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[bookmark: _Toc29505268]Introduction

In the global world as we know and see it now it has become increasingly easier to access and transfer knowledge primarily through the internet, many organizations now use knowledge resulting from an analysis of data and information to compete more efficiently by creating more social and economical value for their customers and to greatly aid their employees in the workplace. It is not a surprise therefore that knowledge has been described as a key driver in performance and organizations have realized the importance of knowledge management. 
In this report I will be analysing the importance of Knowledge and Information Management Skills for an organization. I will be explaining what the relationship between data, information and knowledge is and how they are related to each other. I will also explain the relationship between individual knowledge and organizational knowledge and how it is implemented in an organization. This report will also explain and evaluate the knowledge actual and potential knowledge assets of an organization and analyze the modeling techniques that is used to identify knowledge assets.  This report will conclude effective knowledge management practices support organizations and why knowledge practices are important in the organization in the business world. The organization I will be analyzing my case study is Carphone Warehouse. I will be looking into how they use data, information and knowledge to enhance the services offered to their customers and how the employees benefit from knowledge sharing.
[bookmark: _Toc29505269]Carphone Warehouse

Carphone Warehouse was founded in 1989 by Charles Dunstone. With over 1100 stores across UK and Ireland, they are the largest independent retailer in Europe and the number one online independent retailer in the UK. In 2014 Carphone Warehouse merged with Dixon and became a subsidiary of Dixon Carphone PLC (CarphoneWarehouse, 2019).
[bookmark: _Toc29505270]Explain the relationship between data, information and knowledge?

Data, information and knowledge are all related to each other. Data, information and knowledge is acknowledged by organisations all over the world, it is almost impossible for any organisations to work without the combination of data, information and knowledge. For any organisation to do better they must fully understand the combination of data, information and knowledge. 
Defining data, information and knowledge can be difficult. Through external means and from a user’s prospective one can tell the difference between data, information and knowledge. it starts with collecting ‘data’ which is then processed, that processed data we refer to as ‘information’ which is then meaningful to individuals and therefore knowledge. Data, information and knowledge are different from each other but are connected in this manner.
Data is raw facts, information is an organised set of data and knowledge is meaningful information.
[bookmark: _Toc29505271]Data:

Is a collective of unprocessed information, data is raw product which then is converted to useful information. When we collect data, it can be something very simple, random and useless until it is processed and organised.  It is then presented in a given context to make it useful, it is called information (Diffen, 2019).
· Once you input raw data into a computer system, it then becomes information
· Unprocessed data becomes ‘information’ once that data is processed
· Information depends on data whereas data does not depend on information
· Information is specific whereas data is not
· Information has a meaning to the individual receiving whilst data does not
· Information is the actual product resulting from data whereas data is the raw material
· Data is all the facts organised together for reference and analysis
[bookmark: _Toc29505272]Information:
Information is a mental stimulus, perception, representation and knowledge. Processed data is known as information. Symbols, characters, images and numbers are classed as data in computer terms. These inputs give you a systematic meaningful interpretation of what the data and information is. Information is explained as an understanding of knowledge and this is then shared between people. Information can be based on facts, things or concepts. It can also be related to any topic in an organisation (AllKM, 2019).
· Analysed data
· Data collected and stored on a computer
· Information and facts provided on something
· A collection of data which carries news
· Meanings that are transferred by data
[bookmark: _Toc29505273]Knowledge
After the data is processed into information, that information is then classed as knowledge. Once we have our data and information, this is then applied to our experience and jurisdiction from the information we get knowledge. Knowledge is divided into two types, these are tacit knowledge and explicit knowledge (AllKM, 2019).
Knowledge has a very significant role in any organisation, it is the main source for an organisation. Knowledge is stored in human brain and many agree that knowledge is not personal. In an organisation knowledge is distributed and shared amongst individuals. Increasing knowledge enables to enrich the level of information gained on any topic. Knowledge is gained by retrieving information from data.
[bookmark: _Toc29505274]Tacit knowledge
Tacit knowledge is described as experience, ideas and skills that people have not codified and may not have expressed easily (Chugh, 2015). Tacit knowledge is knowledge that's difficult to transfer from person to person. For an organisation tacit knowledge can be a very important and valuable resource to  (Thriving, 2019)
[bookmark: _Toc29505275]Explicit knowledge
Explicit knowledge unlike tacit knowledge is expressed in print or in modern times electronic media, an example of this would be an encyclopaedia, manual or mathematical expressions and information on the internet. Explicit knowledge can be easily transferred between individuals.  There is no need for ‘experts’ or people with experience as it is transferred through hard data or documentation.  It can be conveyed also in the form of articles, books and seminars quite easily. Explicit knowledge is stored on hard storage such as books etc and in information storage devices and systems which usually has fast access.
[bookmark: _Toc29505276]Wisdom
Wisdom is the knowledge and the experience which help to make the sensible decision and judgements. As humans we use wisdom to judge between right and wrong computers however, do not have and most likely will never have the ability to possess this wisdom as this would require a soul, heart and mind to make a sensible decision; therefore it is a unique human state. It is an evaluated understanding of knowledge, information and data (Ackoff, 1989)
Wisdom is an opinion that everyone shares and expresses. It is also knowledge which has been accumulated and gained thought experience.

