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[bookmark: _Toc74521574]Introduction

The report writer is a student at The University of Wales Trinity St David and is currently enrolled on the second module of the Leadership and Management BA, which seeks to understand Knowledge and Information Management (KIM) as a skill for the workplace. Bellinger, et al. (n.d) and Martina, et al. (2007) both agree that Knowledge Management (KM) has gained traction and popularity in the subject of business, yet lacks a wealth of sources in a simple explanation, proving KM to be a complex subject that requires further study to be applied to the report writers business.

[bookmark: _Toc74521575]Management Synopsis

This report has identified the importance and subsequently, the requirement for creating, storing, sharing and managing information within the report writers workplace and understands it as an essential tool for the development of their business. Therefore, the report writer has conducted a thorough analyses on the workplace through the use of tools such as questionnaires, emails, flowcharts and theoretical models to develop a frame work in which they can manage knowledge effectively and provide options for a complex scenario within the workplace. This scenario refers to, but is not limited to the storage of data relating to clients and staff within a salon environment, the information that is applied to the data and the knowledge that is articulated and applied to the workplace to create an organisational culture. Importance and value of Knowledge management within their workplace, has also been documented and is included in a KM and customer relationship management (CRM) manual. to ensure that the importance is relayed to stakeholders. The report writer has thought critically about the area of interest and has used Pearson RED Critical Thinking Model (Appendix A) to analyse a thorough and critical thought process. They have also applied a CRAAP analysis to all sources to ensure they remain current and reliable in their workplace study (Appendix B) 








[bookmark: _Hlk66190580][bookmark: _Toc74521576]1. Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets

[bookmark: _Hlk72147277][bookmark: _Hlk72147770][bookmark: _Toc74521577]1.1 Explain the relationship between data information and knowledge

Data, information, knowledge and wisdom is identified in numerous subjects, from the study of Science and the solar system (The Edge of All We Know, 2020) to how the brain turns data into action (The World Within, 2021) and the interpretation of ‘big data’ in a world transitioning through industrial revolutions. Understandably, data analytics give competitors in any field, advantage over their competitors (Arora, 2019), but the report writer seeks to gain an advantage in time management, CRM and KM efficiency as they see the importance of this is what will lead them to competitor advantage.
The notion that data leads to information, to knowledge and then wisdom was first thought to be identified in detail by R.L. Ackoff in 1989. This concept of development is frequently identified as a hierarchy, with data creating the start of the process. Ackoff estimated that “forty percent of the human mind consists of data, thirty percent information, twenty percent knowledge, ten percent understanding and virtually no wisdom” (quoted in Bernstein, 2009, p.68). This leaves the arena open for questioning, not only on the true measurement of these estimations but also considers whether wisdom can be turned back into data, and does this in turn create a constant flow of information, the hierarchical model does not indicate that this is a possibility and also fails to explore people’s level of intelligence in relation to obtaining wisdom. Sternberg (2004) argues that wisdom related skills are a beneficial attribute but that ‘people can be intelligent without being wise’. In the workplace the report writer identifies that wisdom comes from the collaboration of Ackoff’s formula and being capable of applying knowledge to their situation, therefore, if wisdom is being applied back to the workplace it must provide another channel for knowledge, the report writer identifies the relevance of wisdom  in relation to their own values, as further discussed  by Sternberg. Whether in tacit or explicit form, the extension of wisdom in the workplace can therefore be introduced back into the arena through data, information and knowledge, between stakeholders.
In the report writers workplace data is collated in the form of figures from takings, which is turned into information providing profit and loss and any accompanying trends, which can then be evaluated as knowledge by discovering client retention rates, spending habits, resulting in the wisdom to forecast future successes or failures. Without this formulation, the business would have no structure or credibility and would fail to self-correct. It is this knowledge, regarding clients that needs KM within the workplace, Drucker (quoted in McGrath, 2017a, p.10) predicted ‘the knowledge economy’ and suggested that the purpose of business was to focus on maintaining clients over profits, as he understood that it’s the clients that create the profit. Turriago-Hoyos, A. et al. (2017) notes that in addition to Drucker’s theories, technical changes must be taken into account, considering the importance of information and communication technologies and their relation to society, economics and politics. Considering that Data, information and Knowledge was articulated differently in the twentieth century, the twentieth century worker has its own scope of understanding and attitude towards data and its uses, including the positive and negative manipulation of data, its control, use and safety, which is further discussed in section two. 

