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[bookmark: _Toc60102537]Introduction
Businesses deal with two types of assets, tangible and intangible. The intangible assets are sometimes immeasurable in monetary values but are of greatest concern and importance. Knowledge is an intangible asset for any business. Every company deals with knowledge and information. Proper understanding of the importance and management of knowledge and information is required to operate the business and maintain stability. Banks usually deal with more sensitive and crucial information thus the information management in a bank is more critical and complex. There are several differences between knowledge and information. The management of knowledge and information. the HSBC bank is one of the sixth largest banks around the world by 2020.  In this assignment, there will be three distinctive areas of discussion based on the knowledge and information management skills practiced and implemented in HSBC Bank. The report will analyze theories of knowledge management and design a framework for the HSBC Bank knowledge management system.
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[bookmark: _Toc60102539]1.1 Relationship Between Data, Information, and Knowledge.
Knowledge and information are very crucial and sensitive to any business. In the case of HSBC bank knowledge and information, management is the very first priority as they deal with sensitive information of their customer. Knowledge isn’t only being aware of information but learning from the information and applying the learning in the future (MacMillan, 2015). Knowledge and information management benefits an organization in designing and implementing new strategies to achieve competitive advantage. There are similarities and differences between data, information, and knowledge. The relationship between these three defines their importance as individuals and outlines the organizational skill required to manage them.

[bookmark: _Toc60102440]Figure 1: Relation Between Data, Information, and Knowledge
Source: (Ferreira and Erasmus, 2016)
Data
Data are different types of symbols, numbers, characters that are meaningless by themselves without the right context. Data can be collected through different measures and observations and transferred through machines in an organization (Oksana Korotiuk, 2019). The main confusion between data is information is formed with data and a relevant context. Every information is data but all data aren’t information. Data all by itself isn’t meaningful and with a context, the data often act like facts in the information (Kubiak et.al.2014). As data isn’t understandable without the context, raw data is vulnerable to theft, misplacement, and contamination. In this case, the HSBC Bank manager and the designated personnel of data management need to understand the types of data they work with and the proper method and process of storing it for future usage. Data mismanagement leads to the failure of knowledge management. 
Information
Information is a compilation of data with a relevant context. Information delivers a more explicit perspective and facts about the data. Information is the validity and relevancy of the data to the context (Galliers and Leidner, 2016). As an example of HSBC Bank, they deal with customer’s accounts and they require their account holder’s information to verify the account and any transaction. A person’s date of birth is data. But the data isn’t relevant without the person's name and photo. The date of birth and the name together is the information of a particular account. Here the name of the account holder gives context and relevancy to the date of birth and together it is information about an account holder of the bank. 
Knowledge
Knowledge is a collection of information. Knowledge is the process of using information about a person or anything to make decisions to solve a problem in the future. Knowledge is also learning that makes it easier to make new solutions in the future. In HSBC Bank, they maintain the transaction details of their clients for safety and future legal issues. As the machine gets information about the transaction process it becomes knowledge (Mellor, 2013). In any case of irregular or suspicious behavior of the account, the machine automatically freezes the account to restrain any unauthorized and suspicious transaction. This helps the bank to ensure the safety of the accounts and avoid any theft and suspicious transaction.


[bookmark: _Toc60102540]1.2 Relationship Between Individual and Organisational Knowledge 
Organizations are run by employees and every person is different from another so is their skill of knowledge management and development. Individual knowledge is individual learning where an individual employee utilizes information to learn and become aware of the facts. When an individual employee learns from information the knowledge is individual. organizational knowledge is when an organization as an entity learns something and implement the knowledge to achieve organizational goals (Barker, 2016). As an organization, the HSBC bank arranges regular training programs for their staff to learn new information and gain knowledge. The knowledge earned by individuals from the training is their knowledge. When an employee or all employees use their knowledge to solve a problem or design a new strategy for the bank and the organization as an entity learn a new solution to a problem, it is organizational knowledge.
