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[bookmark: _Toc40377703][bookmark: _Toc40575781]Introduction

[bookmark: _Toc40377704]The success of any organization depends heavily on the skills and intelligence of its employees. However, more importantly, the level of success in this organization relies crucially on the ability of the organization to manage these skills and intelligence possessed by their employees by identifying, storing in an easily accessible format, sharing and applying the right data, information and knowledge that is required by the right person at the appropriate time. Hence, the manner by which an organization is able to manage and pass on its knowledge is key to assisting the organization when making informed decisions which will translate to effectiveness and placing the organization at an advantage or competitive edge (Nick Milton, 2019). This will invariably enable the organization to deliver services or products efficiently and successfully within the required timeframe. These skills and intelligence embedded in the employees that make up the organization can be called ‘knowledge’ or put more clearly, ‘potential knowledge asset’. This report will attempt to evaluate the concept of knowledge management, discuss management theories that are applicable to the organization in question, differentiate explicitly data, information and knowledge in an organization, discuss the four essential aspects of knowledge management; people, processes, technologies and governance. The needs, objectives, approach, tools and enablers of knowledge management in organizations will be highlighted in the course of this report. To do the evaluation, I will be using a service company called DXC Technology, which evolved from EDS – Electronic Data System ,a service consultancy company, providing technical, administrative and IT support to many client companies. They support the client company’s employees, business process outsourcing which includes carrying out business functions for clients such as payroll, service desks and insurance claims processing. I am therefore going to use my on-site experience as a service desk analyst with Electronic Data Systems EDS in 1999, which has now evolved to become DXC Technology.
[bookmark: _Toc40575782]The Organization
A brief information on the evolution of the company I am focusing on (DXC Technology) is important to the understanding the importance of knowledge management to the company, especially the process of creating a system to meet the needs of companies that came together through merger and acquisition,  each bringing its own brand, work and organization cultures. The big challenge was how to create a workable and mutually acceptable knowledge management process, culture and system. DXC Technology is an Information Technology outsourcing consulting company. DXC Technology evolved in 2017 from a few organizations such as Hewlett Packard Enterprise Service segment and its merger with Computer Sciences Corporation (CSC) and Electronic Data Systems (EDS) which was founded in Dallas, Texas, by Ross Perot in 1962. Electronic Data Systems was acquired by Hewlett Packard in the year 2008. HP Enterprise Services was created and this focused on transforming enterprises and achieving measurable business outcomes. Much later In November 2015, Hewlett Packard Company split into HP Inc. and Hewlett Packard Enterprise, and the Enterprise Services business became part of HPE. 

[bookmark: _Toc40377705]History shows both CSC Computer Sciences Corporation and HPE Hewlett Packard Enterprise Services have evolved with the changing times to keep up with technology, thus, possessing the ability to continually offer their customers a fresh perspective built on a rich heritage of innovation and industry-leading services. Therefore, DXC Technology is able to boast of a long and proud history of innovative service and value due to its foundation companies. In 2017, the DXC Technology acquired Tribridge, a provider of Microsoft Dynamics 365 solutions. In 2018, it experienced several additional acquisitions, including Molina Medicaid Solutions, Argodesign and two ServiceNow partners, BusinessNow and TESM. In January 2019, DXC Technology acquired Luxoft 
[bookmark: _Toc40575783][bookmark: _Toc40377706]Organizational Knowledge Management and Evaluation of Knowledge Management Concept
Knowledge management as a concept is the deliberate or step-by-step organized actions of an organization to align its business aims, objectives and vision consistently with its knowledgebase, wealth or property, The goal is to enable the business to grow quickly and be successful. This can be achieved when the organization is able to build an effective Knowledge Management System where correct, current and relevant information can be easily accessible or disseminated on demand. Also, ability of strategic collaboration, especially for companies merging, as in the case of DXC Technology, will open up brighter ideas and better-informed decisions for the organization. For example, one could imagine how a culture of commercial and technological collaboration could be fostered between companies that used to be commercial rivals which are now working together for a common good. The way to foster such collaborative culture was an effected knowledge management process/system. The numerous benefits of Knowledge Management in any organization is priceless.
[bookmark: _Toc40575784]Benefits of Knowledge Management:

