Lianne Davies		BMSK5006

Skills for the Workplace
Module Assignment Submission 

Student Name:	Lianne Davies
Student Number:	1917783
Module No:	BMSK5006
Module Title:	Knowledge and Information Management


Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.
Permission for ILM to use this script
ILM uses learners’ submissions – on an anonymous basis – for assessment standardisation. By submitting, both the centre and the learner agree that ILM may use this script on condition that identifying information is removed. However, if you are unwilling to allow ILM use this script, please refuse by ticking the box: □


Table of Contents
Introduction	2
1.The correspondence between DATA, INFORMATION and KNOWLEDGE.	2
1.1 The correspondence between TACIT KNOWLEDGE and EXPLICIT KNOWLEDGE and how it is used and shared.	5
1.2 Knowledge Management models.	7
1.3 Evaluating organisational Knowledge assets.	8
2. Importance of Knowledge Assets and how an Organization shares and uses it.	9
2.1 Intellectual Property Rights	10
3. The effects of Knowledge Management on an organisation	10
3.1 Evaluate KNOWLEDGE REQUIRMENTS	11
3.2 THE FRAMEWORK FOR KNOWLEDGE SHARING	12
3.3 Suggestions for improvements to the Current Framework.	12
Conclusion	14
References	15
Appendix A	18
Appendix B	19





[bookmark: _Toc456901515][bookmark: _Toc72701979]Introduction 
This report will be split into 3 sections, the first section will be an in depth look at ‘Data, Information, Knowledge and wisdom, how knowledge is shared, either ‘Tacit or Explicit’, and some examples of knowledge sharing models, finishing off with the potential and actual knowledge assets. The second section will look at knowledge management using a student’s small business as real-life examples, and how organisations implement and share assets, and a brief look at intellectual property rights. The third and final section will be about the added value knowledge assets have, what they are needed for and why. And finally recommend improvements and how to do it, again using a student’s small business for examples.


[bookmark: _Toc72701980]1.The correspondence between DATA, INFORMATION and KNOWLEDGE.

Data is a multitude of facts presented in an unorganized way, they are made up of either numbers or characters, or even both. When data is collected and given context, it then becomes information. All organisations use data, larger companies rely completely on data, a bank or insurance company are 2 examples. Data is paramount ‘because it is essential raw material for the creation of growth’ (Davenport and Prusak, 2000 pg2-3)
The army has spent million of pounds on updating and looking at new ways to secure and deliver their data safely and easy to decode. An article written in ‘Army Sustainment’ by (Shapiro, Pirece and Trainer, 2016 pg15). They wrote about how the army used their resourcefulness to update and modernise their systems and processes. This was to enable the senior officers to make important decisions, with all the information easy to obtain. 
“This is the business of “big data,” which are data sets that are too complex for traditional data processing applications. Turning this big data into information that leaders can use to make the right decisions at the tactical, operational, and strategic levels.” (Shapiro, Pirece and Trainer, 2016 pg15)
Information is gathered from data, so data must have context to be able to interpret the information, Information must be of quality, or it will be referred to as “garbage, in garbage out”. The information must be qualitative (descriptive data) in nature. For an organization to see the importance of quality in some of the features of information using process flows (Appendix B) and decision making to communicate information into knowledge. 
Qualitative Attributes
• Relevance (R) 			 • Timeliness (T) 
• Exclusiveness (E)		 • Format (F) 
• Accessibility (D)		 • Accuracy (A)
• Verifiability (V)		 • Price (P)
(Targowski, 2005, Pg.57-58)
When information is generated to aid the decision-making process, the attributes play an important role. Is the information relevant? and is it accurate? Can it be verified? These attributes will have a direct effect on the outcome of a decision. 
A process flow is useful for recognising knowledge assets, an example of the students process flow for answering the shop telephone can be found in (Appendix B). From this example I have several questions.
1. What is the script? Words to say when answering the telephone at different times of day. (Explicit)
2. Where can the script be found? Next to telephone, inside Handbook/Manual. (Explicit)
3. How do people find it? Right hand side of main door. (Explicit)
4. Is it flexible? Yes! Team members are encouraged to help to the best of their ability. (Tacit)
5. Listening Skills! A skill to be used and enhance. (Tacit)
6. Communication skills! A skill to be used and enhance. (Tacit)
The replies to the question are in red, and blue for whether the information is Tacit or explicit.
Knowledge has now been gained from following the process flow chart. 
Many Articles, papers, and case studies can be found about data, information, and knowledge. (Radhajrishnan, 2019) simplified the process into four levels describing the entire relationship between data, information, and knowledge, and the fourth level Wisdom.
“During our stay in the world, we experience four levels of thinking. The first level of thinking is data. It is a collection of facts and figures. The next level gives us information. Information is collected and organized data, a reference tool. The third is knowledge, the information we have digested. At this stage, we can understand the information. Organized as knowledge, the information, we have collected, is given a context. The fourth and final level is wisdom. Many cannot distinguish between knowledge and wisdom. Both are, of course, different.”
(Radhajrishnan, 2019)
DIKW Model
[image: ]
Model sourced from (Ayan Brahmachary, 2018) 
Information once decoded from the data becomes knowledge, knowledge then becomes wisdom. (Dellinger, Castro and Mills, 2019) said this about wisdom.
“Wisdom is a uniquely human state, or as I see it, wisdom requires one to have a soul, for it resides as much in the heart as in the mind.”
1. Data: symbols 
2. Information: data that are processed to be useful; provides answers to "who", "what", "where", and "when" questions 
3. Knowledge: application of data and information; answers "how" questions 
4. Understanding: appreciation of "why" 
5. Wisdom: evaluated understanding.
Understanding the process through research and absorbing, to doing, to interacting and finally reflection. The Steps, Data Information and knowledge are referred to as the past, the data has been sorted, information was given and knowledge was gained, Wisdom refers to the future, putting the knowledge to good use, sharing the knowledge, and passing it through the organisation to continue growing.
How organisations use and share this knowledge varies. Again, a lot of research has been done around knowledge be it tacit or explicit or both, and how its best used within an organisation.