[bookmark: _Hlk72148207][bookmark: _Toc74521578]1.2 Explain the relationship between individual knowledge and organisational knowledge

Tacit and explicit knowledge, also known as tacit and implicit knowledge, is an organisational interest when considering KM. According to Polanyi (1966, quoted in Gebert, 2003, p.111), tacit knowledge is hard to articulate and transfer, alternatively explicit knowledge is easily articulated and shared. Tolle, E. (2018, p.25) has a spiritual perspective on tacit and explicit knowledge, ‘Words, no matter whether they are vocalised and made into sounds or remain unspoken as thoughts, can cast an almost hypnotic spell upon you’ Tolle continues to explain that because you have attached a word to something, you implicitly believe it is true or know what it is. Furthermore, Tolle argues that everything is ultimately unknowable because of the unfathomable depth. ‘All we can perceive, experience, think about, is the surface layer of reality, less than the tip of an iceberg’. These two viewpoints prove that similar ideas can be perceived differently between individuals, based on their own world view. This is further agreed in the study of sense data (Huemer, N. 2019), where it could be argued that, in personal instances, Ackoff’s definition of data can be superseded by ‘sense data’. However, when considering multiple perceptions of sense data and comparing it with numerical data sourced from individuals the results are not based on perception, but fact and raw figures. 
Morgan, P (2017, p. 304) comments that whilst people apply knowledge to situations based on previous experience, much like Nonaka refers to as socialisation in the SECI Model (1990), Morgan argues that creative individuals further identify relationships between differing concepts and ideas and the mental manipulation of these relationships are what creates innovative ideas that other individuals may not have thought about. This information then channels as tacit until it is externalised to explicit knowledge. The report writer values their spiritual beliefs and seeks to understand the link between academic research and alternative viewpoints to strengthen their own view on how to strengthen their business and understands that knowledge comes in different forms that can be used in different ways by different people.  

[bookmark: _Hlk72147938][bookmark: _Toc74521579]1.3 Apply analysis and modelling techniques to identify knowledge assets

A mind map to identify KM initiatives (Appendix C) and a PEST and SWOT analyses (Appendix D) has been utilised to break down potential knowledge assets within the report writers business. By creating an adaptation of VanAssen et al (2009, quoted in McGrath 2017b. p166) organisational focus on SWOT and PEST, the report writer has identified assets that are beneficial to the business and assets to be obtained. 
The Current political situation surrounding Covid-19, has put restraints on the business in terms of new policies and legislations, this information is continually changing and also differs between nations, in addition to the usual client consultations, clients now need to be made aware of Covid-19 restrictions and must be questioned about whether they have had symptoms. This adds time to the communication process between clients and staff and it has been identified that by updating the current framework this can be added to an automatic system to save time and physical resources. The system provider has made changes to the current online booking system to reflect Covid-19 protocols, they are there to be utilised, however, they first need to be edited to reflect the nature of the business. Once this system is fully utilised it will be easy to make small changes to reflect any further changes related to PEST, the system needs fluidity and consistency to encourage its use as an organisational culture supporting the belief that,

To create a KM culture, an organisation needs to encourage people to work together more effectively, collaborate and share, making organisational knowledge more productive whilst working towards achieving a business objective. KS should be the norm. ​
(Plessis, 2006)

To assist the economic unemployment levels due to the Covid-19 pandemic the government has introduced a government Kickstart scheme to help the business obtain its objectives, this scheme can be utilised to employ the appropriate applicant, their role could assist in the KM culture that the business needs to adopt. Hiring an applicant can also assist in the maintenance of salon safety regarding the new social norms regarding mask wear and hand sanitising. Although the business has run a risk assessment and staff have been adequately trained, it has been identified that some clients walk in when staff are busy and ignore protocols. Having a specified person to welcome clients can reduce the risk of this happening as well as benefit the business in other areas.
	The business has a good financial position and through use of a cost benefit analyses, can later consider the retention of a Kickstart employee, however, the framework needs to be improved so that the strengths of the business can be upheld and the need for cost benefit analyses sits outside of the scope of this report and immediate requirements for the business.
 The transition from personal contact with clients to an automated online system, produces a level of uncertainty and worry to the staff and there is a threat of decreased bookings attached to this belief. Although, discussions with staff identify that by going online, the implementation of such system benefits them in terms of time management and work-life balance. Therefore, it is believed beneficial to the business to continue with the online system and to further explore the recruitment of a government scheme employee to assist with personal customer relations and  continuing personal interactions through use of social media and personal contact platforms.  