As the HSBC bank wants to implement a new data management software, the hr arranged a new training program to train the employees for using the software properly. In this training program, the employees learned new software and this new knowledge is their learning (OHTA, 2012). After training when the employees are using the software and managing data effectively it enhances productivity and the individual knowledge becomes organizational knowledge.

[bookmark: _Toc60102541]1.3 Analysis and Modelling techniques to identify Knowledge assets
Knowledge assets are intellectual properties that include information, learning, memory, insights, ideas, expertise, or any other resources possessed by the organization and accessed by the workforce. Knowledge assets are intangible assets that can be invested to achieve the organizational goals. Different techniques can be used to identify the knowledge assets in the context of the HSBC bank.
Knowledge Acquisition Technique
Knowledge acquisition technique is acquiring knowledge from different resources to add new knowledge to an already existing knowledge base.  The purpose of these techniques is to acquire new knowledge, improve, and refine the already existing knowledge (Ferreira and Erasmus, 2016). There are different methods of knowledge acquisition techniques. Diagram based, matrix-based, hierarchy-based knowledge acquisition techniques are applicable for technical knowledge. The most common knowledge acquisition technique is the face-to-face interview technique. The HSBC bank can arrange structured and unstructured interviews with their employees and candidates to acquire the maximum knowledge.
Knowledge Sharing Technique
The knowledge sharing technique is the exchange of knowledge between people through communication and other methods. Knowledge sharing also enhances and increases knowledge. Training, courses, workshops, seminars are some of the many strategies and possibilities to share knowledge (MacMillan, 2015). In the HSBC bank, they arrange different training programs and seminars. In such seminars, the employees share their knowledge among themselves and the knowledge is communicated and enhanced. These training programs ensure that employees learn new knowledge and perform better in work and increase organizational productivity.

[bookmark: _Toc60102542]1.4 Evaluation of Actual Knowledge Asset and Potential Knowledge Asset 
Knowledge can be described in two different ways actual knowledge and potential knowledge. Both actual and potential knowledge are assets to a business. The importance of both knowledge assets is applicable in different aspects.
Actual Knowledge Assets
Actual knowledge is the direct and clear knowledge where the parties involved in the process are aware of the facts and events. Actual knowledge is having a clear awareness of the circumstances and having no room for constructiveness (Burnford, 2019). Actual knowledge is what a seller must be aware of. In the HSBC bank, the sales department must be aware of the exact number of accounts opened every day. The accounts department also must have exact information about the transactions to complete an accurate financial statement for each client. This is the actual knowledge where the parties are fully aware of the exact information. Actual knowledge ensures the accuracy of an event and it is evident.
Potential Knowledge 
The difference between actual knowledge and potential knowledge is effectiveness and existence. Potential knowledge unlike actual knowledge isn’t evident. The parties involved in the process aren’t directly and fully aware of the knowledge. The knowledge isn’t evident but it is the biggest asset for any business. Potential knowledge helps a company to identify new scopes of improvement and expansion (Kubiak, Andrzej Sieradz, and Uniwersytet Gdański. Wydział Zarządzania, 2014). Potential knowledge is more effective than actual knowledge as there is a scope of growth and possibilities. The HSBC bank forecasts its net income, cost, sales, profit, assets, and liabilities on a weekly, monthly, and yearly basis. The forecasted knowledge is potential. As they forecast they learn about the possible outcome before hands and can work to improve their sales and other strategies to avoid unexpected consequences.
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Theories and models are required to evaluate the effectiveness of a subject and also act as a foundation of a strategy and decision. Knowledge management is the process of creating, storing, and applying knowledge according to the situation (Mellor, 2013). Every business has its knowledge management model that ensures the effectiveness of knowledge and information management. There are several theories of knowledge management applications in the scenario of the HSBC bank.
[bookmark: _Toc60102544]2.1 Knowledge Management Process to Create, Store, Apply, and Integrate Knowledge.
