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Executive Summary 

This report will provide an evaluation of the concept and importance of knowledge management in the context of an organization’s knowledge assets. The report will also explain the relationship between data, information and knowledge and explain the relationship between individual knowledge and organization knowledge. 

Furthermore, analysis and modelling techniques will be applied to identify knowledge assets. Evaluation of actual and potential knowledge assets will be included. The report will demonstrate an understanding of important knowledge management process in the context of organizational development by explaining what is required to create, store, apply and integrate knowledge. 

Within the report the importance of intellectual property rights will be considered, and an explanation of the contribution knowledge assets have on an organization.  The report will also evaluate the knowledge requirements for the organization, evaluate the organization’s framework for enabling knowledge sharing and recommend improvements to the current framework. 









	









Introduction

This report will provide an insight of the organization including its history, vision and what they stand for. The context of the organization that will be looked at is Data Protection of users at Lidl including customers, suppliers and employees. The importance of data protection and why it is important. How Data protection is maintained and the rights of the individuals whose data is being collected. 

Relationship between data, information and knowledge will be explained by explaining what data, information and knowledge is. Appropriate diagrams will be provided along with explanation and example to help the process of understanding about data, information and knowledge. 

The relationship between individual and organizational knowledge will be explained. This will be carried out by explaining what/ who organization is made up of. The report will explore how knowledge is acquired and the process it goes through from individuals to organizations knowledge.

Analysis and modelling techniques will be identified to identify knowledge assets. The importance and benefits of analysis and modelling techniques. what are actual and potential knowledge assets within an organization. The process of actual and potential knowledge assets and how it can be utilized. 

The importance of knowledge management process will look why knowledge management process is important and how it can impact organizations. The report will also include the benefits of knowledge management process and the types of knowledge management process organizations may include or practice.   

Requirements for creating, storing, applying and integrating knowledge will be looked at. How knowledge is created, stored, applied and integrated. Nonaka and Takeuchi (2995) model of knowledge creation will be looked at. Within this report the importance of intellectual property right will be explored. What is property right, why it is important, what it covers and the benefits of intellectual property rights. 

Evaluation of knowledge requirements for the organization will be explored along with the organization framework for enabling knowledge sharing. Finally, recommendation will be provided to improve the current framework. 



  

1.0 The case study organization and Data protection context

Lidl opened its first store in the UK in 1994 and now has over “700 stores and twelve regional distribution centres across Great Britain employing some 20, 000 people” (Lidl , 2019). Lidl feels proud of providing customers with high quality at low price and to make this happen the organization works closely with their suppliers.  

The organization is interested and passionate in sourcing local produce as much as possible. “Two thirds of Lidl’s produce come from British suppliers” (Lidl, 2019). The brand was founded in Germany and now it has become one of Europe’s leading food retailer. 

Lidl’s vision is to “enhance the lives of customers, by providing quality products at market leading value, whilst ensuring that customers satisfaction is at the heart of everything they do” (Lidl, 2019). 
The mission of the organization includes:
· Provide outstanding customer satisfaction.
· Ensure market leading quality and value by constantly innovating and improving the efficient processes, driven by technology and people” (Lidl, 2019). 
· Maintain sustainable relationship with business partners and contribute positively to local communities.  
· Invest in recruitment, training and development of employees to achieve long term success. 
Data protection
Data protection is legal “controls of how personal information is used by organization, business or the government” (GOV.UK, 2019). Data protection principles must be followed strictly by everyone responsible for using personal data. The following must be assured when handling data:
· Fair, lawful and transparent use of data. 
· Specified and explicit purpose of use.
· “used in a way that is adequate, relevant and limited to only what is necessary” (GOV.UK, 2019).
· Up to date and accurate.
· Time bound.  
· “handle in a way that ensures appropriate security, including protection against unlawful or unauthorized processing, access, loss, destruction or damage” (GOV.UK, 2019). 
Strong legal protection is provided for sensitive information such as race, ethnic background, political opinions/ interest, religious beliefs, trade union membership, genetics, biometrics, health and sex life or orientation.
Data protection act provides individuals with the right to find out what information the government or organizations hold and store. The right to data protection includes being informed about how data is used, access to personal data, update incorrect data, erase data, stop or restrict processing of data, data portability and object to how data is processed.  

1.2 Relationship between data, information and knowledge. 
To be able to explain the relationship between data, information and knowledge it is important to understand what data, information and knowledge is.

