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[bookmark: _Toc10392227][bookmark: _Toc456901517]Introduction:

The author of this report is a second-year full time student at university of wales studying Leadership and Management Skills for the Workplace and working full time at Ucompare insurance services. In this report the author intends to provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets and then demonstrate an understanding of the important knowledge management processes and finally provide a framework for establishing a knowledge management culture, all this will be carried out from examples and discussions from the authors workplace. This report was written during the lockdown due the Covid – 19 pandemic and should be taking into consideration when assessing it as this has a direct effect on the authors ability in completing the report.

Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets

Explain the relationship between data, information, and knowledge:

Most IT literature, tend to talk about the big question of defining knowledge by differentiating between knowledge, information, and data. The belief is that if knowledge is not something that is different from information or data, then nothing seems to be new or exciting about knowledge management. Fahey and Prusak (1998).
Data can be defined as raw numbers and facts, information on the other hand is processed data, while knowledge is authenticated information. (Dreske 1981; Machulup 1983; Vance 1997). To effectively differentiate between knowledge and information is not found in the content, accuracy, structure or utility of the intended knowledge or information. Knowledge is said to be the information an individual posse in their mind, it is a personalized information which relates to facts, concepts, observation, procedures, interpretations, ideas, and judgements.
Tuomi (1999) makes a critical argument that the often -assumed hierarchy from data to knowledge is reversed. What this means is that knowledge must first exist before information can be put together and before data can then be measured to form information. Analytical to this argument is that knowledge does not exist outside of an agent, it is ineffaceable shaped by individual needs as well as one’s initial stock of knowledge (Fahey and Prusak 1998; Tuomi 1999). Hence, knowledge is said to be as the result of intellectual processing activated by the inflow of new stimuli. With this view we put forward that information is usually transformed to knowledge once it is processed in the minds of an individual and then knowledge becomes information when it is then put together and presented in the form of words, text, graphics, or other forms. Please see Appendix A: hierarchy from data to information to knowledge
Explain the relationship between individual knowledge and organisational knowledge. 
 
Knowledge can be defined as a confirmed belief that increases an entity’s capacity for effective action (Huber 1991; Nonaka 1994). There are several perspectives in which knowledge may be viewed such as an object, a process, a condition of having access to information and state of mind. As such, if we view knowledge as an object or equated with information access, then knowledge management should then be focused on managing and building knowledge stocks and if knowledge is a process, then the explicit knowledge management focus will be on the knowledge flow and the process in which it is created, shared and the distribution of the knowledge. If knowledge is viewed as a capability will suggest a knowledge management viewpoint which is centred on building core competencies and understanding the calculated advantage of know-how and generating intellectual capital.
This now bring us to the two dimensions of knowledge in an organization namely tacit and explicit knowledge. The expression of knowledge in words and numbers only represent a small portion of the entire body of possible knowledge. As Michael Polanyi (1966, p.4) put it “We can know more than we can tell”. Polanyi categorised the human knowledge into explicit or codified knowledge and tacit knowledge where explicit is said to be a knowledge that can be transmitted in formal and systematic language while tacit is rooted in commitment, action, and involvement in a specific circumstance. Ikujiro N. (1994)
Tacit knowledge entail both technical and cognitive element. This cognitive element is what Johnson -Laird (1983) called “mental models” and this is where humans tend to form a working model of the world by putting together and manipulating analogies in their minds. These working models tend to include paradigms, schemata, beliefs, and a viewpoint that helps individuals to judge and define their world. While the technical element covers crafts, know-how and skill that apply to a specific context. Ikujiro N. (1994)
An organization cannot create knowledge without an individual, that is because knowledge is created by individual and then share it in the organization. The organization support and encourage the individual to create knowledge. Therefore, organizational knowledge is a process where the organization develop the knowledge that has been created by an individual and then put it together as a part of organization knowledge network. In an organizational setting, intention, autonomy, and a certain level of environmental fluctuation are the three basic factors that induce individual commitment in an organization setting. Ikujiro N. (1994)
In conclusion there is no organizational knowledge without an individual knowledge, therefore it is advisable to find a way whereby the knowledge is shared in an organisation through the process such as departmental training and discussion at Ucompare insurance so everyone will have the working knowledge of each department in the organization. Please see Appendix B for knowledge sharing. 


