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[bookmark: _Toc50058750]Introduction:
For many decades, the power of having high quality knowledge and information skills has been pivotal in the context of an organisation’s knowledge assets. The advantage of obtaining more advanced or more detailed information compared to other organisations has enabled companies to advance years ahead of its competitors leading them to have a heavy influence in the market. Such desired knowledge has helped companies grow exponentially in their respected fields and has subsequently led them to be giants in their industries. Whilst a company may have low costs, unique products or an efficient supply chain, it is the initial knowledge, the desire for it and the management of it which determines the success for any organization. If a company is not willing to learn or adapt to new, more efficient techniques, then they will be left behind, and either will grow further ahead in much shorter periods of time. Knowledge management development practices also prove to be integral in any companies’ knowledge management assets. This ranges from creating information to then integrating it into the company in the future. It is important for firms to have a firm grasp over these areas in order to manage information effectively. The management of this information leads to companies creating a framework to efficiently store information.

In this essay, I will choose an organization and analyse and evaluate its knowledge management assets, techniques and uses to effectively store and manage information. I will demonstrate the importance of understanding that the effective creation, storing, sharing, application and integration of information is an essential prerequisite for good knowledge management development practices, evaluate my organization’s ability to create knowledge assets and develop a framework for establishing a suitable knowledge management culture for my chosen organization. The organization I have decided to use is Waitrose. This is because it is a well-established company in the supermarket but operates differently to its bigger rivals such as Tesco or Asda and I have also worked there in the past. Waitrose are a very well-established brand in the supermarket industry and have not lost customers from the expansion of smaller brands such as Lidl and Aldi. This shows they must effectively manage information to maintain effective customer relationships and is worth deeper analysis. 

[bookmark: _Toc50058751]Data, Information and Knowledge:
Data, knowledge and information are three very important aspects when it comes to any organization no matter the industry they operate in. All three variables are used in collaboration with each other to help organizations store and manage information. The three variables form a hierarchical pyramid adding value upon each step up the pyramid. Collectively, all three will add towards a final variable, wisdom, which is at the top of the DIKW (Data, Information, Knowledge and Wisdom) pyramid (Frické, 2018). There has been confusion and miscommunication when defining the three variables due to the broad aspect of definitions possible but when explaining the relationship between all three, there is clear and precise definition. Most, if not all of the definitions share a common anomaly; they are defined with each other, i.e. data in terms of information, information is defined in terms of data &/or knowledge, and knowledge is defined in terms of information (Liew, 2007).

[bookmark: _Toc50058752]Data:
Data is the simplest, least complicated variable out of all three. It lies at the bottom of the pyramid. The word data is a very vague word and has a broad set of definitions because of it. However, to generalise in its simplest form, data consists of raw observations, statistics and symbols, which can include words, numbers, diagrams and images (Liew, 2007). Data can defined as individual facts which have no relevance, out of context and are complex to comprehend (Brackett, 2013). From these various definitions, we can see that data is the simplest form of information and on its own, it has no relevant meaning. In order for data to have a purpose, a lot of it needs to be gathered which in turn creates information. 

[bookmark: _Toc50058753]Information:
Information is a message that contains relevant meaning, implication, or input for decision and/or action. Information comes from both current (communication) and historical (processed data or ‘reconstructed picture’) sources. In simple terms, the role of information is to help in making decisions, solving problem and discovering an opportunity (Liew, 2007). In other words, information can be described as a group of data which is in context and also relevant to an individual/group of people or for a period of time (Brackett, 2013). These definitions show that information is more important than data as it gives data a purpose. However, this does not take away from the importance of data as without it, information cannot be created. 

[bookmark: _Toc50058754]Knowledge: 
Finally, knowledge is defined as the fact or condition of knowing something with understanding gained through involvement or memory. Knowledge is information that has been recalled with an understanding about the implication of that information. Knowledge comprises of something gained by study, experience, familiarity, association, comprehension or awareness. (Brackett, 2013). Knowledge sits at the top of the hierarchy and uses both data and information to create factual information which can be stored and used for very long periods of time. 

