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[bookmark: _Toc28462964]Introduction 
Data, information, and knowledge are quite used in mass conversation. In this technology based era here the competition between two companies holds not to fight for serving effectively to the customers rather who has more information and who can utilize information and knowledge in an efficient manner. Now, the authority of organizations are more concern about collecting information and knowledge even they hire third party organizations to get information from the customers (Conway and Sligar, 2012). Aviva Insurance Ltd. is the financial institution that is always in quest of knowledge from the market. Effective usage of this knowledge has made tem come so far. They are doing their business for more than twenty years in the United Kingdom and has spread its business in over twenty five countries. In this report, there will be a brief on the overall concept of the knowledge management process from the perspective of Aviva Insurance Ltd. It will talk about different dimensions of knowledge asset management. 

[bookmark: _Toc28462965]Task 1 
[bookmark: _Toc28462966]An evaluation of the concept and importance of knowledge management in the context of Aviva Ltd.’s knowledge assets. 
Knowledge shapes up the decision to be taken in an organization. It is carefully collected and implemented. Knowledge is considered as an asset that adds value to the service of an organization. Having proper knowledge helps the organization in taking the right decision at the right time. Aviva Insurance ltd. has been a top rated organization for utilizing and managing knowledge properly. 
a) [bookmark: _Toc28462967]Explanation of the relationship between data, information, and knowledge.
In this era of business, fast motion activities, data, information, and knowledge are quite similar to us and these three words are frequently used by all in daily life. These three words are considered similar to matched meaning (Cone, 2016). But they are totally different from each other from the perspective of collection, origin and the way they are implemented into. So it can be seen that there remains a huge diversity among these three things. Despite having the different meanings lying in them, data, information and knowledge work to achieve the same goals accordingly and all of them possess strong bonding among them. 
Data refers to the symbolic meaning, expression of any words which originate from any type of occurrence, happenings, news in regular days and activities. Data derived from the explosion any happening, any breakdown of research work or from a set of facts. In processing communication effectively, it requires efficient usage of data in passing conversation. One can not surely state that every data is important and all have to be utilized. Rather the thing is, to collect or maintain proper knowledge and information subsequently, it is required to utilize the important data amongst all types of data (Kahin, and Foray, 2011). To implement and use the extracted value from any data, it requires a process done through a systematic process to get the required output. Data is of two types. They are – primary data and secondary data. Primary data is raw and no method is implemented on it yet. Secondary data is the output data collected from a huge amount of data. Aviva Insurance Ltd. It requires primary data when they try to figure out a new thing, so when they need to know the perception, population, target market they prefer to collect raw data. Aviva Insurance Ltd. Opt for collecting secondary data when they find the needed data which is already existed like the percentage of people earning more than one thousand euro per month. This is the secondary data for them. But here is a fact that raw data cannot be implemented into a structure or format until it gets modified and process under a formula. Raw data are huge in amount so they need to qualify to be utilized by the authority. Also, raw data is a mixture of necessary and unnecessary both types of data.
[image: ]
[bookmark: _Toc28347831]Figure 1: Data, Inforamtion and Knowledge Flow
Source: (Shimko, 2011)
Information is a combination of important data that is gathered from a bulk amount of data. As it has been stated earlier that data is the mixture of all types of like important and unimportant. Among all of them, needed data and meaningful data generate information. Information is the second step in creating the flow. Data has to be meaningful as without meaning or abstract data are of no usage. So, they are put aside. As an example, Aviva Insurance Ltd. It can get lots of data about the service receiver of their company. But how many people have been their service receiver is the information that has been extracted from data. 
The last phase of this flow is knowledge. Knowledge is power and it is truly evicted. It derives from the collected information that has been gathered from data. Knowledge is the ultimate thing that is utilized and implemented by the organization (Hislop, 2010). It is strongly used in terms of taking a decision. To mold any information into knowledge, it has to be calculative. That means the information must be expressed according to mathematical identification. And the quantity of knowledge is significantly lower than data comparatively. Overall it is the accumulation of information. Aviva Insurance Ltd analyzes all information and finds out the necessary knowledge. As an example, people more than thirty years prone to insure their health. 

