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[bookmark: _Toc29502169]Introduction 
Currently, in this arena of globalization, data, information, and knowledge have become vastly important for any organization to keep pace with the demand of advanced consumers in the market. Previously, the businessman would only prioritize on maximum selling but now they are more conscious of what consumer thinks about them and to sustain in the market. Hilton hotel is a hospitality company, with 5,685 properties in 113 countries around the world. The organisation is doing business over 100 years successfully, and it is being considered as an innovator in the hospitality industry (United States and Securities and Exchange Commission, 2018). They are doing business globally. That’s why the proper acquisition of knowledge assets and managing them is quite important for them to stay as the market leader. The organisation founded the Hilton University that developed the culture of learning and knowledge acquisition for all the members of the company. Moreover, Hilton University offers for its member trainings by using e-learning technology (Weekes, 2006).
In this report, there will be a discussion on the importance of knowledge management and the process of it. First, the relation between data, information and knowledge and the relation between individual and organisational knowledge will be explained. Then, the knowledge management processes at Hilton Hotels will be analysed. There will be a discussion on intellectual rights also which is crucial for any type of brand to stand forward among all other existing brands. 
The report will provide a framework for establishing a knowledge management culture. In this part, the contribution of assets for the success of Hilton will be explained. Then, the knowledge requirements and the framework for enabling knowledge sharing will be evaluated. Later there will be some recommendations for the Hilton hotel following them they can develop themselves 

1. [bookmark: _Toc29502170]Evaluation of the concept and importance of knowledge management in Hilton’s knowledge assets. 
Knowledge is an important asset for any kind of business organisation. Because based on the knowledge that is gathered an authority of the organization takes decision further. In this part, there will be a discussion on the concepts and importance of knowledge management from the perspective of one of the largest hotel chains in the world, Hilton Hotel. 
[bookmark: _Toc29502171]1.1 Explanation of the relationship between data, information, and knowledge. 
Data, information, and knowledge these three words sound too similar that in general, we use these three words replacing each other in our daily conversation. But they have the distinctive meaning of their own. They work similarly and they have strong correlations among themselves. But they are different from each other in terms of meaning, usage, and implementation. 
Thierauf (1999) defines data as ‘unstructured facts and figures that have the least impact on the typical manager.’ Data is considered as a medium of communication tool. It refers to the symbols, words collected from the happening, incidents, and understanding of any research or occurrence and from a set of facts. The data cannot provide further information regarding facts because it is not organised in any way. To use data, it has to be modified and analysed to get an effective output. Data can be of various types. It can be a small input number on how many products are purchased every month, how many visitors come to the Hilton hotel per day etc. It can be a number, tastes, choice, and practice. Simple or raw data cannot be utilized until it is processed by undergoing a structural framework. Once a data gets processes and collected in a systematic way as per requirement in the research then data can be considered as a piece of information.
Information refers to the processed form of data collected from the mass level. Data must be meaningful in order to become information. Without having the quality of being meaningful, data cannot be categorized as information. According to (Davenport and Prusak, 2000), in order to become information, data must be contextualized, categorized, calculated, corrected and condensed. Basically, if the data does not have any particular meaning it is not useful at all (Maier, 2007). 




To transfer data into information or to mould data in the frame of information, data has to possess the capability of having meaningfulness and proper guidance to process the procedure. If the information is considered as the final output of any research work, then the data is considered as the raw materials of the work to be done. 
 [image: ] 
[bookmark: _Toc29501945]Figure 1: Data, Information, and Knowledge
Source: (Knowledge Management Tools Website, 2018)
The company before starting their activities they decide on what their vision will be. Vision is the long-term impactful goal of the organization. But they cannot achieve it directly. For this, firstly they acquire data, which is the first process. Data is the collection of raw knowing of anything. Accumulating data and turn them into mathematical calculation they prepare information from that data. A large number of knowledges is consisted of to give the formation of a proper knowledge of any matter. By having the necessary knowledge, a company can step ahead to attain its vision gradually. 
Information will become knowledge when employees understand and know how to use them in their advantage. According to Davenport and Prusak (2000), ‘knowledge is a fluid mix of framed experience, values, contextual information, expert insight, and grounded intuition that provides an environment and framework for evaluating and incorporating new experiences and information.’ Knowledge is reflected and rules and procedures that are used within an organisation
At Hilton Hotel, employees collect different information about customers, bookings, financial data etc. All this information is stored, and employees can access them any time in order to take better decisions. Using this information, employees know what customers’ preferences are and take action in satisfying their needs. Moreover, Hilton University stores the organisational knowledge and the transfer it to the company employees through programmes and trainings. 

