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Introduction
Apple Inc. is a giant multinational telco company headquartered in the United States of America. The company is actively involved in the commercial development, design, and distribution of consumer electronics, computer software, and a wide range of other products. Inaugurated at the state of California, in the United States, this world-famous brand is one of the very few companies that enjoy a significant global penetration with some of the most loyal consumer bases (Jin et al 2004).
This essay will analyze knowledge and information management skills in the context of this robust Information Technology giant of the globe. Apple Inc. is a famous company that excels in customer satisfaction and the secret to its success is based on their skills and style of managing knowledge and information.
Knowledge Management Concept
The significance of management can never be understated in today’s fast-paced world.  This importance is further elevated by factors such as competition and performance of the company in question. In particular, the significance of knowledge and information management in the world of business has been without a doubt a priority to many companies (Backer 2013). 
To earn a competitive advantage against their rivals, excellent management of information systems by a company is a necessity that should never be overlooked (Gupta et al 1998). To dominate their respective industries through the development of high-quality products and services, the companies need elaborate knowledge and information management frameworks that will not only propel them to customer satisfaction but also open the avenues for innovation and advancement (Griffith, Sawyer, and Neale 2003).
It is no secret that around the globe, giant corporations are experiencing momentous growth courtesy of their enhanced stand on the efficiency of managing knowledge and information systems. Because the basis of making eminent business management resolutions is the information received by the management, knowledge and information management impacts every aspect of the workplace (Gupta et al 1998). 
Data, Information, and Knowledge
To better understand the concept of knowledge and information management, this essay must break down this topic into easily digestible components. Knowledge can be defined as skills or facts that a person or entity acquires as a result of education or experience gained from working on a particular topic (Griffith, Sawyer, and Neale 2003). 
There is an intricate connection between knowledge and wisdom. Whereas knowledge involves the acquisition of skills, wisdom is righteous knowledge characterized by the enlightenment of right from wrong (Backer 2013). Wisdom encompasses rational inquiry that is critical for sound judgment
On the other hand, Information is simply meaningfully processed data. Until it is processed into information, data is less valuable. A balance sheet is a perfect example of data that has been transformed into information (McQueen Robert 1998). 
Below is a model that orders wisdom, knowledge, information, and data hierarchically:
Figure 1: Wisdom, knowledge, information, and data
It is important to note that there has to be some specific need for data to be transformed into a meaningful context that is information. 
The diagram below offers a visual presentation of the data transformation process:
[image: R:\Powerpoint\Pe_Uk\PE160-Bocij\Final files\Gif\ch01\C01NF001.gif]
Figure 2: Data transformation process
According to Backer (2013), knowledge and information management in an organization is the systematic procedure through which information is generated, applied, or disseminated from the managerial perspective. The process of knowledge management aims to create value from the knowledge assets of the organization to attain the strategic and tactical needs of the organization. 
To leverage corporate knowledge, information management objectively applies workplace practices, strategies, initiatives, systems, and processes to enhance and sustain creation, nurturing, storage, dissemination, assessment, and refinement of knowledge. In many organizations, the procedure of information processing is segmented into five parts (Malhotra 2000; Al-Shawwa and Abu-Naser 2019; Pousman and Stasko 2006)
The first part is the classification of data. This is the process of categorizing data in an organized manner that ensures easy retrieving, storing, and locating for future purposes (Backer 2013). One of the importance of data classifications is to ensure that tracking of the data is easy and seamless. Furthermore, this classification guarantees data security by ensuring confidentiality, data integrity, and accessibility of the data (Gupta et al 1998). Lastly, data handling guidelines by governments, in most cases, specify that data has to be classified as a way of maximizing security.
The second part of information processing is sorting or rearranging of data (Gupta et al 1998). In this part, the data is grouped in such a way that items with similar characteristics are organized in a specified order (Backer 2013). This ordering allows easy understanding, visualization, and analysis of the said data. Sorting can be in an ascending or descending order based on percentages, actual values, variable value labels, or even counts. Data sorting is important in ranking and can be done through visualizations (Malhotra 2000; Al-Shawwa and Abu-Naser 2019; Pousman and Stasko 2006). 