[bookmark: _Toc72701981]1.1 The correspondence between TACIT KNOWLEDGE and EXPLICIT KNOWLEDGE and how it is used and shared.
In an organisation, knowledge is known as Tacit, meaning knowledge that is arduous to put into words and put down on to paper. Tacit knowledge has both physical and cognitive structure, such as tying a shoelace and the values individuals have (Hislop 2002, Pg. 167), and according to (Maravilhas and Martins, 2019) Explicit, meaning knowledge that is. 
“It is codified, communicable through formal and systematic language. It can be stored in manuals, documentation, patents, blueprints, reports and other accessible sources”. 
 The distinction is Tacit knowledge comes from the mind, whereas Explicit is already outside of the mind and being shared and used.
 Research around this subject is still being completed today, there is still a lot to learn.  From my research many papers were written on the dynamics of tacit and explicit knowledge, and how organisations should use them, be it separate entities or using the balance of the two.  (Jasimuddin, Klein and Connell, 2005, pg. 109) said, “Organisational knowledge exists along a continuum of tacitness and explicitness.”  How organisations share their knowledge within the workplace can differ, many industries put it in the contract, others offer incentives and rewards, how employees feel about sharing knowledge is also questionable. (Hau et al., 2013) completed a survey study on 2010 employees from different organisations, on their desire to share their tacit and explicit knowledge, be it individual drive or social capital. The results are below.




	
	
	
	Social Capital breakdown
	 

	
	Organisational Rewards
	Social Capital
	Reciprocity
	Enjoyment

	Tacit
	Negative effect on KS
	A higher positive effect on KS
	A higher positive effect on KS
	A higher positive effect on KS

	Explicit
	Positive effect on KS
	Positive effect on KS
	Positive effect on KS
	Positive effect on KS


