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[bookmark: _Toc48342315]Section One
Importance
The cognitive procedure of describing, arranging, sharing and retaining the knowledge and learned experiences is defined as the knowledge management. In the administrative settings improving the organizational efficiency and retaining the knowledge for the benefits of the organization and then share it to the stakeholders including both internal and external stakeholders can be termed as knowledge management within the organization.
In any organizational settings of Unilever, a multinational corporation that sells fast moving consumer goods globally, its brands include food items, personal care products, health care items etc, knowledge management is a key success factor that gives competitive advantage to the organization. Many times it is considered learning about the needs and wants of customers through trainings and learning experiences, but it is not the just the process of learning about needs and wants of customers, but is a continuous cycle of forming, involving, sharing, structuring and monitoring the knowledge related to both internal and external environment of the company to create effectiveness and efficiency in collective knowledge management of an organization.(VALAMIS, 2020).
[bookmark: _Toc48342316]Evaluation of the Scenario:
Recently due to many economic downturns occurred because of pandemic, Unilever as a global organization also faced many challenges that could only be mitigated with the help of proper knowledge management. Like marinating customer relationship in the pandemic, many customers these days do not have access to many items including food items and personal care items, in these situations mitigating the risks of low profitability and create sustainability in sales is the important issue faced by Unilever.
[bookmark: _Toc48342317]Knowledge management and its importance at Unilever
Knowledge management is very significant for an organizational success in ensuring that all the employees have access to required knowledge and expertise so that they can be able to implement in quick and effective way by making informed decisions. As a global organization Unilever has to create an atmosphere to share knowledge. In referring to the knowledge management assets of an organization, these are basically the information that is available to an organization to use it in way that will provide growth and create value for the organization and its stakeholders. The databases, written guidelines, documentations, software, intellectual and patent rights all come under the umbrella of an organization’s knowledge assets, that just not only rest with organization, but also with customers, suppliers, business partners etc.(Baldrige Glossary Definition, 2003).
With the help of effective knowledge management, bringing innovation is easier within organization, it helps to increase the customer satisfaction by improving methods and techniques for serving customers. The meaning of knowledge management in the organization is increasing day by day as, competition I increasing rapidly, so knowledge management in the best way to create success for the organization in competitive environment, it helps to develop a quick response rate within the organization, because through knowledge management organization remain up to date(Info Entrepreneurs, 2020).


[bookmark: _Toc48342318]Data, information and knowledge
The definition of data, information and knowledge, despite many attempts still lack clarification, however, it is somehow subjective for every organization, but most definitions are relevant and can be applied to any kind of situation. Most of the time data is demarcated in relationships of information and information I defines in relations of data and knowledge, whereas the knowledge is often defines in relations of information. Whatever the definition used to describe these terms; these three factors are considered as an integral part of knowledge management (Knoco, 2020). 
Data is basically and unrefined piece of information, that is acquired from surroundings and external sources, information on the other hand is a refined and filtered information extracted from the data to be used to for some insights and knowledge. Knowledge is a mixture of experiences values, insights and information acquired through a cognitive thought process to evaluate certain things and to make decisions. The following diagram depicts the relationship between data, information and knowledge.(Anthony Liew, 2007).
[image: ]
Source: (Anthony Liew, 2007)
The above diagram depicts a relationship between data, information and knowledge, as describe earlier data is unfiltered information, that is processed to extract useful information, after extracting the useful information from data, a human mind now engages in cognitive process to convert that information in to knowledge and store it.
[bookmark: _Toc48342319]Individual knowledge and organizational knowledge
These days as discussed earlier, knowledge has become a key factor to tackle external challenges and managing the knowledge, however, knowledge stored in the databases and management information system, knowledge stored by individuals I difficult to monitor properly because of different cognitive thought processes. The division between knowledge related to organization and knowledge related to individual required different set of managerial strategies. With the help to knowledge management process an organization can convert knowledge related to individual in to organizational knowledge.
With increasing global competition, organizations are forced to employ people from diverse background to use their diverse talents as means to gain success in to new markets and technologies. This is also considered to be asignificant knowledge asset for an association and to convert knowledge and experiences of the diverse work force of an organization to survive in a complex and dynamic external environment is difficult task. Integrating in managing the individual knowledge by managers is a significant practical feature of knowledge management.(Bhatt, 2014).