Apply analysis and modelling techniques to identify knowledge assets 

The author has used PEST analysis in identifying the knowledge assets, please see Appendix C
PEST analysis is a management method that can be used to assess major internal and external factors that affects an organization, this helps to analyses the political, economic, social, and technological changes in a business. PEST is a powerful and widely used tool for strategic risk understanding. It helps to identify the effects and changes of the external macro environment on an organizations competitive position (Weeks, 2020). There are other extensions of PEST (i.e., PESTLE), the author has decided to expand within the four sections. The PEST analysis has been conducted with advice and inputs from business owners, managers, colleagues, and information from the international journal of financial studies (Barbara et al,2017) 
PEST analysis is used in conjunction with SWOT (internal strengths and weakness, external opportunities, and threats)
The second part comprises of assessing the threats and opportunities these factors constitute, please see appendix D, this is carried out by using the combined awareness and knowledge to work out how the author, his colleges and the insurance industry will be able to benefit or be disadvantaged. i.e., the advancement of internet connected devices and smart homes. The technology that has been integrated with more devices will help companies to be able to gather data for its analysis (opportunity), such as the claims database where all claims are registered to this data base and insurers can use this data base to carry out its analysis if a particular post code has more claims experience. This can be a costly excise as could be expensive to put together, store and then process this data, and there is also the cost of security in protecting these data from hackers.
The last part which is the action plan considered how an organization or individual will be able to benefit from the opportunities and then mitigate the threats, this has been carried out by actively engaging in the knowledge that these factors may in turn affect the organizational plans and action can be taken to ensure that it is an advantage rather than disadvantaged. Please see Appendix E

Evaluate actual and potential knowledge assets.  

One important knowledge asset the author would like to talk about is the revised Civil Liability Act, the CLA 2018 that is seen as an attempt by the UK government to fix what has been perceived to be a broken system. The introduction of this act means that damages for suffering, pain, and loss of amenity for anyone who has suffered a whiplash injury that has lasted up to two years will be calculated based on a scheme called the tariff – based, this is designed to limit recoverable costs and damages for claimants and their solicitors involved in this claim.
In the insurance industry, this has been viewed to target fraudulent claims which insurers claim it has cost them millions in investigating and settlements of these claims. The knowledge of this reform is very valuable as it helps the insurers including the solicitors and claim management companies to restructure their claims process in other to eradicate or reduces the enormous cost and time, they spend in small claims. The claims handlers in the insurance companies will also need to be aware of these knowledges via trainings or meetings as they are the front line in using the tariff-based scheme and this will cost money and time in putting this together. There also has to be a system in place to capture the number of claims accepted and the once repudiated in a database so that all insurers can have access to this information and evaluate it periodically, including the regulator – FCA ( financial conduct authority) since the CLA 2018 has a provision for the ban of settling whiplash claims before a medical report are obtained , and also includes a clause which gives the treasury the power to make regulations that will enable the FCA to monitor and make sure the insurers are compliant and abide to the medical report before the settlement of claims procedure. There has been a delay of this act due to the current pandemic as was supposed to be enacted on the 6th of April 2020 and the date then moved to August 2020.
[bookmark: _Toc10392229]At Ucomapre insurance this knowledge will have to be communicated to everyone via e.g., intranet, email, letters, discussion, training and not just the claims department as we now have a new policy for every department to have knowledgeable idea of what is happening in other departments, they intend to capture it in a form of a manual and then training and meeting so everyone will be aware. There is also a review process that has been put in place as soon as it starts so this will be carried out periodically.

Demonstrate an understanding of important knowledge management processes in the context of organisational development 

Explain what is required to create, store, apply and integrate knowledge.   

