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[bookmark: _Toc46488520]Introduction
The present assignment is intended to focus on skills of knowledge and information and the workplace by considering the system of knowledge management (KM). A conscious process of retaining, structuring, defining and sharing the experience and knowledge of employees within an organisation is considered KM. There is great importance of KM for organisation as the efficiency of the organisations’ decision making ability depends on it (Abualoush et al., 2018). In the present assignment, Tesco has been selected, and the main focus of this work is its system of KM. The significance of knowledge management has been discussed and analysed and its process has been demonstrated. Besides, a framework has been provided for establishing a cultre of knowledge management. 

[bookmark: _Toc46488521]Company Overview
Tesco is a UK based general retailer and multinational grocery of merchandise. Its headquarters is located in UK. In relation to the revenue of the company, in the world, it is considered the third largest retailer, while in terms of generating profit; it is considered the second largest. In 14 countries, the organisations have its stores, whereas in London, Ireland, Malaysia and Thailand, it is the leading grocery stores. In the year of 1919, the organisation was founded by Jack Cohen in the form of market stalls. In the year of 1924, the name was coined when a shipment of tea from T.E. Stockwell was acquired by him and he added the initials of surname to that. In the year 1931, in Burnt Oak, Barnet, the first store of the company was opened. The company expanded rapidly in a short period of time and by 1939, there were over 100 stores spread all over the country. Moreover, since the 1990s, the geographic diversification occurred and unrolled into retailing of books, electronics, furniture, clothes, toys and petrol along with financial, telecom and internet services (Tesco, 2020).   
[bookmark: _Toc46488522]Analysis
There is great importance of KM for Tesco as the efficiency of company’s decision making ability depends on it. It has been analysed that every year the importance of knowledge management is increasing for Tesco. As there is cut-throat completion in the retail industry, and the company has various competitors such as Sainsbury’s and Walmart, thereby, knowledge management is one the best ways to say ahead of curve (Tesco, 2020).      

[bookmark: _Toc46488523]Relationship between Data, Information and Knowledge
Unfiltered, unrefined and basic information is considered as data. When it comes to information, it is much more refined data that have evolved to the point of being useful for some form of analysis. As far as knowledge is concerned, on the basis of experience of a fact or situation the awareness is gained known as knowledge. When it comes to the relationship between data, information and knowledge, it has been indicated that they are different from each other, and despite various efforts to defined them, the term is used very casually by many authors (Safa and Von Solms, 2016). Particularly, there is often interchangeable use of the terms knowledge and information, even they are highly different from each other.  
It has been analysed that the relationship between them is not sufficiently covered in literature. However, this relationship is often described as relationship as a hierarchy consisting of data at the bottom, followed by knowledge and information on the top (Button et al., 2016). There are two tactic assumption held by this image: First, it implies that there is asymmetrical relationship, and it is inferred that into information, the data are transformed, which eventually transformed into knowledge. Second, the appraisement that knowledge is more valuable than information, which in turn is superior to data, is connoted by it (Masuin, Latief and Zagloel, 2018). Furthermore, it has been analysed that in more complicated ways, data, information and knowledge are interrelated and interwoven. In order to become interpretable, either data or information required knowledge, but simultaneously, for constructing knowledge, the knowledge is required by both data and information.
In the case of Tesco, there is paramount importance of data and information to construct knowledge. It has been observed that there is effective knowledge management method employed by Tesco, which is based on communication framework model. There is significant IT infrastructure and data mining possessed by Tesco (Wood, Coe and Wrigley, 2016). Current methods are utlilised in the new knowledge management framework by Tesco along with current knowledge management for justifying the knowledge (Al-Emran et al, 2018). The employees’ perception is focused on in the new knowledge management framework that other retailers cannot exploit in the UK, thereby, for Tesco, it is can be considered a source of competitive advantage for the company.   