[bookmark: _Hlk29257450][bookmark: _Toc29505277]DIKW Model

Figure below shows the relationship between data, information, knowledge and wisdom.

[image: ]
Figure 1 DIKW model

[bookmark: _Toc29505278]How is data and information collected by Carphone Warehouse.
Carphone Warehouse collects personal information from customers through store visits, websites, mobile device application, email, social media or by telephone communications. Every time a customer visits Carphone Warehouse store or online shop, customer data and information gets recorded. They then use the data and information for the following:
[bookmark: _Toc29505279]Personal Information Carphone Warehouse collect are:
· Personal details, names, address, date of birth
· Contacts details, telephone number, email address.
· Transaction information, product purchased, price and bank details
· Identification details, documents such as passport, driving licence and bank statements.
· Employment details and financial position.
· Phone number and the date and time you called them get recorded
[bookmark: _Toc29505280]Details Carphone Warehouse house collect from online visits:
· [bookmark: _Toc512497657][bookmark: _Toc509921146][bookmark: _Toc509921283]Account information is collected, username and password.
· Details of your shopping products and preference.
· Details of the product and services you buy.
· You IP address, location and cookie data is collected.
· When you register online you subscribe to request further services and information on new products and updates.
[bookmark: _Toc29505281]How Information is used by Carphone Warehouse

In order to comply with the law on data protection, Carphone Warehouse use the information provided by their customers for the following reasons:
[bookmark: _Toc29505282]When customers are required to enter into a contract:

· Personal and bank details are collected to process with customer orders or to give customers a refund.
· Email and phones numbers are used to remind customers of an free mobile phone upgrade or inform them of their contract ending.
· If a customer has paid for the product which was not in stock they customers will receive emails, text message or a telephone call to update on their purchase.
[bookmark: _Toc29505283]Where there is a Legitimate Interest
· When a company required to process personal  data to carry out task relating to business this must be justified on legitimate interest grounds.
[bookmark: _Toc29505284]Communications

· Communication with customer to support and respond to their need.
· To obtain additional information.
· To see if customers are happy with their purchase and get feedback.
· Promote marketing activities and send new product and promotional materials
· Comply with you request, when a customer has informed not to contact them with promotional advertising.
· To give you an update about your order and purchase.
[bookmark: _Toc29505285]Personalise & Improve our Service

· Providing customers with interesting and relevant information, to help customers personalise their experience on online services
· Understand customer needs better and provide product and services according to customer needs.
· Improve contents on website and mobile App.
· To improve service on advertising, sales, marketing, technology, products and online services.
· Show customers relevant ad by using the data and information collected.

