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Introduction							
	The world has undertaken significant technological advancement due to which people around the world have come closer to each other reducing physical distances through digital bridges. Age of information also referred to as the digital age, is an important aspect of the 21st century where the rapid shift was seen forming an economy with its roots in information technology. Organizations have also felt significant effects of this new era where now many large companies have to compete with each other on a global scale creating a highly competitive environment, for which every opportunity should be taken up for gaining edge (Zins, 2007). In such a time, knowledge is valuable which can help businesses gain this competitive advantage and undertake considerable growth.
In this article, we shall be applying knowledge management techniques while practically playing the role of a manager in Tower Hotel, a 4 star hotel located in London, established in 1973. Using such techniques in an actual work environment will provide greater understanding regarding the benefits of knowledge management techniques. We will start off with the importance of management techniques in organizations followed by processes applied for managing knowledge. The framework will be described which can be applied for managing information followed by the overall conclusion of the topic.
Importance of Knowledge Management
[bookmark: _Toc534796999]Data, Information & Knowledge					
	Data can be described as facts which are present around us which we can receive by using our senses such as observation. Data is not present in a systematic form but rather has disarray which needs to be interpreted for gaining meaningful results. It can be described as the bottom part which is collected for deriving more contextualized ideas. Data does not hold value until it has been passed through processing which gives us some meaning of use. Playing the role of manager at a hotel, we can find various data lying around us which can be taken to further improve business working. For example, simple review card can be given to guests when they are about to leave through which data can be taken regarding user experience (Zins, 2007). This data may not provide immediate results since it needs to go through some analysis linking user experience with certain facts which caused them to state such experience. 
	Data that has been collected in raw form can be passed through several analysis techniques in order to extract more meaningful data which can be utilized for gaining information. Data is generally processed through number of mechanisms: Classification involves placing data into various categories, aggregating involves calculating totals or subtotals of the data, calculations can be done by applying mathematical techniques to the data, sorting involves putting data into certain order (Collinson, et al 2004). This allows us to get a bigger picture regarding matters at hand through which important conclusions can be drawn.(Davenport, Long & Beers, 1998). Taking our current example of a hotel, we can collect data from customers and compile this data for specific periods such as a month or year presenting satisfaction of customers relating to various features of the hotel. Graph will show decline or fall in satisfaction level of customers in different areas through which one weak areas can be highlighted and focused on for improvement.Aggregating method of data processing has been applied through which performance of the year is summarized providing insight relating to performance and lacking present (Zins, 2007). Benefit arranged from information can be both tangible and intangible in nature where tangible information can be decreased costs whereas intangible information is enhanced customer service.
	Finally, the processed and contextualized form of data gives us knowledge which is an understanding relating to certain topic or matter. Knowledge is a mixture of several elements such as values, information, experience, insight etc. (Ichijō, et al 2007). Data that we have collected adds to our knowledge as a manager as to how the hotel fails to satisfy customer in a certain area for which improvement can be applied. In my job as a manager, it was noticed that large number of customers visited the hotel but often left early and did not prolong their stay. Often they left messy rooms which showed that some dissatisfaction was present. Data gathered showed that room service was inefficient where guests often got uncomfortable due to dirty rooms. Such data type is intangible since we want to find out about satisfaction level in customers.This added to our knowledge which was further investigated as a manager and led to finding that janitorial staff was insufficient. For this reason, more janitors were hired to improve quality of room service. Both formal and informal communication has been put into use as reports may give clear figures but input from employees can prove just as valuable.

[bookmark: _Toc534797000]Individual Knowledge & Organizational Knowledge		
	Previously the concept of organizational knowledge was neglected where knowledge of individuals rather than organization was focused on. However, several researches have shown that organizations do have knowledge since they develop through time by acquiring knowledge. These two areas may be different from each other but are highly independent where level of knowledge in individuals depend on interaction of employees in an organization which is determine by culture (Easterby-Smith, et al 2003). Decisions are important parts of business where decision making process can either be structured or unstructured. Structured decision making is done when constraints governing the decision are known whereas unstructured decisions are taken in complex situations where governing rules are unknown (Bhatt, 2002).
