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[bookmark: _Toc1948184250]AI Disclosure
I acknowledge the use of ChatGPT on Tuesday 15th April to create a structure for the assignment.
I used the prompt:
1. brief. create a structure for a 4000 word assignment with the brief Module Learning Outcomes (from module syllabus) • Evaluate the concept and importance of knowledge management in terms of an organisation’s knowledge assets and their management; • Understand the key knowledge management processes required for organisational development; • Develop a framework for establishing a knowledge management culture. TASK DESCRIPTION The student will produce a 4000 word written document with a minimum of 10 references, which will present a strategic plan for the collection, storage, and implementation of knowledge within their workplace. With the changing landscape, and government policy, the workplace has to adapt. For this document, the student is to develop a strategic action plan for the workplace which will aim to enhance efficiency by utilising available knowledge, to achieve this, the student will: 1. Evaluate the concept of knowledge management: a. Explain the relationship between data, info, knowledge b. Relationship between individual and organisational knowledge 2. Develop a Framework for a Knowledge Management Culture: a. Establish A business case for the collection and distribution of knowledge. b. Explain what is required to create, store, and implement knowledge. 1. Identifying current systems for storage of information. c. Define current knowledge assets within the workplace. d. Create a series of Key Performance Indicators for your workplace. 1. What information is required by the business 2. Systems to protect confidentiality, integrity and availability of information. with the role as a rent officer for swansea council.
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[bookmark: _Toc168838249]1. Introduction 
As services deal with budgetary constraints, policy changes, and rising public expectations, knowledge management has grown in importance within modern public sector organisations. In addition to managing massive amounts of data and adhering to legal and regulatory requirements, local authorities must provide effective and responsive services. Effective knowledge management facilitates decision-making, operational effectiveness, and enhanced service delivery in businesses like Swansea Council by guaranteeing that data and employee expertise are available and utilised efficiently.
Swansea Council's housing services are in responsible for overseeing council homes, aiding tenants, handling rent arrears and making sure that local government and housing laws are followed. A rent officer's responsibilities include keeping accurate records, interacting with tenants, keeping an eye on rent accounts, and assisting with tenancy sustainability. Knowledge management is crucial to the service because these duties mostly depend on precise data, expertise, and efficient departmental communication.
With an emphasis on the Rent Officer position, this assignment aims to create a strategic knowledge management plan for Swansea Council's housing services. The essay will assess the notion of knowledge management, investigate the significance of organisational knowledge in housing services, and look at the connection between data, information, and knowledge. Additionally, by identifying existing knowledge assets, assessing information storage systems, and suggesting Key Performance Indicators (KPIs) to boost productivity and service delivery, the research will create a framework for creating a knowledge management culture.
The research is divided into sections that address organisational knowledge processes, knowledge management ideas, and the creation of a strategic action plan for enhancing Swansea Council's knowledge management procedures.





[bookmark: _Toc669734817]2. Evaluation of Knowledge Management 
[bookmark: _Toc614207644]2.1 Concept of Knowledge Management
Knowledge management (KM) incorporates the structured processes through which organisations generate, organise, disburse, and utilise knowledge to enhance overall performance and support informed decision making. Knowledge management, according to Thomas Davenport and Prusak (1998), entails gathering important organisational knowledge and disseminating it in ways that enhance productivity and organisational success. Similarly, Ikujiro Nonaka and Takeuchi (1995) contend that since knowledge fosters creativity, problem-solving, and ongoing learning, it is one of the most significant organisational assets. Effective knowledge management is becoming increasingly crucial in public sector organisations like Swansea Council since services depend significantly on precise information, expert judgement, and departmental cooperation to successfully satisfy public needs.
Knowledge management has become much more important because of government policy changes, financial challenges, and digital transformation. Apart from contributing to meeting public expectations and keeping up with technology advancements, local governments are required to deliver effective and responsible services. Managing information in housing services can enhance communication, cut down on job duplication, protect important staff information, and facilitate well-informed decision-making. Effective knowledge management, according to Wiig (1997), improves organisational performance and adaptability. This is important in housing services because employees must use both professional judgement and procedural compliance to handle complicated tenancy difficulties. Additionally, Wiig (1994) underlines that knowledge only adds value when it is methodically arranged, easily available, and incorporated into operational procedures. Service quality, tenancy sustainability, and arrears recovery are all directly impacted by the ability of Swansea Council Rent Officers to apply accurate tenancy information and professional competence. As a result, knowledge management serves as the foundation for effective and well-informed organisational decision-making, going beyond simple information storage.
[bookmark: _Int_3qhQwsis]The DIKW hierarchy, which illustrates the connection between data, information, knowledge, and wisdom, is one of the most recognised frameworks for comprehending knowledge. According to the hierarchy, information is formed when data is arranged and interpreted, knowledge is developed when people apply expertise and experience to information, and data represents raw facts without context. Tenancy records and rent payment figures are considered data in the housing services industry, arrear’s reports that show payment patterns are considered information. Knowledge is demonstrated when a rent officer uses professional judgement to choose a suitable repayment plan. The capacity to apply knowledge successfully when making operational or strategic decisions, especially in complicated situations requiring professional judgement, is referred to as wisdom.
While the DIKW model offers a helpful framework for comprehending the evolution of knowledge, other scholars contend that the model oversimplifies organisational knowledge processes. Rowley (2007) contends that rather than merely moving from data to wisdom, knowledge is frequently created by social interaction, teamwork, and professional experience, making knowledge generation rarely linear. According to more recent studies by Laihonen, Kork, and Sinervo (2024), organisational culture, institutional structures, and staff communication all have a significant impact on the development of knowledge in the public sector. This issue is especially pertinent to local authority housing services, where interpersonal communication and staff expertise are frequently more important in making decisions than formal data systems alone.