[bookmark: _Toc74521580]1.4 Evaluate actual and potential knowledge assets. Provide a rationale for capturing and managing knowledge

Capturing and managing knowledge will ensure that the report writers workplace is working towards an established management culture, in terms of all of the aforementioned principles as well as improved communication. DEST (2002, cited in Blaxell, 2012) outlines a number of skills including communication, that can extend productivity and relationships between employees and customers and teamwork skills, that contribute to a productive working environment. 
	Knowledge assets are currently being captured in the report writers business, however, not in a consistent manner. The framework in part three seeks to rectify this issue.

[bookmark: _Toc74521581]2. Demonstrate an understanding of important knowledge management processes in the context of organisational development


[bookmark: _Toc74521582]2.1 Explain what is required to create, store, apply and integrate knowledge

Information needs to be governed with regard to legal requirements and based on a consistent approach to risk assessment. Organisational roles and responsibilities should be in place, and skills and capabilities developed. 
(Welsh Government, 2016a)

The report writer is the appointed Data Protector Officer within their business and is responsible for informing employees and associates about their obligations regarding data protection. If there were to be a data breach within the report writers workplace they would be responsible for reporting this breach to the Information Commissioner’s Office.
Clients currently complete a paper consultation form when attending their appointments at the report writers salon. These consultations store personal contact information, health concerns and contraindications that may restrict or prohibit treatment and the application of this knowledge is imperative to the security of insurance cover. The report writer understands it is their responsibility to monitor compliance with data protection laws and staff are advised to file client consultations in the appointed cupboard immediately, to prevent data breaches in the salon. However, it is noted that on regular occasions, staff are leaving consultations aside during busy periods, despite efforts to explain the importance of data security. Whilst client information is not publicly visible, protocols are not being met and this confirms the need to move data and information online, in the form of client consultations. This will save time, resources and will also ensure that each client has their own personal updated file. As you can see from the Current client consultation flowchart  (Appendix E) data protection is covered in its respective angles, however, it is at this point that the application and integration of knowledge is distorted. Paper files rarely leave the appointed storage and staff fail to access return customers information, relying on memory to provide them with a informed service. Some staff store notes on their clients online profile using the booking system, this means that whilst all of the information needed is within the business, it is not easily accessible or stored consistently. Consistent storage of information would also benefit staff in the event of sharing clients to provide different treatments, therefore, through the awareness of GDPR the RW has been able to identify the importance of KM processes.
	 Staff also create notes within the booking system which notify each other of possible schedule clashes, time off and meeting details. The welsh government states that “The value of information can be multiplied by re-use. This requires a change of mind set – to think outside of traditional silos and proactively look for opportunities to re-use. They further comment that “The opportunities for exploiting information greatly increase when it is made available in standardised and linkable forms. However, staff also lack clarity in some situations, therefore, more detail is needed and can be utilised through an updated framework. This, along with a proposal for a new client consultation framework is covered in section three.
	

[bookmark: _Hlk72149046][bookmark: _Toc74521583]2.2 Consider the importance of intellectual property rights

The report writers salon as covered in the SWOT analysis has a strong brand presence and the intention is to build that brand with products and more premises. Whilst intellectual property rights have previously been explored, through application of this report, the report writer has noted the importance of intellectual property right and can further identify the impact that failure to persist on the matter can lead to devastating effect. Subsequently, the business has recently had to convene in the issue of ‘passing off’ and was successful in its effort to stop another local business from using the same business name. UK Government (n.d) states that ‘You may be able to stop someone using a similar trade mark to yours on their goods and services (known as ‘passing off’), even if you have not registered it.’ However, it is harder to defend. 
	It is important to consider the implications that may arise from such instances in the future, the time, knowledge and manpower that has contributed to building the brand and its management.





