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[bookmark: _Toc72707019]1. Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets 
[bookmark: _Toc72707020] Introduction

Report writer working in a modern digital contact centre as a customer service adviser for past three years.in her workplace she moderate herself everyday with her own knowledge experience as well as organisational knowledge such new product training, system update and other reasonable activities .throughout this assignment she will write her understanding of knowledge and information skills for the workplace.it will also explain how her researches help her to demonstrate her knowledge on knowledge management skills. This assignment will explain how she evaluate knowledge and information skills in her workplace as a customer service representative. 

[bookmark: _Toc72707021]Explain the relationship between data, information and knowledge.  

In this assignment the report writer will give her best understanding on knowledge and skills, before understanding knowledge the management must understand the words of knowledge which relies on data and information. We use our knowledge during daily activities. Knowledge always comes from data and information. To understand the relationship between them all, data is described as the lowest point of unstructured statistics and numbers. Information is the next level, which is data that is organised.
Thereof (1999).
report will explain relationship between data, information and knowledge below-
According to Russell Ackoff, a systems theorist and a professor of organizational change. The content of the human mind can be classified into five categories: they are described below.
[bookmark: _Toc72707022]Data

data is a meaningless symbol. It simply exists and has no value beyond its reality. It can be any type. It does not have significance within itself. In computer jargon, a database usually starts out by holding data.
(Ackoff,1989).


[bookmark: _Toc72707023]Information

Information is data that has received meaning, for example it could be a company’s profits, sales or any other number figures, without the meaning, data is lifeless. This meaning can be useful, but it is not required. According to Prusak and Davenport, data turns into information as soon as it is given a meaning, information should be informing, “its data that makes a difference – unlike data information has a meaning – data becomes information when its creator adds meaning”.
Prusak, (1998).
[bookmark: _Toc72707024]Knowledge

Knowledge is a deterministic process. People have amassed knowledge when they have memorized information. The report writer has memorised the data with the information in her workplace, and then she has gathered knowledge and experience. Data becomes more powerful after adopting the knowledge because in this stage the data becomes the individuals or organisations knowledge, which is an asset for the workplace.
Sanchez, (2003).
[bookmark: _Toc72707025]Understanding

In this category, we use the information and learning skills, to find better methods to learn and ways to find out better process to reach the solution, understanding is important because after understanding things you will be open to train others with the information and share the knowledge.
[bookmark: _Toc72707026]Wisdom

Wisdom is the process which requires the input of a human soul which a machine cannot process. it goes further up then knowledge and understanding, in this stage a human invents a new idea to open better skills for knowledge management.
Sharma. Nikil, (2000).


Knowledge, data and information are closely related to each other. Data cannot gain meaning without information, and information cannot become successful without knowledge. According to Russel Ackoff the human mind can be classified into the 5 categories which were described earlier, and its important to follow these categories step by step to become more successful.
However according to Davenport and Prusak, knowledge has come from information and the information comes from data, they never had mentioned wisdom or understanding.
The report writer has done research on this and has realised that understanding and wisdom is very important in this process because when a manager understands the process clearly he or she can train others on this wisdom, this is always reliable because whenever their system under goes any issues, wisdom and human power can solve the problem very easily which is has never discussed by Davenport and Prusak, (1998).

[bookmark: _Toc72707027]Personal or tacit knowledge

individual knowledge is your own personal assets which can only stay in an individual’s mindset. This is called tacit or personal knowledge. Knowledge is like gust as you cannot see it, but it moves. It can be far reaching, but tacit knowledge is very important because it come from real life experiences, training, education, etc. The report writer’s tacit knowledge has come from her personal experiences and context. If anyone asks her to describe her tacit knowledge, then it is very hard for her to write it down or to present to others.
As an example, the report writer was asked to show her best selling point or share her best customer experience, which she found to be very difficult to describe with few words, this knowledge is something from her personal attitude or experience which she achieved from her 17 years of retail experience.
Tacit knowledge is important because it is part of an individual’s awareness and it is knotted to other personal identifications and it can also be shared with others, that hold similar tacit knowledge. This shared tacit knowledge is often theorised as being organizational knowledge.
(Nonaka and Takeuchi, 1995).
Every individual has got tacit knowledge; they know more then they can tell. If people, ask them to write down their knowledge or explain it to them, they cannot explain or describe it clearly. The listener will not be fully trained with their tacit knowledge. 
Polanyi, (1966).