Data is meaningless raw facts and figures collected for reference or analysis to help with decision-making. This can be in the form of quantities, characters and symbols that can be stored electronically and be used by a computer. For example, number of customers visiting Lidl per day is raw data without any purpose which makes it meaningless. 

Information is meaningful, accurate, specified data organized for a purpose that is presented within a context providing meaning and relevance. This may “lead to increase in understanding and decrease in uncertainty” (DB Dictionary, 2019). Information can affect the behaviour, decision and outcome. 

For example, having the information about number of customers visiting Lidl daily will help make decision, on whether number of employees required should increase or decrease. This shows how meaningless raw data has now been turned into meaningful information with specific organized serving purpose. 

Knowledge is “facts, information and skills acquired through experience or education; the theoretical or practical understanding of a subject” (Dictionary, 2019). Knowledge can come in tacit and explicit form. Tacit knowledge is based on perception, beliefs, values, intuition and experience. Explicit knowledge comes in highly detailed, formal of manuals, documents, procedures and database files form. 

Knowledge is the (1) cognition or recognition (know-what), (2) capacity to act 
(know-how), and (3) understanding (know-why) that resides or is contained within the 
mind or in the brain
Knowledge is the (1) cognition or recognition (know-what), (2) capacity to act 
(know-how), and (3) understanding (know-why) that resides or is contained within the 
mind or in the brain
“knowledge is the cognition or recognition (know-what), capacity to act (know-how), and understanding (know-why) that resides or is contained within the mind or the brain” (Liew, 2007). Knowledge can be useful in creating value and making our lives better. 

In simple the relationship between data, information and knowledge is that “data are the basis for the composition of information, while knowledge over a specific topic is given by information reprocessing” (Navoni, 2015). Figure 1 and Figure 2 will help you understand and analyse the relationship between data, information and knowledge:

Figure 1 the process of Data, Information and Knowledge (Navoni, 2015)


Figure 2 the Structure of Data, Information and Knowledge	(Navoni, 2015)

In the context of data collected at Lidl through customer surveys may “include age, gender, location and opinions” (Lidl, 2019).  The data collected will be turned into valuable information to improve Lidl website experience, customer offering and online services. 

The information gathered through data collection may be turned into knowledge such as customers age range, the gender and access location. The information gathered and knowledge gained will help to improve/ provide better market age range, gender flexibility and easy to access.    

1.3 Relationship between individual knowledge and organization knowledge. 

In order to understand the relationship between individual and organizational knowledge, is important to understand and acknowledge what is an organization. An organization is made up of an organized group of individuals. This means organization knowledge is group of individuals knowledge collectively put together to serve a purpose”.

To acquire knowledge and pass on to organization an individual must interact with “customers, suppliers, competitors and partners in co-operative ventures” (Maund , 2018). Knowledge can also be gained through interaction with social group or organization within certain social and cultural context and transfer it to organization, which than becomes organizational knowledge. 

Organization may choose to acquire knowledge “through the employment of new workers who absorb knowledge from external environment” (Maund, 2018). This shows that individual knowledge is transformed into organizational knowledge to serve its purpose and enhance the service provided. Figure 3 below demonstrates and “takes into account that individual knowledge is the starting point for organizational 
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[bookmark: _GoBack]Figure3 Knowledge management model (Miura, 2007). 

Individuals knowledge stems from information of raw material which requires the basis of knowledge management. The raw material of information goes through the process of interpretation, reflection, and connection within a certain context. In the process individuals must “consider connecting new information with existing knowledge and combining different sort of know-how”  (Miura , 2007). 

The knowledge than goes through the output process in the form of tacit or explicit followed by conversion through socialization, combination, externalization and internalization. This result in group learning followed by dissemination of organizational knowledge. 

For example, in the context of data protection at Lidl individual might have access to new information about changes to data protection law. The individual might interpret, reflect and connect new information with existing organizational knowledge about data protection laws. The individuals might than output the knowledge in tacit or explicit knowledge form, followed by conversion for group learning and distribute for organizational knowledge or learning at Lidl. 

1.4 Analysis and modelling techniques to identify knowledge assets.

SWOT analysis is a fantastic way of identifying knowledge assets. SWOT stand for Strengths, Weaknesses, Opportunities and Threats. Below is an example of SWOT analysis that can be applied in order to identify Knowledge assets in an organization.

	Internal Strengths
Here you need to identify the available or possessed intellectual assets of the organization that helps to create or enhance an organizations success.
 