An important relationship between the three variables is that not only do they work in a hierarchy, they also work in a cycle. Figure 1 shows this in a visual manner. Once knowledge has been obtained about a certain area, for example in sales transactions in Waitrose, the organization will not conclude their research after one process. They will further deepen their research and adapt their approaches by repetitively using this process numerous times. Once knowledge has been obtained, this can be used whilst obtaining data again adding restrictions, looking for anomalies or making additional requirements to ensure a more refined process. This shows the importance of the relationship between all three in helping organizations become efficient in the workplace. Figure 1,  (Liew, 2007)


[bookmark: _Toc50058755]Individual Knowledge and Organisational Knowledge:
Both individual knowledge and organisational knowledge are important for organizations and both are needed in order for companies to expand their knowledge further.

[bookmark: _Toc50058756]Individual Knowledge:
Individual knowledge is categorised through a considerable level of complication and inconsistency, making it somewhat challenging to apprehend in an information system (Bhatt, 2002). This is due to the fact that it is dependent on individuals or workers within an organisation, therefore has the ability to change constantly. Despite the volatility, through acknowledging the perspective of workers in a business, it provides a somewhat stability to the process optimisation. Additionally, in order for individual knowledge to be utilised to its maximum potential, it is perhaps best to understand it through a professional viewpoint, as it is commonly linked to organisational knowledge (Bhatt, 2002).

[bookmark: _Toc50058757]Organisational Knowledge:
Organisational knowledge considers work through communication where the comprehension of others is greatly appreciated (Tsoukas, 2001). Whilst individual knowledge focuses on a singular person, organisational considers the competence of multiple people. Overall, it is their ability to recognise patterns or differences, established on recognition of context, theory, or both. It is emphasised that workers should be able to cooperate together as one initially for a business to function successfully (Tsoukas, 2001). Consequently, they should then be enabled to communicate effectively and make decisions as one whilst working. Organizational knowledge is information in context with respect to understanding what is relevant and significant to a business issue or business topic – what is meaningful to the business.  It’s analysis, reflection, and synthesis about what information means to the business and how that information can be used. It’s a rational interpretation of information that leads to business intelligence (Brackett, 2013).

[bookmark: _Toc50058758]The Relationship:
In order for a business to obtain high standards and successfully facilitate, not only is it beneficial to focus on organisational knowledge, but also individual knowledge. The relationship between the two is highly significant and disregarding either can be disadvantageous (Scherp, Eißing and Staab, 2012). On one hand, an approach to comprehending knowledge management solely through organisational knowledge will assuredly be unsuccessful, as individual employees’ opinions have not been taken into account. On the other hand, the idea of knowledge management that focuses on individual knowledge will equally collapse due to discounting the context of a workplace environment.
Having said this, it is challenging to achieve a rather balanced commitment to both as the connection is difficult to define.

It is evident that both factors should be equitably considered whilst decision making in a business. Therefore, the most efficient system to exponentially succeed would be to achieve a rather balanced commitment to both. If a business can thrive in doing so, the relationship between the two becomes mutual. To be simply put, organisational knowledge cannot be completely appreciated without acknowledging individual knowledge and vice versa (Williams, 2016). Despite the distinct differences, they are interdependent on one another so companies should allow a comfortable atmosphere that motivates individuals to communicate and share their knowledge. Overall, not only does this benefit the employees’ knowledge but produces organisational knowledge through singular collaborations. 

The main relationship between the two is the dependency they have on each other. Without individual knowledge, organizational knowledge cannot be formed. It is the conversion of individual knowledge into organizational knowledge which is integral for all companies. In the context of Waitrose, individual knowledge from senior positions in the organization can be converted in the form of handbooks or reports thus becoming organizational knowledge. This can be used by Waitrose to teach future management positions when giving required training. This demonstrates the importance in the relationship of individual and organizational knowledge. 