Knowledge creation in an organization involves the development of new content or the replacement of an existing content within the organization’s explicit and tacit knowledge (Pentland 1995). This is carried out through the social and collaborative processes and individual’s cognitive processes. Knowledge is created, amplified, shared, and justified in organizational settings (Nonaka 1994).
Studies have made us to understand that while organizations create knowledge and learn, they also tend to forget (lose track of the knowledge acquired) (Argote et al. 1990; Darr et al. 1995). hence the storage and retrieval of the organizational knowledge which is also called organizational memory comprises of an important part of effective organizational knowledge management. (Stein and Zwass 1995; Walsh and Ungson 1991). The organizational memory entails the knowledge that resides in various component forms which includes information stored in an electronic database, written documentation, codified human knowledge stored in expert systems, processes and tacit knowledge acquired by individuals and networks of individual. Tan et al. (1999)
The knowledge transfer occurs at various level: from individual to explicit sources, transfer of knowledge between individuals, between groups, from individual to groups, across groups and from group to organization. Alavi & Leidner (2001). The transfer of knowledge to several locations where it is required and can be useful and used is called knowledge management in organizational settings, although it is not as simple as we will want it to be as most organization do not know what they know and often have weak systems for tracking down and retrieving the knowledge that resides in them. Huber (1991). Knowledge transfer in organizations is driven by the communication processes and information flows. (Gupta and Govindarajan (2000)
Grant (1996a) has identified three primary mechanisms for the integration of knowledge to create organizational capability namely self-contained task teams, directives, and organizational routine.
This brings us to the use of information technology (IT), which helps in creating, applying, and integrating of knowledge. IT can be positively influential on knowledge application, it can also enhance the knowledge integration and application by easing the capture, modernize and accessibility of organizational directives. Alavi & Leidner (2001). e.g., Some organization use their corporate intranet for use and easy access of their directives, this could be manuals, policies, and standards. Also, by increasing the size of individual internal social networks and increasing the number of organizational memory network available. Organizational knowledge is applied across time and space by the help of IT. The codification and automation of organizational routines is used to enhance the speed of knowledge integration and application via IT. Please see Appendix F for knowledge management processes supporting information technologies IT enables. Alavi & Leidner (2001)
In conclusion at Ucompare insurance the knowledge creation, storage, transfer, and application are mainly done via the Aviva online portal of which is created on the platform, stored and via internet it is transferred to individuals in the organization, there is also the use of the system called Durrell where a lot of information are stored for easy access, all these require information technology.

Consider the importance of Intellectual Property rights: 

Intellectual property rights can be defined as the rights given to a person or group of persons over the creations of their mind. There are four types of intellectual property namely copyrights, trademarks, patents, and trade secrets.
The intellectual property rights were accepted and recognised all over the world due to reasons such as to ensure the availability of the genuine and original products, to providing of incentive to the individual for new creations, ensuring material reward for intellectual property, providing due recognition to the creators and inventors. N. Kannan (2010)
We seem to come across things that have been created, discovered, invented, and produced by some human mind. This could be a design of a house, its furnishing like a carpet, fridge, television etc, the material used in a house, cars, cycles etc. All most everything that surrounds us has one way or the other someone’s invention. All these common things are intellectual property of someone and are protected by law and can be classified into two namely industrial property items and copyrights and related rights items. N. Kannan (2010)
The industrial property items are all around us and all inventions are covered under this category. We can define invention as a process or a product which gives us a new way of doing something or provides a totally new way to resolving a problem, these are protected by the patents and the owner of this invention can have it registered under a patent of which a patent is usually granted for a period of about 20 years from the date of the application been filed. Hence after the period lapses then it becomes a public property and available for commercial exploitation. N. Kannan (2010)
Some products we use on day to day are protected by trade-mark laws. A trade – mark can also be patented just like industrial designs and inventions. The trademark can be combination of words, numbers, images, sound, drawings, letters, symbols etc. The trademarks are not only there to protect the owner’s rights but also for consumers to have absolute confidence in what they are buying. Reputation and quality are also associated with trademarks. Trademarks are usually registered for seven years but can be renewed again and again just by reapplying and then paying the required fee. N. Kannan (2010)
A design can be two or three dimensional like patterns, lines, colours, shape of an article, designs are usually made to make things like attractive and beautiful and have a commercial value. This design must be registered against un-authorized copying and limitation, when registered a five-year protection is giving of which can be renewed for another fifteen years. N. Kannan (2010)
The Copyrights are provided for items like musical, architecture, maps, computer programs, technical drawing, artistic work, literary etc are provided to the creators. Copyrights provide exclusive right to the owner or creator to use and or authorize other persons to use their work. The reproduction in any form such as copying, recording, printing or public performance is prohibited. This right gives the creator a financial benefit for a lasting period of fifty years after the creator’s death. Musical works including songs, lyrics, recorded on disk, broadcasted on the radio, or performed in public are covered for 100 years copy rights. N. Kannan (2010)
In conclusion we humans come across intellectual properties from day to day of our lives and these properties have been covered and protected by law under the intellectual rights. Hence the copying, adaptation, limitation, and un- authorized reproduction without a permission from the inventor or owner may amount to a serious offence. Hence the knowledge about this intellectual property rights are a must for everyone. Kannan (2010)

Provide a framework for establishing a knowledge management culture

Explain the contribution knowledge assets have on an organisation.  