[bookmark: _Toc29502172]1.2 Explanation of the relationship between individual knowledge and organizational knowledge. 
Knowledge is the processed and systematic form that is got from information and data thoroughly. It is divided into two from the perspective of an individual. They are – individual knowledge and organizational knowledge. The two words specify the differences among them and shares the relationship between the two of them.  Individual knowledge is formed based on the experience and expertise that a man gets through his work time in the organization. And it is implicit learning as well. It is derived from the ability, skills, and interest of any individual person. Organizational knowledge is completely different from individual knowledge. Organizational knowledge is considered the knowledge that is gained form the individual knowledge of the employees who are working in that organization. It is the accumulation of all individual knowledge of their employees. The current world is for knowledge and information. The organization which uses the knowledge and information efficiently stays ahead of others. It is important to collect individual knowledge to shape up the organizational knowledge and analyse them to bring about the effective information for the betterment of the organization (Mills and Murgatroyd, 2010). There are several reasons to give priorities to the individual knowledge because it is the source of creating and shaping up the organizational knowledge. These are sensitive activities as the authority stays far from the consumer and only the employee deal with the consumers directly. Consequently, getting information and knowledge through the medium of them is really effective for the Hilton hotel to get some idea, requirements, and demand of the guests there. Furthermore, each individual knowledge is prioritized in the Hilton hotel by the management because they know that the employees of them will know better about the guests and other facts as they deal with them directly and can learn from them. Accumulating all the individual knowledge, the management of the Hilton hotel shape up the organizational information. 
According to Bhatt (2002), an organisation is learning through everyday routines and those routines are creating new knowledge and this learning is affected by the complexity of tasks that need do be done. Bhatt propose a framework to better understand the relation between individual and organisational knowledge, shown in the figure below.

[image: ]
Figure 2: Relationship between individual knowledge and organisational knowledge
(Source: Bhatt, 2002)

In cell one, tasks are simple and the interaction between employees is low. Most organisation will empower its employees to take their own decisions. However, to be able to do so, the employees must be trained on how to deal with routine tasks. At Hilton Hotel, employees are trained on how to deal with simple problems, like resolving guest complaints, deal with guests’ preferences or offering them extra services when needed. Hilton Hotel uses different procedures and a software to help employees to deal better with such problems. 
In cell two, tasks are more complex, and the level of interaction is low. The employees from cell one will redirect those tasks to employees who have the expertise to solve them. At Hilton Hotel, employees can find on intranet and the software they are using, a directory with all departments and the name and contact of the responsible person. When the employees are dealing with a problem that they cannot solve they will contact the responsible person and seek for advice.
In the third cell, the interaction is high, and the problem is a complex one. The organisation must encourage different departments to collaborate and share their knowledge. But when the problem is too complex, the expertise can be found outside the organisation. At Hilton Hotel, the employees use the intranet to communicate with other hotels from the organisation when they need advice. Moreover, the employees from Hilton Hotel, communicate with other organisation with whom they interact and learn from their expertise. 
In the fourth cell, the interaction is high, and the tasks are simple. In this situation, employees will follow rules and procedures established by the organisation. The role of the organisation is to store those procedures in a simple way so that the employees can easily access them. The rules and procedures must be clear and must be continuously updated according to the changes in the environment.  At Hilton Hotel, the employees can access on intranet a series of rules and procedures that can help them to accomplish tasks without much effort. 

[bookmark: _Toc29502173]1.3 Application of analysis and modelling techniques to identify knowledge assets.
In the current era of globalization, knowledge has become very crucial for each and every organization. Sometimes, an organization has to affiliate with other organisation that will collect necessary information on behalf of them. They collect information from mass people where the management of the organization cannot directly connect to. That’s why third-party organizations are hired sometimes (Hislop, 2010). Now, the necessity of information can be realized. For such importance, information is considered as an asset.

