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Data is often collected numeric units of information or raw facts. Information is data and facts that are organised, processed and presented. It is refined data which makes it relevant and useful which is also easily transferable. Information can be used in the decision-making process and can also be reproduced easily. Knowledge is useful information gained through experience. You are not able to identically reproduce knowledge as everyone has different life experiences. Knowledge is a combination of information, experience and a person’s intuition that leads to knowledge.
If you look at Ackoff’s 1989 DIKW Model (Bellinger,G. Castro, D. Mills, A. 2004) it highlights that information comes from collecting and analysing data. Knowledge comes from a collection of information and wisdom is knowledge that is collected during our lifetimes. Ackoff estimates that “on average about forty percent of the human mind consists of data, thirty percent information, twenty percent knowledge, ten percent understanding, and virtually no wisdom’. The DIKW Model concludes that data are values and measurements while information is data that had been contextualised. Knowledge is then the combination of information and life experience while wisdom is the action of knowledge and will determine what we do or don’t do with this knowledge. This is how we use it in the future while knowledge, information and data are from the past. As you move up the pyramid it increases in value while moving down decreases the meaning. 
Knowledge sharing involves providing other employees with explicit knowledge (such as formulas, processes, and routines) as well as tacit knowledge (sharing experiences and know-how) to help others accomplish goals, collaborate with others to solve problems, develop new ideas, or implement policies or procedures (Cummings, 2004; Nonaka & Takeuchi, 1995; Pulakos). There are two types of knowledge, Tacit knowledge (individual) and Explicit knowledge (organisational). Tacit knowledge is derived from common sense and explicit knowledge is based on the persons academic achievements. Tacit knowledge is the persons experience, competence, commitment and thinking while explicit knowledge is the data and information, files, records, documents, and theoretical knowledge. Tacit knowledge is the expertise of key people within the organisation which can be difficult to articulate and share. Explicit knowledge should be easy to store and share and easy to identify, however, it is intrinsically incomplete and lacks real context. It requires interpretation from the person using that knowledge. 
If we have structured explicit knowledge assets within an organisation, this in turn leads to more codified knowledge which is easier to share internally and externally. It can be shared via systems and the internet efficiently. If we take the experience and expertise (tacit knowledge) of employees and try to share this with others it would take a long time and would not be as easy to share. Organisational Knowledge is greater than individual knowledge and if it is shared and available to all employees it would not get lost as employees move on. Often employees keep knowledge to themselves so that they feel more powerful within the organisation. Organisations needs to get people sharing knowledge and this can be achieved by setting out a clear vision with the use of incentives. They should also have good tools and processes available so that sharing is easy, for example a CRM system. Management strategies will often differ with individual knowledge and organisational knowledge. 
We should, however, not look at tacit and explicit knowledge as separate entities but to use and transfer between the two. When we use explicit knowledge with an employee’s experience and eye for detail it can provide thoughtful insights to the team around them. As technology has evolved it now allows us to share experience via videos, virtual meetings, and presentations. These platforms are making it much easier to interact and collaborate directly with others through explicit knowledge transfer more than ever. It has a much wider reach also so collaboration with internal teams and external companies is easier. This is giving people an opportunity to share both their tacit and explicit knowledge often which in turn will have a wider reach, create innovation, and help the business to compete with competition. 
If we take Nonaka and Takuechi (1996) SECI Model, it shows the creation of knowledge and how its transferred. This shows how knowledge is created and shared around organisations. They start with tacit to tacit (socialisation) knowledge which is the sharing of knowledge through observation and imitation. This stage is about capturing knowledge, direct interaction and sharing experience. A good example of this is a brainstorming meeting with colleagues. We have open plan office spaces at the RCN to encourage sharing tacit knowledge with others. If employees are in offices that are shut off it can make sharing tacit knowledge difficult. This is confirmed in an article by Pandey and Dutta. (2013) where their results show that ‘managers need to understand that all infrastructural capabilities work in close collaboration with each other and not in isolation in achieving KM excellence’. The