As discussed in the above section knowledge for one person can be a data for other, therefore the valuation of importance of knowledge is quite difficult, so management of any organization has to move from traditional management strategies to more sophisticated strategies to create an relationship between organizational knowledge an individual knowledge. It is commonly believed that individuals are one who are learning from organization, it is the culture of an organization that enables the environment of learning, interaction and sharing. Some times when individuals of an organization lack key capabilities to perform a particular task, then employees are obligate to learn from others by collaborating with them to share their expertise and knowledge. In this way employees of an organization become more collaborative and gain more experience hence enhancing the knowledge asset of their organization.
[bookmark: _Toc48342320]Analysis and modelling techniques
The knowledge management is a complex method of incorporating the individual and organizational knowledge in an integrated way to create expertise. Knowledge management helps to improve profits, become competitive in the dynamic external environment and to become innovative. On the other hand exploitation of technology helps organization to acquire more knowledge from collected data and processed information. The knowledge should be treated as as the capital resource, there are four important components that are focused of knowledge management, knowledge its self is identified as an asset. There are financial assets in an organization, physical assets and human assets and structural assets. Organizations identify knowledge assets by categorizing assets based on their importance, auditing of tacit knowledge, application of management and skills and competencies. The following diagram depicts the most important knowledge assets. A clear and documented strategy is always required to implement the knowledge assets in a proper way.(Pawan Handa, 2019).

The information technology and its related factors are growing day by day, so the knowledge assets related to information technology are the potential knowledge assets for any organization, it includes online presence of an organization, websites, promotional pages for advertisements etc. Robots can be used instead of human capital in future, like adopting machinery that will replace the workforce for many manufacturing organizations.
[bookmark: _Toc48342321]Rationale
There are three important ways available to Unilever for accumulating knowledge, then after acquisition that knowledge is stored and in the last section sharing of knowledge to improve the procedures and performance of the organization. The main goal to capture and manage knowledge is any organization is to create a structure and culture f learning, sharing and then implementing the information to encourage the process of knowledge management. A successful knowledge management will improve the performance of Unilever from many perspectives, like utilizing physical and human capitals in an effective way, create an environment of situational awareness for every stakeholder to learn about the best practices to improve the performance of an organization.
[bookmark: _Toc48342322]Section Two
[bookmark: _Toc48342323]Important knowledge management processes in organizational development.
It is often known as Knowledge map. Formulation of a knowledge map involves documenting the flow of work and the final decision making process to identify key success factors in the whole knowledge management process. It involves the work of knowledge workers at Unilever who try to create, utilize and then disseminate the captured knowledge in a systematic way.
Knowledge however is not limited to the knowledge workers I an organization, there are various sources through which employees and other individuals can acquire information like from their supervisors, experienced managers, subordinates and from peers and colleagues. It is often stored in the form of knowledge repository of any organization including databases, management information systems, software and in the form of documents and reports. Software in this regard are useful to categorize the information in usable way. The role of knowledge management process in the development of an organization is very significant, it helps to acquire managerial competencies, and Unilever however, appoints organizational development consultants who work closely with internal consultant and chief knowledge officer to contribute in the success of the organization. They deliver a wide range of programs to enable strong organizational performance by constantly interacting with the different parts and departments of the business to prioritize developmental goals, identify current and future challenges and form a flexible and interactive environment. They work together with business leaders to deliver their services and facilitate a culture of sharing the knowledge assets through a well-defined but applicable strategies. knowledge management process can enhance organizational development and accelerate the culture of Unilever that will make it eager to grab all the external opportunities, minimize threats and enable business to deliver a real impact on community and on the world. Unilever can enhance development in the following important parts of its organization.

[bookmark: _Toc48342324]Create, store, apply and integrate knowledge.
A best knowledge management program is bound to increase the staff productivity, quality of the offerings of the company and improve the overall culture of organization by mitigating possible future challenges and current issues. Without the set objectives behind implementation of knowledge management program, knowledge workers cannot implement the knowledge management process, the objectives in this regard should be measurable and achievable. The most important things that should be considered by the organization are following:
People: individuals who manage the activities of organization through their acquired and learned knowledge.
Procedures: the way of doing work in any organization based on the culture of an organization, to highlight best practices and efficient ways.
Culture: Values and norms of an organization regarding knowledge sharing to create long term success for an organization.
Technology: tools and techniques used to assess the human capital in an organization to create an integrated system of knowledge storing, sharing and implementing.
Structure: Structure adopted by an organization to transform inputs in to outputs through awareness and expertise.
These factors are considered as the core competencies for an effective employment of a knowledge management system and are very significant for knowledge management system.
[bookmark: _Toc48342325]Intellectual Property rights.