[bookmark: _Toc46488524]Individual and Organisational Knowledge Relationship
This relationship has widely been discussed. Considering activities from the perspective of individual is known as individual knowledge, while the collective abilities and knowledge possessed by the people who are associated to an organisation is known as organisational knowledge. The process of retaining and transferring organisational knowledge can be considered a difficult task (Jøranli, 2018). There is high degree of variability in its communication orientation, interdisciplinary, self-organisation and execution is characterised by the individual knowledge (Wang and Wang, 2016).  When it comes to variability, there are activities that are difficult to due to the variability included in individual knowledge (Howe and Zachariou, 2019). There are various activities in organisation that are conducted rarely or the first time, therefore, in such scenario, it is imperative that there solution found by individual knowledge worker. 
In the case of self-organisation, it is onus on individual workers to manage and plan the effort for conducting a task in terms of resources and time as there is high variability and complexity in individual knowledge work due to which a-priori an exact procedure and the required resource for task cannot be defined. In individual knowledge, interdisciplinary is also emphasised, thereby, new skills ought to be acquired by individual worker, and within the organisation different role should be played (Nguyen, 2020). Lastly, the active communication with other participant is also crucial element in individual knowledge, and knowledge work often requires it. For instance, with colleagues, there is high need for communication. Moreover, with administrative office, suppliers and customers, there is also need for external participants. 
It has been observed that there is no learning capabilities possessed organisations, however, the learning is role rather individuals. However, the environment of organisation and complexity of tasks significantly affect the process of learning that takes place in an organisation. It has been argued that there is interdependence between the individual knowledge and organisational knowledge, but they are distinct (Howe and Zachariou, 2019). The culture of organisation plays an imperative role to the extent to which each individual interacts with each other. There is considerable role played by organisational support in encouraging individual knowledge (Tomblin and Maheshwari, 2004). Therefore, if those tasks are confronted by individuals that are within their area of interest, they can be executed by them. On the contrary, if there is complex mature of task then form several interdisciplinary areas, there is integration of expertise required (Jøranli, 2018). There is high level interaction required by individuals with other, besides the access of organisational knowledge is also required. Furthermore, for seeking the solutions of organisation’s wide problems, the individual knowledge can be used by the organisation.       
Tesco is considered one of those organisations where there is effective knowledge management. There is effective alignment of individual knowledge and organisation knowledge done by the organisation to attain organisational goals. Moreover, the resources possessed by the organisations are effectively utilised by it to extract optimal knowledge through the process of knowledge management. The best example of this is the customer relationship management (CRM) system of Tesco, and there is effective interaction can be seen between the organisation with its customers (Wood, Wrigley and Coe, 2017).       
[bookmark: _Toc46488525]Identification of Knowledge Assets 
The knowledge assets are considered as the accumulated intellectual resources of an organisation. It is considered the knowledge possessed in the form of technical skills, learning,ideas and information by the organisation and workforce.  In the process of KM, the identification of knowledge assets is crucial part. In knowledge management, it is not only a significant aspect, but there is crucial role played by it in facilitating collaboration and communication among the workers in an organisation (Natalicchio et al., 2017). To identify knowledge assets, there are various analyses and modelling techniques used, the most common techniques are multi-perspective modelling and knowledge inventory method. 
When it comes to multi-perspective modelling, the use of number of technique together is enabled by it. There is no doubt organisational knowledge is complex and heterogeneous, thereby, to model all these appropriately and accurately, there is no single method or technique. Thus, it is believed that multi-perspective modelling technique is important. With the help of this model, different models of the same artefact to support different viewpoints can be produced. An Information System Architecture framework support multi-perspective modelling (Kingston, 2016). The knowledge about that which action needs to be taken in the case of particular situation is included in it.