	Three levels have been identified at which knowledge exists in an organization which can be individual, group or structural. On a personal level, it can be a tactic adopted by a person in organizational working. Certain groups also exist in organizations where they may or may not share knowledge. Embedded knowledge can be seen in various areas around the organization such as being incorporated in processes but is mainly known by employees who are directly linked with that process for which it remains unknown to other organizational members (Bhatt, 2002). Spread of knowledge among various organizational members is still under heavy debate where most general definition is combination of several organizational subunits to from new knowledge. Certain setup needs to be created in the organizational level such that knowledge sharing and development is facilitated. Structured decision making process can be followed in current scenario since government regulations and other variables are clearly known.
	Tower hotel involves sharing of information on managerial level but does not have much interaction between employees and managers due to which they do not given much input regarding functions which could help add to organizational knowledge. Development of individual knowledge can also have effected by such an environment where employees will not wish to retain knowledge regarding work processes(Davenport, Long & Beers, 1998). Change that I brought about in order to develop organizational knowledge is start sharing problems with employees and take their input regarding various work processes that could help improve overall work. One thinks they complained about was the slow service from kitchen due to which food often got served late in rooms make guests unhappy. Secondly, cutlery and plates should be kept at each floor since guests often demand extra items, where it takes considerable time in going to the kitchen and coming back. Such input greatly added to knowledge to managers and helped improve services. Sharing of knowledge is important as it adds towards organizational learning for which knowledge transfer is promoted is through knowledge sharing and knowledge exchange where ICT helps in better communication (Bock, et al 2005).
[bookmark: _Toc534797001]Analysis & Modelling Techniques					
	Knowledge assets are important parts of organization which are accumulated overtime in various forms such as workforce, database, documents, policies etc. which provide valuable insight on working of the business which can be used for further improving processes. Identifying such assets is importance as it can greatly contribute towards drive towards organizations success. Knowledge assets can be present in organizations in various forms for which the responsibility falls of leaders to identify them and apply them effectively in organizations (Loucopoulous&Kavakali, 1999). Greater responsibility falls on international organizations where they have to compete with other industries for which identifying knowledge assets is necessary. Several processes are present which can be used for identifying knowledge assets where following steps are applied:
· Problem situation is identified where it generally in unstructured form. Such issue needs to be addressed in a proper way through which its various dynamics are studied to gain better understanding
· Detailed analysis is carried out of the issue at hand where clearer picture is achieved regarding the issue. Deep analysis of various points will help get a clearer picture of the problem such as what is the cause and what effects does it have on company’s performance. 
· Going into the issue, systems are identified which relate to the issue such as decline in customer satisfaction could be linked in quality for which production and control department would be held responsible requiring detailed analysis of this area. 
· Model of working will be brought under review where processes will be highlighted as the base of this issue. This issue will be brought under review as it is the base of the problem requiring modification or change as a whole.
· Models will be studied from the real world of other companies which are working more efficiently and its applicability in our current sector whether it can be applied to resolve the issue or not.
· Selected model may not have direct application in our current study for which it may be requiring somewhat modifications to make it more applicable. Feasibility is also checked to make sure that financial element is covered.
· Finally, the selected solution is applied for fixing the solution. Analysis will be made afterwards for checking effectiveness.
In my employment at tower hotel, problem was faced of increased costs where cost structure was defined as the main problem. Managers were paying little attention to control costs where small differences also carried greater effect on overall budget. Finance manager was recognized as knowledge asset since he had been employed at two other hotels before joining tower hotel as an accountant. He was approached to provide input regarding this current issue where he presented several models which will increase check on micro spending where accountability will increase of all lower employees.
[bookmark: _Toc534797002]Actual & Potential Knowledge Assets		
	
	Various types of knowledge assets are present in organizations which can be utilized through knowledge management process and give considerable advantage to the firm. However, it can only be utilized if adequate measures are taken for recognizing these knowledge assets. Knowledge assets can be categorized in various types where actual knowledge assets are the ones possessed by the company. This could be of considerable variety such as experienced staff members who have basic knowledge regarding needs of customers and address them accordingly or kitchen staff which knows trend of food during different seasons for which material could be stored accordingly with demand allowing the hotel to save sufficiently on costs (Bontis, 2001). Potential knowledge assets are the sources of knowledge which the organization can utilize to gain advantage but have not tapped into this asset yet. 
	Tower hotel was found to be holding a large number of actual knowledge assets which were being utilized efficiently to enhance business functions. However, a number of potential assets were seen which the company could have utilized but still had not used them.