[bookmark: _Toc29505286]Company Interest
· When customers fail to pay Carphone Warehouse, they then use the data information to trace the client to recover payment.
· Protection against fraudulent and criminal activities. Protection against claims and other liabilities.
· For network and information security,
· Protection against loss, theft, damaged and authorised use.
· When we’re required to comply with our Legal Obligation
[bookmark: _Toc29505287]Personal information to comply with our legal obligations:
· To identify when customers contact
· To verify data accuracy
· To assist government bodies, in relation to any investigation carried by the government.
[bookmark: _Toc29505288]Customer vital Interest
· [bookmark: _Toc509921149][bookmark: _Toc509921286][bookmark: _Toc512497662]In certain situation it is in the customers vital interest for Carphone Warehouse to process personal information, personal information will be processed if there is any potential harm to their customers.
[bookmark: _Toc29505289]Explain the relationship between individual knowledge and organizational knowledge?

There is a deep connection between individual knowledge and organization knowledge as both go hand in hand. Every individual who work in an organisation bring their own skills and knowledge in a workplace, they cover and perform in many different roles. If an organization is not able to extract the correct source of knowledge in the correct form, this could lead to the failure of an organization. When an individual employee collects data, it then becomes information and knowledge which then becomes meaningful data, they contribute towards the success of an organization. When information becomes meaning for an organization, employees deliver for the progress and the success of an organization (Blair, 2015).

Different Organizational knowledge has to be implemented into a company’s products, process and services.  Organizational knowledge is a collection of information knowledge, an organization can employ its knowledge resources in various ways. For example, organizations should consider repackaging its available knowledge in a different format, they should offer training and motivate their employees to be more creative and encourage employees to input their ideas share their knowledge on the understanding of the product & services of the company.

In the organizational learning debates, there have many issues contested between relationship and individual knowledge It has been stated that individual learning leads to higher individual performance which together leaves a positive impact on an organization’s performance. It has been quoted that learning helps facilitate change and innovation so that the organization sustains a competitive advantage (Ropes & Thölke, 2010). 
According to March (1991), assumes a joint relationship between organizational learning and performance. He believes that an organizations performance affects its learning and performs better. Ropes and Thölke (2010), believes community of practice, influences individuals and group learning and becomes influential in organizational learning. This is illustrated in the diagram below:

[image: ]
Figure 2 Example of organizational learning model (Ropes & Thölke 2010)

Organizational knowledge is formed through unique patterns of interaction between people, technologies and technics, these are shaped through the organization’s culture and history, therefore this prevents other organisations from imitating and cannot be easily traded in the market. The power of the interaction between people, technologies and technics has a profound and deep impact on organizations knowledge management.
Successful organizations often use several tools and methods when attempting to identify, develop and implement the most applicable best practice. Many organizations implement programs on training, coaching, capability assessments, awareness activities expert rotation. Knowledge management has a crucial role within the organisations learning and identifying tacit knowledge of individual and teams. Many organizations believe systematic implementation are the best practises used in an organization. 
The process of knowledge sharing in an organization are:
· Training
· Coaching
· Workshops
· Observation
· Seminars
· Apprenticeships
· Conferences


Organizations should consider applying knowledge management, this will help companies to learn from success and failure, it is a systematic way of developing knowledge and will help organization to maintain in the market.
In any organization employees will have to have manage the knowledge that is beneficial and good for the organization. Managing knowledge is not easy, even if we have the knowledge, we must know how to use them and put them into practice within the organisation. 
[bookmark: _Toc29505290]Explain what is required to create, store, apply and integrate knowledge 

The validation of knowledge refers to the extent which a company can emphasise and reflect on to assess the effectiveness on the organization’s environment. When organizations employ new process and procedures and implement new technology, tools and technics, they should train and update their employees so they can make the transition easily and effectively and adapt to the new competitive reality. To be able to test the validity of knowledge, it may be necessary for organisations to have multiple and continual interactions between people, technology and techniques (Bhatt, 2000b).  
It is a meticulous process to validate knowledge and requires constant monitoring and in many cases a re-evaluation of the knowledge to ensure that it is still conforming to the current reality and, to many potential realities. As realities change so does the need to change parts of the knowledge into information and data and this may eventually be excluded. In any discipline there will be developments and this will result in new information, new rules and also new theories resulting in parts of the old theories becoming out of date and discarded.  It is vital, therefore that organizations are constantly reviewing and testing their knowledge base to ensure they are upto date within the discipline and that they are discarding whatever is outdated. It is extremely important that knowledge relevance is a core part of an organization as it can define its most fundamental competencies which cannot be imitated, it can quite easily be outdated if not kept upto date with the latest developments in the field. (Nonaka and Takeuchi, 1995) An example is a company manufacturing typewriters and ignoring the computer word processor and printer.
[bookmark: _Toc29505291]Explain contribution, knowledge assets of an organization