next stage is the SECI Model is tacit to explicit (externalisation). This is where knowledge is moved from someone’s experience. This knowledge is codified so that it can be easily shared by others. For example, this could be documents, computer systems, images etc. We then move onto explicit to explicit (combination) on the model. This is when the knowledge is organised and integrated. This creates new explicit knowledge which is shared with others within the business. Lastly, we have explicit to tacit (internalisation). This is the stage where the knowledge is received and put into practise. It forms part of an individual’s knowledge and becomes an asset to the organisation. This is also the stage where individuals and teams can reflect and see connections. The SECI Model (Nonaka and Takuechi 1996) also has a spiral which shows that after the last stage the process continues at a new level. 
From completing a SWOT Analysis (Appendix C) the results showed that we have many strengths within the RCN. The actual knowledge assets within the RCN is the CRM System, Case Management System and Microsoft applications including Teams and Outlook. We have regular GDPR training and adhere to the rules set out within our day to day business. The RCN has a shared vision and great teamwork across the whole of the RCN. 
We do however have some weaknesses which were raised when completing the SWOT Analysis. Staff do not have access to the CRM System or Case Management System remotely. There is also a very dated system for Student Recruitment. They are still using paper application forms which take a lot of time to complete. They are sent and processed by a membership team which takes a lot of time. It is a long presentation which results in student nurses losing interest and not joining. We also have issues with red tape, not every staff member has access to every drive to pull information needed. This needs to be signed off by management and then actioned by IT which can be a timely process. 
Student Nurses personal information, addresses, email addresses and contact numbers can be incorrect. It requires students to call and change their details which can be a lengthy process. Student Nurses are often in temporary accommodation and if their addresses are not correct the letters to confirm full membership once training has been complete after 3 years are not reaching them. The student is then not signed up to the full membership and the company lose the revenue for that nurse which is £165 a year. If this was happening with numerous nurses it will have a detrimental effect on the RCN. For example, if 1000 nurses across the RCN are not able to be contacted after graduation that results in a loss of £165,000 a year. This could be happening every year which shows how important data and information is to the company’s success. 
This SWOT analysis has identified the following potential knowledge assets. The use of QR Codes for student recruitment to give the student nurses instant access to the membership page which is directly saved to the system. I summarise that almost all the student nurses have smart phones and so would be easily accessible. This would take out the need for another team to process the paperwork which saves on resources. A QR code is also easily shared and would result in a much larger uptake in membership which creates revenue. The presentation was designed many years ago and a lot of information is not necessary or relevant now. 
Another opportunity that arose from the SWOT analysis was having a member portal so that they can keep their information up to date themselves. Currently they would have to call our membership team, which can be a lengthy process.  Information should be correct if they are inputting data. It would also mean that the members feel in control of their information. Producing this member portal would also lead to a more efficient process of recruitment of full nurse membership quickly and efficiently upon graduation after 3 years. 
[bookmark: _Hlk72326440]Staff members should be able to access the CRM and Case Management System remotely. Currently the officers take notes and secretaries enter the information onto Case Management System. If the officers were able to access these systems remotely, information can be added instantly! Members information would be accessible rather than paper member files which if lost would be a data protection breach. These systems are more secure, so the risk is minimal. It would also save resources and stop information from getting lost or incorrect. These opportunities are all knowledge assets that could be shared and implemented. 
Information is an asset and can give a business a competitive advantage. Capturing and managing knowledge is vital for many reasons. It can help in the decision-making process as the knowledge of the whole organisation is available. It also increases the sharing of tacit knowledge within the business, creating innovation as employees are encouraged to share ideas and collaborate with others and enables better project management. It allows us to connect with others to share knowledge and makes that knowledge easy to access quickly. If knowledge, information, and resources are available to access immediately it can improve businesses as a whole which leads on to an increase in customer satisfaction. 