[bookmark: _Toc262082717]2.2 Data, Information, and Knowledge
Understanding knowledge management requires an awareness of the differences between data, information, and knowledge. Unprocessed facts and numbers that have little meaning on their own make up data. Tenant names, rent balances, payment histories, and arrears amounts are a few instances of data found in Swansea Council's housing services. This data becomes information that can aid in operational decision-making when it is evaluated and arranged into reports or tenant records. Housing teams may be able to prioritise intervention strategies by, for instance, analysing patterns of missed rent payments among specific tenancy groups.
When people apply comprehension, expert judgement, and experience to information, knowledge is created. To decide whether supportive intervention or enforcement action is the best course of action, a rent officer may draw on prior experience with vulnerable tenants. As effective service delivery also requires employee expertise and practical understanding, this shows that organisational knowledge goes beyond digital systems and documented information. 
Amidon and Skyrme’s six knows framework can be applied to Swansea Council’s housing service.



	Type of Knowledge
	Description / Application

	Know‑what
	Refers to core information such as tenancy policies and arrears procedures.

	Know‑how
	Practical case‑management skills developed through operational experience.

	Know‑who
	Understanding who to contact when coordinating with internal departments and external support agencies.

	Know‑when
	Supports timely and appropriate decision-making.

	Know‑why
	Ensures actions align with organisational goals and underlying rationale.

	KM implication
	Effective knowledge management requires not only storing information but understanding how it is applied in practice.



Polanyi (1966) differentiates between tacit and explicit knowledge. Housing rules, processes, laws, and tenancy databases are examples of explicitly documented and easily transmitted knowledge. Tacit knowledge, on the other hand, is individualised, grounded in experience, and frequently challenging to articulate formally. Tacit knowledge in housing management can include bargaining strategies, communication skills, and the capacity to evaluate tenant behaviour during case management talks.
This distinction has significance because many public sector companies place a great deal of emphasis on using digital technologies to store explicit information while undervaluing the importance of the tacit knowledge that seasoned workers possess. However, when handling complicated housing problems that call for professional judgement and interpersonal skills, tacit knowledge is frequently crucial. According to Lyng et al., (2023), if businesses want to enhance long-term organisational capabilities and preserve service continuity, they must devise strategies for transforming tacit knowledge into shared organisational learning.
The four steps of knowledge creation and transfer inside businesses are explained by Ikujiro Nonaka and Takeuchi's (1995) SECI model: socialisation, externalisation, combination, and internalisation. The model shows how ongoing interactions between explicit and tacit knowledge promote organisational learning. For instance, during team meetings, rent officers could casually share useful strategies for handling challenging arrears cases. These encounters could subsequently be recorded in staff training materials or procedure guidelines, enabling information to become ingrained inside the company. Hence, the SECI model emphasises that knowledge management involves more than just information storage; it also involves fostering employee collaboration, communication, and ongoing learning.
[bookmark: _Toc102512526]2.3 Individual vs Organisational Knowledge
Employee expertise, experience, and professional judgement are referred to as individual knowledge, whereas organisational knowledge is found in systems, policies, procedures, and organisational culture. Organisational knowledge is a type of intellectual capital that greatly enhances organisational value and performance, according to (Quinn, Anderson, and Finkelstein 1996). Both types of knowledge are necessary to sustain efficient rent management and tenant support services within Swansea Council's housing services.
[bookmark: _Toc1241947286]Quinn et al. (1996): Forms of Organisational Knowledge in Swansea Council Housing Services
	Type of Knowledge
	Description / Application

	Know-what
	Factual knowledge such as tenancy legislation, rent arrears data, and housing procedures.