[bookmark: _Toc74521584]3. Provide a framework for establishing a knowledge management culture

[bookmark: _Toc74521585]3.1 Explain the contribution knowledge assets have on an organisation

The Welsh Government (2016b) understand KM as an asset because it contributes to the business and its customers. Agreeing that it is important that information is, managed, valued, exploited and protected throughout its lifecycle. 
Knowledge Management encompasses the creation and subsequent management of an environment, which encourages knowledge to be created, shared, learned, enhanced, organised and utilised for the benefit of the organisation and its customers.
Through previous experience the report writer identifies that larger established companies tend to adopt KM cultures and apply them to enable them to work quicker and smarter, or as the report writer sees it ‘Professionally’. It has also been identified that by experiencing these organisational cultures they are aware that they are easy to adopt, however, when introducing new cultures it can face some resistance. According to the ‘force field analysis’ model by Lewin (1951, cited in UWTSD 2020) when presented with change there will be two forces, driving and restraining. These reactions have already been witnessed within the workplace when the report writer has introduced new rules or policies. However, through communication with relevant stakeholders the report writer will address the importance of building a KM culture and that by adopting new frameworks will result in improved customer service, time management and industry knowledge.

[bookmark: _Toc74521586]3.2 Evaluate the knowledge requirements for the organisation

The report writer understands the knowledge requirements of the business to be focussed on the need for organisation and the ability to store in a place that reflects a fixed framework. The report writers business needs organisation of knowledge to be able to track trends, client spends, key health and safety information and to be able to communicate effectively with staff, these aspects all contribute to a wider environment. 

[bookmark: _Toc74521587]3.3 Evaluate the organisations framework for enabling knowledge sharing

The current framework within the report writers workplace, is predominantly used as a booking system, however, it has the scope to be used as an effective tool for sharing knowledge in the form of CRM which is further discussed in the next section.
[bookmark: _Toc74521588]3.4 Recommend improvements to the current framework

As evidenced in Appendix F the report writer will firstly need to edit the current framework and ensure all paper records are updated into the system. This will take approximately two weeks and is allready actioned. The following framework is suggested for the implementation of task two of the Gantt Chart and is a completed manual that will be handed to staff at the end of the period to update them of the new changes in real time, further training will be given in person, during week three.

	Knowledge Management (KM) and Customer relationship management (CRM) Manual


	Clients can now book beauty treatments online, through the booking link displayed on each of our pages. We are also listed on the Fresha app for new clients.

	1. When a client books, you will get a notification on your person app. Please check these bookings don’t clash whilst we navigate the new system over the next few months.

	2. Use the ‘blocked time’ to leave each other notes if the beauty rooms are full, taking into consideration external clinic days. Move this information to the next available space if you need to fill with an appointment. Always provide adequate information.

	3. When holding spaces for clients as blocked time whilst awaiting their contact details, please put as much information as possible so that we can check the hold in case another request comes in.

	4. When ‘blocking time’ for a wedding, please include their name, location and email in the notes, so that this can be chased up. Don’t leave comments like, possible wedding, or even possible wedding in Swansea for example. These notes can sometimes be overlooked and left in the system, causing a last minute panic.

	5. If you want the booking system to show a low availability (as per advertised on Instagram etc), block out time. Including if you want to fill morning or late spaces first. You can always ‘release new times’ at a later date. This is an effective form of creating interest in the form of fear of missing out.

	Flowchart- New Client consultation flowchart

Clients will book treatments in via online booking links. These must be displayed in your personal bio and sent to customers on request










Client makes a booking request and is prompted to complete a consultation form with contact details and medical information.






Booking is confirmed on receipt of consultation.







Client receives a COVID-19 declaration 24 hours before their appointment.






Staff member checks the clients consultation at the start of appointment and ensures there are no contraindications to treatment.