Thirdly, the data is aggregated. In this part the data is summarized mainly statistically for analysis (McQueen Robert 1998). The process of aggregation involves combining the data, possibly from multiple distinct sources, to ensure accuracy and improved quality of analysis (Backer 2013). Data aggregation happens in a wide variety of fields, ranging from finance, and web-based tech industries, to retail, and travel industries.
The fourth and fifth parts of information process is involves performing computations on the data and selecting the data. For the data selection process, a criteria is set to establish the appropriate data by discarding and selecting items and instruments that are applicable in the collection process (Backer 2013).
The following table epitomizes the attributes of acceptable quality of information:[image: R:\Powerpoint\Pe_Uk\PE160-Bocij\Final files\Gif\ch01\C01NT001.gif]Table 1: Attributes of acceptable quality of information
The raw building blocks of individual knowledge is information. Indeed, individual knowledge is an amalgam of how information is interpreted and reflected in a given frame of reference (McQueen Robert 1998). The link between new information and existing knowledge is very crucial in the creation of individual knowledge. Commitment to the creation of knowledge is stimulated when the individual can visualize the knowledge that is in development. Individual knowledge is positioned in two elements; the explicit and tacit dimensions.
Explicit knowledge is a highly articulated and detailed kind of knowledge that can be easily captured in a systematic manner to be formally stored in any medium, manual, database or document necessary (Gupta et al 1998). On the other hand, tacit knowledge is one that is not easily captured or recorded since it is unconsciously held in beliefs, intuitions, experiences, perceptions and values. 
The following table details the differences between explicit and tacit knowledge:[image: ]
Table 2: Tacit vs explicit knowledge
In their argument, Gupta et al (1998) indicate that organizational knowledge is developed through the externalization of individual knowledge. To create organizational knowledge, the two dimensions in which individual knowledge is positioned (tacit and explicit dimensions) have to be combined and converted in a manner that will guarantee diffusion of the knowledge to all levels of the organization and consequently advance group learning.
The following diagram exemplifies the relationship between tacit and explicit knowledge:
[image: ]
Figure 3: The relationship between tacit and explicit knowledge.

Individual and Organizational Knowledge
The mutation of information to knowledge is an individual-level process where internal interpretation and reflection, happens within a limited state of affairs (Malhotra 2002). The conversion of knowledge takes place in four main processes. The first process involves socialization, where experiences are shared, mainly in seminars, workshops, and conferences, by observing, practicing, or even imitating. 
Secondly, the knowledge is captured and converted from tacit to explicit form. In the third process, the captured knowledge is disseminated in an explicitly captured form, by copying and distributing it (Gupta et al 1998). The distribution is done in the form of written reports before finally being internalized. In this final process, individuals at the workplace will read explicit knowledge in the form of reports and internalize it.
The following figure is a visualization of the processes of converting knowledge:[image: ]
Figure 4: Summary of knowledge conversion processes
Schein (2010) asserts that even though organizations gather and disseminate information without necessarily guaranteeing its acquisition and processing by individuals, the transfer of individual knowledge is crucial to advance organizational knowledge. 
Knowledge Assets
Malhotra (2002) points out that most organizations have laid out procedures and modeling techniques that enable them to analyze and identify knowledge assets. Knowledge assets of an organization can be defined as the amassed intellectual resources by the workforce of the organization. Some of the repositories of the organization’s knowledge assets include its database, software, policies and procedures, patents, guides, and even documents (Gupta et al 1998). Knowledge assets are not solely confined to the organization but other stakeholders like the partners, customers, and suppliers of the organization. These entities possess the knowledge assets in the form of cognitive technical skills that guarantees value creation (Nonala and Kenney 1991; Markus and Robey 1988).
When it comes to strategic knowledge assets, the Soft System Methodology (SSM) technique can be very insightful in analyzing, modeling, and even identifying the organizational knowledge assets (Schein 2010). In the SSM technique, there are several stages that allow participants to visualize knowledge assets and better understand the complexity of various situations. 
The first stage of the SSM model is the identification of the problem. This process tries to identify sources of problems in the transfer of knowledge (Malhotra 2002). Secondly, knowledge is disinterred for the purposes of expressing the problem explicitly. In this stage, stakeholders of the knowledge assets are interviewed to determine their ability to explicate tacit knowledge in a given context (Nonala and Kenney 1991; Markus and Robey 1988).