[bookmark: _Toc72707028]explicit or organisational knowledge

Tacit knowledge can become explicit or organisational knowledge when an individual shares their idea, experience and knowledge with each other. It could be as a group of people in the workplace that share a common interest and exchange knowledge and experience, they help each other to learn and act as a support network and informers. 
Morling (2000).
The report writer’s workplace holds different activities to convert tacit knowledge into explicit knowledge, some of these activities are:
· Identifying a group of people who want to learn and support.
· Making sure all groups have a team leader who can lead the team.
· Hold routine team meetings.
· Give the groups self-governance.
· Paying attention to team building to welcome any new members of the team then they will not feel left out.
Knowledge management page 84.
Tacit/personal knowledge is much easier to understand while explicit/organisational knowledge is easier to remember. Tacit knowledge is very important on the present situation as it came from experience. Experienced people are a very important asset for the company as they have learned from the situation and have abilities which most newcomers does not have.
Baumard, (2001).
Explicit or organisational knowledge mainly comes from tacit knowledge. explicit knowledge can be written down as a guide for new learners. Explicit knowledge is carefully stored in database which can be reused and solved, many types of problems connect with people who have valuable and reusable knowledge.
Many scientists think, explicit knowledge cannot transfer into tacit knowledge. Some of the theorists pay more attention to explicit knowledge rather than tacit as when people leave their workplace, they hold their explicit knowledge experience with them. 
Skyrem, (2000).



The report writer offers importance on both knowledge as knowledge management relies on both. Modern employers look for different kinds of knowledges that their employees have because whoever holds tacit knowledge later, they can adopt explicit knowledge very easily.

[bookmark: _Toc72707029]Apply analysis and modelling techniques to identify knowledge assets.  

Knowledge assets includes everything which are related to an organisation such as skills, routines, practices, principles, formulae methods, heuristics and intuitions and all the databases, manuals, reference works, textbooks, diagrams, displays, computer files, and artifacts in which both facts and procedures are recorded and stored.
In the report writer’s workplace, there are three different kind of knowledge assets that are available, and they are.
· Anthropological knowledge assets- individuals working performance.
· Structural knowledge assets- modified organizational skills to meet market needs.
· Fair knowledge assets-knowledge of all related company stake holders.

Kühn and Abecker, (1997).

The report writer will apply the process flow, below to identify the most valuable assets for the organization.
[image: ]
Benus, (1993). 


The report writer has identified, with the help of process flow the valuable assets in the workplace.
Knowledge assets are the knowledge regarding markets, technologies, products and organization that business needs to own or already owns, which enables its business processes to generate revenue and add value etc.
Knowledge management is about managing the process that acts upon the assets, not just only about managing the knowledge assets. These processes include using and sharing knowledge, developing and preserving knowledge.
Therefore, knowledge management, involves the analysis and identification of available and required knowledge assets and knowledge asset related processes, the planning and control to develop both the assets and processes to fulfill the organizational objectives. 
Spek,Hoog, (1995).

The report writer believes that the knowledge modelling techniques that exist to support the use of the knowledge, along with traditional business management techniques, provide a starting point to manage the knowledge assets within a company. Therefore, the report writer will provide the following 3 techniques to improve knowledge management-
· Swot
· Pestle
· k-swot

SWOT and PESTLE analyses are used to make a systematic and thorough evaluation of a new business or project. The process gives decision-makers a better awareness and understanding of the changes that may occur and the impact that these changes may have on their business.
While a SWOT analysis focuses on a company's internal strengths and weaknesses, a PESTLE analysis concentrates on the external factors. Using both methods together produce a comprehensive evaluation of a project.
[bookmark: _Toc72707030]SWOT-