[bookmark: _Toc28462968]b) Explanation of the relationship between individual knowledge and organizational knowledge. 
Knowledge is the qualified formation of a huge amount of information retrieved from a bulk amount of data. It is the mathematical portrayal of information. Knowledge is gathered by following a systematic process right after getting data and information thoroughly (Lehaney, 2014). Knowledge is classified into two parts. One is individual knowledge and another one is organizational knowledge. They are classified on the basis of knowledge source, its distributor and the usage of their level. These two words already are able to portray the basic differences lysing in them. 
Individual knowledge is the knowledge that is gathered from the individual person like employees, staff, customers, and clients of the organization. They share their opinion individually. This knowledge is shared from a particular individual’s experience, story, opinion, etc. This knowledge is considered as non judgmental knowledge as well (Maier, 2010). This is a kind of implicit gathering of knowledge as here in maximum time respondents or employees are unconscious about sharing their knowledge with the organization. Individual knowledge is given to the authority by the employees, clients or the staff. They share their thoughts from their experience or common sense. Sometime, the authority gives priority to their requirements or the desires of them to bring about the new change in the organizational workplace. When Aviva Insurance Ltd. requires to gather knowledge on internal factors they prefer to collect knowledge from the individual. They simply call out the employees, arrange a one to one or a mere conversation to learn from him implicitly so that the shared thoughts do not change for the environment or viva process. 
Another side of knowledge is organizational knowledge. Organizational knowledge is the amalgamation of individual knowledge. In that case, the company first collects knowledge from the individual person at a huge amount. Then they analyze each of the individual’s opinions and knowledge is given to the authority and conclude their gathered knowledge part by part and give a shape which is utilized to take any decision or use as criteria to create options (Schwartz and Te'eni, 2011). Aviva Insurance Ltd. Firstly gather knowledge from the individual. Then they summarize them and mold into some single or couple of important phrases that work as the organization knowledge for them to imply further in decision making. Organizational knowledge works as an asset to the organization. 


[bookmark: _Toc28462969]c) Application of the analysis and modelling techniques to identify knowledge assets. 
Knowledge is one of the most powerful things that any organization can require for ever. Utilizing them properly assists a company steps forward than any other organization. It is a competitive advantage for any kind of organization to have adequate knowledge in any distinctive matter. That is why knowledge is considered as knowledge asset. And it is known as knowledge asset. Knowledge assets can be collected by the organization from an individual person. They can have it in primary data form or secondary knowledge. Both are important to gain proper knowledge of anything. To some extent, organizations hire third party organizations to collect knowledge for the sake of them (Peloso, 2011). Because it is a limitation of them that they cannot reach to mass people to acquire knowledge as it is a vast and time consuming process. So a third party organization helps them in this matter. Whatever the knowledge asset is, it needs to be clearly analyzed and in a scrutinized way. Because when the knowledge is collected it is very raw and can depict the condition of all stated. That’s why it is carefully handled. They require proper analysis of the knowledge because based on them further decisions will be taken. 
There are several techniques that work as a model to identify knowledge assets. Such as SWOT and SSM etc. SWOT is one of the mostly done techniques to identify knowledge assets. To launch new products or facilitate consumers with something more, Aviva Insurance Ltd. needs to have some knowledge of different dimensions. SWOT comprises of – strength, weakness, opportunity and threats. Strength steps require the knowledge of what the organization has that none other organization does not have, what the competitive advantage if they are (Thomas, 2016). In the weakness part, it required the knowledge of the lacking of the organization. It lets the company know what to be improved. Opportunity requires the knowledge to sort out the knowledge in which sector they have the capability to shine on. It can work as a strength for them later. Lastly, threats let others know the vulnerable condition of the company. By getting this knowledge Aviva Insurance Ltd. to get to know which sector they need to be focused on to get the optimum level of success. 