	Know-how
	Practical skills developed through case-management experience, tenant communication, negotiation, and problem-solving.

	Know-why
	Understanding organisational objectives, housing policy requirements, and the rationale behind tenancy management processes.

	Care-why
	Employee motivation, professional commitment, and willingness to deliver effective tenant support services.

	Application in Role
	Rent Officers rely on all four forms of knowledge when managing tenant relationships, supporting tenancy sustainment, and making operational decisions.



Quinn et al.'s (1996) typology shows that organisational knowledge goes beyond formal information systems since professional understanding, employee motivation, and experiential learning are all necessary for efficient service delivery.

Experienced employees hold tacit knowledge; this can greatly enhance tenant engagement and problem-solving skills. By working with tenants who are struggling financially or socially, rent officers often acquire useful communication techniques and case-management abilities. However, there is a considerable danger of knowledge loss due to employee turnover, retirement, or absence when businesses mainly rely on individual expertise without efficient information-sharing platforms. This may have a detrimental impact on organisational effectiveness and lower service consistency. However, other researchers contend that an over-reliance on formal knowledge-sharing mechanisms may limit adaptability and deter people from learning informally. This implies that organisations need to strike a balance between opportunities for experiential learning and collaborative communication and organised information management.
Explicit organisational knowledge, including tenancy records, housing policies, procedural guidance, and digital databases, helps ensure accountability, consistency, and compliance with legal requirements. However, relying solely on documented information may limit organisational learning because many practical skills and experiences cannot be fully captured within formal systems. Pepple, Makama and Okeke (2022) argue that successful knowledge management within public sector organisations requires a balance between technological systems and a collaborative organisational culture that encourages knowledge sharing between employees.
Rent officers, housing teams, and management at Swansea Council can make better decisions, increase operational effectiveness, and improve tenant outcomes by strengthening communication and sharing knowledge. As a result, knowledge management should be seen as a strategic organisational approach that promotes ongoing learning, organisational development, and better public service delivery in addition to being a technical procedure for storing information.



