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Introduction 
The purpose of this essay is to present a report that demonstrates a better understanding of the challenges in the management of information and knowledge within the chosen organization of Mark and Spencer. According to Marks and Spencer (2020) Mark and Spencer is United Kingdom’s significant multinational retailers located in England. Their revenue is around 10.18 billion GBP and they operate in 29 states among which 19 are directly owned by them. They specialize in home, food and clothing products and services while bringing quality, home ware, and clothing to millions of consumers globally. As of 2019, there were 1,043 Marks and Spencer stores in the UK and an additional 444 warehouse locations around the world. The aim of this essay is to demonstrate the relationship between knowledge, data and information along with the connection between organizational and individual knowledge. According to Laybats et al., (2019) a cycle of organizational activities including categorizing, gathering, analyzing, archiving and contextualizing data is termed as information management. This aspect supports the needs of a business and empowers the individuals to seek the knowledge required by them to bring improvement in their work. Hence, This assignment will demonstrate the value of understanding effective storing, application, sharing, creation and integration of information within an organization. Furthermore, it will discuss why these factors are essential for good knowledge management development practices. The essay will evaluate potential and actual knowledge assets while on the other hand, modeling techniques will be applied to identify the assets of knowledge. 
A study by Zaman et al., (2018) state that in order to increase productivity, effective management of knowledge provides an opportunity to the employees and individuals to communicate, innovate and problem-solve essential information within an organization. Knowledge management enables individuals to retrieve information rapidly which in turn improves the quality and efficiency of work. Thus, the assignment will proceed by evaluating the scenario of knowledge management within Marks and Spencer. The essay will make use of relevant theories and models to analyze the effectiveness of the information and management culture within the chosen organization. Moreover, they will be applied in terms of maintaining effective customer relationship management and creating an appropriate knowledge asset. In relation to this, the requirements to create, store, apply and integrate knowledge will be explained while giving an insight to the value of intellectual property rights. Finally, the essay aims to develop an appropriate framework to establish a knowledge management culture of information system within Marks and Spencer. For this purpose, it will identify the gaps between required knowledge management framework and the knowledge management framework of Marks and Spencer. It will evaluate the contribution of knowledge assets to the organization along with the requirements of knowledge for Marks and Spencer. Furthermore, the essay will recommend improvements and also provide a brief overview of how this report contributes towards education for sustainable development. 
Importance of understanding that the effective creation, storing, sharing, application and integration of information is an essential prerequisite for good knowledge management development practices 
As per Garg et al., (2018, p.41) within any organization, effective sharing, creation, application and integration of knowledge and information plays a significant role as it improves the overall efficiency of the organization. It saves the time of employees and they are able to work keenly towards the shared goal of an organization by making use of the available information rather than wasting time in searching for it. Furthermore, sharing of information also makes the employees feel valued for their contributions in Tacit and Explicit Knowledge. 
Relationship between data, information and knowledge 
According to Pangil et al., (2019, p.35) data, information and knowledge are closely related to each other with slight variations. Generally unfiltered, basic and unrefined information is included in data. While on the other hand, knowledge comprises of the beliefs of an individual or a group which is also closely tied to their actions. However information demonstrates data when it is put into context and relates to other available data. It forms the basis for knowledge and in terms of communication has a significant impact on the behavioral judgments and actions of individuals. As per Khan (2013) information is shared by Mark and Spencer with their customers and employees by making use of different formats. Mark and Spencer’s corporate strategy of ‘simply more efficient’ directs towards the sharing of information and expertise within the company and their valued customers. They present an annual report which is targeted towards their investor audience. The report consists of easy-to-read summaries and data in detail that provides sufficient information on how they bring about sustainable value around. Furthermore, it includes briefs regarding environmental and social performance. In addition to this, Mark and Spencer aims to be transparent about their data by the year 2025. In their strategic plan, they aim to make sure that the information regarding their supplies and how they operate is easily available to their customers. On the other hand, to share information within employees, Marks and Spencer has rolled out an information-sharing portal across its department of Information and Technology. 
Relationship between individual knowledge and organizational knowledge 
According to the study of Lee et al., (2019, p.155) organizational knowledge is identified as information that is embodied with the staff members. It is embedded in the tasks and routines while on the other hand, it is encoded in the procedures, manuals and guidelines of the organization. Furthermore, organizational knowledge is recognized among specialized relationships within groups and individuals. The theory of firm organizational theory helps to develop a better understanding of the link between individual and organizational knowledge such that organizational knowledge is observed in the attitudes, decision making, norms and information flow of the members within organization. 