Nonaka, Toyama, and Konno (2000, p.20) define knowledge assets as ‘firm-specific resources that are indispensable to create values for the firm’. Knowledge assets may refer to the intellectual knowledge-based property that works on behalf of the organization and can be very useful to move the company forward based on that. These basically stand for earning profit and bring success for the organization. Knowledge assets are utilized to launch any product or service to the consumers, they work by adding a new dimension to the brand. Knowledge assets help to design a company logo, trademark, brand name, etc. That’s why they are super confidential to keep only to the responsible one. Knowledge assets are analysed by the expert as properly processing them and by analysing them effectively, they can extract the best output from it that is implemented in the organization. 
Li and Tsai (2009) provided a framework with two characteristics: the impact of the knowledge assets on competitive advantage and the impact on appropriability. Organisations with particular skills and knowledge deep incorporated in organisational culture that are difficult to be imitated by others, are considered to be as having week appropriability. The following questions must be asked to find out if the asset can have an impact on competitive advantage:
· ‘Is the knowledge asset valuable?   
· Is the knowledge asset rare?  
· Is the knowledge asset easily imitated by competitors?  
· Can the knowledge asset be easily substituted?’ (Li and Tsai 2009, p 290) 
To identify these types of knowledge assets, there are other tools that can be utilised, such as SWOT, SSM analysis, etc. In the Hilton hotel, the management uses the SWOT technique when they are to launch any new venture. This analysis helps the Hilton hotel to know the basic insights about the market. They can get to know who their competitors are, what are the facilities are waiting for them and the possible threat of them as well (Clark, 2003). They ease the way to identify the knowledge asset. Knowledge assets are valuable for the organization as they can generate intellectual property for them. The employees get prioritized here as they work as the source of generating knowledge assets also. Knowledge asset can be kept open for others as it is not like a real infrastructural asset that others’ usage can diminish it, rather their can use knowledge asset and the Hilton hotel can let others use their knowledge asset by a short amount of incentives. 

[bookmark: _Toc29502174]1.4 Evaluation of actual and potential knowledge assets. 
Knowledge is earned through a vast process of modification of information and data. The acquisition of knowledge assets is a much complex process. Knowledge asset contains two phases in it. They are – actual and another one is the potential one. Any company or organization starts the process of building knowledge assets based on the identification and utilization that they require for the organization (Brown, 2012). In this way, there can be several potential knowledges that arises while processing the actual knowledge. 
Knowledge assets are the core competencies that an organisation possesses. Freeze and Kulkarni (2007) name those as knowledge capabilities and developed a framework that includes five categories: expertise, knowledge documents, lesson learned, policies and procedures and data. 
[image: ]
Figure 3: Knowledge management framework
(Source: Freeze and Kulkarni, 2007)
Expertise is a knowledge asset for every organisation. The experts must be identified, and the organisation can facilitate the transfer of this knowledge by mentoring. At Hilton Hotel, the management identifies the experts within the organisation and each employee can view the experts for each department when searching into the knowledge base system. The experts’ knowledge can be transferred to other employees through collaboration.
Lessons learned are the knowledge gained through experience while doing different activities. At Hilton Hotel, those are represented by the best practices of resolving tasks or situations. Those best practices need to be documented so that the organisation can make use of this knowledge asset. This means that lesson learned is at first implicit knowledge, however it will become explicit when documented.  
Knowledge documents include any document regarding the organisation or other documents that may be of interest for the company. They can be reports, statistics or online folders with information about the organisation or about suppliers and competitors. Hilton Hotel uses a knowledgebase system with different manuals and tutorials for all departments of the organisation.  The strategy that Hilton Hotel uses for this asset is to train all its employees to be aware of all these sources of knowledge so that they can access it whenever they need. Employees can access those documents through the intranet portal.
Data is used as a key asset for the decision-making process. Hilton Hotel collects big amount of data from customers and from eternal environment. The organisation uses a data warehouse to collect all the information. Moreover, a Managerial Information System is used to take better decision, as choosing a new venture, the database on guests which allow the organisation to come up with creative ideas in meeting customers expectations and a database with information about partners and suppliers.
[bookmark: _GoBack]Policies and procedures are routines that that employees follow in their work. Freeze and Kulkarni (2007) define those as ‘institutional knowledge required for efficient and consistent operation of an organization’. Policies and procedures are very useful for new employees who need to acquire knowledge about the organisation. At Hilton Hotel, employees use manuals with rules and procedures for all levels of the organisation, keeping them informed about the business and about how things are done at Hilton. 