[bookmark: _Toc50058759]Knowledge Assets:
Knowledge assets are the foundations of knowledge-creating processes and can be defined as particular resources which are crucial to the firm and produce principles for them (Kamasak, Bulutlar, Yucelen, 2009). Knowledge assets are the valuable sections of information organizations use to increase, sustain and manage their growth and can be in many different forms. Knowledge assets can be in both forms of individual and organizational knowledge. Examples of organizational knowledge include patents, copyright and intellectual property rights in codified form (MacMillan, 2015). Knowledge asset are not just important to the organization but also to individuals within the organization such as management superiors. 

There are various methods and techniques which can be used to identify knowledge assets. One way is dividing assets into three categories – people, processes and technology. The three categories work together to solve problems and identify key knowledge assets in an organisation. Once tasks have been divided into these categories, a technique named the soft systems methodology (SSM) approach can be applied. This technique is used in problem solving and helps simplify complex situations in which the knowledge assets can be derived from. SSM, in its idealised form, is described as a seven-step process as illustrated in Figure 2 (Identifying Knowledge Assets in an Organisation, 2020). This yielded a potentially powerful means whereby participants could visualise knowledge assets and make sense of complex situations. Rich pictures could stipulate a interesting visual illustration of a knowledge intranet portal, which could serve as a utensil for managing knowledge about a method including mapping knowledge assets that could be promptly accessed via that portal (Identifying Knowledge Assets in an Organisation, 2020). Rich pictures is a practise used to represent a complex situation in a cartoon form which highlights the main issues through the use of dialogue and signs (Identifying Knowledge Assets in an Organisation, 2020). The SSM approach can be used for each process listed in the three categories. This aids in the search of knowledge assets involved with people and technology processes. This methodology also helps associate various knowledge assets which then allows the access of identified knowledge resources to help recognize that certain process (Identifying Knowledge Assets in an Organisation, 2020).Figure 2, (Identifying Knowledge Assets in an Organisation, 2020)

[bookmark: _Toc50058760]Actual and Potential Knowledge Assets:
Knowledge assets are the key assets which determine the success of any organisation. Knowledge assets can be in the form of both individual and organizational knowledge. Individual knowledge assets can include years of expertise or key personnel whilst organizational knowledge assets can be in the form of patents, copyrights and intellectual proprietary rights in codified form (MacMillan, 2015). The useful aspect of knowledge assets is that the more assets that are planned, the more they are codified, the easier it is to distribute it both internally and externally (MacMillan, 2015). The advancement of internet and technology means that information can be shared within seconds through emails, PDF’s and videos. 

The types of assets within most organizations consist of knowledge gained from practice of business processes, research and development or from previous knowledge employees had gotten before they joined the organization (Mackintosh, Kingston and Filby, 1999). The prior knowledge they have acquired can be applied to businesses processes and can be relayed onto employees who are training for similar positions which require similar knowledge. Furthermore, more experienced staff can convert their individual knowledge into organizational knowledge by writing manuals, handbooks or videos which can be stored for future employees. The advancement of the internet allows this to be a very simple procedure and allows basic knowledge for the future research into potential knowledge assets (Mackintosh, Kingston and Filby, 1999). 

All these features and types of knowledge assets are applicable and suitable in my chosen organization, Waitrose. The actual knowledge assets they currently possess are also conveyed in different mediums such as handbooks, videos, rulebooks and training programmes for employees. They also have knowledge assets for sales transactions, customer service and relationships and every other process while is carries out in the firm. These assets will contain information on how to successfully execute the task to a very high quality. For example, in Waitrose, from previous experience I know there are handbooks to follow when working at the customer service desk to ensure the right information is given, the customer is satisfied and there are no setbacks. Individual knowledge assets are also passed onto employees through the use of training when starting the role. Videos are used in the training process where experienced staff explain what is required from specific roles. Waitrose also have their own branded products and their logo etc. trademarked and copyrighted to prevent any other companies plagiarising – these form their organizational knowledge assets. 

[bookmark: _Toc50058761]Knowledge Management Processes:

[bookmark: _Toc50058762]Knowledge creation 
The first stage of knowledge management is the creation of it. This can be divided into two sections: explicit knowledge and tacit knowledge.