Information collected from (Hau et al., 2013, Pg. 362-363)
KS = Knowledge Sharing
The results are interesting in the sense of incentives having a negative effect on tacit, but employees are happy to share the information made available to them for a reward. Social capital having more of a positive result on tacit knowledge sharing, feeling valued by an organisation and enjoying one’s work and place of work makes for a successful business.
Other factors for employees sharing knowledge may be, enjoyment of teaching others, or trust, or even organizational culture (Razmerita, Kirchner and Nielsen, 2016, Pg.1129). 
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Picture of SECI Model sourced from (Researchgate, 2018)
Above is the SECI model introduced by (REF) The model describes the blend and exchange between the four processes of knowledge.
Socialization (TACIT to TACIT) – Aims at sharing tacit knowledge among individuals. 
Externalization (TACIT to EXPLICIT) – Aims at articulating tacit knowledge into explicit concepts.
Combinations (EXPLICIT to EXPLICIT) – Aims at combining different entities of explicit knowledge.
Internalization (EXPLICIT to TACIT) – Aims at embodying explicit knowledge into tacit knowledge.
Information sourced from (Nonaka, von Krogh and Voelpel, 2006)  
Spiral of Organizational Knowledge Creation
[image: Diagram, engineering drawing
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 Sourced from (Nonaka, 1994)
The spiral is the continuous cycle of organizational knowledge creation. 
[bookmark: _Hlk72588807](Nonaka, 1994, Pg. 34) “The theory explains how knowledge held by individuals, organizations, and societies can be simultaneously enlarged and enriched through the spiral, interactive amplification of tacit and explicit knowledge held by individuals, organisations, and societies.
The divide between individual knowledge and organisational knowledge, is that when individual knowledge is created, used, and shared it becomes organisational knowledge.
(Nonaka, 1994, Pg. 34) “Organizations play a critical role in mobilizing tacit knowledge held by individuals and provide the forum for a “spiral of knowledge” creation through socialization, combination, externalization, and internalization.”
Using the SCEI model organizations can continue to grow and expand their knowledge management. All the four processes link in an effective collaboration that pushes the knowledge creation process to the next level. 
There are a lot of models that can be used to help organisations enhance their Knowledge Management, the next section has a few examples of these useful tools.

[bookmark: _Toc72701982]1.2 Knowledge Management models.
DIKW hierarchy
[image: ]
Sourced from (Ayan Brahmachary, 2018)
This model is another version of the DIKW pyramid, it can be used to help analyse organizational problems from within. The model helps you look at the “what, where, when and who questions e.g., what is the customer looking for from Fifi’s Snack Bar. The information then leads to the knowledge e.g., customer wants hot soup as an option, answering the “how” question and finally the “why” question is answered e.g., its seasonal and hot soup is perfect for the winter season. Wisdom can help an organization develop new ideas to improve their services.


SWOT
	Strengths
Experience.
Local knowledge.
Social media Presence. 
Outstanding customer skills.
Great customer feedback.
Knowledgeable and trustworthy team. 

	Weakness
No experience running own business.
Limited Space.
Single location means limited reach.
Limited Menu.
No reputation.


	[bookmark: _Hlk72671744]Opportunities
Local potential for catering contracts.
Online takeaway system/ App.
Returning Customer.
Expand business.
Move to larger premises.
Utilizing team members other skills
Outsource training for team.
	Threats
Limited Income.
Competitors nearby.
Outgrow current workspace.
Rising Food costs.




SWOT stands for strengths, weaknesses, opportunities, and threats. This is a great tool for an organisation to evaluate and create awareness about their present and future business needs.

[bookmark: _Toc72701983]1.3 Evaluating organisational Knowledge assets.
In this section I will be using a student’s small business as an example to demonstrate the importance of knowledge management within an organisation be it large or small. Here is a brief introduction about the student’s business.
Fifi’s Snack Bar is a small food business, including the owner there is 9 members of staff. Food is available via the snack bar and for takeaway, catering is offered for parties, meetings, and any other occasions.
For this student to have a successful business, knowledge needs to be created, this has already been half completed by the student while setting up the business and using previous knowledge collected from other resources and experience. The other half will be collected through tacit knowledge sharing from the student’s peers, family, friends, and customers. 
“People often learn tacit knowledge through close observation and interaction with someone who already possesses that knowledge, as an apprentice learns his trade from a master craftsman”.
(Holste and Fields, 2010, Pg. 131)

Knowledge Assets in place.
Staff contracts (Explicit) – Personal and financial information.
Team Handbook/ Training Manuel (Explicit) – Day to Day running of the business. Expectations of team members. Job description.
Food spec (Explicit) – Ingredients, presentation.
On Job Training (Tacit) – Learn, interpret and Embrace.
Team Meetings (Explicit and Tacit) – Share Information on business, open dialog for new ideas. Reward and recognition.
What’s App group (Tacit and Explicit) – A forum for constant communication between the team, sharing ideas, concerns, ask for advice, give advice, sharing updates from the government regarding H&S and Food Hygiene.
Customer information (Explicit) (Valuable) – Personal/work information i.e., names, addresses, contact details and financial information, Contracts etc.
Paperwork (Explicit) (Valuable) – Health and Safety, Food Hygiene, kitchen checks, financial, stocks and ordering.
Storing these assets in a small business can be challenging when working on a low budget, A lot of these assets are in paper form, documents, folders, and notice boards for the standard assets and for Valuable assets information is stored on a laptop that is password protected and locked away. The standard explicit assets are readily available to all team members, and tacit knowledge is available from senior team members at any given time. 
[bookmark: _Toc456901517]
[bookmark: _Toc72701984]2. Importance of Knowledge Assets and how an Organization shares and uses it.