[bookmark: _Toc29502175]2. Importance of knowledge management process in the context of organizational development. 
Knowledge is very sensitive. That’s why it is dealt with very carefully. The whole process is very complex. It requires lots of effort, management, and perseverance to acquire knowledge assets. 
[bookmark: _Toc29502176]2.1 Explanation of requirements to create, store, apply and integrate knowledge.
Knowledge management is a combination of complex process and it cannot be easily done. Nonaka and Takeuchi (1995) identify two types of knowledge: explicit and tacit knowledge. Explicit is the one that can be easily communicated by words or written in documents. This knowledge can be found in any types of documents and is easily transferable. In contrast, tacit knowledge can not be codified or put into words, it is transferable only by practice and by observation. According to Polanyi (1973), tacit knowledge is the individual experience, but the organisation must find the way to integrate this tacit knowledge into organisational rules and routines.
Nonaka and Takeuchi (1995) developed the model of knowledge creation and transfer, also known as SECI model (Figure 4), that includes four quadrans:
· Socialisation: tacit knowledge is transferred to other employees by observation, sharing experience, practice, etc.
· Externalisation: tacit knowledge is converted into explicit knowledge, as example within an organisation some concepts are created, models, hypothesis.
· Combination: explicit knowledge that is structured and classified will create new explicit knowledge.
· Internalization: explicit knowledge is converted into tacit knowledge.
[image: Image result for nonaka and takeuchi 1995]
Figure 4 - SECI Model
(Source: Nonaka and Takeuchi, 1995)
At Hilton Hotel, employees work in teams and the management encourage the share of knowledge between employees. New employees learn during training days by observing how staff is dealing with problems and by practicing with others needed tasks. Some routines from the organisation can be converted into documents. An employee from Hilton Hotel used to prioritized daily tasks according to his experience, and he write a list with what task should be accomplished first, second and so on. As a result, he converted his tacit knowledge into explicit knowledge, so that others employee would know what daily priorities are. Combination is when new reports are done, is when reports and documents are updated with new information from customers, sales, suppliers, etc. Internalisation happens within Hilton Hotel when employees read reports, rules and procedures, and then apply them into daily activities.

The whole knowledge management process requires several steps, they are – creation, storing, application and the integration of knowledge. Knowledge assets cannot occur without any specific goal (Maier, 2007). It requires some specific steps and goals. Before acquiring any knowledge asset, the Hilton hotel identifies the goals that need to be achieved. They upgrade the system per year and per period. Creation of knowledge helps to keep updated with the pace of the change in the market. Appropriate storing of the knowledge lets the organization not spread too much and it does not let the knowledge leak to others. The proper application helps to acquire knowledge effectively. 
The management of the Hilton hotel gives emphasize on creation. They believe the creation of knowledge is the thing that keeps them updated with the new trends. This is the reason they arrange no boundary to think and collect information from all employees and from external environment. Later, they arrange a proper store of knowledge assets, embodied in rules, procedures, documents or in the know-how of the employees. Knowledge asset is a confidential asset for the organization. Whatever knowledge Hilton hotel gathers, they try to keep it confidential because leaking of it may cause other competitors to take the opportunity (Kiyoki, et al., 2009). They are always careful while applying the knowledge asset. In the last phase, they integrate the individual knowledge that they gather from different parts. Integration of them gives the importance to the collected knowledge from the individual and it ensures any single knowledge or information is not left unused. 

[bookmark: _Toc29502177]2.2 Importance of intellectual property rights. 
Intellectual property refers to the asset of the organization that derives from creativity, brainstorming, and the process of ideation (Peloso, 2011). They are – ideas, logos, trademarks, copyrights, etc. They are the rightful asset of any organization. If anybody copies some of them, the own company can even sue against the copy maker. And it is the legal right. 
Intellectual property is the core asset of any organization. It creates the basic difference among all the companies. For this, brand values have originated which lets others know the brand name directly from others. People can recognize the brand name swiftly among thousands of brands for its brand values, name, attributes. Intellectual property is an intangible asset, they are not infrastructural facts like a huge thing (Hislop, 2010). They are either intangible or having short gestures. People can view the logo, colour, packaging, etc. What people cannot see is – jingles, names, tagline etc. These intellectual properties are something like basic that grab the mind of people subconsciously. That’s why they are important. They are copyrighted. Other organizations cannot copy them or follow the things they have done to attract consumers. The Hilton hotel has a logo of a blue colour. Here the colour blue stands for royal and peace at the same time. The font they used is unique. No other company cannot use the name in any of their products. As the name “Hilton Hotel” is already taken by them. Even another organization cannot copy the font style and the logo that they use for their own. All these things help a company stand out from the crowd. For intellectual property rights, another hotel cannot steal the theme of the Hilton Hotel. And in the market of thousands of hotels, Hilton Hotel is unique and sustainable for their intellectual strong property. 