· Ability of the organization to making smarter, better and quicker decisions.
· Capability of solving problems faster.
· Higher agility of the organization.
· Ability to support the growth and development of employees better.
· Improvement in communication and thus, higher efficiency in the sharing of knowledge or expertise.
· More efficient business processes and higher possibility of innovation.
· Creation of better quality products and services due to the ability of the employees to easily access the knowledge they require promptly.
· Ability to replicate past and existing skill due to clear and accessible documentation, which will lead to the increase in the operational efficiency of the employees. Hence, making the most of the organization’s intellectual property.
· Ability to measure performance against that of competitors.


[bookmark: _Toc40575785]Challenges of managing knowledge:

·  in terms of cost of acquiring or capturing due to the human resources and expensive technology that may be involved. Sometimes the cost of acquiring a particular knowledge may not reflect positively on the returns on money invested for that particular knowledge asset.
· Sometimes, organizations are not using the proper metrics or using too many metrics to acquire or capture knowledge.
· A knowledge hoarding culture in an organization can lead to an inability to confidently confirm identification of the knowledge the organization has, which is always point to begin knowledge management.
· The time invested due to the process of verifications and approvals involved. The transmission or conversion of tacit knowledge (that is knowledge embedded in an individual) to an explicit knowledge (well documented and accessible knowledge). Tacit knowledge needs to be converted to explicit knowledge before it can be used effectively, otherwise that knowledge may be said to be as good as ‘lost knowledge’.
·  there is also the ever evolving world that exists now, yesterday’s knowledge may be quite obsolete today, hence a lot of continuous reviews and perhaps research of better technology, ideas and processes would need updating. All these may seem to make knowledge management appear quite cumbersome, especially for huge fast paced organizations.
· Ability to find ways of efficiently capturing and recording business knowledge (intellectual property) and making this information easy to locate when needed.
· Encouraging individuals to share, reuse and apply stored knowledge always.
· Choosing the appropriate technology to manage organizational knowledge and implementing it correctly.
[bookmark: _Toc40377707]However, once all the challenges mentioned above can be overcome and the right information that is available is captured, stored in a manner that it can be easily assessable and is able to get to the right employee at the right time, then there will not be a limit to the height of success that the organization can attain (Thomas H. Davenport, 1998).
[bookmark: _Toc40575786]Data, Information and Knowledge: some differentiations:

To further understand the importance of knowledge and its management, a little differentiation between data, information and knowledge is equally important. Though the terms ‘data’, ‘information’ and ‘knowledge’ may seem related, the understanding of their uniquely different meaning is essential to any organization’s success or failure. It is of utmost importance for an organization to know which of them it needs, which of them it has and how the organization is able to use each element. Clear understanding of their differences and how to attain one from the other is crucial for the organization to be able to carry out knowledge work successfully. 
· Data can be described in an organizational context, as a set of ordered records of discrete facts, activities, events or transactions of the company. These records may seem not to have any meaning and only reveal the parameters used to capture the records.DXC Technology makes use of service management and configuration management tools to collate their own data, being an Information Technology based company
· Information however, is data that has been given value or interpretation or given context by putting the data in categories, analyzing statistically to create a visual pattern, knowing the purpose for which the data was collated and summarizing the data by using only required data to suit a particular purpose. All these information can then be stored as documents or media.
· Knowledge can be a simple or complex mixture of data and information, it can be the comparison of information in different scenarios or situations, how some information relates to one another and even others, what is thought of the information; good, bad, right, wrong or unnecessary and how information influences decision making, Knowledge puts information to easy use. All these are usually a result of experience gathered or by social consultation among peers (Thomas H. Davenport, 1998).