“If HP knew what HP knows, we would be three times more productive.”
Lew Platt, former CEO of Hewlett-Packard (Bates, M.E. 2012)
In summary, having good knowledge management within a business makes it much easier to access the information and the employees that have that information. Good knowledge management can increase productivity and efficiency which in turn, helps us to work better. 
I refer to the SWOT analysis (appendix C) which highlighted many actual assets within the business but also potential assets. An actual asset is the CRM system which is a system that all employees within the business have access too. It stores all our member information in one place, so we have their names, address etc. This is vital for the day to day running of the business as its easily accessible from a computer. We can get information instantly. It is secure as we must input usernames and special passwords supplied by the RCN. This information is deleted as soon as someone leaves the business, so they no longer have access. There are, however, some negatives to this system. If passwords are shared with people outside the business the information would not be secure. The competition could get hold of this information and try to recruit our members themselves and we would be in breach of GDPR. 
There are also potential assets for the case management system. Staff could have remote access so that the system can be accessible anywhere, therefore when they leave meetings they can update immediately. This would lower the risk of the information being incorrect as it would cut out the middleman. Another potential asset would be creating a member portal so that the members have access to their own information and can update as and when they need. This would result in the details being more current and in turn would mean the company would have constant contact with the members. They would not have the issue of student members missing important information to make them full members when they graduate. This would mean the RCN are not losing that profit. 
From producing a grid analysis of all the potential assets, I can see that the quickest, cheapest, and easiest knowledge asset to implement would be the QR code for student recruitment. It does not cost anything to create a QR code as this can be done online for free. The membership joining page on the website is already set up so this would link the student directly. It would take less than 2 minutes to produce a QR code. It will not go out of date as the website is updated regularly so all information would be correct. The QR code would be easy to share and distribute and would make the joining process a lot more efficient and easier. As I have mentioned above it would save the RCN on resources and could have the potential to increase student recruitment membership which would lead to increased revenue. If we have the student nurses joining (cost £10 a year) it would then lead onto their membership increasing to full membership (cost £165 a year). We may not have the contact with the nurses when they start work so having them join when they are a student is vital for the RCN’s success. 
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Knowledge management is very important within an organisation. KPMG (1998), state that benefits such as better decision making, faster response time, increased profit and improved productivity have been reported for firms that have adopted knowledge management. Recognising its merits as a foundation for improved performance and competitiveness, many large organisations have thus formally implemented it.
 It can help with accessing information and stops work being duplicated. It can help to build a central system for information storage and retrieval which speeds up access to the information needed. It can help to improve the speed and quality when it comes to decision-making by having the businesses important information available at all times. Knowledge management can also help with sharing and collaboration. It promotes innovation and makes storing information more effective. If we use a knowledge management system, the business performance is enhanced. It makes social collaboration efficient and therefore boosts productivity. It can also result in growing the name of the business and gives a better understating of the customer as CRM systems retrieves the information instantly. Customer queries are addressed efficiently which in turn leads to better customer service.
For example, at the RCN they have recently moved over to Microsoft Teams. This means that employees and teams work in collaboration. The RCN have offices all over the UK therefore, Teams has made it much easier to connect and share knowledge. They also use a CRM system and a Case Management System. The RCN also has representatives that work within the workplace with the members and they feed information back to the officers. This is vital for the running of the employment relations department and the organisation. The RCN works for the members so we must be up to date with all the relevant issues arising. They also have a good link to the Welsh Government, so they are aware of any changes in legislation. The RCN links with many outside organisations but also links with each employee. They hold regular staff meetings and training days. They also have regular staff away days where staff are encouraged to have fun and get to know each other. The RCN also have many departments that pull in a range of experience and expertise. RCN Wales is currently going through a restructure and they have informed the employees of the plan, however, wanted the staff to share their thoughts and what they felt would work and wouldn’t work. The Director, managers and staff have a shared vision which is what makes the business great. It’s a safe place to share information, raise any issues or suggest new ideas. This shows good knowledge management with the RCN.
There are, however, a small amount of staff that do not agree with sharing their knowledge. They keep the information close to themselves which raises issues when they are on annual leave. All their documents are password protected and so can’t be accessed. This develops frustration with other employees and isn’t best practise. If they are sick or leave the business that information is lost so thus showing bad knowledge management.  
There are many steps that businesses can use to implement a good knowledge management system. If we take the Bukowitz and William Model (2000) is shows various knowledge types that support the organisation. These include database, communication systems, technologies, organisational skills, and knowledge. They emphasise the need to build and maintain knowledge management systems. There are four stages in this knowledge sharing management model. These include get, use, learn and contribute. Stage one shows the need to capture specific information to help in the decision-making process and problem solving. It also includes creating new products or services. The next stage, use, which is using the data in stage one, extracting, and sharing it and making it easier to use in the future. This knowledge can be helpful for innovation in the business’s knowledge management process. The third stage is learning. This is where new knowledge is generated by the extraction and sharing of knowledge. It will not matter if the outcome was a success or failure as this will highlight issues that you can learn from and not repeat in the future. Lastly, this is where employees make contributions to the knowledge management procedure. 
Here is an example of a process flow within the RCN. Members book onto a study centre event via the telephone. The data is then used to process a booking form via Microsoft Word and then the members details are entered onto a Microsoft Excel spreadsheet and an email is sent to confirm. The member then attends the study centre event in person. After every event we hand out questionnaires for suggestions of improvement. These are then processed at the end and feedback given to the organisers at a meeting after. This highlights what was good and what we can improve on in the future. Some suggestions are then actioned for the next study centre. The employee then takes those records of attendees and adds them to a mailing list (with their permission) so that they receive the information for future events. 