Jøranli (2018) observed that since, knowledge owned by individuals is difficult to keep track of thus, it is necessary for organizations to store an individual’s knowledge in order to exploit knowledge in an effective manner. This is achieved by bringing the unspoken knowledge possessed by individuals out in the open and transforming it into organization knowledge with the help of information and communication technology. This can be explained not only by a need for organizations to better manage knowledge by establishing core competencies for individuals, judging success and performance indicators via recognition of invisible assets, but also for organizations to strive to become an innovative organization and a learning organization with a knowledge sharing culture. 
According to the study of Wiebe et al., (2016) adequate attention is provided to the data protection policy by the managers at Mark and Spencer. They realize that the fact that perceived data and information shared by the customers is confidential and is kept safe in accordance to their privacy policy that is set out by the guidelines set out by the General Data Protection Regulation. The manager of knowledge network highlighted that their knowledge management system ensures that the customers are able to find a balance in experience and information that leads to their best choices. Thus Data and Digital within Mark and Spencer is highly valued by the company. in addition to this, to make sure that employees working within the company feel safe enough to share their information, Marks and Spencer has set out various principles and policies that helps in developing a supportive environment for the employees and customers in terms of sharing of knowledge and information. it consist of inclusion networks and people principles that enables the staff and working members to present knowledge and information that is close to them which is then used by the company to enhance the efficiency of working and yielding effective outcomes. 
Modeling techniques to identify knowledge assets 
The Bukowitz and Williams cycle
 	Bulkowitz and Williams (2002) present a KM cycle in which organizations in general, maintain and distribute a stock of knowledge with the aim of creating value. In this cycle, knowledge consists of knowledge repositories, relationships, information technologies, communication infrastructures, skill sets, , ability to relate to know how processes, environment, organizational intelligence and external sources (Lolita, 2019, p.737).
 	For Bukowitz and Williams (2002), the KM cycle is structured in two types of simultaneous processes. The first is the use of knowledge on a daily basis to respond to market demands or opportunities. The second, longer term, refers to the combination of the intellectual with the strategic requirements. When individual and group learning become institutionalized, organizational learning occurs and knowledge is incorporated into non-human repositories, such as routines, systems, structures, culture and strategy. The Bukowitz and Williams KM Process is structured with two "sides": the tactical "side" and the strategic "side". The tactical "side" processes are obtain, use, learn and contribute (Jokanović et al., 2018).
 	The get process consists of seeking the information needed to make decisions, solve problems and innovate. The great difficulty in this phase is the enormous volume of information. Therefore, information professionals will be increasingly needed. Contextualization is successful when new content is incorporated into the organization's business processes. Bukowitz and Williams (2002) argue that the difference between KM and information management is that for KM obtaining content does not only include traditional or explicit content (physical or electronic document), but tacit knowledge  (ORTEGON et al., 2016). 
 	 In the "use" process, information is combined in new and interesting ways to promote organizational innovation. In the "learn" process it refers to the formal learning process from experiences as a means to create competitive advantage. As an example, the authors cite the cases of success and those in which the organization did not obtain good results (lessons learned). Learning is an intermediate phase between implementing ideas and generating new ideas. In the "contribute" process, it concerns the action of employees to record what they have learned on the basis of collective knowledge, that is, in the knowledge repositories(ORTEGÓN et al., 2016). 
 	The strategic part of structuring the KM process aims to align the organization's knowledge strategy with the general business strategy. These processes are  evaluate, build and maintain; and disposal. In the 'evaluate' process, the organization evaluates its intellectual capital, that is, its competencies (human capital), the relationship with the customer (customer capital), the knowledge base; work processes, technological infrastructure, values, standards and culture (organizational capital); and the relationship between human, client and organizational capital (intellectual capital). The "build" and "maintain" process ensures that the organization's future intellectual capital will keep it viable and competitive. Investing resources in knowledge and maintaining knowledge is necessary. Resources must be channeled to create and reinforce existing knowledge. In the "disposal" process, the organization should not keep assets, whether physical or intellectual, if they do not create more value. Here the organization needs to examine its intellectual capital, to see if the resources used to maintain this intellectual capital would not be better used otherwise.
The practice of this KM cycle has proven that knowledge sharing occurs very well without any direct remuneration. This cycle brings two new critical phases: The implantation of new knowledge among those involved, and an intranet system to disseminate the content in the organization. . This KM cycle is more comprehensive than the Meyer and Zack cycle because it has the notion of tacit knowledge, as well as the explicit KM  incorporated.