The third and fourth stage involves the identification and interpretation, into a root definition, a rich picture. This definition of the picture should formulaically and systematically summarize the problem or situation that is explicitly presented. These stages are crucial for restructuring and codifying knowledge assets (Malhotra 2002). This enhances the ease of internal and external dissemination of the knowledge. In the root definition, there are chosen systems that add meaning to the activities and performances by incorporating necessary perspectives. An account is then developed to provide an analytical framework for the achievement of described transformations (Prager and Sparago 2004).
The 5th, 6th, and 7th stages of the Soft System Methodology technique of analyzing and identifying knowledge assets are crucial for connecting various knowledge assets (Malhotra 2002). This connection allows the analyst to come up with a powerful combination of assets. 
In these stages, the analyst explores the questions, concerns, and dysfunctional behaviors that require attention and remedy (Schein 2010). The implementation of plans and recommendations are specified in this stage to trigger changes in the organizational plans and organizational structure. These changes will finally be implemented in the action-packed stage 7 whereby the process might be restarted by monitoring the changes (Gupta et al 1998).
The following diagram details the 7 stages of the SSM technique in the analysis of knowledge assets:[image: ]
Figure 5: The SSM Technique
Backer (2013) asserts that since the focus of knowledge management is deeply entrenched in the management of knowledge assets, the existing knowledge assets can be formulated captured and expressed in the SSM structure outlined above. Some of the actual and potential knowledge assets that can be captured by this technique include proven concepts, generic project plans, intellectual rights, knowledge infrastructure, best practices, people, technologies, and processes.


Knowledge Management Skills in Apple Inc.
As stated at the start of this paper, the skillful manner in which Apple Inc. has been able to manage its knowledge and information resources has ensured that the organization has a competitive advantage against its peers in the field (Gupta et al 1998). With the efficient and effective management of Apple information systems comes enhanced customer relations. As a result of the better stakeholder relations, Apple Inc. has been able to rake-in enormous profits from its revenues. These successes can be directly attributed to the effective and strategic information management by Apple Inc (Jin et al 2004).
Founded in 1976 by Steve Jobs, Steve Wozniak, and Ronald Wayne, its hardware portfolio was only constituted of personal computers. After its incorporation as Apple Inc. in 1977, the company proceeded to hire an elaborate marketing team and skilled computer designers all in an attempt to drive sales and increase its customer base (Jin et al 2004). Despite the significantly higher prices of its product, as compared to its competitors e.g. Microsoft, a combination of the graphical interfaces of its products and innovative computer features drove the company to significantly momentous revenues (Fogliasso and Williams 2014). 
After the return of Steve Jobs, as the company’s Chief Executive Officer, the rebuilding process of the company started with immediate effect. To achieve this, Jobs initiated an elaborate plan that saw Apple opening retail stores all over the Americas, Europe, Asia, and Australia. In these stores, Apple sold enhanced hardware technology computers (Fogliasso and Williams 2014). This move was marked by momentous gains in Apple’s profit margins. Six years after retaking the company as CEO, Jobs made the grand announcement that the company’s primary focus was to be the iPhone, a telecommunication software that revolutionized the concept of mobile phones. By the time of Jobs’ resignation as the CEO, the success of Apple had become unmatched (Jin et al 2004). 
In terms of profitability, Apple Inc. is second to none, all over the globe, even after Jobs’ death. Apple has continued being the leading global phone manufacturers. Being one of the largest employers in America, with over 11,600 employees on a full time and over 450 retail stores spread over 22 nations across the makes the company a force to reckon with (Prager and Sparago 2004). In addition tall these, the company’s revenues, as of the end of its 2016 financial year, were running in excess of $215 Billion (Jin et al 2004). With the iTunes store leading as the largest retailer for music and the number of products exceeding the unimaginable 1 billion dollar mark, skillful information management can never be understated. 
Knowledge Management Culture
The Knowledge Management architecture of Apple Inc. is an elaborate composition system composed of a case-based reasoning system, an expert system, and a data warehouse. With these systems in place, such a company requires an effectively leveraged infrastructure (Fogliasso and Williams 2014). From Apple’s case study, it is clear that the process of auditing and analyzing and auditing knowledge starts with the identification of robust knowledge asses in each department. These departmental units include the marketing unit, research development unit, the financial unit, and many more. 