This is a diagram showing the process flow of the RCN’s Case Management System:

KA not found

Member calls the RCN to report issue at work
Create new case file
Membership number entered


Knowledge Article Exists

Links to KA (Update)
Advice given to member relating to issue at work 


Case file updated with information and advice given

Info accessed by another user 

Information saved to system (protected and backed up)





All the information is backed up and files are encrypted for security. This information is also protected by GDPR rules. The RCN uses intellectual property rights management which is the management of owner’s data. This will include who accesses that data and how its used. Legal mechanisms are copywrite which stops people using it without permission (RCN (2021) (Appendix B) and trademarks which is the protection of emblems and symbols. Other businesses use patents. (GOV.UK. 2020). The RCN also follow the GDPR rules (Data Protection Act 2018) (YouTube (2018) and the staff must have regular online training on this so that employees know how to handle personal data. To ensure the confidentiality, integrity, and availability of the information, the RCN complete risk assessments and information breaches are always reported promptly. There are also technical controls throughout the business which include encryption of files, multi-factor user authentication when an employee logs in, software for viruses and firewalls. 


[bookmark: _Toc72700610]Framework for establishing a knowledge management culture

Organisations capabilities and competences are represented by knowledge assets and are essential for growth. It makes the organisation competitive and gives them the advantage over others. Knowledge assets are also essential for the development of their staff. 
Experienced people with know-how and their ability to learn are important knowledge assets within an organisation. The IT, social relations, networks, databases, intellectual property rights, registered designs, website content, copyrights and the procedures in place are also all knowledge requirements for any organisation. Martín-de Castro, Gregorio et al. (2013) states that human capital refers to the knowledge possessed by employees and their ability to generate it, which is useful for the firm. Nevertheless, although the human brain is considered the main source of knowledge creation, organisations can accumulate, codify, and store individual knowledge in databases, proceedings, and organisational structures. 
As previously mentioned, the RCN recruit experienced individuals and make clear the business has a knowledge sharing viewpoint at the recruitment stage. They have many opportunities for staff to attend training and are always positive about secondment opportunities and internal positions. The RCN make clear that the employees’ constant development is at the fore front of the business. They have regular opportunities to meet at all levels and connect with others. Microsoft Teams has made that much easier to do now. There is a constant flow of information around the RCN internally and externally. They are always talking to their members and staff to gage their thoughts and ideas. Innovation is always welcomed. The RCN hold regular staff and member conferences and have away days which gives the opportunity to get to know colleagues on another level. They have great IT systems available some include all Microsoft applications, a CRM system in which we can hold member information safely and a case management system where we can log information relating to members cases. Access to these is password protected and we have a multi-factor authentication login. When a person becomes a member of staff they are provided with a log in and this is also removed when the person leaves the business. The RCN holds a copyright and own the rights to their designs and website content.  
The RCN has a good framework for enabling knowledge sharing. Firstly, management have open communication styles, regular meetings are scheduled, and they share experiences with staff. There is a positive leadership culture around knowledge sharing. The organisation recognises the sharing of knowledge as a valuable aspect that can improve performance from the core. The RCN have systems, processes and platforms which encourage knowledge sharing, for example Microsoft Teams. Staff and teams are positively rewarded for collaboration as they recognise this leads to better and faster results. Each member of staff has clear roles and responsibilities for tasks related to capturing and sharing knowledge. They make clear that knowledge