Intellectual property rights help organizations to ensure the belongingness of certain brands, patents, logos, trademarks that are associated with their organization. Almost all the organizations rely on the intellectual property rights for the protection of free flow of information. It is very significant for the organizations especially for those whose products and services can be easily counterfeited. It help organization to create and support for their operations by earning from these patents. For a global organization like Unilever intellectual property rights drives competitiveness and growth not just for their organization but the whole country also. (Global Innovation Policy center, 2009).
The intellectual property rights help organization to invest their knowledge assets in creating innovation by introducing new solutions to the existing and potential challenges. By considering all these important and diverse factors, it is very essential for an organization to protect their intellectual property rights to introduce themselves in an effective way.
[bookmark: _Toc48342326]Section Three
[bookmark: _Toc48342327]Framework for knowledge management culture.
As discussed in the previous sections of the report, Unilever’s key knowledge areas includes, human capital information technology, organizational structure etc. that contribute to the success of an organization can be established by creating and integrating a process in which Unilever manages to cope with knowledge creation and sharing knowledge for managing strategic resources and product innovation by incorporating marketing and research and development techniques. The top management of the company is responsible to dissemination of knowledge and create team integration to generate knowledge within the business that reflect success.
The best examples for creating a knowledge management culture in any organization is to initially identify the needs the company will look forward to fulfill, providing training and practices to create expertise. These factors involve the transfer and communication of knowledge through the organization from knowledge holders to knowledge acquirers. At Unilever this can only be possible by conducting a company wise trainings whether it be through persons to persons, or company to its employees or from any external source.(Fernando, 2019). The following framework depicts how Unilever can establish a knowledge management culture:


[bookmark: _Toc48342328]Contribution knowledge assets
As we know that the field of organizational development is based on the knowledge assets and knowledge management process to examine the behavioral and cultural aspects of organizational to create better processes, practices and principles to govern and increase the performance of each individual in any organization. Knowledge management process aims to improve the organizational effectiveness and satisfaction of employees by encouraging the performance and personal growth of each and every individual to create a knowledge asset in the form of human capital to define its importance in the context of organization are as follows:
Encouraging people to collaborate with each other by creating an environment of commitment and self-direction.
Increase the level of trust among employees and all the other stakeholders and to involve them in the decision-making process by creating open communication among individuals.
Create a culture of learning through experiences and feedback
Guide employees to become change agents to obtain various solutions of the problem that can be viewed from different perspectives.
[bookmark: _Toc48342329]Evaluate the organization’s context for allowing knowledge distribution
In the success of an organization the usage of knowledge assets is key, at Unilever, the knowledge assets related to information technology help the company to create a sophisticated database management needed by large organization like Unilever. It helps to integrate the management information system with the management information system of business partners, suppliers and other key stakeholders. The knowledge asset like relational capital provides a tool to Unilever for the socialization in order to closely work with supporters and activists, provide special trainings to internal and external stakeholders regarding community and business guidelines and create a better communication with internal and external stakeholders.(Enterprise Communication Network, 2017).
With a diverse work force in the asset of human capital, Unilever can improve its knowledge skills and competencies of workforce. Unilever is committed to diversity to drive its business towards a better future for its employees, global consumers, business partners, and communities. A diversified workforce is an important knowledge asset for any organization, because it brings new ideas and promotes innovation without any regard to gender, race, nationality, religion and color etc.
It will make the recruitment, training and evaluation, with the help of knowledge asset of human capital, Unilever can easily make decisions regarding incentive and remunerations of employees. To create organizational workshops to spread the knowledge, engagement program of employees, development of leadership styles and maintaining relations with customers and suppliers. The following knowledge management structure for sharing knowledge is followed at Unileverthrough the help of human capital.

[bookmark: _Toc48342330]Recommendations
The current framework adopted by Unilever for the process of knowledge management and knowledge sharing can be considered as the best practice adopted by the global organization, but to tackle the challenges that are created because of the loop holes in the knowledge management and sharing framework is an essential part. This section will describe the ways to improve knowledge management system and knowledge sharing frame work at Unilever.
The most common challenges that can arise in the knowledge management context are lack of understanding of the tacit and clearinformation, language barriers and cultural barriers due to diverse work force, dynamic external environment and internal conflicts, lack of reward and appreciation system, lack of training and lack of proper communication and knowledge sharing.