[bookmark: _Toc28462970]d) Evaluation of the actual and potential knowledge assets. 
To acquire knowledge assets require a huge and complex process to be done in a scrutinized way. It is a long process that needs continuous checking and modification to some extent it needs trial and error method also to reach any final knowledge asset destination. Knowledge assets comprise of two segments (Ishikawa, and Nakagawa, 2013). One is actual and another one is the potential. When a company or organization opt for having knowledge asset they firstly decide what type of knowledge they want and what are the usage of that knowledge that will be gathered in the future. Knowledge asset is a complex hub containing several methods in it. A piece of knowledge can not be formed in a short span of time.it is a time consuming process. In building up any knowledge asset, the organization has to face some complexity in its management, operation, and resource management process. Though knowledge is collected form these sources. So, the organization needs to let others know exactly what type of knowledge they are looking for and the reason behind it as well.
Aviva Insurance Ltd. Firstly decide what knowledge they need – actual or potential. Actual knowledge is the knowledge that they require just at the time to take any decision instantly. Like- people’s preference, satisfaction, etc. They are for now to take a decision. They basically do not look for potential knowledge but when they get it, they preserve it very carefully because potential knowledge is an important source to take a decision in the future (Hajric, 2019). As an example, Aviva Insurance Ltd. Is currently looking for the actual knowledge that contains the answer to their clients’ satisfaction, their behavior, competitors’ situation, etc. While gathering this knowledge, they get to know people are getting advanced and they will like to have an online solution, which is not basically the current concern of the organization. But they will take this knowledge in mind and in the future, they will definitely work on it. This is the real implementation of potential knowledge. To be a lead organization, a company must give priority to both types of knowledge whether it can be the actual knowledge or potential knowledge. 


[bookmark: _Toc28462971]Task 2 
[bookmark: _Toc28462972]Demonstrating an understanding of important knowledge management processes in the context of organizational development. 
Knowledge brings about the most inventive and dynamic addition to an organization. That’s why the whole management process has to be done swiftly so that there is nothing negative left which can mix up the knowledge with unwanted things. In this segment, the importance of the knowledge management process is stated from the perspective of Aviva Insurance Ltd.
a) [bookmark: _Toc28462973]Explanation of what is required to create, store, apply and integrate knowledge.
Proper knowledge asset needs a vast and complex process where a systematic approach is followed by a meeting with certain criteria. This process is done with maintaining proper care. Because knowledge asset is not a tangible product (Eliot, 2016). It is very sensitive as it can be affected by other knowledge. And contamination with other knowledge can falsify the actual required knowledge. That’s why the whole process is done with sensitivity. This process consists of four steps. They are – create, store, apply and integrate. 


[bookmark: _Toc28347832]Figure 2: Requirements of Knowledge Asset
Source: (Fitzgerald, 2014)
Create is the very first stage of this process. Create consists of the ideation and generation phase of knowledge. Here, a fixed goal is set. It is to be stated that knowledge cannot be collected if there is no certain goal in which the knowledge will be collected. That’s why there must be certain goals. To achieve those goals, the authority of Aviva Insurance Ltd. think and create idea through brainstorming. They sort out the necessary knowledge gained from the mass market. In the next phase, storing is accomplished. As earlier stated, knowledge is sensitive, there is a huge chance of contamination. That’s why it is stored with co much care so that other knowledge can not get mix with it. Another thing here required is – confidentiality. This is crucial because maintaining the confidentiality of knowledge helps the organization achieve a competitive advantage in the market (Wickenson, 2013). That’s why the authority even the employees do not disclose their personal knowledge with others and become careful about not spreading this. The further process is applying. Here, the gathered necessary knowledge is applied in real life problem solution. In this phase, Aviva Insurance Ltd. utilizes its knowledge to implement in making a decision. In the last phase of integration, the authority amalgamates all necessary knowledge into a significant one. They give priority to all knowledge so that no knowledge is left for usage. Comprising all, they conclude their decision and all together these elements and sub elements make it out to make the organization process in the market. For the sensitivity, if knowledge of all these criteria is considered carefully.
b) [bookmark: _Toc28462974]Consideration of the importance of Intellectual Property rights. 
Intellectual property refers to the assets of the organization which is not basically the product rather they work for creating brand awareness in the market. As intellectual property created knowledge and awareness among people so it is verily related to knowledge assets. In comprises the value that the brand delivers to its consumers, trademark, logo, copyright, jingles, etc. Organization and the creator of those intellectual properties have the foremost right to use them and none can copy their work (Cone, 2016). If someone, steals the contents or copy it, they can sue against the personnel for doing so. This is the basic right of intellectual property holders. To restrain negativity and keep ideas and properties safe from others to use it, the holder can do several things as protection. Such as – patent, copyright, registration etc. 
To make a brand or organization establish in the market, intellectual property bears one of the greatest responsibilities in doing so. There are thousands of brands in the market. Intellectual property helps the company stands out from the crowd. That’s why, amongst all other brands, consumers become able tor recognize some particular brands – that is why intellectual property works for. It derives from extreme creativity and mindset and it can not be copied. That’s why it is crucial and tough as there is no model that can be followed rather it requires a significant amount of patience and effort. If done effectively, intellectual property can create a huge blast in the market. Aviva Insurance Ltd. is basically serving people with life insurance and general other insurance policies. Among around 280 insurance companies United Kingdom, Aviva is one of the top positioned insurance companies. And people can easily recognize the brand just by have a glance at their logo – blue, yellow and green color, which is unique. Again their tagline of serving and being by the side of people always creates the position in customers’ minds. These are intellectual property. They help the brand to connect with people so that they can feel close to the organization. By taking security measures, none can copy or steal the idea of intellectual properties. 