Applying this knowledge is the student’s responsibility as the business owner. To ensure all team members are treated the same at the start of employment, the student has a checklist in place (Appendix A), this list ensures that new members of staff are given the same knowledge as everyone else when starting at Fifi’s Snack Bar. Meetings are scheduled every fortnight, to discuss relevant business information, Feedback, any other business, and reward and recognise, it is also a time to reflect on what they do, how they do it, what can they do better? One to one’s are held once a month, where feed back is given, a chance for both manager and team member to discuss everything needed and create an action plan for further development. The student believes that putting in the effort with sharing knowledge and empowering the team will give their trust and commitment to the student and the business, and in return the student will trust the team with the business.
The Knowledge process sharing Model.
[image: Botha model | Knowledge management, Knowledge, Knowledge database]
According to (bortha et el, 2008, Pg. 14) knowledge can be divided up into three categories, Individual knowledge is tacit in nature as it comes from inside our minds and not made explicit yet. Organisational knowledge is both tacit and explicit as results come from training and learning information that’s explicit but turned tacit by teaching. Structure knowledge is firmly implanted into the culture of an organisation in explicit content such as process, manuals, and code of conduct ethics.
(Nonaka, 1991) believes the relationship between tacit and explicit knowledge creates learning in an organisation.
[bookmark: _Toc72701985]2.1 Intellectual Property Rights
 IPR is an abbreviation for Intellectual Property Rights, this means applying for protection, such as.
Copy right – Exclusive rights.
Trademark – Protect products and services.
Patent – Legal Right, Protection against others taking or using.
As the student is a sole trader, there is no need to register for any IPR, however if the student decides to expand by adding investors and moving to a larger premise, they will have change there status as sole to a limited partnership and possible apply for IPR if needed.

[bookmark: _Toc72701986]3. The effects of Knowledge Management on an organisation

Knowledge assets refers to an organisations tacit and explicit knowledge, examples of tacit knowledge are on job training, buddy system and examples of explicit are handbooks/manuals, systems/networks. Knowledge assets should be the number one priority in any organisation. To enable employees to make good decisions on their behalf, employees need to have the information available. Using the student’s business as an example of how important knowledge asset are with an organisation. Fifi’s Snack bar has a few members of staff and to ensure the student can take time away from the business to complete studies and take personal time, all staff have been trained personally using both tacit and explicit knowledge the student has available. To make learning fun team members are encouraged to send mini videos or pictures of their work, to the what’s app group or privately messaged, to help and inspire other members when learning the business. This is important as it keeps learning fun with open communication and the feeling of being included in the organisation.
(Chen and Mohamed, 2008) wrote a research paper on the construction industry about “the relationship between knowledge management activities and performance” using a questionnaire and interviews to gain insight. The research concluded that managing organisational knowledge is important for the durability of the business. Knowledge management needs to have a plan of action for the business objectives. Their findings expressed that more attention needs to be made to. 
“The KM process should be programmed as an integral part of the business process, whilst with KM related activities, objectives, measures should be specifically outlined. Tacit knowledge externalisation, capture, dissemination, and utilisation should be the focus of KM process. IT systems, which have been focus on managing explicit knowledge of the construction context, should be developed with more functions of facilitating tacit knowledge management activities.”
This implies that improvements, adding new ideas or concepts at all stages of knowledge management should be an organisation’s focus for success in the construction industry.
[bookmark: _Toc72701987]3.1 Evaluate KNOWLEDGE REQUIRMENTS 
(Riley, Michael, and Mahoney, 2017) wrote an article using empirical evidence about the economic value organisations have when investing in human capital with training and how much the organization benefits from it. It found that ‘Developing and nurturing employees’ knowledge and skills ‘could improve productivity. Which in turn improves the bottom line. 
When looking at evaluating knowledge assets a benchmark is needed to measure said asset, to do this they need to be separated into two categories. Is the knowledge Idiosyncratic (rare) this can be classified as valuable, such as contacts and contracts for catering and food delivery service, this is valuable to the student because they don’t want their competitors getting hold of that information to use against them, or is the knowledge codified (common) this can be classed as standard, handbook/ manual are a good example of codified knowledge, all employees have access to the same knowledge and it can be updated when new knowledge becomes available.
[bookmark: _Toc72701988]3.2 THE FRAMEWORK FOR KNOWLEDGE SHARING
To enable the student to share knowledge, structure must be in place to maintain consistency, the team have access to the team handbook/ manual, food spec with pictures and ingredients, they are also tacitly taught how, while training. The work area has notice boards filled with information on health and safety, food guidelines, them team has a what’s app group which is used for sharing knowledge and ideas, communicating, and updating on relevant news. Training is also a way for sharing knowledge, especially when new items have been added and the team need to learn the spec. 
(Mkhize, 2015) wrote an article on “A Knowledge Sharing Framework on the South African Public Sector” It expressed a failure in skills training and that some individuals have acquired the knowledge but the skills for conveying presented an obstacle. The findings showed that the sharing of knowledge occurred through “web-based socially orientated platforms”. With the use of mobile phones. 
The student uses What’s app to communicate with their employees, where they can share web-content, videos, and pictures. This enables the student to deliver important messages to the team. Such messages could be changes to the government guidelines surrounding food hygiene.