[bookmark: _Toc40575787]Individual (Tacit) knowledge and Company (Explicit) Knowledge

An organization will depend on the knowledge of the individual employees and the ability of the management of that organization to extract required Knowledge from every employee, design a method of making sure acquired knowledge is retained and stored in such a manner that it will be easily accessible for sharing or training. The ability of the organization and its employees to achieve successfully, the acquisition or extraction, preservation and storage of knowledge will greatly influence the quality of their service or product, leading to the formation of organizational knowledge. Hence, putting the organization in a good position to help them compete healthily in its specific industry (Andrew Maund, 2018). The better an organization is in extracting and acquiring knowledge from its members, which is known as ‘tacit’ knowledge, the richer the ‘organizational knowledge’ or ‘actual knowledge asset’ known as ‘explicit’ will be. During this progression, four types of knowledge are developed in what can be described as tacit-explicit knowledge evolution concept or model. The four types are declarative, procedural, contextual and somatic knowledge (Richard Bakken, 2016). The model is important in understanding how information, can become data that is collected and collected data become a repository of relevant information that a company now calls knowledge management system. In a sense, the model tried to do away with the concept of GIGO (Garbage In, Garbage Out) The organization sifts through and spend money and resources on only beneficial information that can enhance the corporate performance and then organize the body of knowledge into a meaningful, easily accessible and available system and this is how each element helps the organization to achieve its goal and establishes a knowledge-driven culture.

[bookmark: _Toc40575788]Declarative Knowledge:

This focuses on things like mission statements or objective declaration so that a company can distinctly indicate what the company stands for and what the organization sets out to achieve. For example, a statement that says “or mission is to develop leaders” will shape the type of information the organization gathers and the way it uses, organizes and covert information into what eventually becomes a knowledge management system. It will not be a surprise to find that more than 90% of information and data in a company with such a declarative mission statement will be about leadership and what makes good leadership. That is the relevance of declarative knowledge (Richard Bakken, 2016).

[bookmark: _Toc40575789]Procedural knowledge:

This focuses on written guidance or procedure to be followed in order to achieve an organization’s goals and objectives. It is good to have declarative statement of intentions, but procedural knowledge is the vehicle to carrying the declarative statement to its expected end. For example, Trinity St David may indicate their mission statement is train and produce knowledgeable students that employers will be happy to employ. The procedural knowledge will be set of activities and actions the student must take in order to achieve the objective set by the University and fulfill their personal potentials. It could be something as simple as 90% attendance in classes, submitting course works on time and using acceptable referencing format in course works. Therefore, it will not be a surprise to find that in the knowledge management system of the University, there will be information and guides to students on the procedure to follow (Richard Bakken, 2016).

[bookmark: _Toc40575790]Contextual Knowledge:

Contextual knowledge focuses on the environment and the culture within which knowledge is used. The familiar statement is what is called work culture. This can cover working pattern, all-inclusiveness, legal and regulatory requirements. For example, the new European GDPR dictates how information is collected, what information is collected, how the information is used, stored and the retention period. The rights of individuals to information a company collect about them can all form part of the regulatory requirement that dictate the contextual settings for the way an organization develops its knowledge management system and they way staff interacts with the system. Even access to certain information within a knowledge management system and authorization for retrieving information from a knowledge management system can be contextual nowadays. There are different access levels or right classifications for data or information in knowledge management system because of regulatory contextual requirements. Some of these could be Role-based access control (RBAC), Mandatory access control (MAC) Attribute-based access control (ABAC). In essence, an effective knowledge management system requires the management to set contextual tone for the staff (Richard Bakken, 2016).
[bookmark: _Toc40575791]Somatic Knowledge:
This is the element that helps the company to tap into individual abilities and develop the abilities to enhance information gathering, processes and development of data into useful knowledge management system. It is the ability of staff to adapt, learn, use and drive the process of achieving the declarative statement or knowledge of the company. That they know the goals and objectives, the procedure, the context and now the ability to use the knowledge management system to deliver the goals set by the company (Richard Bakken, 2016).
[bookmark: _Toc40575792]Intellectual Property