[bookmark: _Toc2070273559]3. Knowledge Management Processes for Organisational Development 
[bookmark: _Toc504603960]3.1 Key Knowledge Management Processes
Organisations in the present knowledge economy depend more and more on digital technology, knowledge, and information to enhance operational performance and service delivery. Knowledge should be viewed as a valuable organisational asset in public sector organisations like Swansea Council since accurate information and staff expertise are critical to decision-making, efficiency, and tenant results. Barney (1991) established the Resource-Based View (RBV), which contends that valuable, hard-to-copy, and well-organised resources help businesses operate better. Knowledge is, however, strategically essential because it promotes organisational learning, service quality, and operational performance, even if local authorities do not compete commercially in the same manner as private organisations.
Organisational resources only produce long-term value when they are integrated into organisational systems and procedures, according to the VRIO framework. Tenancy information, welfare data, housing laws, procedural guidelines, communication histories, and staff expertise are examples of knowledge assets used by Swansea Council in its housing services. Appendix A provides a thorough examination of the systems now in use within Swansea Council's housing services, while Appendix B summarises the organisation's present knowledge assets. There are two types of these assets: tangible and intangible. Databases, payment records, and reporting systems are examples of tangible knowledge assets; staff experience, professional judgement, organisational learning, and tenant relationships are examples of intangible assets. According to Quinn, Anderson, and Finkelstein (1996), intangible knowledge assets are frequently more valuable since they aid in decision-making and problem-solving. This is especially important in the housing services sector, where rent officers frequently use professional judgement to assist clients and handle rent arrears.
Staff experience, tenant engagement, training, and case-management activities all contribute to the ongoing generation of knowledge. Managing complicated tenancy issues, interviewing tenants, and shadowing experienced rent officers are common ways to acquire implicit knowledge. The SECI model developed by Nonaka and Takeuchi (1995) describes how social contact and shared experience can transmit tacit knowledge. In the housing service sector, experienced employees frequently share useful knowledge through case reviews, team discussions, and guidance, assisting newly hired staff members in developing their communication and problem-solving abilities.
Staff cooperation, operational evaluations, team meetings, and supervisory sessions all facilitate transfer of knowledge. As indicated by Nevis, DiBella, and Gould (1995), the acquiring, sharing, and interpretation of knowledge are essential to organisational learning. Additionally, Swansea Council tracks arrears levels, response times, and service quality using operational performance metrics produced by Microsoft Teams and internal reporting systems. Appendix C contains examples of these indicators. Evidence-based decision-making can be aided by performance data, but an over-reliance on numerical goals may ignore crucial qualitative aspects like tenant vulnerability and safeguarding problems.
When operational decisions and service delivery are supported by organisational knowledge, this is known as knowledge application. When deciding on repayment plans or tenancy interventions, rent officers combine tenancy data, welfare information, housing processes, and expert judgement. Wiig (1994) argues that knowledge only creates value when it is organised and applied effectively within organisational processes. Therefore, efficient knowledge management can reinforce compliance, decrease recurring errors, enhance operational consistency, and promote better tenant results. Appendix E shows how these knowledge-management procedures relate to one another in Swansea Council's housing services.
[bookmark: _Toc1196503096]3.2 Current Systems in Swansea Council
Swansea Council supports welfare administration, housing management, rent collecting, and organisational communication using several digital technologies and communication procedures. The Orchard Housing system, which keeps tenancy records, arrears information, payment histories, communication records, and case notes, is the main information-management system utilised in housing services. Transaction Processing System (TPS) and Management Information System (MIS) operations are among the management tasks carried out by Orchard. 
Other systems include the Universal Credit portal for tracking and updating benefit claims, Northgate for housing-benefit data, and Web Pay for tenant card payment handling. Communication, operational reporting, and performance management are supported via Microsoft Teams and internal reporting systems. In addition, housing services make use of digitised case files, shared folders, emails, and the Webex phone system, which enables tenant talks to be recorded and reviewed as needed.
Tenancy records, arrears histories, staff knowledge, welfare data, housing laws, procedural guidelines, safeguarding information, and communication records are examples of current knowledge assets. Effective tenant management, operational planning, and legal compliance all depend on these knowledge assets.
[bookmark: _Toc1611511331]3.3 Gaps and Challenges
Swansea Council's housing services nevertheless face a few knowledge-management issues despite the deployment of numerous digital tools. The existence of data silos, where information is dispersed across several systems without complete integration, is one major problem. When handling tenancy cases, rent officers might have to visit Orchard, Web Pay, Northgate, and the Universal Credit portal independently, which could decrease productivity and raise the possibility of using inaccurate information when making decisions.
The fact that a large portion of the knowledge utilised in housing services is implicit and acquired by practical experience causes knowledge loss a further challenge. Even while training and shadowing facilitate the transfer of knowledge, staff retirement or turnover might inevitably result in the loss of important expertise.
Risks to confidentiality and information governance are also significant issues. Weaknesses in information-handling procedures are demonstrated by incidents like letters that are sent to the wrong residences or mail that contains information about another tenant. Also, even while Orchard keeps track of modifications made to tenancy accounts, if no changes are made, it could be difficult to see which data have been accessed. Appendix F provides a summary of the risks that have been identified and the current governance controls. GDPR compliance, safe access controls, and efficient information governance practices are even more crucial while working remotely and handling financial data via Web Pay.