A SWOT analysis examines four areas in the business environment. The report writer has described organisational Swot as the following:
Strengths- well established company running for the past 38 years. Reasonable price and quality.
Weaknesses- lost a high number of sales and reputation due to the global pandemic. Over 200 experienced people lost their jobs.
Opportunities-after nearly 2 years coming out from this coronavirus pandemic everything slowly is getting back to normal. Hiring new peoples and taking on a new system which will be suitable for any future pandemics as it enables people to work from home at any time.
Threats- economics are badly affected as the price has gone up. Customer are looking for better prices as everyone is financially struggling. Due to Brexit the deliveries are getting delayed and the import taxes to export from abroad. 
[bookmark: _Toc72707031]Pestle-

Organizational pestle is below described-
This analysis will monitor the external aspect of swot analysis. The report writer has used pestle analysis to investigate the organisation operation.
· Political- the government has imposed new tax and tax policies directly effecting organisations. The report writer’s organisation has had an increase tax on export and imports due to Brexit.
· Economic- recently the coronavirus pandemic has had a bad affect in the report writer’s workplace.
· Social- seasonal sales affect as the summertime customers look for outdoor furniture
· Technological- the report writer’s workplace has adopted new Microsoft Teams telephone system which will allow all employees to work from anywhere.
· Legal- this factor can affect the company externally and internally as some changes in regulations can affect the company activities.
· Environmental- environmental factors very important for report writer’s organisation as sometimes deliveries are delayed due to the weather and it can affect sales hugely.
Kingston, Filby, (1999).
Report also used k-swot to help her identify and see which areas the organisation need to improve on, already the organisation has knowledge, whatever else the organisation has and what else they need to do to improve will be shown on her Appendices A.

[bookmark: _Toc72707032]2. Demonstrate an understanding of important knowledge management processes in the context of organisational development
[bookmark: _Toc72707033]Explain what is required to create, store, apply and integrate knowledge. 

The General Data Protection Regulation (GDPR) is one of the most wide-ranging pieces of legislations passed by the EU. It was firstly introduced to standardise, data protection law across the single market and give greater control over how personal info is used to people in a digital economy.
The GDPR terms, make sure that organisations ensure that personal data is gathered legally and under strict conditions, but also those who gather and control it are obliged to protect it from exploitation and misuse, the terms also allow the rights of data owners to be respected, if not the organisations can face huge penalties.
Danny, (2019).
Nisbets Plc and the Nisbets Group of companies respect your privacy and is committed to protecting your personal data. This privacy notice will inform you as to how we look after your personal data when you visit our website (regardless of where you visit it from) and tell you about your privacy rights and how the law protects you.
This privacy notice is provided in a layered format so you can click through to the specific areas set out below. Please also use the Glossary to understand the meaning of some of the terms used in this privacy notice.
· IMPORTANT INFORMATION AND WHO WE ARE
· THE DATA WE COLLECT ABOUT YOU
· HOW IS YOUR PERSONAL DATA COLLECTED
· HOW WE USE YOUR PERSONAL DATA
· DISCLOSURES OF YOUR PERSONAL DATA
· INTERNATIONAL TRANSFERS
· DATA SECURITY
· DATA RETENTION
· YOUR LEGAL RIGHTS
· GLOSSARY
Nisbets, (2019).
the report writer’s employer Nisbet’s is a multi-millionaire worldwide company. They trade all over the world. The head office is in Bristol, UK, where 200 employees work including the report writer. they keep their customer details such as their name, address, business name, email address etc in a secure system called Manginess. Also, they keep all their employees’ details in cloud systems. Nisbets does not store card or payment details due to security issues. As a result of this, every time a customer call, they must give their payment details to make a payment. The report writer has given the forms of Security Control for Nisbet’s below-
[bookmark: _Toc72707034]Access controls – includes restrictions on physical acceses, such as security guards at the building entrances, locks and perimeter fences. Also there are restrictions on virtual acceses such as, user access, privileged access authorization. When anyone would like to enter the build they will have to go through a security check. If there are any meeting rooms booked, all people that enter the room are known and access to any unknown people is denied.
[bookmark: _Toc72707035]Technical controls- every single PC and laptop have a security password login, also all computers are protected against viruses, and every phone system has a security lock. 
[bookmark: _Toc72707036]Procedural controls- security awareness education, incident response plans, security compliance and framework training.
[bookmark: _Toc72707037]People- All staff are fully trained for the controls such as screening, training, monitoring activities.