The strengths may include know how of system use, “unique techniques, leading edge,  availability to all who need it, can be validated, in a form not vulnerable to loess and comprehensive” (Mackintosh, et al., 2001)
	Internal Weaknesses
Here you identify all the weaknesses in regard to knowledge assets. This includes difficulty to perform as other may have knowledge bottleneck.

Other weaknesses may include   vulnerable to losing expert levels, knowledge gap, inconsistent and becomes out of date.  

	External Opportunities
Here you need to identify anything that will help you to develop, enhance, gain and grow. 

External opportunities may help you to develop a new product, provide new services, sale in its own right and be patented. 
 
	External Threats
Here you identify anything that will stop or slow the development, enhancement, growth and accusation process. 

External threats may include competitors replicating or recruiting your staff, causing bad publicity and recurring patents.  


Table 1: SWOT analysis  (Mackintosh, et al., 2001).
The SWOT analysis will help identify whether there is knowledge bottleneck or knowledge gaps. On the other hand, the “opportunities and threats will indicate the potential value of the knowledge asset to the organisation” (Mackintosh, et al., 2001). SWOT analyses “provide most of the information needed to determine where knowledge asset management could benefit an organisation” (Mackintosh, et al., 2001). The analysis should help to identify a list of “knowledge assets which the organisation wants to disseminate, apply, or otherwise manage more widely” (Mackintosh, et al., 2001). 
Other modelling techniques to identify knowledge assets includes:
· Knowledge Creation Model by “Nonaka and Takeuchi (1995)” (Maund , 2018).
· The 4I Framework of organizational learning by “Crossan et al (1999)” (Maund , 2018)
· Information- Space Model by Boisot (1998).
· Learning with Knowledge Cycle Model by Demerest (1997).
1.4 Evaluation of actual and potential knowledge assets.

In order to evaluate actual and potential knowledge assets first we have understood and acknowledge what is actual and potential knowledge assets. Actual knowledge assets can be defined as accumulated intellectual resources the organization already has. 

Actual knowledge can be “possessed by your organization and its workforce in the form of information, ideas, learning, understanding, memory, insights, cognitive and technical skills, and capabilities” (Baldrige Glossary, 2019).  Actual knowledge assets are the know-how the organization has available to use, invest in order to grow or enhance its purpose. 

Potential knowledge assets are something that is potentially available in order to gain as actual intellectual assets. Potential knowledge assets can be gained as actual knowledge assets through the organizations source such as the workforce, database, documents, guides, software, policies and procedures.

In the context of Data Protection when customers or users visit the Lidl website the actual knowledge asset the organization holds are the importance of Data Protection. The potential knowledge assets gained includes “customers IP address, website URL, the date and time of the query, type of user agent used and the web page referral to the current page” (Lidl, 2019).  

Other actual knowledge assets Lidl holds of users includes: the data Lidl process when visiting their website or application portal, what data is processed as part of application process, time bound of  the data, the right customer have when processing their data, who to contact if any questions about application, data protection and the exercise of users rights. 


2.0 Importance of knowledge management process.

Knowledge management is very important as “we live in a knowledge economy, making knowledge one of the modern company’s most important assets” (Greene, 2019). Poor knowledge management process can impact an organization on a very large scale.  On the other hand, effective knowledge management process can increase company productivity by 10-40%.
“Given the importance of knowledge to efficiency and productivity, it’s critical that organizations manage their knowledge effectively” (Greene, 2019). Knowledge management process allows group of individuals in an organization to share, access and update knowledge and information.  
Knowledge management process in an organization may include:
· Cross- training programs.
· Document management systems. 
· Content management systems (CMSs). 
· Social networking tools.
· Chatbots. 
There are many benefits of knowledge management process. Some of the benefits of knowledge management process includes- less time spent in recreating existing knowledge, information being available when required, reduce in mistakes, informed decisions, standardize processes and better service for employees and customers. 
Other reasons why knowledge management process is important includes: Information and resources being available for access by employees as per requirement. Knowledge being retained within the business even after employees move on from the organization. To ensure the “organization effectively takes advantage of existing expertise” (Elcom, 2015). Provides “standardisation processes and procedures for knowledge management” (Elcom, 2015).  
 2.1 Requirements for creating, storing, applying and integrating knowledge. 
Requirement for creating knowledge involves “the existence of a person or group of people who come up with new ideas, new concepts, innovative products and process” (Maund, 2018). The process of creating knowledge also “involves a people and technology dimension and the processes that link the people and technology” (Maund , 2018).