[bookmark: _Toc584897917]4. Framework for a Knowledge Management Culture 
[bookmark: _Toc523229106]4.1 Business Case for Knowledge Management
The requirement for efficient knowledge management in Swansea Council's housing services has increased due to the growing complexity of welfare reform, digital transformation, and housing management. Public sector organisations must operate within budget and regulatory constraints while providing effective services. Knowledge management may thereby boost tenant outcomes, facilitate informed decision-making, and increase operational efficiency. Effective knowledge management, according to Kassa and Ning (2023), enhances organisational learning, service quality, and policy execution in public sector organisations.
Better knowledge management within housing services can facilitate more efficient tenancy management and rent collection. When handling arrears cases, rent officers frequently consult tenant histories, welfare data, payment records, and contact logs. Faster decision-making, better departmental communication, and fewer delays can all be facilitated by increased access to reliable information. Support for vulnerable tenants may also be enhanced by improved cooperation between welfare agencies, housing services, and safeguarding teams.
To ensure adherence to laws and governmental rules, knowledge management is also crucial. Large amounts of private data, such as financial records and safeguarding issues, are processed by housing organisations. Organisational accountability, audit requirements, and GDPR compliance are all supported by efficient handling of this data. Reducing unneeded duties, administrative mistakes, and ineffective procedures may also help save costs and improve services.
Establishing a culture of knowledge management requires organisational learning, trust, and leadership. Senge (1990) contends that cooperation and shared learning enable learning organisations to constantly improve. Therefore, managers are crucial in fostering an environment where employees feel comfortable sharing their expertise and experience, supporting staff growth, and promoting communication.
[bookmark: _Toc1491062989]4.2 Creating, Storing, and Implementing Knowledge
Swansea Council should adopt a more organised and comprehensive approach to knowledge management to enhance organisational learning and operational efficacy. The SECI model by Nonaka and Takeuchi (1995) describes how socialisation, externalisation, combination, and internalisation can transform implicit and explicit knowledge into organisational learning.
The development of knowledge should concentrate on more efficiently capturing operational learning and employee experience. A large portion of the practical knowledge utilised in housing services is acquired through professional judgement, case management, and tenant interaction. To facilitate the transmission of tacit knowledge among employees, Swansea Council should implement organised mentoring, case studies, reflective practice sessions, and lessons-learned talks.
Due to the frequent changes in housing laws, social programs, and organisational practices, training and ongoing professional development are also crucial. Continuous training on information governance, GDPR compliance, protection, and housing policy should be provided to staff members. Senge's (1990) concept of systems thinking is essential since decisions for housing management can have an impact on broader organisational and social results.
Enhancing system integration, accessibility, and consistency should be the main goals of knowledge storage. Staff access to correct records, protocols, and operational guidelines would be enhanced, and incomplete data would be reduced with a more centralised knowledge-management system. Standardised document management practices and version control systems would also guarantee that workers make decisions based on current information.
The application of knowledge should facilitate communication, decision-making, and operational uniformity among housing services. Enhancing departmental collaboration, cutting down on duplicate work, and facilitating better tenant management decisions are all possible outcomes of increased access to organisational knowledge. Employee cooperation and knowledge exchange would be further promoted by the creation of communities of practice. According to Wenger (1998), practical discussion and shared experience help employees learn more efficiently. Implementation may be delayed by several issues, such as task demands, objections to change, disjointed systems, and privacy issues. Employee understanding and decision-making may also be influenced by mental models and the ladder of inference. Collaborative talks, monitoring, and reflective practice may help lower these risks and increase team consistency.
Establishing a culture that promotes communication, ongoing learning, and information sharing will require strong leadership and organisational support.
[bookmark: _Toc1796886495]4.3 Identification of Knowledge Assets
To assist tenancy management and service delivery, Swansea Council's housing services rely on a variety of organisational knowledge assets. Tenant records, arrears histories, payment details, welfare data, protection records, housing laws, organisational protocols, and communication logs are some of these. When combined, these tools facilitate legal compliance, operational planning, and well-informed decision-making.
Employee expertise is another significant intangible knowledge asset. By interacting with tenants, negotiating, and handling cases, experienced rent officers acquire useful abilities. This implicit knowledge facilitates effective conversation and problem-solving with tenants who are at risk. Employee turnover, retirement, or absence could result in the loss of important expertise in the absence of efficient knowledge-sharing procedures. Swansea Council should streamline procedures for gathering and sharing employee expertise within teams.
[bookmark: _Toc210599646]4.4 Key Performance Indicators (KPIs)
To assess operational performance and assess effectiveness of knowledge-management procedures, Key Performance Indicators (KPIs) are essential. KPIs should promote both organisational development and service effectiveness in Swansea Council's housing services.
Rent collected as a proportion of rent charged, total current rent arrears, past tenant arrears, the value and quantity of payment transactions, and the number of evictions associated with arrears are a few examples of operational KPIs. Arrears reduction rates, case resolution timeframes, tenant satisfaction levels, staff training completion rates, and involvement in knowledge-sharing initiatives are examples of other indicators.
These indicators can assist management in keeping an eye on service quality, spotting operational patterns, and determining whether advancements in knowledge management are advancing organisational goals. Appendix C contains a summary of the suggested KPIs.
To guarantee that organisational goals are precise, quantifiable, attainable, pertinent, and time-bound, SMART objectives should also be used. As an example, Swansea Council might want to shorten the time it takes to respond to arrears or increase employee participation in training initiatives over a specific time frame.
[bookmark: _Toc817486324]4.5 Information Requirements
Accurate, trustworthy, and easily accessible information is essential for effective knowledge management. To support operational decision-making, housing services need current tenant financial records, payment histories, welfare data, tenancy papers, communication logs, and legal updates.
Rent officers may monitor rent enquiries, evaluate arrears cases, and offer tenants the proper support when they have access to reliable information. Effective departmental communication, legal compliance, and safeguarding obligations are all supported by accurate information. To preserve consistency and lower the possibility of operational mistakes or bad decision-making, information should be updated often.
[bookmark: _Toc1144566058]4.6 Information Security (CIA Triad)
Due to the volume of private tenant data that housing services handle, information security is a crucial part of knowledge management. Three fundamental characteristics of information security are identified by the CIA Triad: availability, confidentiality, and integrity.
Ensuring compliance with GDPR requirements and safeguarding information from unauthorised access are two aspects of confidentiality. Sensitive tenant data must be safely stored and only accessible by permitted personnel, according to Swansea Council. Strong confidentiality protocols and staff understanding are crucial, as evidenced by prior instances of letters being delivered to incorrect addresses.
Integrity is the preservation of accurate and trustworthy data in organisational systems. To enable efficient decision-making and reduce operational errors, housing records, payment histories, and welfare data must remain accurate. Data accuracy may be preserved with the aid of audit trails, monitoring protocols, and version-control methods.
Ensuring that authorised personnel have access to systems and information when needed is referred to as availability. To handle tenancy cases and interact with tenants, rent officers use technologies including Orchard, Web Pay, Northgate, Microsoft Teams, and the Universal Credit portal. To sustain efficient service delivery, Swansea Council must strike a compromise between robust security measures and trustworthy system access.