The knowledge inventory method is considered another important the technique or model that is used to identify knowledge assets. There are three important elements used for its application. First, questionnaire based knowledge surveys are included in it, and to obtain a wide view of an operation’s knowledge status, it is used. Besides, from many areas and viewpoints, the responses are provided, and only complete responses analysis is based. Second, knowledge mapping is done in the method, and therefore, to develop concepts maps as nets of hierarchies, it is used. Moreover, there is highly developed procedure provided by it to elicit and document concepts maps from knowledge workers. The analysis is based upon self-elicitation, interactive work sessions and interviews.  Last, knowledge scripting and profiling is also the part of this method. Moreover, it is employed to identify the elements of knowledge intensive work. Besides, all other activities are supported by it. Additionally, knowledge intensive scripts, activities and steps are determined by it (Goria, 2019). The process of analysis is based on interactive work session, observations, simulations and interviews. 
Tesco seems to be effective in identifying its knowledge assets by employing these modelling techniques. The knowledge is considered one of the most effective sources of Tesco. The cultivation as well as development of systems through which the company is enabled to detect, enhance and distribute and detect the assets of knowledge is concerned with it (Evans and Mason, 2018). 	
[bookmark: _Toc46488526]Actual and Potential Knowledge Assets Evaluation 
In determining the value of knowledge assets the potential problem is to comprehend that what they actually are. When it comes to knowledge, it is an intangible asset. The knowledge resources and intellectual capital are also referred to as knowledge assets (Natalicchio et al., 2017). There are two kinds of benefits obtained from knowledge assets, such as actual benefits and potential benefits, and through the actual and potential knowledge assets can be determined (Tomblin and Maheshwari, 2004). However, identifying the difference between actual and potential knowledge assets is often problematic. It has been pointed out in the study of Natalicchio et al. (2017) that there are two categories in which the expenditures of intellectual capital can be derived, depending on uncertainty connected with the future advantages to be derived. It has been inferred by her that those expenditures by which future benefits are likely to be generated are called actual knowledge assets, while those expenditures in which the surrounding of future benefits high uncertainly involved is known are referred to as potential knowledge assets. 
This can be comprehended by an example as well. There are identifiable benefits to company by regularly used software, and as a knowledge asset, it can be assigned value. The money put into its development depending on nature of the database; however, it is possible that return on investment may not be met (Lin et al., 2017). It has been analysed that to measure the value of actual and potential knowledge assets and to assess the impact of them, knowledge management system is used by Tesco through which the knowledge growth is facilitated and growth is transferred to other part of the organisation. The knowledge management system of Tesco is very effective. Diverse factors, such as technology up-gradation, data collection and other are greatly focused on by the management Tesco (Hawamdeh and Chang,  2018).  

[bookmark: _Toc46488527]Requirement for Creating, Storing, Application and Integrating knowledge
While referring to the findings of Nonaka (2015), knowledge is created by means of such interaction that is done between the human agency and social structures. The findings of the aforementioned researcher further suggest that the actions and interactions with the environment develop and enlarge knowledge through the conversion process of the tacit and as well as explicit knowledge (Collins, 2006). The study further suggests that it is required to enact the actions of the two main levels of consciousness in the form of practical consciousness and discursive consciousness. The findings of the aforementioned conclude that tacit knowledge is mainly produced by the practical consciousness while explicit knowledge is created by discursive consciousness. 
In the case of TESCO, knowledge is also considered as one of the most competitive resources and is associated with the development and as well as the cultivation of the system. This consequently enables a company to improve, distribute, detect and leverage the asset involved in the knowledge management of a company (O’Connor, 2017). Here it also becomes essential to mention that the typical knowledge management comprises of the procedures such as the generation of knowledge, sharing of knowledge, adaption of knowledge, application of knowledge and creation of knowledge.  

Specifically, the generation of the knowledge is deemed as the act of input and output in which individual knowledge of each TESCO’s employee is represented as an input and is integrated within the firm. Further, the organisational knowledge is then presented as an output (Rowley, 2005). Here it becomes essential to mention that the prime purpose of KMis to extract the optimal knowledge from the resources which the organisation entails. Further, in terms of storing knowledge, knowledge management is greatly associated with intellectual capital. Additionally, it has also been discussed that intellectual capital comprises of human capital, structural capital and social capital (Benevene,2010). Moreover, the human capital is concerned with the level of education, skills, expertise and attitude. However, structural capital comprises of brand names, the process and systems. There is also one other form of capital that is concerned with social capital. With TESCO, the social capital is concerned with the relationship between the TESCO with its employees, customers, shareholders and other stakeholders. 