Knowledge is managed to create, store, apply, and integrate knowledge. Knowledge is of no use if it is not crated constantly, stored for future usage, applied in required circumstances, and integrated to enhance the knowledge sharing experience. There 
Knowledge Creation
The first step of knowledge management requires knowledge creation from internal and external resources. An organization needs to have a culture of organizational learning to enable opportunities for individual learning and thus pave the path of organizational knowledge management (MacMillan, 2015). An organization creates organizational knowledge through various resources and one of the most important resources is its employees. Employees use and share their knowledge to achieve their goals. While sharing the knowledge they build and enhances organizational knowledge (Taylor, Lee, and Association Of Research Libraries, 2014). The HSBC bank emphasizes the knowledge building phase of the knowledge management process and begins the process with the selection process of recruitment. The HSBC bank selects the most talented and experienced employees. It ensures that the internal knowledge sharing environment is effective. The individual employees are being benefitted from the knowledge-sharing culture.
Knowledge Store
Storing knowledge in retaining knowledge through different techniques and methods. Organizational knowledge is two types, information, and documents that can be stored in physical format or with technology and the other is the knowledge of the employees. Employees use their knowledge to achieve organizational goals. Thus, the knowledge of the employees becomes an asset to the organization (Burnford, 2019).  In HSBC Bank, they focus on retaining the employees through different programs and training. Employees are the intellectual property of the organization. Holding the knowledge through creating a knowledge management culture is very effective (Oksana Korotiuk, 2019). When an employee is allowed to grow and enhance individual knowledge they become connected to the company. The HSBC bank arranges regular training programs and updates their employee benefits strategy to hold and retain the knowledge.
Knowledge Application
The main purpose of knowledge management is to apply the knowledge to a real scenario. In the previous three stages, knowledge is built, retained, and generated more through the knowledge management culture maintained in the HSBC bank. Knowledge is not utilized if it is not applied when it is necessary (Said et al., 2015). During the training and brainstorming stages employees and the authority discuss different possibilities and solutions to current problems and scopes of improvement. The knowledge gained from the discussion leads to new strategies to improve the work environment and increase productivity.
Knowledge Integration
Knowledge integration is where multiple models or information turns into a piece of knowledge. A pattern of one specific entity can be implemented to explicate another. In this manner, the organization will be able to have a piece of collective information turned into knowledge and stored for further use. Knowledge integration enables the opportunity for growth for employees (Galliers and Leidner, 2016). As employees can incorporate their new learning with the already existing knowledge they become more efficient, flexible, and productive. Knowledge is a constant and continuous cycle. 




[bookmark: _Toc60102545]2.2 Impact of Intellectual Property Rights
Intellectual property rights are given to the owner, creator, or innovator of an idea, information, or knowledge. Intellectual rights were formed to give the creator or innovator the sole ownership of their creation to prevent any plagiarism or theft of an idea (Oksana Korotiuk, 2019). The intellectual property right ensures that the creators are encouraged to create and innovate more. There are different types of laws to protect intellectual rights such as copyright, patent, trademark, logo, and infringements (Fitzgerald and Eliades, 2015). When a companies’ idea is stolen or copied by any other competitor the company can be affected by monetary or non-monetary perspectives. The absence of intellectual property rights will provoke the counterfeit companies to steal the knowledge and intellectual property of its owner and it will not only affect the particular company but the whole industry as a whole.
The HSBC bank has it’s own logo as a trademark. If the HSBC bank didn’t have the logo and the company name trademarked then any other bank or business could steal their identity and use the bank's name to perform illegal and unwanted activities. The HSBC bank has its logo trademarked thus nobody can use its logo and it eradicates the possibilities of theft, fraud, and other criminal activities. In otherwise the HSBC bank might even face the legal issue by counterfeited business parties. If someone else uses the trademark or the brand title for their business the HSBC bank can sue the party and take legal actions.
