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1.0 [bookmark: _Toc72863062]Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets.

[bookmark: _Toc72863063]1.1	Explain the relationship between data, information, and knowledge.

To understand the relationship between data, information, and knowledge, it is necessary first to clarify exactly what is meant by these terms and how they relate.
The term ‘Data’ is occurrences that individuals observe in the workplace, and inform others about it, data encompasses both qualitive and quantitative details, referring to an occurrence. Data usually lacks understanding and is influenced by those who try to interpret it (Sanchez, 2003, p. 5).
Data is also text, images, audio clips and more, and can be transported via computers without deterioration over time (TechTerms.com, 2021). 
The definition of ‘Information’ is the interpretation of the importance of ‘Data’, by bringing actual meaning behind the raw unknown ‘data’ we bring understanding and thus the comprehension into ‘information’. ‘Data’ transitions to ‘information’ through meaning. To gain an understanding of ‘Data’ it is conducted through the analysis and correlation of additional ‘data’ sets, aiding humans to see any changes or not, to the current situation and bring Inferences to it (Sanchez, 2003, p. 5).
Another definition of information ‘Information is data that have been given meaning by way of context’ (Groff, and Jones, 2003, p.3) it encompasses data with understanding, dependant on the subject.
Rowley (2007, p. 172) cites the definition of ‘Knowledge’ by the European Framework for Knowledge Management (n.d.) as ‘Knowledge is the combination of data and information, to which is added expert opinion, skills, and experience, to result in a valuable asset which can be used to aid decision making’. 
There are three types of knowledge, explicit being easy express in writing and distribute amongst people and simple to understand. Implicit knowledge is utilising explicit knowledge, enabling talent that is transferrable between jobs, and Tacit knowledge (TK) is the unique experiences of people and is complicated to note down on paper (Anonymous, 2021)
Another concept within the Data, Knowledge, Information and Wisdom (DIKW) Pyramid is ‘Wisdom’ a collection of knowledge, enabling understanding of how to administer ideas from one area to another dealing with different problems or situations Rowley (2007, p. 175), the student feels wisdom is enhanced knowledge on a higher level such as intuition, providing insight, foreseeing, and solving future problems.
The relationship to the above terms can be visually interpreted by looking at the Data, Information, knowledge, and Wisdom Pyramid (Appendix A). This pyramid is set in a hierarchical context and interconnected, meaning they have a progressive relationship between each other as they climb the pyramid from data to wisdom.
The problem with the DIKW Pyramid, is as Rowley (2007, p. 175) states that within knowledge management and computer system literature, there is a disregard to the topic of wisdom. The idea of wisdom in the workplace is foreign to the student as he has never heard of management discuss this term or concept. Wisdom would be invaluable tool in computing, the student’s workplace would be able prevent future technological disasters. 

A workplace example of the DIKW relationship, involved the student investigating no internet for office computers. To have internet they must have a valid internet address (IP). The problematic computers presented an IP of 169.254.169.254 this is ‘data’, but he did not recognise it, or its significance, it had no meaning, other than no internet.
Through online technical research (explicit knowledge) and speaking to colleagues (Tacit knowledge) a consensus and understanding emerged, the numbers meant that the computer cannot detect the network, and had an automatic IP (Indiana University, 2018), the ‘data’ now had meaning (information).
The student had both ‘Tacit/Explicit Knowledge’ and his own personal work experience (Tacit Knowledge) to help the decision-making process. Knowing this was a network issue, for others to fix. The ‘wisdom’ is the understanding of future events, how can it be prevented, the root cause was the communications equipment had over heated, from lack of maintenance, by planning regular servicing it prevents future problems arising.

[bookmark: _Toc72863064]1.2	Explain the relationship between individual knowledge and organisational knowledge. 