· You no longer need to store paper consultations, however, it is important that you use this tool to view your clients data before every treatment to provide a thorough history of treatment and any treatment plans going forward.
· You are no longer required to book clients in manually, unless they are in specific need of assistance or have reported the inability to use the system.
· Patch tests must be booked in as a treatment, so that they show on the clients treatment history, and must include a product breakdown. For insurance purposes, please check your individual products to ensure you are meeting patch testing requirements.







This system alone will enable the staff to work more effectively and also give them more time to spend in other areas. However the further implementation of tasks four to eight will further benefit the company in terms of building its KM culture. By creating a Dropbox account the staff will be able to upload and store work related photos and information, freeing up personal space on their phones and contributing to the sharing of information that can be reused by other stakeholders to assist in advertising each other’s work. The aforementioned manuals in addition to any other training manuals and future strategy plans can also be added to this platform. At the end of week three, the report writer and their business partner will hold a staff meeting to discuss the new framework and answer any questions, including any that may have risen from the use of the system during week two. The report writer looks to include a further knowledge sharing system that replicates a staff forum, research is currently underway to locate a sufficient platform that allows the staff to discuss work matters, instead of using insecure platforms like WhatsApp. The new framework and all of its counterparts will be reviewed at the end of week eight, to identify if it has contributed to KM and CRM.

[bookmark: _Toc74521589]Conclusion
This report identifies a complex situation regarding KM, the solution to rectify all issues lays with utilising the online booking system to its full potential and evolving in a new culture before they can recruit a staff member through the governments Kickstart Scheme, this recruitment will also assist with the maintenance of KM and in assisting existing staff. GDPR will be easily monitored through the use of the new system, which in turn will contribute to the report writers time management, allowing them to focus on new innovative ideas that will assist the growth of the business.
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[bookmark: _Toc67867477][bookmark: _Hlk72703339][bookmark: _Toc74521593]Appendix A

Pearson RED Critical Thinking Model, used to identify critical thinking in this report.
	Recognise assumptions
	Evaluate arguments
	Draw conclusions

	Arora comment on competitor advantage
	The report writer seeks KM, CRM and Time Management.
	By utilising a efficient framework the report writer will have competitor advantage.

	Ackoff’s estimation
	The model doesn’t provide answers to a what happens beyond wisdom, or explore peoples level of intelligence.
	[bookmark: _Hlk72276648]That wisdom can be processed into further data within the workplace and that intelligence doesn’t necessarily result in wisdom.

	Sternberg-Ackoff
	That people can be intelligent without wisdom
	As above



[bookmark: _Toc74521594]Appendix B

CRAAP Analysis of all References
	Reference in order of listing
	Current
	Relevancy
	Authority
	Accuracy
	Purpose

	1. Ackoff
	Continually used in academia
	Origin of DIKW
	Origin of DIKW
	Multiple citation and well known model DIKW
	To explain the process of Data, Information, Knowledge and Wisdom.

	2. Arora
	2019
	Application of data
	Author of Blog for training association
	Teaching materials
	To explain the benefit of data analytics to an organisation

	3. Bellinger
	No date but copywritten 2004
	Elaboration of Ackoff’s  DIKW
	Theorist and System Thinker
	Multiple citation and university handout
	To compare and explain DIKW.

	4. Bernstein
	2009
	Antithesis of Ackoff’s DIKW
	City University of New York.
	Multiple citation, published by University.
	To provide an argument for and against Ackoff’s ideas.

	5. Blaxell 
	2012
	Importance of communication as an asset
	Edith Cowan University
	Multiple citation
	Teaching material

	6. Drucker 
	1969, used in McGrath 2017.
	Theory of management, knowledge and wisdom regarding management.
	Management theorist
	Predicted the Knowledge economy
	To explain the importance of knowledge in the current day and that it was predicted as part of industrial revolution.

	7. Gebert  
	2003

	Provides explanation of tacit and explicit
	Researchers and Professors at the Institute of Information Management.
	Multiple citation, journal article.
	Focus on KM and customer relationship management.

	8. Huemer
	2019
	Alternative view on data
	Stanford University Encyclopaedia 
	Academic, revised editions
	To provide alternative view to data and an argument that sense data can supersede data.