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[bookmark: _Toc60102547]3.1 Contribution of The Knowledge Asset in the Work Culture of The HSBC Bank
Knowledge is an intangible asset that contributes to the effective management of a business. The more a company possess knowledge asset and ensures the creation of knowledge as a work culture the more the company is benefitted. Knowledge asset contributes to the development and success of the HSBC bank. The contribution of knowledge assets can be simplified in four areas.
Productivity Improvement 
The knowledge-creating and sharing of work culture improve individual and organizational performance. In an organization that creates a work environment where employees are constantly developing their knowledge and implementing them to achieve the organizational goal, the performance rate of the individual employee is higher than any other business. The knowledge asset is collected from various sources (BBC, 2019). The sources can be internal and external. The HSBC bank believes in teamwork and each team is designed with great minds. A team as an entity performs well only when each individual in the team is performing better themselves. Knowledge as an asset is created and shared among the team thus the team performance enhances and the organizational productivity rate improves.
Competitive Advantage
The competition for HSBC is comparatively higher. An organization can only achieve a competitive advantage over its competitors by performing well internally. Every business almost operates the same way (Mellor, 2013). Every business invests intangible assets like machines, infrastructures, etc. a business can achieve a competitive advantage through knowledge assets. Knowledge assets cannot be duplicated and the knowledge of the employees and the organization helps a business to perform better than its competitors (Ferreira and Erasmus, 2016). The HSBC bank is also a bank that is giving the same service as any other bank and following the same laws and policies. Coming up with new services to make money transactions easier and secure is a new idea that is generated by the employees and the strategic planners. The new idea gives them the first goer advantage over their competitors. Knowledge asset contributes here to gain a competitive advantage.
Cost Management
There are different types of costs generated when a business operates. Monetary cost and time costs are two of the most important cost that a company needs to minimize as much as possible to increase performance. Knowledge asset contributes to the minimization of the cost. In the knowledge management process, the third stage is the pooling knowledge where employees share their knowledge and brainstorm new ideas (Fitzgerald and Eliades, 2015). The HSBC bank focuses on creativity and builds a spontaneous environment where employees can share new ideas. The idea of shared meeting and files is one of them. This idea of time-sharing and work-sharing saves both time and money. Employees now don’t have to spend more time communicating the progress of the work. Everyone can work at a time which saves time. During the Covid19 pandemic, many employees had to abstain from coming to the office.This way the company didn’t have to recruit more temporary workers and save the cost.
[bookmark: _Toc60102548]3.2 Knowledge Requirement of HSBC Bank
There are the scope of improvement as well as requirements of knowledge improvement. The HSBC bank requires to develop knowledge in some particular aspects.
Information Prioritising 
Time is the most important asset. When an employee spends more time dealing with unimportant information the productivity of the employee and the organization as a whole is affected. In HSBC the amount of data is enormous. As they are dealing with more unnecessary information every day it is also consuming more time to find certain information (MacMillan, 2015). The number of files, e-mails, and database piles up to the point where the decision-making process is being delayed. According to a study, 43% of employees believe that “analysis paralysis” has become a common issue. It takes more time to decide due to the abundance of information. 
Knowledge Selection
Even before the use of technology the information overflow was very common for organizations. From too many books to too many data sheets information overflow is a major issue and affects the productivity of the organization. The purpose of the knowledge management system is to store important knowledge and information for the future but the process can also become a disadvantage if the information is overloaded (Galliers and Leidner, 2016). But before technology, information overload was caused due to the inaccessibility of the information. But as technology has evolved getting access to information has become easier. In this scenario, as one has more access to the knowledge they tend to store more than necessary. 

[bookmark: _Toc60102549]3.3 Organisational Framework to Enable Knowledge Sharing
The current knowledge sharing framework implemented in the HSBC bank is inspired by the knowledge sharing model by Ikujiro Nonaka and Hirotaka Takeuk. The model is known as the Spiral of knowledge framework.