Individual knowledge is tacit knowledge that is unique to someone who has gained it from their own personal or workplace experiences in life. Knowledge such as skills, or custom practices that they have learned and internalised. A relevant example is that the student’s hobby as a child was information technology, having vast amounts of self-taught tacit knowledge, into adulthood with his career now within computing. 
The student recalls a memory at work, when he used tacit knowledge, as colleagues began troubleshooting a laptop, he recognised a clicking sound from a faulty device, he recognised the sound as a magnetic drive failing, this meant no troubleshooting was needed, just a replacement part. Colleagues were dumbfounded but through sharing this knowledge, the colleagues were now able to identify these sounds for future troubleshooting tasks.
Organisational knowledge is both explicit and tacit, the explicit is information the organisation has such as policies and procedures, training materials, inductions or anything that has been codified, written down for colleagues to digest. The tacit side of knowledge stems from employees, bringing their own personal knowledge to the workplace, but also some of it being codified. 
The challenge of tacit knowledge is the capturing of it because it is intangible, from personal work experience, this requires codification. The student’s recalls a specialist ‘school colleague’ within work, having loads of tacit knowledge and this colleague was promoted as senior. This left a gap that others could not fill as the knowledge of the role solely inside their head and intangible. This ‘school colleague’ also despite promotion felt ownership over the project, and unless involved they were not so forthcoming with this tacit knowledge, to exacerbate this their predecessor had left sharing the knowledge through word of mouth.
[bookmark: _Toc72863065]Lustri, Miura & Takahashi (2007, p. 190) constructed the concept that individual knowledge transfers to Organizational knowledge, whereby individual knowledge is the beginning of the process emerging into organisational knowledge creation. In this theoretical model, it is proposed that organisational knowledge is created following the externalisation of tacit and explicit knowledge. Importantly, information is transferred into knowledge by means of reflection, interpretation, and connection (Davenport et al., 1998) but must be externalised, by way of transfer from individual to other individuals and groups to operationalise information into organisational knowledge. What is vital to this is the externalisation of knowledge by those who possess it and internalised by those who are not competent with it, with tacit knowledge it is especially challenging to external organisations to duplicate.  
1.3	Apply analysis and modelling techniques to identify knowledge assets.

