along with AA route planner and others I feel we have built up very good systems for capture and access of relevant and useful knowledge.  Over time these individual systems are becoming more and more compatible to be linked with each other through API and webhooks, further streamlining and improving efficiency of operations.
AA Route Planner:
[image: A map of the united kingdom

AI-generated content may be incorrect.]

I do feel however improvements can be made with the introduction of periodic meetings with the team improvements in training and providing written systems and method of work for crew members and other team members to follow.
In the meetings take time to encourage an open minded and speaking environment where members can speak and feel and want to contribute in a constructive way.
Knowledge assets:
Knowledge assets comprises of:
· Explicit knowledge – which is structured and documented. <reference>
· Tacit Knowledge – abstract internal like intuition and experience. <reference>
· Cultural knowledge – An organisations values and general culture. <reference>

1. Have an ‘inventory’ of knowledge assets.
2. Have retention strategies  - gather tacit knowledge through mentorships and meetings where knowledge is shares, potentially at periodic appraisals.
3. Document knowledge from experienced members of the company 
4. Make knowledge accessible and compulsory to learn so that mistakes are not repeated and the company benefits by best practices.
4.0 ESTABLISHING KEY PERFORMANCE INDICATORS (KPIs) FOR KNOWLEDGE MANAGEMENT:
To be able to measure if the knowledge management system is working or not and to what degree is essential and to do this key performance indicators (KPI’s) need to be established in advance to know exactly what data is required to compare and evaluate.
Knowledge management KPI’s will ensure that maximum use and cost effectiveness will be made from the systems and if not this will be picked up on so positive changes can be made to ensure efficiency and value for money on the implementation and running is achieved.

The importance of KPI’s in knowledge management
These KPI’s will allow businesses to monitor progress using data on the sharing, application and use of knowledge processes, these will again enhance decision making, streamline operations and enhance the end product (service in our case).

Key knowledge management KPI’s for AteamforStorage Ltd
Knowledge capture and documentation:
· Number of actual documented processes and best practices – this will measure how good the recording of explicit knowledge is (i.e.. Documented operating processes (packing, vehicle loading etc…), policies and manuals.
· Percentage of employees contributing to and engaging with knowledge databases – assess constantly (periodically) how many and who in particular participate in the process of sharing knowledge.  Actively try to improve and sustain good participation percentages.
· Time taken to record/store knowledge from the point of realisation or understanding.  Basically checking the efficiency and speed with which knowledge is recorded.
Knowledge accessibility and utilisation:
· Observe and work out average time spent retrieving information- this tells us how quickly employees can access the knowledge (find and access it).
· System usage rate which I can see by ‘logins’ on to the systems we have, activity on them and from informal conversations with staff who if asking for details which they could find themselves if actively engaging with the systems.
· Recording of and tracking of meetings with the team; attendances, content and frequency of them etc…
· Check the flow of information between individuals and departments are flowing well, truthfully and in both directions.
Knowledge retention and employee training:
· Set a scoring system for training and competences to asses the quality and impact of courses and training provided.
· Monitor the amount of and turnover times of team members with valuable knowledge and experience – this will also provide insight in to how much knowledge and experience has been lost.
· Number and frequency of incidence resulting from inadequate or insufficient knowledge and experience.

Customer satisfaction and service quality
· Create a customer service score which aligns with reviews, surveys and feedback – we do have Trustpilot attached to our CRM automations but try to encourage more google reviews as it contributes to our organic ranking.
· A system for recording the amount of complaints and splitting in to categories further for instance; resolve, unresolved or the nature of the particular complaints etc…
· Encourage knowledge sharing culture and recognise and reward employees who proactively engage with the Knowledge Management process and systems.
· Review and adjust KPI’s as needed – adapt process and indicators according to any internal or external PESTLE changes.














[bookmark: _Toc170719371][bookmark: _Toc177221955]5.0 STRATEGIC PLAN FOR KNOWLEDGE MANAGEMENT IMPLEMENTATION:

SMART Goals
	SPECIFIC
	Plan training and implement a central system for knowledge collection and sharing to move to a knowledge sharing and learning culture within 6 months.

	MEASURABLE
	Target a 20% reduction in mistakes and incidence and 15% improvement with quality of service.

	ACHIEVABLE
	Implement Knowledge management processes intermittently in stages , starting at the start with collection of data followed by storage the accessibility etc…

	RELEVANT
	Ensure KPIs relate directly to business goals like improving customer service and improved actual operational service.

	TIME-BOUND
	Implement everything fully within 6 to 12 months with periodic reviews and making adjustments where necessary.