[bookmark: _Toc28462975]Task 3
[bookmark: _Toc28462976]A framework for establishing a knowledge management culture
To build up and ease the way of acquiring knowledge, an organization should have a knowledge management-oriented culture. It will broaden the way to achieve knowledge and the scope of getting knowledge will enlarge. Aviva Insurance Ltd. has been successfully doing effective activities for molding the organization in a proper way which facilitates to be knowledge sharing oriented. 
a) [bookmark: _Toc28462977]Explanation of the contribution knowledge assets has on an organization.
Knowledge asset management has been considered as a crucial area for any type of organization. As based on the knowledge that has been gathered, the authority of the organization gets the vive of what is happening in the current time. Also, he gets to know the desire, lacking the problem of the people and the area that needs to be improved for the betterment of the organization (Ishikawa, and Nakagawa, 2013). In terms of financial institutions, these types of organizations always strive for getting knowledge assets, as there are continuous fluctuations in the share market, gross domestic product rate, income level etc. Keeping pace with these types of instability they have to deal with their business. That’s why the financial institution is more careful to manage knowledge assets. There are basically three significant areas in which an organization.  These are – 
[image: ]
[bookmark: _Toc28347833]Figure 3: Field of Knowledge Asset
Source: (Fitzgerald, 2014)
In terms of organizational development, knowledge asset brings knowledge, information on the current business process, consumers’ demand, market requirements, market gap. It also facilitates the knowledge of lacking any company. When Aviva Insurance Ltd. needs to take any decision they go for knowledge assets first. Then they evaluate the asset and analyze them, after them utilizing all the criteria, they become able to take decisions effectively. Knowledge asset contributes much to management also. In management, there takes place the management of resources, people and assets. In Aviva Insurance Ltd. currently, there are working around 30,000 employees which is huge in amount. And it is very difficult to control, manage and drive the employees in achieving one vision and goals (Hajric, 2019). They need internal knowledge like the current situation of the workplace, demands of employees, any problem or queries of employees. Learning those, they take further steps to improve the situation of the workplace and generate productivity in a significant number. It is said that in this current world that organization is ahead of others which is more technologically strong. Now people prefer online services most so that they can do their necessary activities sitting at home. This crucial knowledge is the output of knowledge assets. Before launching any new products or services, the company gathers knowledge asset that what is demanded by the customers in the market. They continuously fight for bringing new updates utilizing the knowledge asset.