Knowledge assets (KA) are defined as ‘information or skills within a business that make it more valuable or competitive’ (Cambridge Dictionary, 2021) this also includes products or services. A good fictional example of this is within a movie about dinosaurs (Jurassic World, 2015) where the theme park wanted bigger attractions to entice more customers, so scientists dabbled with genetics, creating a new scary species of dinosaur the ‘Indominus rex’ Moore (2015). This dinosaur was a service they provided for entertainment, this is their knowledge asset making it competitive and being extremely valuable to them, as it enticed customer curiosity.
To identify knowledge assets within the student’s organisation, an analysis tool called SWOT short for strengths, weaknesses, opportunities, and threats has been used (Appendix D). A breakdown is below.
Regarding Human KA the organisation has apprenticeship schemes, the strength of these apprenticeship schemes is that it enables the company to shape staff to the organisation, however, there is no formal training, induction, or any access to technical literature. This results in weaknesses due to the time it takes for unskilled staff to absorb useful tacit knowledge from others. It can also cause stress at work and leave a knowledge gap with previous apprentices who have moved on.
Other strengths include skilled senior officers, holding years of tacit knowledge on the job, plus 3rd line qualified specialists skilled in Cisco networking, communications, application support and programming. The weakness is that front line staff have a lack of communication from these specialists, as they are difficult to contact, whilst being sparse in numbers. Information is also not shared, readily available, and there is no such knowledge base system available to share tacit to explicit knowledge. Due to their specialist knowledge, if they were to leave the company, it would have a detrimental effect on the organisation.
Frontline role colleagues provide customer support with basic troubleshooting and solving complex technical problems. The strength is they hold unique tacit knowledge shaped by the company environment. They are hired via agency or temporary contracts, providing a diverse range of skills, however, the disadvantage is that this brings high attrition levels, resulting in a loss of valuable organisational tacit knowledge.
The organisation is part of local Government, which is a strength. Its staff and the public perceive it as reputable and trustworthy, promoting homeworking, being environmentally friendly with flexibility for family. Market KAs comprise of corporate and school contracts, with a variety of customers, for example government, teachers, social workers, and emergency services.  The organisation’s weakness is the retention of technical staff, as they steer toward local external competitors. The National Health Service NHS along with a local third-party organisation ‘ExtraScope’ offer a competitive salary and arguably better career opportunities, resulting in a loss of both staff and school contracts.
It has become evident that these weaknesses have seeped into customer perceptions as they have voiced concerns, stating there being no continuity, leaving them questioning reliability. An example of this is when an employee of the company recalls attending a site-visit at a school, where negative comments were made regarding lack of continuity from frequently changing engineers.
About structural KAs, the organisation uses several programs, starting with Cherwell, a computer program known as an Information Technology Management System (ITSM). What is good about this system is that it records customer contacts. This is a strength as it keeps track of support provided by the engineers, whilst keeping the customer informed and the system facilitates the use of data and provides better a service experience whilst automating workflows (Cherwell, 2021). 
Two weaknesses exist within the system, the first is the capability of creating knowledge-based articles which exist in Cherwell; however staff are not trained to use this system or are aware of it. This knowledge-based system would help the transference of tacit knowledge to explicit knowledge for all IT engineers, making it a valuable KA as it aids the sharing of unique technical knowledge being codified. In its present setup, staff are left heavily depending on their memory instead.
The second weakness is the lack of an appointment system. When engineers conduct site-visits, they are travelling to various jobs, but there is no tablet or app to guide the engineers to each job. To overcome this, they handwrite on scrap paper information from Cherwell, not only does this waste time as it could be automated, but it is also potentially a breach of data protection should one lose the paper with sensitive information.
Gibb (2016) describes Web Applications (WebApp) as internet program that run over the web browser to conduct work via the internet. A WebApp called ‘Inform’ is a system called an intranet, it searches for staff contact details which is a very useful concept, but the stored data is not current due to staff moving departments or leaving the organisation resulting in lost time searching for people.
Another WebApp is ‘RCT Source’. This system enables staff to take part in training relative to their department which is useful for educating staff within their role, however, the system has outdated training material with relation to the IT department.
Additional structural KAs include the property. It is a strength in the organisation having an enormous amount of room within a large building that consists of a build room for repairing computers, a data centre to hold a massive amount of big data and a hub for walk-in enquiries. This includes a service desk area for frontline staff to work with various other rooms for specialisms in IT. Despite the space available, one weakness is that with so many rooms and closed doors, no one can find each other, causing a lack of communication and time wasted. The equipment has also become outdated, the building looks old-fashioned, with rooms appearing worn and dilapidated. Staff may perceive the organisation as neglected, and customers having the perception of the organisation not being in touch with technology, and, therefore, not trustworthy.
The organisation rents vehicles to transport technology, these vehicles are brandless, this is a weakness as outsiders would not recognise the organisation as trading, let alone offering IT services, especially to schools. A strength would be purchasing their own vehicles, a cost benefit to this would be saving money in high rental costs and branding their own vehicles with logos to entice the potential of winning more customers. 
Human KAs indicate a strength for schools as the organisation has a specialist contractor experienced in Aruba systems (Wi-Fi panels), what is good is that all local schools have the Aruba system installed, what is not so good is using a contractor costs a lot more than regular staff.
Staff specialisms revolve around PC and Microsoft products, with no technical expertise for Apple devices, this is not good as schools highly depend on Apple Tablets, meaning there is a knowledge gap for Apple leaving room for competitors. 
Another weakness is the processes for replacing computers and printers are complex within Government systems. The process is not written down, with tacit knowledge being held by random staff having unconscious competency, this knowledge is not shared, resulting in agency staff being incapable of these tasks. 
Due to Covid-19, most staff work from home using a remote system called Citrix, this system does not support video or audio conferencing, leaving a communications gap whilst homeworking. It is also costly to licence and expensive to maintain requiring specialist staff. Other authorities use a virtual private network (VPN) to remote onto their organisations systems, it is also cost effective.

[bookmark: _Toc72863066]1.4	Evaluate actual and potential knowledge assets.  Provide a rationale for capturing and managing knowledge.  