Actual and potential knowledge assets 
According to Swart et al., (2018, p. 273) the accumulated intellectual resources of an organization are recognized as its knowledge assets. knowledge assets in the form of memory, ideas, technical skills, insights, capabilities and understanding is the knowledge possessed by an organization and its team members. These knowledge assets are also found within the customers, partners and the suppliers rather than residing just within an organization. As per Manning (2020, p. 353) repositories of the knowledge assets of an organization include policies, databases, software, procedures, guides, patents, documents and the workforce itself. In order to sustain the performance success of an organization and to create value for the stakeholders, knowledge assets are identified as the key components of an organization. 
Through the findings of their research, Brauner and Dourado et al., (2015) observed that with the help of a knowledge network based on Microsoft’s SharePoint Portal Server Technology, Mark and Spencer makes sure that essential information is shared within their contractors and staff members in the company. Knowledge in terms of the ideas, skills and capabilities possessed by the workforce team within their organization is of utter importance to them. With the help of these, Marks and Spencer bring out the competences that are required for the growth of the company, human development and the competitive advantage within the retailing industry. Information regarding the Food, home wares and clothing are major potential knowledge assets of the company. In terms of knowledge assets, it is necessary to understand the linkage and interactions between them. Marks and Spencer opened up about its patents to their competitors however they did not reveal the team and the engineers that were involved in working on that patent. Furthermore, the information regarding the clothing line presents sufficient knowledge assets of the company. The companies and organizations have to play it clever while revealing the actual and potential assets of their organization
Effectiveness of knowledge and information management culture within the chosen organization in terms of creating knowledge asset and maintaining effective customer relationship management 
Requirement to create, store, apply and integrate knowledge 
The Meyer and Zack cycle
The cycle of knowledge of Meyer and Zack (1996) consists of the following steps (VALLIM, 2017):
1. Acquisition of data and information: the information used must have quality and must be aligned with the organizational objectives, to guarantee the relevance of the knowledge obtained.
2. Refinement: main source of added value in this cycle, which can be physical or logical. In this activity, analyzes, standardizations, among other activities of the same type are carried out.
3. Storage: ways to store information. They can be physical, for example, folders or printed documents, or logical like database systems.
4. Distribution: describes how the information is provided to the user. In addition to the form, it also refers to other points such as the frequency and the language in which it is presented.
5. Presentation: there must be a favorable context for the presentation; this context can appear in the form of identification of the property, rules of attribution, confidentiality or others that may be applicable.
 	In this cycle, although it is not presented explicitly, there is also the notion of the need for constant renewal, avoiding reaching an obsolete state of available knowledge. Figure 1 shows the main elements of the Meyer and Zack (1996) cycle.[image: ] 

 	This cycle suggests that research and knowledge about product design be transferred to the intellectual domain and serve as the basis for a KM cycle. Its phases involved are capture, creation, encoding, sharing. Here the interfaces between each step are designed to be transparent and standardized. It points out that active knowledge resides in the people of the organization and not in itself. Even though KM technologies are classified differently, depending on the view of the KM process and the stages involved, it is clear that the understanding and classification of these technologies are directly linked to the specific context in which they are used. Storage can be physical or digital; distribution is how the product is sent to the end user as a fax, e-mail, and also in what form, language, etc. The last step is its presentation or use, here the previous phases are evaluated, if its content is not usable, the cycle failed, as it did not add value to the individual or to the organization (Iqbal, 2017). 
 	The repository and the refinement allow for the filtering of knowledge, so that only valuable knowledge is stored for the company, this refinement step is crucial in the cycle. The content of the repository must be constantly analyzed to achieve greater standardization of the content. The study by Meyer and Zack (1996) brings one of the most complete descriptions of the key elements involved in the KM cycle, its strength derives mainly from its comprehensive information processing paradigm, which is almost entirely adaptable to the content of knowledge.
With respect to Marks and Spencer, Wilson, J.P. and Beard (2014) identified through their study that the knowledge management network is supported with secure access to ensure that all the information and data holding private information regarding the company and the customers is reachable and read by the associated and appropriate people of the company. While on the other hand, a customer built e-training application has been presented to the new users that provide them with an opportunity to gain sufficient knowledge regarding the functionality of the company without paying any extra costs. the knowledge management network within Marks and Spencer has helped in reducing the silos that used to store huge bulks of information with the department of Information and technology. on the other hand, it enables them to effectively share information among each other without facing any hindrances. 