Knowledge assets and capabilities contribute towards the growth of an organization, identifying the knowledge assets and implementing its framework into your organization has a big influence on the company’s success. Knowledge asset is instructed and tacit knowledge, it is the drive for success for any organization. Once knowledge asset is structured, the organization will have its copyrights and intellectual proprietary rights in a codified from. This then becomes easier for organizations to share its knowledge internally and externally. Structured knowledge can be shared through internet in milliseconds, however a more expertise or experience knowledge is shared with other people and this takes time (weforum.org, 2019).
Knowledge assets management creates a baseline for progress measurement in an organization, it helps organisations reduces expert attrition and manages large collection of information, this helps workers to serve their clients more efficiently and better. 
· Organisations are able to protect their intellectual capital.
· Knowledge assets helps organizations focus on their main assets which is their human capital.
· Change their focus by adapting an optimal knowledge sharing strategy.
· Set collaborative methods, this will help organisations link people to people.
Knowledge assets come in another form, which is the physical assets. There are some knowledge that are not valuable from an organizations point of view. There are knowledge which is the integral to your ability to complete. This is where you need to distinguish the difference between knowledge assets and strategic knowledge assets as this will help you to compete and succeed (weforum.org, 2019).
You are able to see what you own when it comes to physical assets, however it can be much to asses knowledge assets. Most organization use the method knowledge map to identify the important knowledge resources that establish the company competitive advantage. There are two dimensions to map the knowledge assets, the first is unstructured to structured, tacit to explicit and the second dimension is the level of diffusion (weforum.org, 2019).

Organizations need to look at different knowledge assets and think of how they can link them. Linking two knowledge assets together will allow them to come up with new collaboration, this will then become very powerful. They also need to identify knowledge which they can then use in a competitive market.
In the diagram below it shows how you can place your knowledge and there are two dimensions highly diffused or highly undiffused, and then highly structured or codified and uncodified.[image: SEMK_strucdiffuse.001]
Figure 3


[bookmark: _Toc29505292]Analyze model techniques to identify knowledge assets

Organizations adopt model techniques to ensure they have an efficient and effective knowledge sharing system implemented within their organization, this helps to develop and process knowledge sharing amongst employees. Sharing knowledge helps the organization to function proper and it also increases the productivity of the company. Models are used in organization to capture the important and valuable assets. Most organizations have a system in place to manage, understand and develop the knowledge assets. Organizational technique models capture the fundamental features, break them down in manageable parts to understand how the actual system works. Models are associated with the domain they of they represent (Savolainen et al. 1995).

Different way of knowledge acquisition are:
· New employees
· Existing employees
· Knowledge from external environment
· Consultancy
· Outsourcing research development
· External training programmes
· Data base
· Machinery equipment.
· Information technology
Setting up knowledge management practice is the biggest challenge for any organisation. Most successful organizations focus on the centralized shared knowledge management services, this is managed though communication and sharing of knowledge management.  The following management are fundamental to knowledge management service:
Knowledge management tools:  organizations should share knowledge managments tools within their organizations. This will prevent employees from form their own infrastructure. When team build their own infrastructure, this can become very difficult for any organization to value and manage their knowledge assets.
1. Knowledge management culture: 
To manage knowledge management culture organisations must develop a method to ensure that knowledge base is upto date and applicable. 

2. Knowledge sharing programs:
Organisations should implement knowledge mentoring programs.  


3. Knowledge compliance: 
Compliance training adds value to the organisation, it improves business decisions, increases efficiency & productivity. 