The Swot Analysis (Appendix D) has identified both actual and potential KA and a table has been derived (Appendix E) highlighting from actual and potential KA in order of importance with solutions provided.
Starting in order of highest priority, evaluating both actual assets to potential (Appendix E), the Citrix system for remote working is costly and does not support conferencing, leaving staff unable to communicate remotely. The solution is to replace with a VPN system, other authorities use this. The system is cost effective, enabling staff to communicate effectively, whilst allowing them to dial into work resources remotely.
School contracts are low, to win more school contracts advertising can help, currently there is no advertising. Purchasing company vehicles with personalised advertising plus construction of a website will build an awareness of the organisation and its services.
Staff specialise in windows machines, leaving a big knowledge gap for technical support with Apple devices. Schools depend on Apple tablets; this could win more contracts by hiring outside talent with this knowledge to fill the gap to get more school contracts.
It is evident that there is high attrition with frontline staff. They are either agency, temporary or apprentices. Contracting these staff to permanent will boost morale, loyalty, and lower attrition levels, whilst also retaining tacit knowledge.
Site visits require specialist knowledge when replace PC or printers. This knowledge is not held explicitly on any documentation. Staff who possess this knowledge need to codify it into guidance notes to resolve. 
The Customer Management system (CRM) – Cherwell does not have an appointment system to track jobs whilst in the field, this software offers an app to allow for staff to remotely connect it. Implementing this would aid engineers to see where the next job is. In addition, a large amount of specialist tacit knowledge held with engineers that has not been codified. CRM supports the Knowledge Base (KB) system, this system allows engineers to enter their tacit troubleshooting knowledge for others to retrieve and use.  To reinforce the use of KB, regular training or meetings is required to push the concept of sharing knowledge via this system to keep it current as there is also change to knowledge.
Reading materials such as induction or training is outdated with regards to IT, the use of the KB system along with staff creating updated material can be delivered over ‘RCT source’ this is a website that presents training materials for all to access.
The overall IT building is dated, appearing run down. Anyone visiting would perceive this as out-of-date, giving the impression of being not trustworthy. A renovation of the building, would provide it with a modern appearance, creating an ambiance of reliability. Space management could also serve to make use of the large spaces better. 
Capturing knowledge enables organisations to see and share it, the management of knowledge provides an organisation with an educated idea of what is going on and can aid in the decision-making process should anything need to be acted upon.
When implemented in conjunction with a clear set of business performance objectives, KM strategies can deliver considerable benefits to an organisation. Benefits such as Boosting organisational efficiency, enhancing standards, encourage new ideas whilst reducing operational pitfalls of information management (Parachute Consulting, 2008, p. 3).
2.0 [bookmark: _Toc72863067]Demonstrate an understanding of important knowledge management processes in the context of organisational development.
2.1 [bookmark: _Toc72863068]Explain what is required to create, store, apply and integrate knowledge.

The relationship from data to knowledge can be observed within the DIKW diagram (Appendix A). When considering this it is important also acknowledge how knowledge is created. This is illustrated by the SECI model. Created in the mid-1990s, it tries to depict a spiral of knowledge generation and exchange at an organisational level. The model essentially represents the four stages of knowledge conversion. (Parachute Consulting, 2008, p. 6). 
Seci contains four stages and considers two types of knowledge as follows:
1- Socialisation (tacit to tacit)
2- Externalisation (tacit to explicit)
3- Combination (explicit to explicit)
4- Internalisation (explicit to tacit)

Socialisation involves people getting together to share what they know in their heads, Externalisation is the essence of knowledge transfer is converting information from people's heads to a form that is easy to share, such as writing it down. Combinational is bringing together diverse bits of collected knowledge and producing something new. Internalisation is taking external information and learning from it – so that it lives in an individual's thoughts as well as on paper (Parachute Consulting, 2008, p. 6).
An example of SECI with TA can be described within an IT organisation where engineers come together to solve a problem by socialising and sharing knowledge. The problem is discussed in-depth being externalised onto paper notes. A human is then needed to type it up onto a computer as minutes and then send it via email to others. The solution to their problem is found through the combinational process, looking at all the knowledge comparing it, bringing wisdom from knowledge as demonstrated on DIKW. The internalisation is those who remember Tacitly, while it is explicit knowledge on paper.
IT organisations think that IT acts as a knowledge management solution, however this function depends on having people who analyse raw data to help fill in the gaps and provide meaning to the data (Griffiths, 2013). As technology progresses into the future, artificial intelligence may offer hope in interpretating this data into meaningful context, meaning the process making it fully automated.
Within the student’s workplace, computers help to store data and information, but people produce it. Knowledge must be inputted into the Cherwell Knowledge Base to share it. Tacit knowledge can then be explicitly published within the system for other engineers to access. However, no one utilises this, thus there is little known about unique tacit knowledge. To promote this through integration, organisational development and innovation sessions are essential.
2.2 [bookmark: _Toc72863069]Consider the importance of Intellectual Property rights. 

Intellectual Property Rights (IPR) is a service that is provided by government, to protect against theft or copying of an individual’s creative property. 
According to (GOV.UK, 2014) Protected materials include the naming of a product or brand, the specific appearance of a product or something you may have written.
For example, brands, logos, and products that include specific colours and designs, the uniqueness of which belong to an organisation or persons who created them, are protected against replication by others under the IPR who may invoke legal action should infringement occur.
The possession of Intellectual property (IP) may belong to more than one individual or business, and can be sold or transferred, however certain works are automatically protected, these are copy and design rights, whereas others need the application of protection for trademarks, registered designs, and patents (GOV.UK, 2014).
In terms of geographic protection one can internationally register with the World Intellectual Property Organisation (WIPO), established in 1967 with their headquarters in Geneva, Switzerland, who provide IP services to 193 member states, are self-funded, and part of the United Nations (WIPO, 2021)
The protection of creative works is such that it provides legal protection to the creator, enabling them to act against those who would otherwise attempt to steal or impersonate works for personal gain. In addition, it allows those creating their own works to search the IPR database and avoid producing similar work of others who have already registered protection, thus steering clear of infringement.