[bookmark: _Hlk71962629]In other to explain the contribution knowledge assets have on an organization we must first define knowledge assets as Nonaka et al. (2000) defined knowledge assets as the foundation of knowledge – creation process and define as “firm-specific resources that are indispensable to create values for the firm”. Boisot (1999: 3) defined the knowledge assets as, “stocks of knowledge from which services are expected to flow for a period of time that may be hard to specify in advance, with an economic life viable within industry and market context”.
Knowledge assets can be the organization’s-controlled skill, capabilities, competences, and the way it is used to create output. (Reed & DeFillippi, 1990); heuristics of economy value, assumptions, and facts (Wilkins 1997); employees’ brains, databases, patents, processes, copyrights, and information in information systems (Housel & Bell, 2001); experiences, expertise, errors and other inferences and interpretations of information (Debowski, 2006). There are four types of Knowledge assets namely systemic, conceptual, experimental, and routine knowledge assets. Nonaka et al. (2000)
Also, knowledge asset managed properly will contribute immensely to an organization as there will be more effective learning, especially when in the form of knowledge sharing, it tends to produce a better learning outcome. It also helps in improving decision – making and smoother workflows as it gives employees the direct access to the required contents making it easier to find information needed right at their workstations and in turn assisting in jobs done more effectively as workflow will not be interrupted in a way of asking for help from either managers or work colleagues anymore. This could also be on mobile devices and gives employees access to knowledge from anywhere they may be.
It could also be used to prevent brain drain as if captured with the right technology, we ensure that future employees will have access to the same information, even though an employee leaves the organisation or a particular department. There are also the lower costs when organizations enable employees to create and share knowledge through a knowledge management system and reduce the relying on third party training companies.
There is also creating a collaborative knowledge sharing culture as we know that two heads are better than one, if there is an effective knowledge sharing platform, that means not one or two but all employees will be able to tap into it, this will lead to a more innovative, collaborative, creative, and open working environment with a more focus on teamwork and mutual support. Hence in conclusion all these discussed will result to a more effective, better – educated work force and this is an asset that an organization will benefit in the business world today where there is so much competition.


Evaluate the knowledge requirements for the organisation:

In other to evaluate the knowledge requirements for the organization, the author will first discuss the difference between tacit knowledge and explicit knowledge. Tacit knowledge is residing in the mind of the individual and transferable through socialization, mentoring etc while Explicit knowledge are codified knowledge found in documents, databases etc IT is essential for the transfer and storage. Nonaka (1994). Since tacit knowledge lies within the individual (Erden et al.2008), the transfer of tacit knowledge to organizational knowledge is the challenge companies tend to face. Please see Appendix G Tacit and Explicit Knowledge.

The SECI model which was put together by Nonaka and Takeuchi explains the conversion of individual tacit knowledge into organizational knowledge. Please see Appendix G for SECI Model. Hence, from the model there are four stages involved in converting tacit knowledge to organizational knowledge namely Socialization, Externalization, Combination, and Internalization. I. Nonaka (1994)
Socialization is the process of sharing tacit knowledge through presentation practice, observing, discussion, analysing etc. This type sharing is easy to do and hard to convert into a document. Externalization is when tacit knowledge is stored in a form of documentation and is the process of expressing tacit knowledge into explicit as we humans can cannot always memorize everything, hence through externalization tacit can become permanent or explicit. Combination is the process of reorganizing explicit knowledge, where it is edited or processed to a new explicit knowledge, new knowledge can easily be documented and shared while Internalization is a process where we learn from discussing, reading etc. Internalization can help in creating a new way in doing the same job. I. Nonaka (1994)
At Ucompare insurance there was a time when the author and his colleges where on a work night out and where just discussing work and the someone did mention how he delt with a difficult client which was resolved without it resulting to a complaint, because it was delt with professionally and in such a way that the colleague followed a procedure where comprehensive notes where left on the system as per what transpired between him and the client on several occasions, this comes under socialization(tacit to tacit), Some of the managers then used what the college said , summarised and then presented to senior managers , which is said to be Externalization ( tacit to explicit). It was then further reviewed, reorganised, and then compared with how other companies deal with incoming calls taking into consideration of best practice. A flow or script was put together and handed to every staff in the office, this is said to be combination (explicit to explicit). A meeting was then held and discussed with the front-line staffs regarding queries and ensure that the document was fully understood and going forward to be adhered to. This process is said to be internalization (explicit to tacit).