[bookmark: _Toc40377708]This organizational knowledge is known formally as the intellectual property of the organization. The intellectual property of organizations is highly protected. Intellectual property may include trademarks, industrial designs, inventions, musical works, photographs and innovative processes or applications. Intellectual property of organizations is important and crucial for the organization’s competitiveness to aid the growth of the firm. Hence, the high importance attached to the protection of their intellectual property (World Intellectual Property Organization, 2013). The acquisition of knowledge is crucial, as this highlights exactly what the organization need to know, what skills they need to possess within the company as this is strategic for the organization. Such was the case in EDS Electronic Data Systems. The service desk consisted of three hierarchical levels based on skills, competence and expertise in Information Technology and its application. The first line analyst would be the ones that would receive calls directly for the clients, in this case, British Airways engineers. All first line service desk analyst, regardless of their knowledge or prowess of the technology world, will still need to be trained to know and be familiar with the software applications that were unique for the use in Aviation and specifically, British Airways. Most of the information was stored in the content repository as a shared database on the network that was easily accessible and chronologically stored. Any difficult issues that the first line service analyst is unable to solve, is promptly escalated to the second line analyst who are more competent and possess more in depth knowledge. While third line analyst, the experts, in conjunction with the service desk Manager work together in identifying the knowledge required so as to be able to meet the service level agreement between the client and the company. The third line expert analysts would also transform data that had been collated overtime into information using appropriate processes, as and when needed, depending on the nature of the information required at a given time. Employees at EDS are encouraged to curate information they get, have or find out into the knowledge base, which could be collected from emails, comments, social media and personal trainings. Also, service desk supervisor systematically document the experience of the service desk team. Once a suitable number of knowledge articles are assembled, service desk supervisor can assess this by analyzing the most common issue categories, then make them available to the service desk team and the British Airways Engineers, so they can save time by using solutions that already exist. Consequently, this will improve the speed of resolution and overall quality of your customer service, and will, of course, also quicken the training process for new service agents who will be able to readily access knowledge articles before they have potentially built up their own personal knowledge. The intellectual knowledge of DXC Technology is highly protected and only certain information is only available to employees depending on their role, also DXC Technology may ask employees to sign a non disclosure clause if necessary. This is all in the aid of preventing their competitors to get hold of their own trade secrets.
[bookmark: _Toc40575793]Planning for Knowledge Management
The success of DXC (formerly [EDS] Electronic Data System) with their service desk’s knowledge management activities entailed a lot of work that needed to be done even before the first knowledge article was written. As effective knowledge management is not just about turning tacit knowledge into explicit knowledge, it is firstly about the creation of the right environment for knowledge sharing. Creating the right environment could be looked upon as creating an organizational culture, where employees (both old and new) are encouraged to seek, share and encouraged to access knowledge. In EDS this culture was usually introduced to an employee right from the first day. It is not an easy task to create the right environment for knowledge management, so in EDS, with the understanding by the top managers of the pertinence of building and managing properly their organizational knowledge asset, the created a culture around knowledge management. They were able to do this by sharing and laying heavy emphasis on the mission and vision statements. They also attached a lot of importance to the knowledge growth of individual employees with end of year bonuses or perks attached to outstanding employees. These are employees that complete their online in-house technical trainings, assessed the knowledge repository and applied the knowledge they learnt with evidence of the quality of solutions proposed when solving problems and the speed with which they solved or escalated relevant problematic issues. The main aim of the knowledge managers was not to end up with a portfolio of knowledge articles that no one uses or updates. The knowledge managers were focused on developing one or more libraries or knowledge bases of information that both the IT service desk agent and sometimes also the end –users would find helpful. It was also communicated explicitly that all the first line service desk agents, second and third line support engineers would need to occupy the roles of not only the librarians but also the authors, publishers, editors, and curators of the knowledge base for the company.
A successful way that DXC Technology (Electronic Data Systems) leveraged the information within the service desk team, to improve performance was to use the Knowledge-Centered Support (KCS) methodology, which focuses on knowledge as being a key company asset. This knowledge management methodology complements the ITIL IT service management (ITSM) best practice framework, working in tandem to facilitate and enhance the ways in which service desk knowledge can be captured and utilized. There are many benefits of using the Knowledge-Centered Support methodology but to ensure that your organization gets the most out of using it, KCS recommends that the organization must shift to a perspective that sees knowledge as an asset owned and maintained by the team, not by an individual or a small group of dedicated content creators. The focus of the team is to capture and improve the collective knowledge—not only to solve individual customer issues, but also to improve organizational learning.” The virtual library of knowledge articles was then created after the planning stage, all information stored were sorted into neatly organized categories and fully tagged and indexed for easy search, ready to be read by the service desk agents as required.  There was a separate knowledge base, or view, for the clients [British Airways Engineers] to be used for self-help. In most organizations, not all knowledge articles will be created from the very beginning, valuable and useful information can be captured from many communication channels or sources that already exist and are accurate. 