[bookmark: _Toc72701989]3.3 Suggestions for improvements to the Current Framework.
The student has strong assets in place for creating and sharing knowledge, having strong human capital in place is guaranteed for a successful business, however, to keep up with current and future expectations, knowledge needs to keep flowing and growing. Suggestions for improving current knowledge assets would be to invest in an app to help with food orders and deliveries, this will free up LABOUR, as telephone calls will decrease, and more TIME will be spent on the services.
Using the student’s SWOT analysis to look at improvements that can be actioned now. Opportunities are a great way of improving the student’s current structure.






	Opportunities
Local potential for catering contracts.
Online takeaway system/ App.
Returning Customer.
Expand business.
Move to larger premises.
Utilizing team members other skills
Outsource training for team.


Sourced from student’s swot. 
There are many items from the student’s swot, that have potential to be actioned to help improve the structure. Using the first item on the list ‘Local Catering Contracts’ and ask, ‘how’ we can put this into action.
Using a Mind map to brainstorm ideas, this can also help you see what’s involved to get those contracts. Is it costly? Advertisement, training time, and food costs? Can it be achievable? Are team interested in sales, is the information readily available? What are the positives/negatives? Its it cost worthy, will there be interest?
[image: ]
This can be applied to all the potential opportunities; cost will play a big part in committing to seeing it through, the student for example is running a small business, and to ensure profits can be made, budgets are created and adhered to, to ensure the business is paying the bills, labour, and food costs.





[bookmark: _Toc72701990]Conclusion

In conclusion knowledge management, is very important to an organisation’s success. Using the student’s business as a live example, we can see that even for a small business knowledge assets are essential to the day to day running of the business, the buddy system is a great way of sharing both tacit and explicit knowledge especially when the trainer is a senior member of staff and can teach more than words can express, but with encouraging team members creation ability, new ideas can be created and turned explicit to capture the format, and turn it to tacit when being taught from someone with experience. The ability to use tools to better a business is a visual that can be monitored and updated and passed on.
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	NEW HIRE CHECKLIST
	
	

	Employee Name
	 
	Position
	 

	Date Hired
	 
	FT/PT
	 

	 
	 
	 
	 

	Paperwork Required:
	 
	 
	 

	 
	CV
	 
	 

	 
	Personal Information
	 
	 

	 
	Financial information
	 
	 

	 
	Emergency Contact
	 
	 

	 
	Copy of Passport/ Drivers Licence
	 
	 

	Training
	 
	 
	 

	 
	Health and Safety
	 
	 

	 
	Food Hygiene
	 
	 

	 
	Team Handbook/ Manual
	 
	 

	 
	 
	 
	 

	 
	On Job training/ buddy (2 Weeks)
	 
	 

	 
	One 2 One (After 2-week training)
	 
	 

	 
	 
	 
	 

	To Do.
	Add member to What’s App
	 
	 

	 
	Uniform & Name badge
	 
	 

	
	
	
	

	
	
	
	

	
	
	
	

	(ADD TO PERSONNEL FOLDER)
	
	

	
	
	
	


Information sourced from student.
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Example of Student’s Business Flow Process - Answering the phone 
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