4. Knowledge management integration: 
Integration of knowledge management helps organizations to better processes and practice programs and projects.

5. Knowledge measurement & reporting: 
Measuring human capital helps organizations to identify effective people management practices. If this is implemented correctly, it can help ensure the organisation get long term value creation. 

6. Continuous Knowledge Management Improvement:
Continuous and improved knowledge management approach will help organizations its competitive position in the market. This will increase revenue and achieve efficiency.
[bookmark: _Toc29505293]KM as a Strategic Management tool

Knowledge management is a Strategic management tool, it shows organization how to map out strategies to manage, plan and work work effectively  (Greiner, et al., 2007; Gao et al., 2008; Lee et al., 2012). This has become the most important resource method to knowledge-based view for an organization and enables to manage organizational capacity and leveraging competitive assets (Kogut and Zander 1992). Knowledge management will give greater focus on learning and help manage knowledge asset and encourage organizations to share the knowledge with their employees.
It is important for organizations implement the right method of sharing knowledge, to improve this process organizations should consider implementing a reward system. Organizations should work on improving and support the culture sharing knowledge system, this process will help employees understand the benefits of knowledge management, it will also help employees come up with creative and innovative ideas and help them feel more motivated.
When organizations apply knowledge management strategies this them to increase their benefits by:

· Increasing company benefits with an effective knowledge management strategy
· Knowledge management helps solve most of the common business problems and helps companies increase their benefits by:
· Business decision will improve
· An increase in efficiency and productivity
· Will help them work smarter by reducing time waste.
· Improve undefined collaboration
· An increase on the customer satisfaction
· Working with leading experts will improve quality and ability of management knowledge 



At Carphone Warehouse their knowledge management team recognized as the primary source of support. All their process and procedures are documented through their management system. This helps them manage process and procedure, this enables them to be documented, the management system will provide foundations for their customer self-care and management integration.
[bookmark: _Toc29505294]Recommendations

In order for Carphone Warehouse to get the maximum value from their intellectual assets, they should share knowledge as this will be the fundamental coloration for the company. They should implement the KM program to help leverage their assets, this will have the following benefit for Carphone Warehouse.
· they should free flow ideas.
· apply a streamline response time to improve their customer services.
· recognize and reward employees for knowledge, this will improve retention rate and productivity 
· implement a creative approach toward KM. knowledge management will capture and store knowledge, therefore I can then be passed to the right individual. This will result in higher productivity, improve efficiency this will increase the company revenue. 
I will recommend that Carphone warehouse should concentrate an working towards their knowledge sharing framework as the company has failed to their system which allowed unauthorised access to the personal data of over three million of their customers 1,000m employees (ICO.Org, 2018). They should consider implementing a data management risk system framework. 
Carphone Warehouse should consider the following:
· To manage risk data Carphone Warehouse should ensure strong IT governance and information security measures are in place, tested and refreshed to comply with the provisions of the law.
· A frequent review should be accessed to control and limit password sharing, all data records should regularly cleansed.
· Ensure appropriate technical measures are implemented. Identify people who will be responsible for the data security and ensure employees are well trained ads understand the importance of data security and the use of policies.
· Do recovery plan and implement a data breach legislation.
· Follow an ICO’s guidance plan to prevent from cyber security attacks. Having the right process in place will reduce cyber-attacks.
[bookmark: _Toc29505295]Conclusion

With access to so much data and the ability to collect it has become a vital part of any organisation in the modern world. However, organisations that really understand how to organise that data into information resulting in knowledge AND how to effectively use that knowledge really do, as the expression goes, have the power.
It is clear from this report that Knowledge Management is essential in maintaining that edge in this data and information era. There is excess amount of data being collected and stored because of the advancements and way technology is used making knowledge management a vital part of business whether private or public as is evident.  Storing and applying knowledge effectively is helping organisations such as Carphone Warehouse to share skills and techniques throughout its workforce which in turn ensures that the company is constantly increasing its productiveness and helping its employees in their roles.
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