Nonaka and Takeuchi (1995) model of knowledge creation can be utilized to create knowledge. The model is “most widely used framework for knowledge creation through socialization, combination, externalization and internalization” (Maund, 2018). 
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Figure 4 SCEI model of knowledge creation (Evenson & Dubberly, 2011).


Knowledge can also be created or acquired through training, communication, new experience, recruitment, mergers, acquisitions, consultancy, Research and Development (R&D), database, machinery and equipment. A key factor to remember in relation to acquisition of knowledge, is that creativity and innovation is the key element in developing new knowledge.

Knowledge can be stored and applied in the form of hard copy and electronically enable tools. Hard copy documents may come in the form of “memos, reports, presentations, articles and so forth and put it into a repository where it can be easily stored and retrieved” (Maund, 2018). 

Organization must consider employees access or availability when storing knowledge. Organization should store and protect knowledge to prevent and control its widespread dissemination. When knowledge is widely available there is no distinctive advantages to be gained through its acquisition. This means organization must be consider how much or who the knowledge is available to. 

Finally, knowledge must be stored in an organized way to be able to select and retrieve specific items quickly or effectively. How and the time knowledge is stored for will depend on the type of organization and knowledge sensitivity. For example, in the context of Data Protection at Lidl “where voice recordings have been made, they will be kept for 30 days before being deleted” (Lidl, 2019). 

At Lidl knowledge about user’s should be stored and protected safely against unauthorized access to information/ data in order to prevent data breach and control its wide spread dissemination. Knowledge may be stored in database types such as:
· Flat file database.
· Free form database
· Hypertext database
· Relational database management system. 
In certain circumstances depending on the sensitivity of knowledge it may be stored with encryption and password. Below is the knowledge life cycle which demonstrate the life cycle of knowledge:
 Figure 5 Knowledge Life Cycle;  (Maund, 2018).


The 4 stages of WIIG’s model can be utilized to create, store, apply and integrate knowledge. The stages consist of “Building Knowledge, Holding Knowledge, Polling Knowledge and Applying Knowledge” (Tutorialspoint, 2019).

To apply knowledge organization needs to identify gaps in knowledge and examine the current knowledge with the new knowledge gained. To apply knowledge organization needs to communicate, provide training and development, employee new people etc. Knowledge may be integrated through “information and communication technologies, human based social interactions and systems or through pathways and media-based means and library” (Maund, 2018).





2.2 The importance of intellectual property rights.

Intellectual property rights are valuable assets of your organization. Intellectual property right help to secure and protect organizations assets against infringement by others and defend “your sole right of use, make, sell or import” (NIBusiness, 2019) at courts. This means without your permission others cannot use, make, sell or import your assets. Furthermore, intellectual property rights allow organization to earn royalties, make money and exploit it through strategic alliances. 

Through intellectual property right many aspects of the organization can be protected such as: “name, logo, design, innovation, works off creativity or intellectual effort or trademarks that distinguish your organization”  (NIBusiness, 2019). Advantages of intellectual property rights includes:

· keeping business unique from other competitors.
· Offer something new and different to the consumer.
· Be used as security for loans  (NIBusiness, 2019).
· Non-patentable IP being “protected under trade secret laws including formulas, customer lists, business methods and manufacturing process” (upcounsel, 2019). 
In the context of Data Protection at Lidl intellectual property right will help secure and protect customers and supplier’s information and data. The IP will also help keep the organization unique from others and provide users something new and different every time.  For example, Lidl might come up with new way collecting or protecting user’s data and information. 


2.3 The contribution knowledge assets have on an organization. 

First of all, knowledge assets are essential to organization competency and capability. This mean knowledge assets contribute by making the organization competent and cable in what they do or provide. Knowledge assets also contribute by solving problems through reusable problem-solving experience. For example, if an employee has knowledge about how to fix certain technical problem, this knowledge can be stored and reused whenever that particular problem occurs.  This will help save time and money and elevate profit. 

Knowledge assets enables better and faster decision making. For example, you can “solve an internal issue, analyse trends, understand competition or plan new strategies, by looking through information and resources in order to support such activities” (Postolache, 2017). 

Knowledge assets also contribute by stimulating innovation and growth as employees will have access to valuable information and resources that will enable better result and delivery. Knowledge assets can be utilized to come up with new innovation that will increase revenue by providing better service or produce. 
 