[bookmark: _Toc50058763]Explicit knowledge
On one hand, explicit knowledge is evidently more practical and literal. It is easier to transform and understand, as it can come in forms of manuals, reports, documents and more. These can be physically used in order to facilitate action and are gained through an organised education or formal revision. Explicit knowledge is fixed content that can be easily retrieved, codified or shared, which is more commonly used in an organisation, whereas employees would consume tacit knowledge (Tacit and Explicit Knowledge, 2020). 

[bookmark: _Toc50058764]Tacit knowledge
On the other hand, tacit knowledge is based on the human mind by understanding direct experiences or jobs. It is knowledge acquired through experience and develops an essential skill that is not easily described to others except through personal demonstration (Haddad and Bozdogan, 2020). It revolves around social normalities, relationships, core beliefs and customary processes (Sağsan, 2006). This is perhaps more subjective, as it is private and difficult to extract and document. This type of knowledge is usually learned and used as a basis for understanding, which one can interpret to their liking. It is dependent on a person, their knowledge embedded in them and beliefs based on personal values and perspectives (Tacit and Explicit Knowledge, 2020).

[bookmark: _Toc50058765]Knowledge storage
After the creation of knowledge, it is stored as a physical component that can be used in an organisation. Whilst tacit knowledge is difficult to store, it can come in the form of photographs or diagrams, components that are understood by feelings. For businesses, the transformation and storage of explicit knowledge is more commonly used, as it can be preserved in a way that enables them to be effectively operated and gradually shared or applied (Evans, Dalkir and Bidian, 2014). Companies like Waitrose store explicit knowledge to increase efficiency in the future and can be used to teach future employees. The storage of this knowledge will also mean research in the future can be maximised and past knowledge assets are not repetitively researched into. This will mean the company will maximise their research abilities into new and more advanced methods in the future.

[bookmark: _Toc50058766]Knowledge application
Once knowledge has been stored based on examination and assessment, it can then be initiated and put to use. The worth of the transformed knowledge is then ready to be extracted and applied to its purpose to produce benefits. As previously mentioned, it can come in the form of documents, reports and so, which can be applied and utilised to help evaluate possible alternatives, problem solve, advance efficiency, or stimulate innovative thinking. However, occasionally, it may not be as simple as reading a document. There can be codified form of knowledge; nonetheless particular contextual material that has yet to be understood can become a barrier to completely apply the knowledge. Therefore, knowledge is utilised in order to provide support to observation, classification and analysis of situations to execute a solution by implementing suitable tasks (Evans, Dalkir and Bidian, 2014). In the context of Waitrose, there is a broad spectrum of the application of knowledge ranging from learning from manuals to learning how to use new technologies which are more complicated processes. 

[bookmark: _Toc50058767]Knowledge integration 
Knowledge integration is conveying diverse knowledge from numerous foundations to bear on a complex problem or task. It can be the process of transferring knowledge, including tacit and explicit, and then sharing it with others to apply the subsequent knowledge to resolve problems. It can be inclusive of all three sub-categories to unify concepts in different situations. Through integration of knowledge, not only is problem solving more effective, but also businesses can efficiently combine the knowledge of multiple employees. This can include physical, social and encoded knowledge. The combination increases productivity, leading to greater profits and good services to consumers (Haddad and Bozdogan, 2020). By Waitrose integrating knowledge through the knowledge of customer services sales transactions, they are able to analyse which consumer purchase buy certain goods at certain times of the year. This means they can personalise future coupons for customers to goods which they will purchase. This makes the customer feel valued and encourages them to carry on shopping at Waitrose. On a larger scale, if this is done for every customer, it will significantly increase profits and, more importantly, increase brand loyalty towards Waitrose. 

[bookmark: _Toc50058768]Intellectual Property Rights:
Intellectual Property rights are exclusive privileges gained by a person who has created something using their mind, usually in the form of patents, copyrights, trademarks and more. These are highly significant as it gives individuals and organisations protection of what is rightfully theirs. Without it, their creation may not secure the full potential and benefits it deserves (Why is Intellectual Property Important?, 2016). Also, Intellectual Property rights may stimulate new creations and development on existing ones by sharing the original, protected inventions (Why Are Intellectual Property Rights Important?, 2009). It is important for Waitrose to be a trademarked organisation and it is also important for the designs of packaging and all of their own branded products to be copyrighted. This will prevent others from using their names and designs in the future. This allows Waitrose to stay unique and encourages further development as they know the chances of duplication are zero. 