sharing is everyone’s business. For example, we hold Nurse of the Year Awards each year and all staff have their role to play before, during and after the event. We all update a main spreadsheet of information that may be useful to other staff. They also hold a meeting after the event to discuss what was good and what could be better. They constantly look to improve the process which is now more streamlined and easier for anyone in the future to access that explicit knowledge. The RCN have technical skills in place to help them deliver on important knowledge sharing functions. One of the tools they have that identifies, captures, stores and shares is the CRM System which is accessible to all members of staff at the RCN. The organisation has budgets for staff training and encourages secondment opportunities. They are always looking to improve operations and constantly use knowledge sharing networks and partnerships to do this. The RCN have links to the NHS and the Senedd so that they can use that information and be aware of any changes that would affect our members. There are weekly all staff meetings where attendees are regularly encouraged to share experiences and lessons learned. Training is engaging and the content is often customised to the needs of the learners. Again, the RCN provides time and space to engage staff in knowledge sharing, for example at staff meetings, staff conferences or away days. They continuously monitor and evaluate knowledge capturing and sharing so that they can improve the business. 
Knowledge management will never work until corporations realize it’s not about how you capture knowledge but how you create and leverage it.

Étienne Wenger (1952)
(Anon, 2002) 

A recommendation for improvement to the current framework would be to really encourage the small minority of staff that ‘knowledge hoard’ (Stauffer, D. (1999) to share their tacit information. Passwords to information should be shared so that its accessible to complete the work required. Another recommendation would be to give access to all the Network Drives so that staff can access the information when required. The business encourages cross team working but not having the correct access can be frustrating for the employee and the customer as it holds up the process. 

[bookmark: _Toc72700611]Conclusion

I conclude that knowledge management is essential. It is apparent through this report that open communication is vital for knowledge management to work and even more so is the need to be constantly learning, reflecting, organising, and communicating. Individuals and organisations need to approach personal knowledge management as the management of processes, rather than the management of people (Hasgall and Shoham, 2008). I would like to further explore if small businesses implement knowledge and information management systems and if it is as successful compared to large businesses. 
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Bukowitz and William Model (2000)
[image: Bukowitz and William Model]

[bookmark: _Toc72700613]Appendix B

RCN - Home | Royal College of Nursing
© 2021 Royal College of Nursing

[bookmark: _Toc72700614]Appendix C

SWOT Analysis
	Strengths 
	Weaknesses

	· CRM System
· Microsoft Teams
· GDPR
· Shared vision for the whole business.
· Teamwork across all RCN offices.
	· Access to CRM is not remotely available to staff. 
· Old system for recruiting members – paper application forms. Student nurses want it to take as little time as possible, process needs to be streamlined and more engaging. 
· Lack of access to drives for information that may be needed. Red tape. 
· Student Nurse information – addresses may not be up to date as they are in temporary accommodation as students and they may not call to update their addresses. Loss in full nurse membership fee knock on effect as nurses tend to be members for their whole career.

	Opportunities 
	Threats

	· Use of QR Codes for student recruitment – Faster process, up to date information available, more income generated as more uptake. Can it be done remotely? People was instant access to information. 
· Member portal that they keep updated rather than members having to call. (Quicker, easier, feel in control of their information, information should not get missed)
· Mobile access to CRM and Case Management Systems for staff to update immediately after meetings so that information does not get lost or missed. 
	· If your computer gets hacked or stolen and information available to those people. 
· Companies are fined if they do not adhere to GDPR rules. 
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