[bookmark: _Toc1975800896]5. Strategic Action Plan 
[bookmark: _Toc2129069288]5.1 Objectives
Swansea Council should put in place a strategic knowledge-management structure that enhances system integration, encourages knowledge exchange, and supports operational decision-making within housing services to increase organisational performance and service delivery. To lessen fragmented information and enhance departmental collaboration, the framework should enhance how organisational knowledge is gathered, stored, accessed, applied, and safeguarded.
Improving knowledge sharing between teams and employees should be one objective. A large portion of the knowledge utilised in housing services is implicit and gained from case management, tenant engagement, and operational experience. Therefore, formal procedures should be implemented to guarantee that important staff knowledge circulates more successfully.
Improving the integration of the systems now utilised in housing services, such as Orchard, Web Pay, Northgate, Webex, Microsoft Teams, and the Universal Credit portal, should be a further objective. Increased integration would decrease duplicate work and increase access to corporate knowledge.
By providing that employees have access to precise and trustworthy information while handling tenancy situations and rent arrears, the framework should also assist staff in making decisions.
[bookmark: _Toc1953563491]5.2 Actions
Swansea Council should implement case-review meetings, mentoring programs, and reflective practice sessions to enhance gathering information and organisational development. These strategies would lessen the chance of knowledge loss due to staff turnover or retirement while assisting in the transfer of tacit knowledge among employees. It is also important to record and distribute the lessons acquired from operational incidents and challenging tenancy instances.
To improve information accessibility and storage, a more centralised knowledge-management framework should be implemented. Employee access to tenancy records, procedural guidelines, and operational updates would be facilitated by standardised document-management practices and enhanced system integration. Platforms for sharing knowledge could improve departmental communication as well.
Training programs should encourage ongoing professional growth because welfare systems, housing laws, and organisational policies are constantly changing. Workers should get regular training on digital systems, information governance, GDPR compliance, and safeguarding.
Integrating organisational learning into operational decision-making should be the main goal of knowledge implementation. Standardised processes should promote uniformity in tenancy management while preserving the ability for staff members to use expert judgement as necessary. Performance indicators should be utilised to track whether changes in knowledge management lead to lower arrears and better tenant outcomes.
Knowledge governance is essential to make sure the management of organisational data is managed securely and ethically. According to the CIA Triad framework, Swansea Council must uphold protocols that promote availability, confidentiality, and integrity. Only authorised personnel should have access to confidential information, and version-control mechanisms and audit trails should support data accuracy and accountability.
Since housing services handle sensitive tenant data, the organisation must also make sure that GDPR requirements are followed. Thus, the framework should include staff awareness training, password protection, and secure access controls. While employees frequently handle sensitive personal information and vulnerable tenants, ethical decision-making is equally important.
[bookmark: _Toc712951569]5.3 Timeline
Phased implementation of the framework is necessary to facilitate successful organisational transformation. Reviewing present systems, identifying knowledge gaps, implementing staff training, and enhancing information-sharing procedures should be the main short-term objectives over the first six months.
Improving system integration, implementing standardised document-management practices, and creating shared knowledge platforms should be the main objectives of medium-term initiatives spanning six to twelve months.
Long-term initiatives spanning one to three years should concentrate on establishing a culture of continuous learning via continual personnel training, frequent system evaluations, and continuing organisational performance monitoring.
Appendix D contains a summary of the suggested actions and stages of implementation.

[bookmark: _Toc1796747275]5.4 Responsibilities
Management, IT services, and operational personnel must work together for the framework to be implemented successfully. Managers should encourage knowledge exchange, keep an eye on performance, and assist with organisational learning. Information security, accessibility, and system integration should all be upheld by the IT department.
During tenancy-management activities, rent officers and operational staff also play a significant role by following organisational procedures, participating in training, and offering practical knowledge. For the framework to be implemented successfully, effective engagement at all organisational levels would be crucial.
