[bookmark: _Toc72707038]Consider the importance of Intellectual Property rights. 

[bookmark: _Toc72707039]Big Data

In 1997 a NASA paper had the first documented use of the term ‘Big data’ this term was used to descirbe their problem they had with visualization

Data sets are usually quite large and it tests the limits of the local disk, main memory and even the remote data, the problem of big data is that, it doesn’t fit into the main memory, to store it, it requires more resources.
Cox, Ellsworth, (1997).

[bookmark: _Toc72707040]Copywrite-copyright help anyone work protect from copy or using it.its free and atumaticly protected

[bookmark: _Toc72707041]Trademark- Is gennerally a word, symbol, phrase or design, or a combination of them. A tradmark identifies and differentiates the source of goods from one party from those of others. A service makr is the same as a trademark but it distinguishes the source of the service rather than goods.Is gennerally a word, symbol, phrase or design, or a combination of them. A tradmark identifies and differentiates the source of goods from one party from those of others. A service makr is the same as a trademark but it distinguishes the source of the service rather than goods.
[bookmark: _Toc72707042]Patents-Is the granting of rights to a property by a sovreighn authority to an inventor. This grant allows the inventer exlusive rights to the patented deisgn, process or invention for a designated time period in exchange for a disclosure of the invention.

The Purpose of Information security is to assure:
Informations security assures that no confidiential information is leaked to third parties, in doing this it prevents fraud, scams and money laundering. The report writer’s employers ensure that all customer information is securely stored and all staff are trained and kept up to date with the latest security measures.
[bookmark: _Toc72707043]Explain the contribution knowledge assets have on an organisation. 

Knowledge management is increasingly becoming more important due to the overload of data. Three key reasons why its important to actively manage knowledge are. 1) decision making capabilities are facilitated. 2) build learning organizations by them making learning routines 3) cultural change and innovation is stimulated.
Quast (2012).
the report writer has described 7 different contributions from knowledge management below-
· Decrease cost.
· Develop decision making.
· More emotional learning.
· Stops brain drain.
· Establishes knowledge sharing culture.
· Simpler scalability.
· Create knowledge foundation.
Agass, (2017).
The report writer’s workplace pays most attention to the workplace’s knowledge assets contribution, as Nisbet’s believe customers pay for high quality products and services so it’s their duty to provide this. They always perform the best with their up-to-date training and support sessions. Nisbet’s share their yearly profit with their employees as they want to show that they receive huge amounts of profits due to their strong use of knowledge.
 
[bookmark: _Toc72707044]Evaluate the knowledge requirements for the organisation.

There are so many great models that have been developed since the 1990s when knowledge management was established as a form of discipline. they all have similarities and differences depending on their point of view from the organisation. Every organisation adopts different models reliant on their needs.
 Ikujiro Nonaka’s SECI model is possibly the best known and most frequently used of all the knowledge management models. This model was developed in the mid-1990s and its aim was to show knowledge of sharing. The model shows follow four stages of knowledge conversations.
· Socialisation-this is the most important, for the report writer’s workplace as they only hire people who love to socialise because every single task involves mixing and socialising.
· Externalisation-this is a skill where people can adopt things and write down for future references.
· Combination-in this section, especially managers go through any procedures or train themselves to fully understand, after that they can train other people more easily and make them understand quickly.
· Internalisation-in this section own your knowledge and guidance work together so if needed you can follow guidelines or otherwise you can work independently.
SECI helps to intruduce complex situation to simple way.
Nonaka, (1995).



[bookmark: _Toc72707045]Evaluate the organisation’s framework for enabling knowledge sharing.  



[bookmark: _Toc72707046]Knowledge Management Culture

To become a KM culture an organisation has to encourage people to work collectively, effectively, and for them to share knowledge. Team work makes organisational knowledge more powerful.
Plessis, (2006).