Importance of Intellectual Property Rights 
As per Mansfield (2019, p. 17) rights given to individuals over the creation of their minds are known as intellectual property rights that gives an exclusive right to the creator over his or her creation for a specific duration. According to WHO (2020) without the production of ideas, individuals and businesses, it is difficult to foster innovation to which intellectual property protection is highly critical. The employees will not be able to reap the benefits of their inventions and would not have been compensated for their creations if it weren’t for the establishment of intellectual property rights. As per the findings of Safa and Von Solms (2016, p.442) with respect to Mark and Spencer, a Data governance Steering Group oversees the data governance functions of the company to deliver protection of property rights to the employees and customers. Furthermore, it also provides data protection training to the colleagues that provide them sufficient information on how to use the personal data while following the compliance with GDPR. On the other hand, sensitive data of the company is protected by monitored and limited access along with roll-out of systems with increased security. 

Framework For Establishing A Suitable Knowledge Management Culture For Mark And Spencer 
Contribution Of Knowledge Assets On An Organization 
According to Bultrini et al., (2015) various contributions of knowledge assets on an organization have been identified. The data and documents stored in the repository provide the leadership with sufficient information and knowledge that helps them in making procedural decisions. On the other hand, it allows an organic evaluation of the process as the easy sharing of information helps in creating an environment that is focused on self-assessment and learning. on organic transfer of data is achieved through the knowledge management network within an organization while on the other hand, knowledge assets provided opportunities for professional development at no or little cost for the company. In addition to this, the sharing of information encourages the workers to focus on improving their performance while enhancing the success of the company. The strategic report of Marks and Spencer (2020) observed that knowledge assets of a company help in motivating innovation among the employees through active sharing of knowledge and information. Employees are able to reflect upon their learning, learn each other’s experience and partake in relevant dialogues associated to their jobs. Ideas are presented by the workers to bring about cultural changes and improvement within the organization which is achieved through active use of knowledge management systems. 
Knowledge Requirements 
As per Ahmed (2016, p. 61) M&S make use of a content management system that will help the company to access, publish, edit, and create and store information on a private communication network. On the other hand, it consists of a document management system that allows the employee and workers to tag, store, share and alter the documents on the basis of accessed permission. This helps in easy retrieval and access of information to the users. On the other hand, Marks and Spencer established an M&S Data Academy that aims to take colleagues and enhance their data using skills. With the help of this, it creates a new set of data skilled leaders that have the potential to lead digital transformation across the business of Mark and Spencer around the globe. However, an area of human resource development is required by Mark and Spencer that helps in recognizing the individuals and highlights their needs in order to learn from their experiences and establish the human component of knowledge to be implemented as a central to the system of knowledge management. 
According to Marks and Spencer (2020) through the network of knowledge management, the employees at Mark and Spencer have experienced improved communication and increased efficiency in working which is brought about by maximizing the re-use. It provides them with updates information and helps in the process of decision-making with respect to the company. The knowledge assets with respect to Mark and Spencer point towards the intellectual resources of the company
Organization’s framework for enabling knowledge sharing
According to Islam (2016, p.38) The knowledge management system of Marks and Spencer is in collaboration with the information technology services firm Conchang has reduced the numbers of internal emails that used to be sent which in turn has increased the efficiency. The knowledge management network is used by all the IT departments within the stores of Marks and Spencer. On the other hand, the department of financial services and product development also makes use of the knowledge sharing network to forward relevant information among them. Campaignlive.co.uk (2020) state that this helps in reducing the inbox and email clutter while ensuring that reliant and relevant information is shared and forwarded among the employees. In addition to this, the knowledge management network of Marks and Spencer consists of a document repository that includes all the established guidelines along with the stored in documents that have been indexed by the help of SharePoint. As per the annual report presented by the Marks and Spencer (2018), the knowledge and information management network, the employees at Mark and Spencer have experienced improved communication and increased efficiency in working which is brought about by maximizing the re-use. It provides them with updates information and helps in the process of decision-making with respect to the company. The knowledge assets with respect to Mark and Spencer point towards the intellectual resources of the company
Based on the user-preference of their customers, it has established an easy-to-customize front end. While on the other hand, the network includes an ability to track the take-up. A study by Kamasak and Yavuz (2016, p.229) state that a theoretical model which is based on knowledge sharing, memory and knowledge re-use along with learning orientation plays a significant role in the management of knowledge within an organization. thus in relation to this, as per the Choo Sense Making Knowledge management Model, decision-making skills, sense making and knowledge creation are interconnected and play an essential role in the enfoldment of an organization’s knowledge vision, its commitment to take knowledge and the potential for knowledge creation with respect to the consequences
A report by Marks and Spencer (2019) evaluated that the knowledge management network at Mark and Spencer is based on this model that focuses on decision-making, sense making and knowledge creation of the company and is highly generic.  A significant issue suffered by Mark and Spencer in terms of knowledge sharing was presented in the form of user acceptance rather the issues of the system. The knowledge managers of Marks and Spencer within the community work effortlessly with the staff members on their best practice to help them understand the importance of sharing of knowledge and bring about motivations and behaviors to do so. The staff within the company is provided with an online training on how to use the knowledge management system that helps in reducing their costs (Marks and Spencer, 2020).