[bookmark: _Toc40575794]Knowledge Retention and sharing

Knowledge and especially information technology is forever evolving. Especially, in the aviation industry in which DXC (former [EDS] Electronic Data Systems) organization was supporting. Hence, the organization invest heavily in external training of their permanent information technology analyst with the plan that these staff will come back to the company and share the newly acquired skills, tools and knowledge to others as required through supervision, short seminars or in-house training and documenting this to enable the organization to consistently provide an even better quality service to their clients. There are different methods of sharing knowledge depending on the type of knowledge that it is;
1. There is the interaction-based knowledge Management:
This maps how knowledge flows or moves from an employee A to an employee B then employee C. 
2. Also through Artificial Intelligence [AI]:  This part is for the understanding of the decision making process that employee A uses to decide what knowledge should flow from employee A to employee B and employee C.
3. The ‘Content-in-Context: This assists with the understanding and the documenting of content and context of the knowledge that is flowing from employee A to employee B and employee C (Phlypo-Price, 2010)

This part of knowledge management is challenging, as not every individual is able to transfer what is known as tacit [or knowledge uniquely possessed by an individual/employee] knowledge, which includes the individual’s insights and intuitions, into explicit [documented information for training or learning] knowledge. Hoarding of tacit knowledge by employees or a group of employees, who have attached power to being in possession of such vital knowledge to the organization could be a huge challenge for any organization (Liebowitz, 2008). Another challenge can be found when knowledge is transferred from the one party to a recipient that may not possess enough understanding or capacity to absorb the knowledge. Sometimes also, the ease of flow or transfer of knowledge would depend on if the knowledge is tacit or explicit. Generally, tacit knowledge is more difficult to transfer, whereas explicit knowledge is easier as it is clearly documented an easily accessible. These are the main causes of the disparity between the actual knowledge asset and the potential knowledge asset of a company. The actual knowledge asset of an organization is the knowledge that is captured adequately and successfully, stored securely and appropriately, is easy to access and is clear and understood fully by its recipients.  
Many organizations have knowledge managers, these managers seek out the most appropriate way of extracting knowledge by asking the right questions, ensuring that these knowledge is interpreted in a way that it is clear and can be understood and stored for easy access. A strategic solution to making sure that when expert employee leave or retire, they do not leave with their tacit knowledge, it is advisable that the company should encourage mentoring of new or junior employees by the expert employees, social interaction should be encouraged to promote the history, hidden facts and ideas to be shared orally and also for the organization to hold interviews with these expert employees with the sole purpose of extracting as much knowledge into the organization. These interviews could be carried out as and when deemed necessary by the management or/and a couple of years before an employee is due for retirement, to promote knowledge retention in the organization (Liebowitz, 2008).
DXC being an IT [information technology] service desk is required to be a powerhouse of knowledge. A service desk that supports engineers in the aviation industry should be versed in every IT solution imaginable, as long as the engineers could carry out their tasks efficiently and successfully.  These could range from IT issues to service requests, as well as IT policies and procedures. Owing to the complexity of the operations at EDS and the potential knowledge held within the service desk team, knowledge management at EDS was most essential and was at the forefront of the service desk strategy to enhance customer service and employee productivity. The aim was not only to deliver quicker solutions through the service desk agents but also to facilitate any self-help capabilities offered as part of a wider self-service capability.