As, lack of understanding of tacit and clear information pose a great risk, how one can perform to the desired level if he would have the understanding of the provided information. Language barriers and cultural barriers can also pose serious challenges, as Unilever is a multinational organization and it has a diversified workforce, who have different culture and they speak different language, so it would create a situation of uncertainty and lead the team towards inefficiencies and poor performance if not handled accurately. Internal conflicts are also a problem in the context of knowledge management, as these conflicts create biases and hostility that may result in disastrous situations. As, it has been reported that in the cases of conflicts, individuals manipulate and misinterpret in the bid to damage others reputation. So, the internal conflicts are a serious threat which should be settled on the immediate basis. Other mentioned issues are mostly related with the human resources management, as keeping employees motivated and ensuring that they posses the needed skills is the task of Human Resources, if the employees would not be motivated and if they would not have the required capability to manage and process the knowledge appropriately, then how the organization can ensure proper knowledge management. However, there are multiple ways to mitigate the risks and address these issues. Furthermore, To minimize the risk of these challenges, knowledge management workers and professionals in the knowledge management system of Unilever can implement the following steps, these steps required building strategies to move towards new and improved knowledge management system. 
Creating a knowledge management implementation objective.
It is very important to create and recognize the objectives before going for changing any existing program, in this process of creating program objectives it should begin with identifying problems and loop holes that are required to be solved. Both long term and short-term objectives can be made in this regard to define a work flow of process to create an ideal situation. As, without creating proper goals and objectives, and without critically assessing the problems, the manager would not be able to implement the resolutions for upgrading the knowledge management system.
Make sure the employees and individuals are ready to adopt change:
In change management process, many employees feel demotivated because they are moving towards their non-routine tasks from their routine tasks, so by addressing the importance of an improved knowledge management process Unilever can manage to make and establish a culture of change. With successful implementation of improved knowledge management process employees can reap benefits from every directions. However a sudden change in the norms and values of an organization may be seemed as unwelcomed by knowledge management workers and professionals and change agents, so minimize the negative impact of change in the knowledge management system, Unilever can hire Knowledge management professionals and consultants, who will encourage the individuals in sharing valuable information and their feedback.
Beginning with a foundation process: 
Unilever has no doubt have an established knowledge management system, but to improve it, it has to start with the foundation to see what are the possible challenges that may occur in the future?Organizations that do not pay attention to the loop holes present in their knowledge management systems will not be able to understand the completeprospective of their knowledge management assets, so creating a workable strategy in this regard will require organizations to start from scratch to capture, store and manage the knowledge using knowledge management assets.
Identify technological needs:
In the growing environment and with intense competition usage of technology to maintain an environment of sharing is very significant. Without incorporating technology. Based on the process an organization could not monitor the actions taken in the improvement of knowledge management process. In the dynamic market place, consumers need quick and effective solutions.
The profitableinformation is broad and different centered on essential parts of company,like to know suppliers, expenses, advantages of innovation and goals and objectives of organization. Increasing global competition have made it necessary to ponder over technological needs and implementation of those advancements in the organization. 
Assessment of current situation:
Once the targets are set arrangements about the information regarding capabilities and skills of workforce is needed, without a clear understanding of internal situation an organization will not be able to evaluate the external opportunities and threats along with other factors like political factors, social factors, economic factors etc.The understanding of external environment should be carried along with above tasks to capture better information on timely basis. External environment also provides insights on local as well as global competition.
Build a workflow to manage the process and implementing it
In the current situation and with the help of external analysis Unilever has to form strategies to build a road map of how it will change or improve its existing knowledge assets and knowledge management process. It is the responsibility of knowledge workers to present a road map through which all the thing required to complete the process should be included along with the roles and responsibilities of each individual working in the organization. The information in this regard should be shared to all the stakeholders, investors and business partners so that a clear distinction in improvement in the knowledge management process could be observed by customers. 
Execution:
An information regarding the work flow of knowledge management process should be addressed to each and every individual of an organization to plan the whole execution process. The execution process will need both physical and human capital and efforts from relational capital and information technology.It will bring an integration among all the resources required for a successful execution. The timings should be defined for every process present in the workflow to set clear objectives and timely objectives for each individual. 
As the company move forward in the execution process, it has to note each progress on every step so that all the workforce could be motivated
Monitoring and Control mechanism:
In order to monitor the implemented and improved knowledge management process with the help of knowledge management assets, Unilever needs quantified objectives in this regard. Estimations that are set should should be compared with the actual outcomes to know the progress of process. It will also help to improve the process of execution for future. It is the duty and responsibility of leaders to motivate employees if the results obtained should not meet the required criteria of execution and whole process, in this way employees will remain motivated and strive for better future outcomes. If the outcomes are better than expected, organization then will have to set more tough goals for its work force, because they are now capable of doing more than expected.
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Diagram 2: Relationships Amongst Knowledge, Information, And Data
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