 


Evaluate the organisation’s framework for enabling knowledge sharing. 

The author has had a look at the ways in which knowledge is shared at ucompare insurance and they include feed backs & surveys from employees, its intranet, monthly/ quarterly reviews, and meeting.
The author would like to first discuss feed back and surveys where from time to time we are giving questionnaires to complete, and feedbacks are investigated and implemented by the senior management team. There is also the monthly and the quarterly reviews carried out by the managers too , A couple of months ago during a zoom call the author suggested how the company can generate more sales as due to the current climate in terms of the pandemic it is more difficult to win new business , the author suggested that they buy hot leads from the leads management company so as to make more money and also suggested a the use of fact find in recording details from client and storing on the clients account to avoid misrepresentation in the event of a claim this was then acknowledged and was encouraged to put the fact find together and then passed to the management team to look into and discuss and then approved in a form of a manual and how the new business sales team will capture the details in other to be compliant. once they are put together especially about improvements to practices and revied and then implement it viewed to be beneficial to the company. In conclusion Ucomapare insurance promote and actively engage in knowledge sharing which in turn benefits the company in terms of been competitive and growth of the company. 
 
Recommend improvements to the current framework. 

Ucompare insurance do try to promote the sharing of knowledge, by giving recognitions rather than financial incentives, the author strongly believe that there should be financial incentives as had a chat with some colleges at work and found out that most of them do agree with me as there was a time a college did suggested to the sales manager ways in which we can improve and hit the sales target , of which this was taking into consideration with the managing director and a business plan was put together and a trial for 3 months after the three months period they found out that the sales figures increased by 40% just through paper click and hot dial from major car dealerships. Although It was a success and still is the only thing, he received was just a recognition of which he thinks is not good enough as he has made a lot of money for the company and did not get a monetary reward in turn.
[bookmark: _Toc10392234]In conclusion I think it will be beneficial for ucompare to have some sort of financial reward to knowledge sharing as this will encourage more staffs to come further and share whatever knowledge they have so that the organization can grow and be competitive in a market that is highly competitive.
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Appendix B:     Knowledge sharing
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Appendix C: PEST Analysis


	P – Political & Legislative
	Insurance Act
Civil Liability Act
EU Legislation/Directives
Brexit
FCA (Financial Conduct Authority)
PRA (Prudential Regulation Authority)


	E – Economic & Business Environment
	National minimum wage
IPT (Insurance Premium Tax)
Unemployment
Financial Crisis
VAT (Value added TAX)
Inflation Rates
Interest Rates
NI (National Insurance)


	S – social & Cultural Environment
	Working - from home
Expectations of customers
Education
Mortality, fertility, and migration
Values, attitudes, and culture
The ageing population
Maternal/Paternal employment rates


	
T – Technological, Scientific & Physical Environment

	Natural disasters
Climate change
Technology advancement
Communication infrastructure
Automation
Solar power
Mobile devices












Appendix D: SWOT Analysis


	Political & Legislative
	Opportunities
	Threats

	Insurance Act
	Understandable, increase in ways of reducing fraud, straight to the point contracts
	Regulations and oversight for the expansion of products into different countries including the EU.

	Civil Liability Act
	The cost of Minor road traffic claims will be reduced
	Cost of implementing the new claims procedures from the previous ones

	EU Legislation/Directives 
	The balance with EU directive countries and the UK
	The cost and time it will take for the changes brought about the balancing practices with the EU

	Brexit
	Revised, beneficial, UK centric industry legislation - reduced
	Increase in the legislation, applicable law for products across the EU and the UK

	FCA (Financial Conduct Authority)

	The reduction of the mandatory yearly competency’s completion
	The introduction of SMCR-senior managers and certification regime, which is a stricter regulation, also the cost of implementing as all senior managers in an organization will have to undergo training 

	PRA (Prudential Regulation Authority)