[bookmark: _Toc40575795]Knowledge Application

The origin of knowledge starts from data collated accurately and then transformed into information. Ability to understand this information, know when to apply it and applying it appropriately to enhance a business, solve problems and create innovative processes and products is knowledge. The ability of an organization to actually apply all these organizational knowledge to solve the problems of their clients, create better and innovative processes is the most important part of the whole knowledge management. It leads to a process of delivering high quality service consistently to their clients. The whole purpose of knowledge management is to make available the right information to the right individual or employee at the right time, to enable the organization make informed and quality rich decisions.  



[bookmark: _Toc40575796]Aspects of Knowledge Management
[bookmark: _Toc40575797]People
One of the aspects of Knowledge Management are three different sets of people with unique responsibilities concerning how the organizational knowledge is managed:
· The Professional Personnel, is the individual that has the tacit knowledge and need to know that their knowledge can be managed and channeled effectively to others. This knowledge worker should be introduced to the organization’s knowledge management program and sensitized to view it as important and learn how to contribute their knowledge efficiently according to the rules of the management program available.
· The Knowledge Developers, these are the individuals that will work along with the ‘knowledge worker’ in order to capture the knowledge they require. These knowledge developers then organize, analyze and disseminate on the organization’s intranet, as reports on shared folders of the network or added to the organization’s knowledge based system.
· Knowledge Development Managers are the individuals that take the business perspective of how best to apply tools and techniques to process and store the organization’s knowledge assets (Ann Macintosh, 1999). 
[bookmark: _Toc40575798]Process
A modeling approach can be applied here, based on the model the organization uses, here the knowledge development managers need to know what knowledge asset the organization currently posses and from a business perspective, they need to strategically determine what knowledge asset the organization should have to influence the growth of the organization positively. The knowledge developers need to have in depth understanding of the employee’s tacit knowledge and even greater understanding about what will be relevant to add to the organization’s explicit knowledge asset and how this knowledge can be applied to the tasks done within the organization, so as to produce better quality of work and products. Lastly, the awareness of the relevant explicit knowledge and its application to actually carry out these tasks needs to be clearly known by the Professional personnel (Ann Macintosh, 1999). Here also, a PESTLE (this highlights how the organization may be affected by everything happening around them) SWOT analysis (to know their strength, weaknesses, opportunities within and outside the organization and any threats they may encounter) is carried out on the organization and the industry as a whole, this will assist in guidance to direction and decision making.
[bookmark: _Toc40575799]Infrastructure

These are decision supporting tools organizations put in place for knowledge management. These consists technology such as database systems and knowledge portals. For retail organizations such as Tesco, they use a very robust ‘customer relationship management’ system which helps them know their customers better so as to help serve the customers much better.

[bookmark: _Toc40575800]Governance
These are the top management in organizations that determine which knowledge is relevant, how the knowledge will be stored and who will be given access to certain information (Richard Bakken, 2016).

[bookmark: _Toc40575801]Conclusion and Recommendation

Today we live in a knowledge economy, where the right knowledge will be equivalent to high financial success of any organization. Knowledge is power in today’s fast paced, dynamic and innovative global village. Therefore, collaborating to create knowledge, organizing this knowledge in a systematic fashion, sharing such knowledge within the organization and applying this knowledge for innovation to take place will influence how well an organization will succeed when competing with other organizations. Today, organizations must be continuously innovative, so knowledge must be constantly created and acquired. These innovations are targeted to satisfying customers better and finding new ways of solving problems quicker and better. It is critical for the organizational culture to be such that motivates employees to interact informally to discuss about work, design a good knowledge management process and apply the most appropriate infrastructure to influence the quality of knowledge management. To enable DXC Technology continue to succeed, a research and development department, where a team of specialists in each area that they support will focus solely on making sure that DXC will continue to maintain or even better be the best in everything that they do. 
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