3.0 [bookmark: _Toc72863070]Provide a framework for establishing a knowledge management culture. 

3.1 [bookmark: _Toc72863071]Explain the contribution knowledge assets have on an organisation​.

No organisation can possess the knowledge of everything, and especially the staff members. Organizations will have these knowledge gaps, where an engineer can fix computers, or an electronic malfunction in a car, but if mechanical this would need a mechanic.
Without KA, a firm will not succeed. Aruba Wi-Fi technology is in use in some of the student organization's contracts, thus the organisation hires external labour to do the work.
The organisation is contemplating hiring Aruba engineers in the future, since it is more cost efficient for the organisation, as it is more expensive externally.
Lacking in KA and doing nothing about it may result in the organisation failing to deliver, leaving customers unsatisfied and losing business. The effects may be far-reaching because social media is a strong communication medium for consumers to express grievances for the broader audience to see.
3.2 [bookmark: _Toc72863072]Evaluate the knowledge requirements for the organisation.  

Missing KA required for the organisation have been identified within the swot analysis (Appendix D) and table (Appendix E). These gaps are of significance involving the lack of explicit knowledge codified. Agency and Temporary staff are holding onto a lot of tacit information about the organisation, leaving new starters struggling with no formal training material. 
Other KA gaps include engineer specialisms within Aruba, and Apple. School contracts require experienced engineers in Apple products as they use Apple iPads to educate children within schools.
There is also a gap within engineers using Cherwell, they are not completely familiar with the system in the context of using the Knowledge Base facility. The mobile app for site visits also needs setting up for field engineers to visit sites and avoid confusion.
3.3 [bookmark: _Toc72863073]Evaluate the organisation’s framework for enabling knowledge sharing​.

A framework is type of a strategy that is ongoing and ever-changing and always developing to the organisation. At present no framework is in place at all to enable knowledge sharing within the organisation. 
Applying the SECI model implies that a lot of knowledge sharing is TACIT without codification, which has been the theme throughout the organisation. Presently the only solution is to talk to each other, but this is time consuming, resulting in repetition of the same knowledge, especially among those who do not use it frequently. 
To encourage the sharing of knowledge, meetings need to be held with engineers to discuss current changes on doing within the IT department. 
For the enablement of knowledge sharing, someone must be held accountable to drive the way forward, the mechanism to capture knowledge is present, but the human element is missing, leaving the system worthless. Management will be required to lead the way in pushing the use of the knowledge management system on Cherwell, they will then need to monitor and keep a close eye on it to advise improvements. 

3.4 [bookmark: _Toc72863074]Recommend improvements to the current framework.

There exists no framework at present, meaning one needs to be developed. As an organisation, it is not capturing any knowledge at all on the knowledge base system. The current situation is that there is a lot of tacit knowledge with engineers not shared, with a lot of explicit out-of-date knowledge within training materials not being current. 
There is no framework/process for installing computers or printers within the Government organisation. There are undocumented procedures specifically held with either specialist engineers that are difficult to contact and agency/temporary staff are withholding tacit knowledge for fear of feeling undervalued to the organisation should they share it with others as they are temporary and could be let go of if they are not important or useful.
The current situation is untrustworthy, with there being no managers meetings to ease this situation.
A suggestion for a framework be in place where management hold weekly meetings to discuss how everything is and if there is any news to bring to the table, this helps staff feel at ease, being valued and wanting to be heard out to discuss any new knowledge that can be shared with everyone. Open communication is key to the organisations survival, the culture at present it volatile with everyone holding back knowledge for fear or worthlessness once it is out, however this is having an impact on the performance of any new starters and the organisation, resulting in high attrition. 
Training must also be implemented to all current staff and new to start using the Cherwell Knowledge Base system, and the process be that whatever new is learned is captured and stored by staff and codified into the system for all to learn from, incentives can be used to help embrace this new scheme, such as amazon vouchers to the most KB articles created by the engineer in a month?
This will make a stronger team, less stress and as all staff will be skilled up with knowledge that was once missing. A weekly email must also be sent out keeping staff in the loop.
[bookmark: _Toc72863075][bookmark: _Toc456901523]Conclusion
Good knowledge management cannot happen without good information management, a huge part of knowledge management is the human concept. Humans are complex creatures with emotions that can influence the process. 
An organisation can have top technology, however being able to manage knowledge, requires the human element, if this fails the result ends with you having a system storing rubbish in it as it is not current, in this case there was no current knowledge being stored. 
Understanding the differences with data, information, and knowledge and how they are related, especially with the human element influencing with perceptions and believes it makes one realise it is not a straightforward process. 
The DIKW model, along with SWOT and SECI model helped identify KA and Knowledge gaps, with the reasons behind why as well, to aid in the creation of a framework and process.
One can see where failings were present and apply frameworks or processes to patch up where it had gone wrong, as simply ignoring the problem does not resolve itself.
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The DIKW Hierarchy.
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From Individual to Organisational knowledge 
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[bookmark: _Toc72863080]Appendix D
SWOT Analysis Template
Fill in the following sections.
Refer to the article “SWOT Analysis: How to With Template (MS Word)” for details and examples.
	Strengths (Internal, Positive)