	Reduced oversite within the insurance and financial industries
	The extra regulations, legislation, and the oversight for the expansion of the product lines across the bounder to different countries

	
	
	

	Economic & Business Environment
	
	

	National minimum wage

	The increase in the minimum wages will have a boost in the morale of employees
	This increase might result to cost cutting measures effected within organizations

	IPT (Insurance Premium Tax)

	This could be reduced in line with other countries i.e., EU and result to reduced premiums
	The UK’s IPT is one of the highest among other EU countries, which is resulting to increase in premiums

	Unemployment

	Less motor vehicles on the road and more people spending their holidays in the UK
	Increase in fraudulent claims and decrease in income in the travel industry in terms of insurance and premiums

	Financial Crisis

	Softening of underwriting rating structures to allow expanding or target markets
	Increase in fraudulent claims and decrease in income in the insurance industry in terms of insurance and premiums

	VAT (Value added TAX)

	This currently does not apply to insurance industries
	Will have to be paid if an
Organization extends to other products as currently planned. 

	Inflation Rates

	Increased income from inflated premiums
	Increase claim costs for loss on client’s insured risk

	Interest Rates

	Increase in revenue from customers paying via instalments i.e., direct debit through close brother’s finance
	Increased monthly payments for companies own credit lines

	NI (National Insurance)

	The reduction of NI contributions can help to free up capital for other projects
	Increase will result to cost cutting measures within the organization

	
	
	

	social & Cultural Environment
	
	

	Working - from home

	The cost of maintaining and running office will be reduced
	Increase in cost of implementing the IT and computers for use at home 

	Expectations of customers

	The increase in customers awareness of insurance products will reduce time and money spent in advertising
	Working 24/7 compared to the 9 – 5 normal business hours

	Education

	Reduced training cost for new recruits with better education
	Decrease in higher education reduces pool of potential candidates for high skilled roles

	Mortality, fertility, and migration

	Increase in life expectancy and wellness reduces sick pay and death pay outs
	Increased in global industries makes it harder to retain experienced and coveted staff

	Values, attitudes, and culture

	Customer satisfaction from the way they are carried along in terms of TCF and the underwriting process
	Increase in motor vehicle which in turn increase road risk

	The ageing population

	Low risk demographic
	More cost driven than service and products

	Maternal/Paternal employment rates

	The reduction in the average child per household reduces the maternity/ paternity pay
	Cost of wages to ‘inactive’ employees

	
	
	

	Technological, Scientific & Physical Environment
	
	

	Natural disasters

	Good company image when claims indemnity of clients is handled in the right way
	Greater claims cost

	Climate change

	Less winters have reduced escape of water claim
	

	Technology advancement

	Reduced cost and time in risk analysis
	Expensive to set up and run if not a well-known /common technology

	Communication infrastructure

	Availability of 5G network and increased internet speed, coverage making communication accessible from any where
	Over complicated and varying mediums can overload severs and employees

	Automation

	Reduction of human elements in the transportation/haulage with self-driving vehicles and robotics
	Confusing and unprecedented liability cases when collision / damages occur

	Solar power

	The reduction of energy cost and progressively green
	Increased pay outs from the use of solar panels and farms by the public

	Mobile devices

	Enabling easier, more accepting communication with customers
	Varying software and operating systems generating costs to replicate























Appendix E: Action Plan


	
	How we can take advantage of the opportunity
	How we can mitigate the treat

	Unemployment

	The changes made to underwriting decision not to charge for unemployed, also making changes to the renewal process and the money saved to cover cost
	Redesign the procedures, underwriting criterial for claims process, also making mandatory the proof of purchase for even smaller claims in other to reduce, deter fraudulent and exaggerated claims

	Civil Liability Act
	Reduced claims cost which then frees up revenue for more investment
	The restructure of he claims process especially for small claims and making it easier to understand

	Automation

	The use of data gathered from other industries like ford partnership and other resources to spearhead products aimed at automated vehicles industries and increase revenue generation
	Expand knowledge on crash/ fault rates and technology, clearly lay out liability lines

	Values, attitudes, and culture

	Reduce the underwriting criterial and loading on the use of motor vehicles for voluntary wok, aligning ourselves with community values
	Make customers aware of the difference between community work and other uses of the motor vehicle













Appendix F: Knowledge Management
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Appendix G: Tacit and Explicit Knowledge
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Appendix H: SECI Model
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