Apart from this, in terms of the application and integration of the knowledge, it becomes essential for the TESCO to focus on the creation of an environment that can promote different cultural factors comprising the structures of communication. As a result of this, this results in the formation of the mutual social relationship in which the intention of the employees is towards sharing the knowledge (Collins, 2006). The organisation like TESCO has also realised the importance of sharing and integrating the knowledge from this aspect. In realisation of this, the organisation is committed to developing such an environment in which the transference of knowledge can be persuaded in an effective and convenient manner. In order to achieve this, organisations like TESCO are focusing to develop such an environment where the communication can also be done in a smooth manner.
[bookmark: _Toc46488528]Importance of Intellectual Property Rights
Concerning to the findings of Maldonado-Guzmán (2016), knowledge management has a significant effect on the creation of intellectual property. This also infers that organisations can create more intellectual property if their efforts are dedicated to the management of the knowledge. Under the Group Intellectual Property Policy, the group has a clear stance of protecting its intellectual property rights and emphasis on registering its material intellectual property rights. As per the policy of TESCO, the company does not aim to tolerate an unauthorised use of its intellectual property by any of its third party and has the ability to take reasonable actions in order to defend its intellectual property rights. At the same time, TESCO also fully respects the intellectual property rights of third parties. 


[bookmark: _Toc46488529]Framework for Establishing a Knowledge Management Culture
[bookmark: _Toc46488530]The Contribution Knowledge Assets Have On an Organisation
It is notable that TESCO has been successful in effectively using its resources and capabilities to develop a competitive advantage in a highly competitive environment where the retail giants like Asda and Sainsbury are also operating. Here it becomes essential to mention that self-service does not merely improve customer experience however, at the same time it also provide better experience to employees. Tesco’s internal knowledge base is identified as the key organisational asset on which the retailing giant shows greater dependency when it comes to creating, sharing and managing the knowledge. Through this, the company alone is capable of handling over 40,000 tickets per week (Businesscasestudies, 2019). The current internal knowledge base is capable to provide assistance to center managers and enabling them to bounce the repetitive questions in an ever convenient manner.  

The aforementioned internal knowledge base helps in bringing together the various service desk offerings within an entire organisation under a single repository. With this mechanism, TESCO has been successful in providing one stop-stop facilitation for information for its 460,000 employees that are located across 9 countries (Businesscasestudies., 2019) The company realised that seamless help center on its front is one of the possible options with the right strategies. Concerning to its internal knowledge management strategy, Tesco encourages its designated help center managers to contribute to the effective management of knowledge. The aim of the Tesco’s knowledge management is to deliver simplicity in the front supported irrespective of the sophisticated strategies being employed at the back end (Businesscasestudies., 2019). Tesco realises if the knowledge base is difficult to navigate, then it becomes impossible to tailor the need of customers. Therefore, Tesco has emphasised on developing a framework which is simple and efficient at the same time in order to reduce the complexities involved in managing the knowledge. 
[bookmark: _Toc46488531]The Knowledge Requirements for The Organisation
With respect to the findings of Lim (2017), knowledge management is deemed as one of the key aspects in sustaining competitive advantage. Therefore, for the purpose of designing an appropriate knowledge management process, it becomes essential to shape and respond to specific needs of the organisational environment. In the case of Tesco, the requirements of knowledge management are also reflected through the environment that the company entails. Specifically, the knowledge management system involved the process of understanding, evaluating and reorgnising the business. Specifically, the knowledge management of the retailing giant is supported through different stakeholders. The major stakeholders on which the knowledge requirement of the company also rely on are the consultants i.e. both the internal and external, newly hired employees who are required to understand the company in order to perform different tasks. Apart from this, the knowledge in the form of the requirement from executives, systems analysts are also considered important for providing meaningful input for knowledge management. Also, the customers and suppliers that are involved in the cross-organizational business processes are also considered crucial while meeting the requirements of knowledge management of Tesco. 