Human KA
Apprenticeship Schemes - Homegrown
Skilled Seniors – SSOS years of expertise
3rd line specialist – Cisco Engineer qualified
Database programmer talented, in specialist languages.
1st customer support - troubleshooting
2nd complex - technical support
Reputation – local government
Homeworking- Environmentally friendly/family flexible

Structural KA
Property – Build room, Data centre and 
                  Large IT infrastructure, HUB.

Cherwell ITSM
Inform – intranet.
RCT Source – Training Courses

Market KA
Primary Schools Contracts
VIP Customers – Councillors, Social workers, Police. 

	Weaknesses (Internal, Negative)

Human KA
Agency Staff 
Temporary Internal Contracts
High attrition levels
Lack of communication
No Knowledge base – Tacit to Explicit
PC replacement – no explicit knowledge.
Printer installs - no explicit knowledge.
No access to technical literature at all, no sharing capability.
Staff Heavily dependent on what they know in their head (Tacit) no time to share it so busy.
Structural KA
Property – Build room, Data centre and 
                  Large IT infrastructure, HUB.
                  Dated, old and dilapidated.

No IT Vehicles, we rent them – lack of vehicular advertising, no website for schools.
Citrix system – crashing no support for conferencing, staff costly to maintain.
Cherwell – Site visits offsite inaccessible.
No Scheduling for site visits. Paper.
No Training at all on IT systems other than tacit passive.
No technical expertise in Apple products.

	Opportunities (External, Positive)

Human KA
Agency Staff – new talent 1st – 2nd Line, experienced in IT
Comms - external specialists Aruba Schools staff.
Agency staff – Hardware build specialists.
Seek out apple specialists - Win school contracts.
Advertising – Speak to media Team
	Threats (External, Negative)

Market KA - Competitors
NHS – Competitive pay
ExtraScope – local competition schools, website good advertising.
Staff Resigning- taking tacit knowledge, and company secrets, GDPR.
















Appendix E
	Knowledge Assets

	Importance
1=High
10= Low
	Actual Assets (Present)	
	Potential Assets + solution (Future)

	1
	Citrix System – unreliable
	VPN system for Cost effective solution

	2
	Low School Contracts
	Setup advertising, purchase company vehicles, build website to gain more contracts for services we offer, build awareness of services.

	3
	Specialise in only repairing Windows machines
	Repair Apple machines, for schools IPADS – Win more contracts

	4
	Agency/Temporary/Apprentice staff with diverse knowledge
	Move staff to contracted build and boost morale, loyalty lower high attrition with job security. Ties in with training.

	5
	Site visit - Replacement PC procedure – Tacit
	Create guidance on how to – tacit to explicit.
Enabling more staff able to do same task

	6
	Site visit- Network printer installation – Tacit
	Create guidance on how to – tacit to explicit.
Enabling more staff able to do same task

	[bookmark: _Hlk73882469]7
	Cherwell Site visit system not setup/
	Implement/Setup Cherwell mobile app/train people to use.

	8
	Plenty of Tacit Knowledge, no known system to codify.
	KB Cherwell system going – move Tacit to explicit knowledge.

	9
	Outdated induction/training material not used.
	Create current training, induction material and deliver to boost staff confidence. – RCT SOURCE

	10
	Large IT infrastructure – Outdated designs
	Update these locations, space management



Table – Showing Priority of Actual and Potential Knowledge assets – derived from SWOT
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