Not only do Intellectual Property rights benefit the owners, but also customers and clients. This is because strong Intellectual Property rights help consumers make an educated decision about the safety, dependability and efficiency of the products they buy. Plagiarism can be a frequent problem and enforced Intellectual Property rights strictly enforce the authenticity of products, as well as qualities that are easy for customers to consider and detect. Additionally, it offers security and assurance that people can buy high-quality products without being misled (Why Are Intellectual Property Rights Important?, 2009).

[bookmark: _Toc50058769]Importance of Knowledge Assets:
In general, knowledge assets are very important for the expansion, maintenance and sustainability of any organization, no matter the industry. Knowledge assets help an organization through its whole lifecycle – its start-up, initial growth, expansion and overall stability. Without knowledge assets, organizations would lack expertise and efficient systems which would in turn lead top the failure of those companies. Furthermore, knowledge assets prevent others from plagiarising and taking advantage of unpatented designs, unregistered names etc. Knowledge assets also provide a sense of security to companies in that their unique ideas are completely under their ownership and they are at zero risk from anyone trying to knock them off. 

Over time, the power and importance of knowledge has increasingly grown more important due to the development of information and communication technologies. The use of documenting software, such as Microsoft, has become almost a requirement for any company to efficiently record their data. During the last three decades of the twentieth century these, and other, types of software were used to collect enormous stockpiles of data, information, and knowledge (Tomblin and Maheshwari, 2004). The development of the internet has also increased the importance of knowledge assets as the transfer and sharing of information is now seamless because of it. The evolution of the internet meant it became a hub for customers to shop on thus businesses recognised this was vital in retaining customers as well as attracting new ones (Tomblin and Maheshwari, 2004). The web was a blessing and curse for companies. Whilst firms could reach customers like never before, the competition they face is nothing like they have competed for before also. Therefore, companies had to find new advancements for doing business due to the fact that new processes require new knowledge. In the background of these activities, businesses also realized the potential of information and communications technologies to change business-to-business relationships which initially started with e-mail and electronic data interchange (Tomblin and Maheshwari, 2004).

Overall, the importance of knowledge assets has been integral for any business and will not stop being a priority for organizations. As explained above, the development of the internet has made it both easier and harder to use and integrate knowledge assets in terms of a competitive advantage. Nowadays, companies invest heavily into research and development to find the most efficient methods or to innovate the newest inventions which shows how important knowledge assets have now become. If one company can learn an industry and fully how a market works, they will be able to dominate the market. This is shown through companies like Apple who dominate the market as they have focused on every aspect of their knowledge assets. 
[bookmark: _Toc50058770]Knowledge Requirements: 
In order for Waitrose or any organization to compete in their respected market, they must have some sort of knowledge in specific divisions and areas in order to contend against its competitors effectively, to ensure they are not driven out of the market. If an organization were to start up without completing necessary research and possessing a lack of knowledge, then they will operate inefficiently, and competitors can easily drive them out the market. Many start-ups are forced to close down within the first few years as they have a lack of knowledge which can lead to higher costs and miscommunication inevitably leading to failure. 

On the contrary, firms which carry out extensive research on production processes, customer satisfaction and retails prices are the ones which succeed for long periods of time. For example, in the supermarket industry, previous smaller brands such as Aldi and Lidl have extensively grown due to their knowledge assets in pricing and cheap production processes. This has enabled to significantly increase their market share and now threaten supermarket giants, such as Tesco and Asda. 