	Active Knowledge Assets
	Potential Knowledge Assets

	· Account of the hotel is an experienced employee having worked at several hotels and having considerable knowledge regarding accounting techniques which were being used
· Historical sales data gave valuable information regarding variation of demand in various seasons according to which the company made preparations for incoming guests
· System applied for keeping record of visitors often tracked their personal preferences such as choice of food or room requirements which could be provided more efficiently when the visitor came again
· Reviews taken from customers at checkout which gave insight regarding strengths and weaknesses of the company which could be worked on for further enhancing user experience
	· Lower employees have considerable knowledge regarding needs of customers but their input is not taken yet, which could provide significant benefit if taken up
· Merger or acquisition can be carried out with other smaller hotels present in the region through which knowledge can be shared regarding working of hotels
· Tourist trends can provide valuable insight regarding demand of hotels. Hence companies can use this data to gain insight regarding changing demand



[bookmark: _Toc534797003]Knowledge Management Processes
[bookmark: _Toc534797004]Integrating Knowledge						
	Previous discussion has emphasized the use of knowledge in organizations at it can greatly enhance business capabilities. Two approaches are generally applied for studying organizational development where first one is flow based where more importance is given to storing knowledge and reusing it from time to time (Sell, 2002).Second method is called process based where focus is put on incorporating IT solutions to increase storage of data in the organization and using it for enhancing user experience. Organizations need to be prepared to incorporate such changes as it will bring about significant benefit to the organization.
[bookmark: _Toc534797005]Knowledge Acquisition
	First step of the knowledge mapping process is also referred to as knowledge mining as in this phase we are to gather knowledge. Looking for information may be general or targeted but taking up a general outlook can present large amount of data making it hard to interpret for which specific search would be seen as more beneficial (O’Dell, et al 2011).Easy way to sort knowledge is to categorize them which will make analysis easier such as capital knowledge assets, human knowledge asset, market knowledge asset (Davenport, Long & Beers, 1998). Categorizing knowledge will provide guidance in determining which type to apply in various situations. Data acquisition can either be in hard or soft form where quantitative data is known as hard data since; it measures or quantifies an object or situation, whereas soft form is qualitative data, which described qualities of certain data or situation (Bontis, 2001). Search methods can also vary according to the situation for which relative solution should be applied accordingly. 
[bookmark: _Toc534797006]Knowledge Storage
	Gathered data may not be of use currently or may provide potential benefit in the future, for which knowledge is stored in database or warehouses. It is generally stored in computers along with using specific software’s which will make it easier to interpret data and draw out meaningful results. Storage of data is important since it provides a central point where a person can go to for gaining valuable input and find solution for the problem at hand. Categories are formed in this database so that one can access required data efficiently.Various types of databases are used such as flat file database, free file database, relational database and hypertext database (Zins, 2007). Each category tends to vary with its ease of use where flat file stores data in single format which cannot be shared, free from allows storage and categorization of data, hypertext database contains series of objects and relation database allows combination of variety of sources (O’Dell, et al 2011).
[bookmark: _Toc534797007]Knowledge Distribution
	It can be defined as the process through which knowledge is shared within the organization to gain relative benefit from it. Sharing of data sources and its distribution can result in driving new knowledge. Sharing process would require somewhat mobilization in the organization as to create the environment of sharing. Knowledge can be distributed in several ways such as self-learning, performative relations, exchanges with other companies etc. Most common application of this distributed knowledge can be seen in the form of policies and regulations. Term communities of practices is often used in this regard which means group of people with strong sharing of data between them (Huang & Newell, 2003). 
[bookmark: _Toc534797008]Knowledge Integration
	Utilization of knowledge in an organization is dependent on its ability to identify, access and use knowledge assets. Knowledge should be at the base of knowledge development where current information leads to new knowledge. Use of this data depends on strategy which the organization uses which can be either reactive or innovative. Interactive effort should be seen between research and evaluation of knowledge in order to drive effective results.