[bookmark: _Toc46488532]Organisation’s Framework for Enabling Knowledge Sharing
As already discussed, knowledge sharing is considered as one of the most vital components for knowledge management. For sharing knowledge, it becomes essential to facilitate employees with the adequate framework or knowledge sharing mechanism in order to foster the process of knowledge creating, sharing and storage. In the case of Tesco, the retailing giants also realises the importance of knowledge management for which it focused on hiring the expertise of external consultancy like Zendesk Support. Considering the involvement of its large number of employees of over 460,000 employees, the decision of Tesco to outsource the service for developing the knowledge management framework is justified (Zendesk, 2020). 
With the help of Zendesk Support, the company has been able to resolve more than 40,000 internal tickets each day. Zendesk is a service-first CRM organisation that focuses on building software designed in order to improvise relationship with the internal and external stakeholders (Zendesk., 2020). As per Tesco, Zendesk allows Tesco to treat its employees same as it takes care of its customers. Tesco also believes that Zendesk is a preferred strategic solution. The significance of this framework is justified from different perspective but mainly because of its simplicity, it has been a preferred strategic tool for Tesco. 

[bookmark: _Toc46488533]Recommendations to the Current Framework
As already discussed, the knowledge management framework improvises knowledge gathering, sharing, application and integration of information. Meanwhile, one of the other important purposes of knowledge management is to improvise the organisational performance by means of creating, sharing, storing, transferring and integrating the meaningful knowledge to the organisational procedures for the purpose of acquiring benefits from the knowledge. Some of the recommendations that can be provided to Tesco to further improvise the knowledge management framework are as followed:
· It is recommended to Tesco to follow the structured and strategy while managing knowledge. By following this approach, the organisation will be able to proceed with more timely informed decision making along with the enhanced quality and productivity that will ultimately help business in making the more effective use of the explicit and as well tacit knowledge. 
· It is evident that the excessively large employee base can create challenges for a business of all types when it comes to effective and efficient management of the knowledge. Therefore, outsourcing this capability such as the involvement of Zendesk Support seems to have a feasible option for this large size organisation. However, with the outsourcing of this specific business capability, there is always a risk of the loss of some confidential information, business strategy and other important information. Therefore, it is still recommended to Tesco to develop its own capability that should be able to perform this important and critical business operations in an adequate and efficient manner. 
· It has been discussed in the above findings that the communication plays a vitally important role in developing a more concrete and effective knowledge management system. It is justified to say that by creating a friendly and supportive information, there is a greater possibility to foster the concept of knowledge sharing and its integration to the businesses processes. Hence, it is first recommended to Tesco to focus more on improvising its organisational culture and environment so that the employees can be more convenient and comfortable when it comes to sharing the explicit and tacit knowledge for the sake of organisational success. 
· In case when it is required to acquire expertise from external sources, there is a definite need for an organisation to develop contracts and intellectual property policies that may protect both parties. 
[bookmark: _Toc46488534]Conclusion 
Tesco is deemed as one of those organisations in which there is effective knowledge management. There is effective alignment of individual knowledge and organisation knowledge done by the organisation to attain organisational goals. Moreover, the resources and assets of an organisation are extracting optimal knowledge through the process of knowledge management. Tesco’s internal knowledge base is identified as the key organisational asset on which the retailing giant shows greater dependency. With the help of Zendesk Support, the company has been able to resolve more than 40,000 internal tickets each day. However, it is also recommended that in the case when it is required to acquire expertise from external sources, there is a definite need for an organisation to develop contracts and intellectual property policy that may protect both the parties. 
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