Another important stage of knowledge management is the design stage. In this process, the expertise of the person spearheading the process is very crucial (Schein 2010). In the Apple scenario, management has heavily invested in the field of knowledge management. In this regard, Apple Incorporation has been able to develop one of the most elaborate Management Information Systems. This Management Information System (MIS) is critical when considering distinctions in the range of products and services offered by the company.
To understand management systems, we take into consideration the tracking and retrieval, collection, and the provision of data in the context of a business environment through filtration and analytic processes to suit specific necessities of a particular business (Prager and Sparago 2004). In the case of Apple Incorporation, the need for an information system that is elaborately structured is crucial to ensure that the right information is accessed within the specified timeframes, by the right individuals. 
Another factor that has been crucial in the spearheading of Apple Inc.’s. success has been the degree of detail in their internal communication processes (Fogliasso and Williams 2014). This is a very important factor in the knowledge management process. Internal communication is a special form of knowledge transfer in the workplace. In turn, knowledge transfer can be directly linked back to the life cycle of knowledge management. 
This cycle as earlier shown is characterized by three processes which are, the acquisition of knowledge, the retention of knowledge, and finally, the transfer of the acquired and retained knowledge (Prager and Sparago 2004). 
The following diagram shows the knowledge transfer process:

Figure 6: Knowledge management cycle
Just as would be expected, virtualization of the processes in Apple Inc. is as crucial as life and death. Based on the number of employees in the company sustainability can only be achieved through virtualization of her processes. The fact that all the necessary employee data can be accessed via the intranet of the company and finally disseminated to the employees desktop makes the management of information in the company a walk in the park, despite the sheer magnitude of its workforce (Schein 2010). 
The creation of an elaborate development system and knowledge management blueprint is yet another critical component of the knowledge management process (Prager and Sparago 2004). These blueprints always act as a point of reference to benchmark the intended goals and achievements of an organization. Fogliasso and Williams (2014) admit that it is no secret that the vision of Apple has always been geared towards the innovation of new and acceptable products that seeks to fill a gap in the market. A good example is her instigation of the Mac-based systems. Through the intranet systems and the laid out blueprints, Apple has been able to maintain a powerful link with her Mac developers and suppliers. This has enabled the company to create a critical value chain that connects her to all her retail and production as well as her suppliers. 
The above scenario elaborates on the significance of knowledge transfer processes to a company as big as Apple. From the scenario, it is clear that for knowledge transfer to take place, there has to be the dissemination of knowledge from a given entity to other entities. To achieve these feats, Apple Incorporation’s knowledge management systems are characterized systems like office automation, decision support, and transaction processing systems. 
Fogliasso and Williams (2014) points out that a good example of the transaction processing systems is the Power mac Store Cashiers. Another perfect scenario that exemplifies transaction processing systems when iTunes application facilitates the purchase and acquisition of online products by facilitating online receipts and invoices. In-office automation systems, several computers can be applied to ensure distinct business activities are simultaneously undertaken (Schein 2010). 
As can be clearly seen, through their computerized knowledge management systems, apple is able to support and enhance her workers’ knowledge.  With this information management processes, the company can be able to apply, make, reserve, and integrate the knowledge and information in its procession (Gupta et al 1998). Since customer satisfaction is one of the key pillars that ensured the success of Apple, these information management processes have played a very important role to guarantee the same (Prager and Sparago 2004). 
To add to the above systems, Apple Inc. applies elaborate Decision Support Systems (DSS) in Apple’s organizational data analysis. The DSS’s play a critical role in the company’s knowledge and information management processes by effectively converting organizational data into useful information that allows better decision making. 
It is clear from the case study of Apple Inc. that the importance of decision-making processes cannot be overlooked. In many organizations, decisions can be classified in three critical categories. These are structured decisions, unstructured decisions, and cognitive styles. Structured decisions are common in scenarios with well laid out constraints to govern and limit the decision making processes (Malhotra 2002). In the case of unstructured decisions, the rules and constraints within which the decision-making process is confined to are not are either non-existent or too complicated (Schein 2010). Cognitive style relates to the absorption of information by the company’s management and the process through which the said management arrives at its decisions. It is important to note that cognitive styles can be divided into either intuitive or analytical styles (Prager and Sparago 2004).