Recommendations
As per Roos and Von Krogh (2016) the model of von Krough and Roos differentiates between the social knowledge and knowledge possessed by an individual. The company can modify their knowledge management model and make use of the Von Krough and Roos Model that examines the nature of management of knowledge with respect to communication, connection, and staff members and the structure and layout of the organization. With the help of this, Mark and Spencer will be able to identify the perspective of human resources on the sharing and management of knowledge within the company. In addition to this, this model will enable them to perceive knowledge management from the perspective of network between the members of the company. Furthermore, the company can bring about sustainability within the management of information and knowledge. This can be achieved by encouraging interpretation, creativity and adoption of each other’s ideas. The process of sharing will allow adopting on the content of sustainability related knowledge and bringing about dialogue, ideas and questions with respect to improvement in approaching the sustainability. In addition to this, Keralis (2012, p.32) state that sometimes employee and individuals within an organization lack motivation to share knowledge and ideas with each other that may disrupt the success of the company. Thus, the company must introduce ways to incentivize the people to work together and share information in term of their career. 
A modified framework for the company will help in filling in the gap between the current knowledge management system and the required management of knowledge to attain sustainability and improvements within the workplace. For Marks and Spencer, it is necessary to give sufficient consideration to the ideas and perspectives of their customers and employees. However, Wilson (2016) state that this aspect often leads to information overload in which the amount of input that can enter the system exceeds its capacity that makes it difficult for the decision-makers to come to a fair decision due to their limited cognitive processing capacities. Thus this load of information increases the chances of compromising the quality of decisions that take place. Therefore, Marks and Spencer can handle this intoxication of information by identifying the source and filtering the incoming information. Furthermore, Zia (2015) identified that it is necessary to review the information before initiating the processes. Thus Marks and Spencer must make schedule in their timeline to review and thoroughly go through the data before going towards the process of decision making. This feature allows them to act on the information; data and knowledge collected and sustain or delete it according to its relevancy. 
Education For Sustainable Development (ESD) 
As a  student, the module helped in highlighting the importance of knowledge assets and declared that technological enhancements and knowledge assets of an organization are strategic resources to attain sustainability. In relation to this, the module was able to shed light on the issues of sustainability within a workplace which helped in establishing the importance of its implementation within through workplace. The module also provides encouragement to the students to actively engage in learning experiences and real-life problems that promote sustainable development. 
Conclusion 
The aim of this report was to identify the importance of knowledge and information management within an organization. Marks and Spencer was selected as a case study for the company and the knowledge management system of the company reviewed throughout the essay.       
Moreover, the essay highlighted the association of organizational and individual knowledge and discussed that the knowledge of an organization is the documents, guidelines and procedures that are contained within it.  Various   different knowledge management models and cycles were discussed in the essay including the Bukowitz &William Model which present a KM cycle in which organizations in general, maintain and distribute a stock of knowledge with the aim of creating value. The knowledge within this cycle consists of knowledge repositories, relationships, information technologies, communication infrastructures, skill sets, know-how processes, external sources, ability to relate to the environment and organizational intelligence. 
The findings of this essay discussed the Meyer and Zack cycle with respect to the knowledge management system of an organizational and elaborated that the cycle provides a need for constant renewal, avoiding reaching an obsolete state of available knowledge. On the other hand, the importance of intellectual property rights within an organization were discussed which provides an authority and owner rights to the creator of an innovation. With respect to Marks and Spencer, Data governance Steering Group oversees the data governance functions of the company to deliver protection of property rights to the employees and customers.
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