[bookmark: _Toc1484092205]6. KPIs, monitoring and review 
The suggested knowledge-management structure should be routinely assessed to make sure it enhances service delivery, organisational learning, and operational effectiveness in Swansea Council's housing services. Key Performance Indicators (KPIs) will assist in assessing how well knowledge-management procedures support organisational goals and enhance decision-making. Appendix C has a comprehensive list of relevant KPIs.
The effectiveness of the framework should be evaluated using several indicators. These include system usage rates, employee involvement in training and knowledge-sharing initiatives, organisational information retrieval times, and decreases in recurring operational failures. Tenant satisfaction, arrears response times, and audit results are examples of other metrics that can be used to evaluate organisational performance and service enhancement.
Regular management reviews, performance reporting, and audit processes should all be part of monitoring. To find operational flaws, training needs, and areas that could require further assistance or system enhancements, managers should examine KPI patterns. To preserve correct and trustworthy data across housing services, audit trails and version-control techniques should be employed.
Since staff frequently handle private tenant and financial data, compliance monitoring is equally crucial. Frequent evaluations of incident-reporting protocols, security measures, and system access may lessen confidentiality violations and promote GDPR compliance. Because tenant data is sensitive, these procedures are especially crucial in housing services.
To make sure the framework stays in line with government policy changes, housing laws, and organisational goals, it should also be reviewed on a regular basis. Future enhancements should be guided by employee input, audit results, and performance information. The housing services provided by Swansea Council will benefit from ongoing monitoring and evaluation, which will promote organisational learning, accountability, and long-term operational development.



[bookmark: _Toc684735923]7. Conclusion 
This assignment has shown how important knowledge management is to Swansea Council's housing services in terms of decision-making, organisational performance, and service delivery. The assessment of knowledge management emphasised the significance of managing both implicit and explicit knowledge in organisations in the public sector as well as the significance of comprehending the relationship between data, information, knowledge, and wisdom. The report also noted the ways in which digital systems, organisational learning, and employee experience affect housing management's operational success.
The utilisation of digital platforms including Orchard, Web Pay, Northgate, Webex, Microsoft Teams, and the Universal Credit portal is one of Swansea Council's strengths, according to an examination of the organisation's present knowledge-management procedures. The research did, however, also note certain difficulties, such as disjointed systems, knowledge loss, insufficient integration, hazards to confidentiality, and the effects of continuous legislation and policy change. These results showed that a more organised and integrated approach to knowledge management is required.
By enhancing information production, storage, sharing, implementation, and governance, the suggested knowledge-management architecture sought to address these problems. The framework placed a strong emphasis on information security, teamwork, organisational culture, and ongoing learning. Knowledge can be viewed as a strategic organisational asset that supports both operational efficiency and long-term organisational development, as demonstrated by models such as the SECI model, systems thinking, communities of practice, RBV, and the CIA Triad.
The KPI framework and strategic action plan also showed how Swansea Council could improve communication, cut down on operational duplication, boost compliance, and facilitate better tenancy-management choices. Stronger information governance and better knowledge exchange may also lower the dangers of employee turnover, confidentiality breaches, and conflicting decision-making.
With all factors considered, efficient knowledge management can boost tenant outcomes, enhance organisational performance, and encourage ongoing development in Swansea Council's housing services. The strategic management of organisational knowledge will continue to be crucial for ensuring effective, compliant, and tenant-focused service delivery as housing services deal with ongoing financial strains, digital transformation, and changing government laws.
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9. Appendices
Appendix A – Current Systems Audit
	System
	Purpose
	Type of Knowledge managed
	Current use within Housing Services
	Risks / Limitations 

	Orchard Housing System
	Main housing management system
	Tenant records, rent arrears, tenancy management
	Rent officers use it daily to handle rent accounts,
payment records, tenant notes, and case activity
	Inadequate system integration 
may result in fragmented information and redundant work.

	WebPay
	Online and telephone payment system
	Financial transaction data
	Used to handle card transactions and rent payments over the phone
	Human mistake risk when processing payments and privacy issues when working remotely

	Northgate Benefit System
	Benefits and welfare information
	Housing benefit and financial support information
	Monitor housing benefit, council tax reductions claims and check welfare benefits
	Information may not be updated in real time

	Universal Credit Portal
	Welfare claim updates
	Universal credit payments and claim information
	Used to monitor payments and request direct payments and arrears
	Dependency on outside authorities. 
Systems could have an impact on accessibility

	Microsoft Teams
	Communication and collaboration
	Shared operational knowledge
	Used for team meetings, messaging, file sharing and interaction
	It could get challenging to obtain knowledge if not kept in a consistent manner