[image: ]
[bookmark: _Toc60102441]Figure 2: The Knowledge Spiral Framework
Source: (MacMillan, 2015)
There are two types of Knowledge Explicit and Tacit. Explicit knowledge is visible and measurable knowledge such as documents, software, books. Tacit knowledge on the other hand is immeasurable (OHTA, 2012). Tacit knowledge is the skill and expertise of a person that cannot be measured and only be learned from the person through observation. A company needs both the knowledge to be successful. In HSBC bank the spiral of knowledge framework ensures the transaction and flow of tacit and explicit knowledge.
Externalization 
Using different techniques to articulate the tacit knowledge explicitly. The HSBC bank has a system of techniques where the employees use different models and analogies to create a relation between tacit and explicit knowledge (Oksana Korotiuk, 2019). The knowledge-sharing process of tacit to explicit is as the mentors guide the subordinate to learn the system of a task.
Combination
The combination is the phase of exchange between explicit to explicit knowledge. Sorting, combining and following other techniques (Said et al., 2015). When the documents, software are sorted or rearranged to summarise knowledge and information the knowledge shared is from explicit to explicit.
Internalization 
This phase is the learning by doing phase. Explicit knowledge and tacit knowledge is shared in this phase. In HSBC every newly recruited employee must work under a mentor for some time. in this time the learner who has more explicit knowledge learns from the mentor who has more expertise and skills by observing them and taking instructions and learnings.
Socialization
Socialization is the knowledge sharing of tacit knowledge. In HSBC the work environment is friendly for knowledge sharing. When two employees of the same expertise and skills socialize and share their knowledge formally or informally the tacit knowledge is shared.
In the HSBC bank, tacit knowledge is more prioritized than explicit knowledge. The company believes that an employee who has mastered a skill performs better than an employee who has more textbook or theoretical knowledge. This is the reason why even in recruitment the HSBC recruits employees who have more experienced and skills than an employee who has more knowledge but less expertise.
[bookmark: _Toc60102550]3.4 Recommendation 
Several ways can improve the knowledge sharing process of the HSBC bank. The techniques can be adopted easily without any major changes.
Redesigning the workplace 
Employees should have the opportunity to communicate even beyond the formal environment of the workplace. The physical structure and attributes of the workplace aren’t only necessary for smooth movement but also the mental stability and comfort (BBC, 2019). Employees should be allowed to communicate with each other and share knowledge. Designing the office space where employees can talk and discuss various topics without being too formal. This flexible and open environment would encourage the employees to enrich the bond among them and share knowledge.
Incentivizing Knowledge Sharing 
Rewards are always a motivation and everybody loves to be rewarded for something. Building a knowledge-sharing environment through a reward system can motivate the most conservative employee to open and participate in the knowledge sharing movement (Fitzgerald and Eliades, 2015). Pairing up employees to complete a new project where they must rely on each other's knowledge and share knowledge is a great solution. Enforcing a reward system can act as a stimulus to encourage the employees to be more engaged in the process of knowledge sharing.
Redesigning Training Programs
The HSBC bank needs to redesign their training programs more often. As the training programs are mandatory for the new employees incorporating the existing employees who are more expert in their job in the training can allow both parties to grow (Burnford, 2019). In such a scenario both can learn from each other and share each other's knowledge they have. The new employees should be paired up with a mentor. The mentor can observe the new employee and share knowledge to train them. In this way, the training will become more effective and enjoyable at the same time.





[bookmark: _Toc60102551]Conclusion
Knowledge and information management is a crucial task for any organization. Knowledge is an asset for any business and proper management of knowledge ensures the success of a business. In the HSBC bank knowledge management process is designed to facilitate the environment for knowledge sharing and building. Information and knowledge are also vulnerable to mismanagement and may lead to undesirable consequences. As one of the most successful and top-ranked banks in the UK, the HSBC bank has used its knowledge management process to ensure an increased organizational process. It is the most important intangible asset and resource of today's modern age. Companies now hire to be more creative, innovative, and invest more in strengthening the knowledge asset to b benefitted in terms of capital, labor, and resources.
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