[bookmark: _Toc72707047]Knowledge Sharing

The exchange of employees' knowledge, skills, and experiences. It ensures that the knowledge within an organization is available for employees whenever they need it, and its benefits include retaining intellectual assets and improving productivity. 
knowledge sharing is critical for two different jobs for the report writer’s workplace

·  information technology (IT)-almost every single organisation needs information technology to make their workplace successful. The report writer’s work place mainly dependd on IT as they cannot serve a single customer without information technology. whenever their system goes down they become so helpless that they cant even speak to the customer as their customers contact using telephones.
· Employee motivation-this is another important part of knowledge sharing as the employee being motivated can make the most successful business. The report writer’s workplace offers a monthly reward for the person with the highest number of sales. Also they offer attendence bonuses, £50 for every single emplyee who attend work for three months straight  without any absences. This motivations make employees happy and make them want to work hard to make the organisation a successful business.






[bookmark: _Toc72707048]Communities of Practice

In the communities of pracitce, a succesful example of transferring and sharing knowledge will be presented
The definition of a community of practice is:

 "a group of people who share a concern, a set of problems, or a passion about a topic, and who deepen their knowledge and expertise in an area by interacting on an ongoing basis”.
Etienne, (2000).
[bookmark: _Toc72707049]Recommend improvements to the current framework.

[bookmark: _Toc72707050]Knowledge Management and its Relationship to Learning Processes

· Codyfying tacit knowledge and making it widely available is a technique of knowledge management. In Nisbets, the first week on the floor all new employees are buddied up with more experienced members.
· Even though KM is thought of as technology based, it relies for its success, on the ability of people to receive new knowledge throught learning. Recently the report writer’s workplace has adopted a new Microsoft Teams system which allows them to, work from home if there are any emergency situations.
· Dissemination of knowledge is supported by double loop learning. This occurs when errors are detected, and corrected in ways that involve modifying underlying norms, objectives and policies. This is done in the report writer’s workplace sending SMS alerts to relevant teams computers giving them information of whats gone wrong. 
· Knowledge management may be seen as a threat by individuals to their powerbase, or they may be lacking the experience that allows them to get new knowledge in a particular situation. New comers find that the information given to them is too much to handle them and they often leave the job during their induction period.
· Knowledge of assests may not be recognised by the organisation, and the organisation may not have the culture, language or proccess in place to the support the creation of the knowledge. In the reports writers workplace, the employer has hired the wrong people for the role, and it proved difficult since the employer couldn’t train the employee correctly and ended up letting go of the member.
·  Knowledge management is a critical process that needs to be balanced with other crucial elements of the businesses strategy, reporting structure, compensation mechanisms and the technology processes that are necessary to capture and spread knowledge.
The report writer thinks that the knowledge management frame work is very important but she thinks it could be hard to adapt to due to the fact that small mistakes could prove to be larger in the future and, it may be too much too handle for certain organisations.
[bookmark: _Toc72707051]Conclusion

 The report writer’s workplace was hugely affected by the coronavirus crisis this year and last year. 0ver 100 experienced people lost their job which has extremely affected the business and as a result the customer service. But the report writer will now carry on using updated knowledge management skills in the workplace it will help more as they are hiring new people and making them adopt a new system will be easier and will lead to a successful result. After completing this assignment, the report writer has improved her knowledge in management. She has successfully understood the differences between tacit and explicit knowledge.
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[bookmark: _Toc72707053]Appendices A
[bookmark: _Toc72707054]Knowledge Management Quiz

1. What do you understand by the term ‘Knowledge Management’?  (Describe in one sentence)
Answer-managing own knowledge by using it in right place.

1. What is knowledge?
1. Symbols, Facts, Numbers
1. Our Experience
1. The application of data and information
1. Evaluated understanding.

1. What name is given to internal knowledge, like how to ride a bike?


1. What term describes knowledge that is written down, such as in books, reports and graphs?

1. In no more than 50 words, describe how knowledge is stored in your organisation.

1. Do you have a person responsible for the knowledge management in your organisation?
















[bookmark: _Toc72707055]Appendices B
Conducting a KNOWLEGE SWOT Analysis

[image: ]The K-SWOT framework
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