Whilst companies, like Lidl and Aldi, have focused their knowledge on pricing, the organization I have chosen, Waitrose, have focused their knowledge assets on other aspects which has led them to be an established, high quality company with strong brand loyalty. In general, Waitrose need to have experienced knowledge in areas such as production processes, sales transactions, customer services, employee satisfaction, staff management, warehouse management and effective communication between employees, branches and senior staff. In order for the entire organization to run efficiently, these areas need to be comprehensively covered by Waitrose and sufficient knowledge should be known. Further knowledge assets in the form of intellectual property rights also need to be maintained by Waitrose to prevent duplication from new start-up companies. These include rights such as copyrights, trademarks and patents. Overall, the knowledge requirements needed for Waitrose to efficiently in the market are extensive, but each task is as important as each other because if one is not done to a very high quality, the entire organization will fail to operate effectively and competitors will be able to drive them out of the market. 
[bookmark: _Toc50058771]Knowledge Sharing: 
Whilst obtaining knowledge is very important for an organization, the sharing of this knowledge to necessary senior staff and employees is also essential to ensure the company runs smoothly and employees gain the knowledge necessary to be efficient in their roles. As previously explained, the ability to share knowledge both internally and externally has become very cheap, effective and efficient through the development of the internet and software such as Microsoft. This has meant that employees are able to receive high quality training and firms are able to communicate and build relationships with customers much easier. 

Waitrose use a variety of techniques to enable knowledge sharing in an efficient and productive manner. They have a variety of mediums to communicate with both employees and customers, so they have the knowledge of what Waitrose as a company stand for and the quality of service and products they provide. One of that major ways Waitrose share their knowledge with their customers is through the use of the internet via their website. The Waitrose website contains all the information customers need to acknowledge Waitrose as a sustainable and high-quality brand. Their website contains information on the services Waitrose offer and more importantly their quality processes. The meat and eggs Waitrose source are of higher quality also make their packaging from recycled materials. This information is given on the website, so customers know that Waitrose are an eco-friendly brand. The Waitrose Careers website is also a medium for sharing information to future employees and gives them the knowledge of what is expected from the company before they join. When joining Waitrose, a lot of training is given through the use of videos made by senior staff – this is an example of sharing implicit knowledge. Many documents are also published on annual figures, so all stakeholders are able to retrieve this information. Employee knowledge sharing is also encouraged in Waitrose as there are common room in store and employee are encouraged to work in pairs – another form of sharing implicit knowledge. overall, Waitrose do a very good job in sharing knowledge between employee to employee, employee to customer and senior staff to employee. This makes managing processes in the workplace very efficient and leads to an overall better atmosphere in the organization. 
[bookmark: _Toc50058772]Improvements:
Whilst Waitrose use many and effective ways of sharing knowledge, there are still way sin which they could improve their framework in order to share more knowledge and in more diverse ways. As previously said, Waitrose do a very good job managing and encouraging the sharing of knowledge between employees. However, this can be improved further. One way this can be done is through organising off-site events and activities. The workplace is a very professional area therefore arranging activities off-rota will allow employees to understand each other on a personal level. This will improve relationships during work and allow workers feel more comfortable, thus employees will share more knowledge with each other. Another way this can be done is by having weekly or monthly face-to-face meetings with employee to discuss anything they have learnt or anything they wish to learn in the future. This will improve their skills in the workplace and will eventually result in them passing the skills they learn also. Finally, another way this can be done is through incentives such as bonuses and rewards within the workplace. This will encourage employees to collaborate more thus sharing more knowledge. 

[bookmark: _Toc50058773]Conclusion: 
In conclusion, we can come to the agreement that knowledge, knowledge management and knowledge assets are crucial in the successful running of any business. Without any of these, it is extremely difficult for new companies to grow and existing companies to continue growing and maintaining their market share. The importance and power knowledge have significantly increase in value and now many firms invest millions into Research and Development alone. 

My chosen organisation, Waitrose, successfully share their knowledge internally and externally and have stored knowledge where it is required. They successfully use their knowledge assets to encourage employees to work harder and build relationships as well as improve customer communication and relationships. This has allowed them to create a trustworthy brand in which customer are willing to pay a premium for compared to other supermarkets. All in all, Waitrose is a very successful company and have done so by utilising and managing the knowledge they have gathered over the past decades. 
[bookmark: _Toc50058774]
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