The following figure elaborates on the decision behaviors of many organizations:[image: ]
Figure 7: Organizational decision behaviors
Apple’s decision support system offers the company an intricate culture of knowledge and information management. The company’s decision-making process is characterized by quantitative as well as qualitative management. The qualitative and quantitative management plays a critical role in the cognitive style of decision making. This is because, based on the categorization of the cognitive style of decision making, into intuitive and analytical styles, the management style can either rely on one or both of them (Malhotra 2002).
To further elaborate on the above-mentioned fact, it has been established that quantitative decision making is very crucial for analytical management. As such this style of management will always abandon qualitative management. On the other hand, the holistic view of intuitive management is pegged on intuition as well as judgment (Backer 2013).
Prager and Sparago (2004) opine that knowledge assets play a crucial role in the management of information within any organization, including but limited to Apple Inc. One of the major contributions of knowledge assets to the organization is the development of a strategy to facilitate knowledge management. To do this, knowledge assets come into play when an organization’s knowledge resources are handled. Knowledge assets will further ensure that the creation of knowledge is enhanced thus promoting its use by curtailing barriers to the creation and usage of knowledge (Gupta et al 1998). 
Apple’s human resource is very large and elaborate, thus enabling its internal stakeholders to leverage their knowledge assets for the advancement of their technology and crucial innovations. This is an important factor that always ensures Apple is way ahead of its peers and competitors in the telecommunication field (Schein 2010). Another aspect of knowledge asset that comes into play for apple’s scenario, is the high value placed by the company on the quality, standards, and principles of its products and services (Prager and Sparago 2004). This guarantees customer satisfaction. As earlier discussed, customers are key stakeholders as far as knowledge assets of any organization are concerned (Prager and Sparago 2004).
Organizational Knowledge Requirements
The knowledge requirements for any organization also plays a critical role in the management of information and knowledge of the said company. Therefore, an organization of apple stature heavily leverages knowledge as a requirement in order to ensure that it always stays on top of its game (Malhotra 2002). To leverage knowledge, the company in question creates elaborate systems that ensure the organizational intelligence is always upheld. As a result, the employees will be able to create an improved work process thereby improving their workmanship (Prager and Sparago 2004).
One of the knowledge requirements of many organizations is advanced education for its entire workforce (Prager and Sparago 2004). A company may require that its employees attend various seminars, workshops, or any other education programs to ensure that they are always up to date on the current trends pertaining to the industry in which the organization is situated (Gupta et al 1998). Knowledge requirements are always centered around the goals and objectives. In the case of Apple Incorporation, the knowledge requirements have to be geared towards its corporate culture. This culture is based on innovation, secrecy, creativity, excellence, and moderate combativeness (Schein 2010).
Furthermore, since knowledge is a valuable resource, complete with market value, there is always the possibility that it will generate and create its own market. It is always the interplay of market forces that makes up the competencies and service offers (Prager and Sparago 2004). To ensure the success and balance of the supply and demand interfaces, the organizations have elaborate knowledge and information requirements for their workforce. 
Conclusion
Apple’s framework is based on a corporate culture that emphasizes excellence, innovation, and creativity has been of great value to the management of information for the company. These elaborate frameworks have enabled the company to lead in customer satisfaction and elaborate product designs. As a result, the company has been able to continually stand out among its peers by giving it an edge in terms of competitive advantage. Today, Apple is a brand that surpasses other brands in almost everything. Aided by its intranet connectivity, these frameworks enable the ease of sharing of quality knowledge within the company and ensuring that challenges are dealt with accordingly (Fogliasso and Williams 2014).
However, due to the high levels of secrecy, workers cannot freely interact thereby damaging the rapport that is key in unity (Fogliasso and Williams 2014). Moreover, the moderate combativeness culture of the company has a negative effect on the morale of its workers. As a result, workers become less efficient and less productive (Malhotra 2002). This essay recommends that the company reconsiders its combativeness policies as well as its secrecy culture to ensure that the employees can freely share their innovations among themselves without fear or intimidation.
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