	Tower hotel has several knowledge assets in place which are updated regularly such as reviews from customers which are filled after checkout and taking feedback from employees regarding issues that arise during work process. One main issue with current system is that market knowledge was stored regularly in data base along with customer reviews but no proper system was available for recording input from employees (Collinson, et al 2004). However, this asset was utilized at time of the issue where input was again taken from employees so that better insight could be gained. Knowledge database was updated regularly with market information analyzed by managers regularly for making important decisions(Bock, et al, 2005).. However, this knowledge was hardly shared between lower management unless a more direct issue was present where lower employees were responsible for dealing with the issue. One issue arose where customers left early due to dirt rooms where employees were given access to knowledge asset which were customer reviews. Information was propagated through meetings and notices bringing focus of all members towards the issue and relative information which was to be used for dealing with it. This serves to propagate knowledge efficiently to related members of the organization (Purushothaman, 2015).
[bookmark: _Toc534797009]Intellectual Property Rights						
	Intellectual property is a legal term which has been developed for protecting intellectual creation of people which may be applied to knowledge created by an organization or people working in an organization. Such documents are explicit knowledge which is stated in some form such as documentation, scripture, diagram etc. Intellectual property management involves selecting tools through which maximum return can be gained in the form of revenue where knowledge assets are applied for improving working of organizations. Organizations should have awareness on protecting their intellectual property rights and taking adequate steps for protecting it and ways to transfer, receive and propagate knowledge (Sell, 2002). It is not only limited to legal matters but aims at providing guidance for better managing intellectual property. Since intellectual property are registered assets of the company, therefore they should apply it in an effective manner in order to get maximum advantage.
	Currently there are no knowledge assets in tower hotel which are covered under intellectual property rights because of its industry where little such ideas are present and most hotels follow the same setup. Working model being applied by tower hotel is similar to most other hotels due to which it will not categorize under intellectual property rights.
[bookmark: _Toc534797010]Framework for Knowledge Management
[bookmark: _Toc534797011]Knowledge Assets Contribution					
	Previous discussion made in this article focused on the types and uses of knowledge assets going through the process of its management as to how it can be utilized for gaining advantage. Point to ponder is how exactly such knowledge assets can contribute in business processes and help add value. Knowledge based view is known to have significant link with resource based view where knowledge assets are viewed as valuable resources which are to be used by the organization for its benefit. Main purpose for which these knowledge assets are utilized by organization is for gaining competitive advantage through which they can outperform competitors. Resources can provide more benefit to organizations if they possess the following characteristics: holds value for the organization in some way, not available in open supply providing advantage over others, not easy to imitate, cannot be substituted easily with some other resource etc. 
	Viewing it as a resource like other organizational elements such as technology, equipment, technology etc. will provide significant benefit in various areas such as intelligence, judgement, training etc. However, effective utilization of these knowledge assets in an organization is also dependent on culture since it seems to carry significant influence on knowledge sharing (Griseri, 2002). Organizations following closed structure with top down approach and little sharing of knowledge would not be able to identify and take advantage effecting overall performance, since competitors will be holding edge for which effective utilization is necessary.
	Tower hotel can be seen taking benefit from a number of knowledge assets which allow it to improve performance. Market trends seem to be the main asset which is gathered through sharing of information between various hotels and media sources providing valuable input regarding changing needs of visitors according to which the company could adjust and be as accommodating as possible. Company lacks its own research and development unit but general publications are studied from time to time to find new technologies to implement. Latest addition made was guest app through which experience of visitors was enhanced allowing them to interact easily with services being offered. System for propagating this information is weak due to which it takes more time for all employees to understand new systems implemented.
[bookmark: _Toc534797012]Knowledge Requirements						
	Concept of knowledge was introduced in organizations so that its importance can be further emphasized in organizations as some basic forms of knowledge is required for running basic business operations and making sure that products and services confirm with certain standards. Acquisition of information should be done while keeping in mind various business processes and business needs in accordance with user actions and behaviors. Analysis is generally carried out on three main aspects which include system analysis, security analysis and interoperability analysis (Easterby-Smith, et al 2003). Process being carried out should not only incorporate business goals but also keep in mind audience.Responsibility falls on organizations to make sure that data relevant to its business operation is available so that the business may not remain totally in the grey (Tasur& Lin, 2004). Several dynamics are present in recognizing knowledge requirements of an organization since it can vary considerably from one industry to another and can also vary within the same industry as orientation of businesses may vary. Responsibility falls on managers to check knowledge requirements of his business and take adequate measures to ensure availability of this knowledge.