b) [bookmark: _Toc28462978]Evaluation of the knowledge requirements for the organization.
Knowledge is very much sensitive and it needs to be dealt with sincerely. Before opting for taking any decision the authority must check whether they are in need of knowledge or not. Even they have to set the decision on what type of knowledge they require for their organization (Eliot, 2016). Mismanagement in collecting proper knowledge will bring no better change or help in the organization rather it can cause penalties or failure in taking a decision. Aviva Insurance Ltd. has been doing its business activities effectively because they always set the criteria for what type of knowledge they will gather and then they utilize the knowledge properly. Knowledge asset can be required based on the time and situation. There is two types of knowledge required basically. They are – 
[image: ]
[bookmark: _Toc28347834]Figure 4: Types of Knowledge Requirements
Source: (Levesque and Lakemeyer, 2012)
Primary knowledge is the instant condition of any situation. Here, te process of knowledge management has not done yet rater it remains raw. The authority collects primary knowledge to get the vive of any environment. When Aviva Insurance Ltd. opts for taking any decision on launching a new service to gain more customer base in the market, they firstly arrange for collecting primary knowledge. It helps to know the condition of the market, the gap, demands of the people they want etc. Accumulating all they get the initial knowledge of the thing. Secondary knowledge is the sum up of primary knowledge (Cone, 2016). It is most likely to work as secondary data. Secondary knowledge is collected to analyze the final stage of implementing any decision and it measures the impact of a new technique in the market directly. Aviva Insurance Ltd. takes secondary knowledge into account when they need to finalize any decision. Like – which option they will choose among a list of options, the impact of taking a decision, the acceptability of any idea in the consumer’s mind etc. They are analyzed in a scrutinized way. Before taking the decision of gathering knowledge assets, the company gives priority to the type of knowledge that they require. 
c) [bookmark: _Toc28462979]Evaluation of the organization’s framework for enabling knowledge sharing. 
Knowledge asset has to be implicitly gathered in most of the time. There is a significant portion of knowledge that comes from the shared thoughts of employees. They share their opinion, knowledge regarding any matter and company prioritizes their words and analysis them. Even one of the most important things is to collect knowledge from the employees doe not cost any amount of money, so it is an opportunity for the authority to utilize knowledge without any costing (Schwartz and Te'eni, 2011). To continue the flow of acquiring knowledge from the employees inherently, organizations have to make themselves positive to gather knowledge which means they show the acceptability tor receiving knowledge from employees and staff under their organization. An organization should create a friendly environment where employees will not be afraid or anxious to talk about the higher level of employees and can share their opinion without any boundary. 
[image: ]
[bookmark: _Toc28347835]Figure 5: Information Flow in Aviva Insurance Ltd.
Source: (Schwalbe, 2015)
This is the flow chart of sharing knowledge in Aviva Insurance Ltd. They keep themselves pace with gathering knowledge internally. That’s why they have created to boundary among lower to higher level employees. Here,   the basic knowledge is gathered from the clients who come to the insurance company for many purposes. The direct seller or sales representatives talk to those persons and collect knowledge of their opinion, thoughts, and demand etc. Sales representatives are asked to prepare a note from the opinion of the clients (Thomas, 2016). From this phase, sales representatives share their knowledge in the medium of notes to the management level employees. They then sum up the knowledge gathered from the clients and send the summary to the decision support system. In this level, the employees or senior manager who basically take a decision on activities of this organization analyze the summary and requirement. They identify the probable options of those problems that are possible for them to bring into reality. After that, they inform the executives about the options they have created (Conway and Sligar, 2012). Lastly, the board executive member decides which option they will opt for. For making the whole flow work effectively, the authority of Aviva Insurance Ltd. molds their activities in such a way that the knowledge is stored smoothly so that through the connection of information, knowledge is not changed. 
[bookmark: _Toc28462980]d) Recommendation to improve the current framework. 
There is basically no limit to doing well. There are always some areas to improve on for the continuous betterment for any type of organization. Aviva Insurance Ltd. previously was established for only life insurance purposes. Gradually it faced the necessity to add another insurance facility too to keep the top position in the market. Then they launched general insurance programs (Lehaney, 2014). Till now, over near about twenty years, Aviva Insurance Ltd. is one of the top rated financial institutions in the United Kingdom. But there are still some areas that they need to work on for the betterment of their organization.
As they give utmost priority to the knowledge asset, they have to maintain such an environment where the employees can connect to each other at any time very smoothly. They can make their organization come under an online hub where each employee will be connected to other. Here they can communicate with each other with face to face formal meetings (Wickenson, 2013). This will increase the flow of information among the employees. Recently, Aviva Insurance Ltd. a new service for the students which is a student friendly insurance that works as saving at the same time. No other insurance organizations have not done it yet, they are the first one. In that case, keep it safe from others not to copy, they have to create copyright for their service. It will increase the values of their intellectual property. Even monthly sessions can be arranged where the supervisor level employees will sit in a meeting with the lower level employees to listen to know their problems, feedback, requirement. They can get some unique ideas that they can ever ask for from such holding. By following this feedback, Aviva Insurance Ltd. can lead the market more effectively with fruitful service to its clients. 

[bookmark: _Toc28462981]Conclusion 
Information, data, and knowledge are considered as an asset for any organization as they ease the way of achieving goals and taking decision step by step. In the era of globalization, knowledge is considered as power fro all people, even for the organizations too (Eliot, 2016). Aviva Insurance Ltd. has been successful and is the top rated insurance company in the United Kingdom for taking effective measures always which derives from proper knowledge. This report has talked about data, information and knowledge. It has thoroughly discussed the process of knowledge management, how it is implied and the important of knowledge assets in the organization. Later it has talked about the importance of intellectual property rights. It also has shown some lacking and feedback that the organization has to work on to improve themselves.
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