Implementation

Phase 1
PLANNING & GATHERING DATA:
1. Identify key areas/sources of valuable and relevant data.
2. Thoroughly check and analyse these sources of data.
3. Delegate responsibilities for the knowledge management process.
4. Select a knowledge management software which best suits the businesses needs.
Duration: Months 1 - 2

Phase 2
KNOWLEDGE SHARING & TRAINING:
1. Develop the centralised system for knowledge gathering.
2. Split/breakdown into categories of data to keep relevant and related data together and in clearly identifiable groups.
3. Implement a quick access system.
4. Update procedures for both the KM assigned staff and the entire workforce as a whole.
Duration: Months 3 - 4
Phase 3:
STORAGE & ACCESSABILITY:
1. Organise monthly knowledge sharing sessions with individuals/teams or everyone together.
2. Imlplement a mentoring system with more experienced staff guiding newer ones.
3. Introduce a system where employees themselves suggest improvements to knowledge management processes.
4. Develop an online training program or material that can be accessed at any time for all taskes they will be required to do and other processes.
Duration: Months 5 - 7

Phase 4:
MONITORING & ADAPTING
1. Establish KPI’s
2. Undertake quarterly Knowledge Management reviews to monitor progress.
3. Recognise those engaging with change and the new way of working and reward this in some way for encouragement to them and others.
4. Regularly update the database/system based on new and fresh updates and feedback.

Duration: Months 8 – 12










Key Performance Indicators:

Knowledge sharing KPI’s
· Increase in the number of contributions to knowledge databases.
· Percentage of employees engaging in knowledge sharing.
· Reduction in time searching for information and response times etc

Technology integration KPI’s
· System use time and accessibility rates.
· Reduction in knowledge retrieval times.
· Employee engagement with knowledge management tools.

Training effectiveness KPI’s
· The percentage of employees undertaking knowledge management training.
· Knowledge retention rates based on post training assessment.
· Increase in employee engagement with knowledge management platforms.

Monitoring Knowledge Management effectiveness KPI’s
· Increased amount of knowledge assets.
· Percentage increase of knowledge retrieval efficiency.
· Employee satisfaction scores with knowledge accessibility.

Chosen system for Knowledge management within the business going forward is:
Trello as it can link to all our current CRM systems.






Monitoring and Evaluation
	WHAT?
	BASELINE
	TARGET?
	WHEN BY?
	BY WHO?

	Number of contributions to knowledge databases
	10% of employees currently actively contribute
	At least 50% of employees engaging 
	6 months
	Management

	Percentage of employees engaging in knowledge sharing
	25%
	75% of employees participating in structured knowledge sharing sessions
	6 months
	Team Leaders

	Reduction in time searching for information
	Average time taken: 20 minutes per query
	Reduce to 5 minutes 
	9 months
	IT competent team leader

	System use time and accessibility rates
	5%
	At least 80% of staff regularly accessing the KM system
	6 months
	IT competent & KM designated Manager

	Reduction in knowledge retrieval times
	Average retrieval time: 15 minutes
	Reduce to 3-5 minutes with improved systems/processes
	12 months
	IT competent team leader

	Employee engagement with knowledge management tools
	Less than 30% engagement
	Achieve 80% engagement with KM tools through training and incentives
	6 months
	KM designated Manager

	Percentage of employees undertaking KM training
	20% of employees trained
	90% of employees completing KM training program
	6 months
	KM Training designated person

	Knowledge retention rates based on after-training assessment
	50% retention rate after-training
	85% retention rate through periodic training and tests
	12 months
	Training Team

	Increase in employee engagement with KM systems
	Less than 20% 
	At least 75% of employees engaging with KM systems
	9 months
	IT

	Increased amount of knowledge assets
	10 documented processes 
	At least 50 documented processes and SOPs
	12 months
	Management

	Employee satisfaction scores with knowledge accessibility
	Current satisfaction score: 5/10
	Achieve a minimum score of 8/10 
	9 months
	Management


[bookmark: _Toc192839083]6.0 CONCLUSION:
In the information age, managing knowledge has become an essential and fundamental part of the business process and vital for survival and success of the business.
This report has broken Knowledge Management down into its constituent parts and looked at its importance in decision making and the businesses ability to compete in its market.
Key points include the systematic gathering, storing and utilisation of knowledge to improve the efficiency and output of the business. Also, knowledge sharing techniques and systems such as; manuals/guidance material, mentoring and software systems (which I have paid particular attention to as I can see the importance of this with AteamforStorage Ltd to provide a more consistent and sustainable service.)
A well-structured framework for Knowledge Management and also a generated and maintained culture of openness and proactive engagement with the process will improve individual and systemic progress and consequently innovation and competitiveness.
Continual and consistent learning like this reduces likelihood of making previous mistakes and makes the business much more able to adapt effectively in the future to changing demands and challenges.
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[bookmark: _Toc192839091]9.0 APPENDICES:
<<insert here the questionaires and forms etc (mainly from section 5)>>
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