	Webex Telephone System
	Tenant communication and call recording
	Communication records
	Used to contact tenants and record if needed
	Call information may not be linked to the tenancy records

	Shared drives / Case Files
	Document storage
	Policies, procedures, reports and case documentation
	Used to store case files, operation procedures, holidays and sickness records
	Possibility of old documents and inconsistent version control






















Appendix B – Knowledge Asset Register
	Knowledge Asset
	Type (Tangible / Intangible)
	Tacit / Explicit
	Organisational Value
	Risk if Lost

	Tenant records and arrears history
	Tangible
	Explicit
	Supports tenancy management and legal compliance
	Incorrect decision making and service disruption

	Housing policies and procedures
	Tangible
	Explicit
	Ensures consistency and compliance
	Operational inconsistency

	Welfare and benefits information
	Tangible
	Explicit
	Supports affordability and tenant support
	Reduced ability to support vulnerable tenants

	Staff experience and professional judgement
	Intangible
	Tacit
	Supports communication, negotiation and case management
	Knowledge loss through staff turnover or retirement

	Communication skills and tenant engagement
	Intangible
	Tacit
	Supports tenancy sustainment and conflict resolution
	Reduced service quality

	Recorded calls and communication logs
	Tangible
	Explicit
	Provides accountability and evidence for tenancy decisions
	Loss of audit trail and operational evidence

	Team collaboration and shared learning
	Intangible
	Tacit
	Supports organisational learning and problem solving
	Reduced innovation and knowledge sharing








Appendix C – KPI Table
	KPI
	Purpose
	Measurement Method
	Review Frequency

	Rent collected as a percentage of rent charged
	Measures overall rent collection performance
	Financial peformance reports
	Monthly

	Total current rent arrears
	Monitors current tenant debt levels
	Orchard system reports
	Monthly

	Total former tenant arrears
	Measures recovery of historic debt
	Orchard system reports
	Monthly

	Number of evictions due to rent arrears
	Monitors tenancy sustainment performance
	Housing management records
	Quarterly



Appendix D – Strategic Action Plan
	Objective
	Action
	Responsibility
	Timescale
	Intended outcome

	Improve Knowledge sharing
	Introduce mentoring and case review meetings
	Management and Team Leaders
	0 – 6 months
	Improve transfer of tacit knowledge

	Improve organisational learning
	Implement reflective practice meetings
	Management
	0 – 6 months
	Reduced repeated operational errors

	Improve communication
	Develop shared knowledge-sharing platforms 
	IT Department
	6 – 12 
months
	Improved collaboration between departments

	Standardise information management 
	Introduce version control and document management procedures
	Management and IT
	6 – 12 months
	Improved consistency and information accuracy

	Improve system integration   
	Review integration between Orchard, WebPay, and Northgate
	IT department
	6 – 12 months
	Improved access to organisational information

	Strengthen staff knowledge
	Deliver ongoing training relating to GDPR, safeguarding and Welfare reform
	Management and training teams
	Ongoing
	Improved staff competence and compliance

	Support continuous improvement
	Conduct regular KPI and audit reviews
	Management
	Ongoing
	Improved organisational performance



Appendix E – Knowledge Management Process Map
Knowledge Creation 
· Staff experience and tenant interaction
· Shadowing and mentoring
· Training and professional development
· Case reviews and incident reporting

Knowledge Storage
· Orchard housing system
· Northgate benefits system
· Universal Credit portal
· Shared drives 
· Webex recorded communication logs

Knowledge Sharing
· Team briefings
· Microsoft Teams communication
· Reflective practice sessions
· Knowledge-sharing workshops

Knowledge Implementation
· Rent arrears decision making
· Tenancy support interventions
· Safeguarding referrals
· Policy implementation
· Performance management and KPI monitoring

Review and continuous improvement
· Audit procedures
· Management reviews
· KPI monitoring
· Staff feedback
· Policy updates and system improvements

Appendix F – Information Governance and Security checklist

	Area
	Control measure
	Purpose

	Confidentiality
	GDPR and data protection training
	Ensure staff are aware of legal responsibilities

	Integrity
	Version control procedures
	Prevent use of o0utdated information

	Availability
	Secure remote system access
	Ensure staff can access systems when working remotely

	Compliance
	Regular audits and reviews
	Ensure adherence to organisational policies and GDPR

	Risk Management
	Procedures for incorrect correspondence handling
	Reduce confidentiality breaches and operational errors

	Payment security
	Secure WedPay transaction procedures
	Protect financial information during telephone payments

	Governance
	Regular policy updates
	Maintain compliance with legislation and organisational requirements
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