	Hospitality industry also has a large number or knowledge requirements for which we can say that tower hotel also has a list of knowledge requirements highlighted. While working at the hotel, following main knowledge assets were identified:
· Basic knowledge regarding IT functions which were used in several areas of the organization for making business processes more efficient and enhancing experience of users but various employees need to be educated regarding functioning
· Information about latest trends in the market and flow of visitors according to which hotels can make preparation such as through stocking up supplied to meet needs or adding new innovations being introduced in hospitality
· Information regarding laws and regulations relating to the hospitality sector for which the company had legal advisor firm with whom meeting was conducted from time to time. This keeps the hotel updated regarding laws to avoid any legal trouble.
[bookmark: _Toc534797013]Knowledge Sharing				
	Knowledge is indeed a valuable asset for company but it cannot be properly utilized if adequate measures have not been taken to allow it to flow. Setting up a system through which data flows freely would provide allow its proper utilization, indicating that data rather has a dynamic nature where it passes through several areas creating awareness. Overall culture of organizations should be oriented in such a way that it supports knowledge sharing helping it propagate. This is generally seen in organizations which have an open structure promoting two-way communication. In this way the organization does not keep flow of data in one side but also allows its employees to provide input (Bock, et al, 2005). Various methods can be applied in this regarding such as knowledge circles, where people working in the same department get to discuss various work related matters such skills and issues, and focus groups which move emphasis towards a single issue allowing more streamlined movement of information.
	Tower hotel has a mixed structure where top to down approach can be seen but still communication is often supported between employees on issues for enhancing knowledge. Most knowledge assets were kept to top managers for making vital business decisions where decisions were passed through the communication channels to other units. Somewhat changes were brought about under my management where employees were used as a source of knowledge providing them with a general description regarding the issue at hand taking information form their side which could better describe it and then gaining insight as to how it can be resolved in their view. Knowledge sharing was somewhat present in Tower hotel but current channels seem to be inadequate for allowing effective propagation.Customer intimacy has been identified as an important factor which helps in better understanding needs of customers.
[bookmark: _Toc534797014]Improvements	
Following suggestions can be implemented by tower hotel for promoting knowledge sharing:
· Focus should be put on propagating information rather than just acquiring knowledge as information is only good if it is used effectively. Hotel seems to have number of sources of knowledge but its implementation in the form of information was insignificant on a smaller level.
· Formulating tactics using asset knowledge is important but such tactics will bear little fruit if all related members do not have full understanding. Function and purpose of each tactic should be communicated so that all relevant employees can play part supporting its effective implementation. 
· Knowledge sharing is seen quite dominant in top managerial staff but it is often left to managers whether they want to propagate it in their department or not. Culture should be promoted of overall knowledge sharing through which more understanding would be present among various units.
· Knowledge creation should be given more importance as the hotel can often be seen relying on other areas for creation of knowledge when it can think of its own strategies and process through which competitive advantage can be set out.


[bookmark: _Toc534797015]Conclusion						
	Age of information, also referred to as the digital age, is an important aspect of the 21st century where rapid shift was seen forming an economy with its roots in information technology. We have applied knowledge management techniques while practically playing role of manager in Tower Hotel located in London. Data that has been collected in raw form can be passed through several analysis techniques in order to extract more meaningful data which can be utilized for gaining information. Processed and contextualized form of data gives us knowledge which is an understanding relating to certain topic or matter. Knowledge is a mixture of several elements such as values, information, experience, insight etc. Three levels have been identified at which knowledge exists in an organization which can be individual, group or structural. Certain setup needs to be created in the organizational level such that knowledge sharing and development is facilitated. Knowledge assets can be present in organizations in various forms for which the responsibility falls of leaders to identify them and apply them effectively in organizations. Various types of knowledge assets are present in organizations which can be utilized through knowledge management process and give considerable advantage to the firm. Two approaches are generally applied for studying organizational development where first one is flow based where more importance is given to storing knowledge and reusing it from time to time. Organizations should have awareness on protecting their intellectual property rights and taking adequate steps for protecting previous knowledge assets. Responsibility falls on organizations to make sure that data relevant to its business operation is available so that the business may not remain totally in the grey.
        Tower hotel has several knowledge assets in place which are updated regularly such as reviews from customers which are filled after checkout and taking feedback from employees regarding issues that arise during work process. One main issue with current system is that market knowledge was stored regularly in data base along with customer reviews but no proper system was available for recording input from employees.		
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