	9.  Martina
	2007
	Relevant to workplace
	University of Georgia and Technical University of Munich
	Multiple citation
	Focus on business and KM strategy and the success of KM initiatives 

	10. Morgan 
	2017
	Explanation of knowledge relevant to business studies
	Author, Dr, university relations
	Teaching materials
	To teach students 

	11. Sternberg
	2004
	Argument against obtaining wisdom
	Professor of Psychology and Education. 
Sage publication
	Multiple citation
	Explanation and argument in the relation between application of knowledge and attainment of wisdom

	12. SECI
	1996
	Creation And transfer of data
	Theorists
	Teaching materials
	To explain the relationship between known and unknown knowledge

	13. The Edge of All We Know 
	2020
	Proof that DIKW is applied in other subjects
	Scientific
documentary
	Scientific research
	Exploring how data is used in application of science and how information may be lost in black holes

	14. The World Within
	2021
	Proof that DIKW is applied in other subjects
	Scientific documentary
	Scientific research
	How the brain actions data.

	15. Tolle 
	2018
	Alternative viewpoint of tacit and explicit
	Bestselling spiritual teacher/ author.
Studies philosophy, psychology and literature
	Intangible evidence, yet multiple citations to provide alternative viewpoints
	Provides a spiritual viewpoint that can be identified as implicit and explicit knowledge

	16. Turriago
	2016
	Study of Drucker’s management theory
	University article.
	SAGE Journal article, multiple citation
	Study of ethics and virtues in management

	17. Uk Government
	nd
	Local interest
	Government
	Government guidance
	Trade mark guidance

	18. UWTSD (Lewin)
	2020
	Backs argument that organisational culture change can be faced with resistance
	University resources
	Teaching materials
	To explain the resistance organisations can face

	19. VanAssen
	2009, quoted in McGrath 2017
	SWOT and PEST done right in the workplace
	Key management models
	Adaptation
	Adaptation and explanation on how to use in the workplace

	20. Welsh Government
	2016
	Local interests
	Council
	Government publication
	KIM practices
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Mind Map to identify KM Initiatives 











[bookmark: _Toc74521596]Appendix D
	PEST
	CHANGES THAT AFFECT ALL ORGANISATIONS IN A SPECIFIC SECTOR

	Political
	Change in government. Change in government policy. New legislation.

	Economic
	Rate of economic growth. Bank rates. Unemployment levels.

	Social
	Local and national demographics. Social movements. Changes in social norms.

	Technological
	Growth of the web. Government spending on research. Changes in information technology.



These factors interact with each other to determine how favourable/unfavourable your organisation’s position is at any point in time.









	SWOT
	FACTORS THAT ARE UNIQUE TO YOUR ORGANISION

	Strengths
	[bookmark: _Hlk74006392]Good financial position. Excellent customer loyalty. Strong Brand. Changing from paper diary to online. Ease of WhatsApp communication between staff. Increased communication through the use on online system/ leaving notes. Company policies now available on social pages.

	Weaknesses
	Low product stock and sales. KM and organisation. Online booking system not fully utilised. Infrequent staff meetings. Un-sociable contact hours between staff-staff and client-staff. WhatsApp security issues for discussing sensitive information.

	Opportunities
	Increased bookings because of ease and speed with fully utilised booking system. 
Improvement of the notes left on system 
Making staff aware of repeat booking option so their client always gets their preferred space, communicating this with clients also.
Create a storage facility where all staff can log in and store their work, to use on Instagram etc.
To create an online selling platform, products, training, masterclasses, website.
Policies can be added to booking confirmations?

	Threats
	Decreased bookings, because of the impersonal approach
Clients can see true availability, staff will need to manage their diary closely to block out times so that they appear in demand, creating a fear of missing out. It’s also needed to manage time and space restraints around Covid-19 responses.
WhatsApp isn’t secure, staff could forget and display client info. Needs to be covered in framework.
Further covid restrictions and lockdowns.
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Current framework for Client consultations 
Remove any existing client information form clipboard and store appropriately. 




Hand new client a new  consultation form.



Client completes form with contact details and medical information.




Staff member checks all answers are satisfactory and ensures there are no contraindications





Staff member records date of patch testing and treatment carried out on the day.




Staff member files paper copy of consultation in appointed storage cupboard.
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Gannt Chart for implementing KM Initiatives
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