Furthermore, knowledge assets contribute by improving customer delivery and setting organization apart from other competitors. Customers appreciate widespread expertise and ability to deliver on time. Knowledge can be utilized to reduce the time required to deliver a product or service, which results in increased win rates and of course, satisfied customer”  (Postolache, 2017). Finally, knowledge assets help to reduce the loss of know-how. 

2.4 Evaluation of knowledge requirements for the organization. 

Lidl has excellent knowledge and understanding about Data Protection of their users. The security of personal data is important to Lidl and to maintain the security of user’s data, Data protection Act 1998 alongside their own policies are followed very strictly. “Lidl UK GmbH is registered as a data controller with the Information Commissioners Office, Data protection Number Z6682158”  (Lidl, 2019).

Lidl has very good knowledge and understanding about what data is obtained, why it is obtained and for how long. For example, “images are recorded on some premises for crime prevention and public/ staff safety by means of CCTV. This scheme is controlled by Lidl UK GmbH. We do not keep any information for longer than is necessary to serve its original intended purpose and ensure that any information is destroyed thereafter. We do not sell, rent or loan information about you to anyone” (Lidl, 2019).
On the other hand, one of the Knowledge Lidl could benefit from is Information Management Skills. Information Management skills involves “codification, content management, information processes taxonomies, and IT application” (KMT, 2018). This knowledge would help the process of raw data by codifying, managing its content, processing of information and applying it into practise to enhance and provide best possible customer service. 
Lidl could also benefit from knowledge about IT Skills and Intellectual and Learning Skills. Knowledge about IT skills “includes Database management, information architecture, programming, software applications, and workflow” (KMT, 2018). Intellectual and Learning Skills includes Problem solving, mentoring, conceptual thinking, being analytical and the ability to deal with ambiguity.  All of the mentioned knowledge recruitments would help enhance customer experience and boost development and growth of the organization. 

2.5 Evaluation of the organization framework for enabling knowledge sharing. 
Lidl has a hierarchical operational framework. The framework helps the organization with decision-making process. For example, employees will be aware of who to report to and who makes the final decision. Hierarchical operational framework “resembles a military command structure” (Bianca, 2019) with the CEO at the top followed by managers, assistant manager, team leaders, supervisor and etc. 
The benefit of hierarchical framework includes clarity of reporting structure and authority. For example, shop floor employees may report to supervisor about a serious incident, following through to the team leaders. This show employees are aware of who to report to and the structure of authority. The higher a person is in the structure the more authority and responsibilities they have. 
To enable knowledge sharing Lidl “shapes its first loyalty programme with launch of members club” (Hobbs, 2016). The programme is called My Lidl where customers can engage with Lidl and get to know others. The subscribes gets access to” exclusive content from chef Kevin and is able to leave product review, share recipes and shopping suggestion with fellow Lidl customers”  (Hobbs, 2016).
Other knowledge sharing framework includes Incident report system. With this system employees can record any incident with explanation of the incident, date and time and if any actions were taken. “Lidl is set to replace its point of sales software and other store systems across its stores” (Perry, 2009). Having up to date software and systems will enable better knowledge sharing and excellent customer service. 

3.0 Recommendation to improve the current framework. 
Lidl could improve the current framework by evaluating and looking at where they are.  First the organization could create a chart that lists all the current staff positions, order of supervisions, job titles and job descriptions. Next review the chart to determine whether the employees know their exact duties, who they are supervising and if they are utilising their maximum potential. 

Following through the organization could than adjust the current framework by identifying gaps and making decision on whether to remove a layer of management or to add in more supervisors. The framework could also be improved by combining or splitting functions of some departments and by developing a new organizational structure. The framework could also be improved by providing shadowing, training and development, career progressions opportunities, short term course and promoting skilful employees. 

Conclusion 
This has been a great opportunity to develop knowledge and understanding about the relationship between data, information and knowledge and how it can be acquired. What are information sources and how to capture valuable information? Gained better understanding about information flow and information overload. 

Developing this report has provided the opportunity to understand, how to search and identify valuable information. How to create, store, apply and integrate knowledge assets and the importance of information life cycle. 

Most importantly this has been a fantastic opportunity to explore and understand different factors of knowledge assets and ways of protecting intellectual knowledge assets. Overall I have gained valuable knowledge and understanding about knowledge and information management. 
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