[bookmark: _Toc29502178]3. A framework for establishing a knowledge management culture. 
Hilton hotel is one of the oldest and established hotels in the hotel and resort sector of the United Kingdom. They are doing their business for one hundred years. There is a certain management framework in the work culture of the Hilton hotel by following which they have come so far with this much pride and success. But there are some areas that need to be worked on by the management. 
[bookmark: _Toc29502179]3.1 Explanation of the contribution of knowledge assets has on an organisation. 
The knowledge asset management process is a complex process. But successful management of this process eases the broader way for any organization. Before taking a decision, the management of Hilton analyses the knowledge asset that they already have, and they need to have for the further decision. They are a big giant in the hotel and tourism sector in the United Kingdom. The organisation collects information and data from employees who are dealing with customers but also from database guests. The rest of the information is collected from a third-party organization. By analysing those they take a decision. Such as – in the year 2017, the Hilton hotel was at stake whether they would increase the service charge or keep it the same. Then they collect knowledge from their consumers whether they are satisfied with the current cost and how it would impact if they increase the price. They collected knowledge to form a third-party organization to know the situation about their competitors also. They knew the price range of their competitor, the disadvantages of their competitor (Peloso, 2011). Accumulating all knowledge and utilizing the negative side of a competitor as their strength, Hilton hotel concluded the decision of increasing their process service at 5% which did not impact their consumers and they made it to income at a higher level with this policy. Knowledge asset helps not only to know the outer information or regarding customers. It facilitates to know the internal factors also. 

[bookmark: _Toc29502180]3.2 Evaluation of the knowledge requirements for the organisation. 
Knowledge is an important asset for any kind of organization for its immense beneficiary provided to the development and taking a decision on various topics. Hilton hotel gives an especial emphasize on the knowledge requirements. Hilton hotel is successfully doing its business for near about one hundred years keeping its visitors, and customers satisfied. Because they have the proper idea of the knowledge of the employees and their customers which has made them remain trustworthy to the consumers all the time. 

Figure 5: Types of Knowledge Requirements
Source: (Sun and Ousmanou, 2015)
Hilton hotel is very large from the perspective of infrastructure, service, employees, consumers, and visitors also. They have a significant number of customers. To serve them they need a large number of employees too. The task of these employees is not just to serve them rather collect reviews on their demands too. These are the primary knowledge requirement. It contains the satisfaction level of consumers, contentment of employees. They thrive for getting primary knowledge to solve any instant, short and current situation. Like – providing offers, discounts, giving bonuses to the employees etc.  They require secondary knowledge when they require a huge amount of knowledge from the mass market which can change or modify any of their strategies. These secondary knowledge helps to take the grand decision like – cutting or increasing price, adding new service, creating new dimension etc. People are greatly affected by these types of the decision taken from this mass knowledge as they are taken keeping the consideration of mass people in mind. 

[bookmark: _Toc29502181]3.3 Evaluation of the organisation’s framework for enabling knowledge sharing. 
While running an organization it requires quite an information regarding the satisfaction of employees, condition of workplace, hierarchy, context etc. of the organization. These all portray how the information sharing process of that organization will be. And it is quite important because the management takes a decision based on the requirements of the employees. In that case, knowing their insights, information is verily important which is possible to gain only when the information sharing process is available and positive. Here is the information sharing process of the Hilton hotel.
[image: ]
[bookmark: _Toc29501946]Figure 4: Knowledge Sharing Flow of Hilton Hotel
Source: (Mills and Murgatroyd, 2010)
Hilton hotel is very smooth in terms of receiving information and knowledge from the employees or people in the required topic. They ease the way of gathering information thorough a system of online conversation. Even to increase the knowledge management asset swifter and more effective they have affiliated with a knowledge management system to manage information properly in an effective way. They have launched their website also, thorough this they involve themselves with a two-way communication with the consumer and research respondents. They maintain a hierarchy of order in their organization following which, the bottom level employees can share any of the insights to their supervisor and that message can pass to the monitor of the Hilton hotel gradually. This organization arranges an internal IT based system that has made them come into a web and connected to each other through which everybody communicates to others easily. 

[bookmark: _Toc29502182]3.4 Recommendation of the improvements to the current framework. 
Hilton hotel is much updated to its work and services for which they have become successful in their work industry. But there are still some areas that need to be worked on for the betterment of the organization. They have to work on managing visitors more effectively in order to get maximum visitors and gather knowledge assets. An organization is suggested to not to produce such services that a border cannot utilize or need not to utilize. The expense of getting information and knowledge in the organization is quite high than any others. That’s why the management should take steps on reducing the cost needed for this. They can implement advance technology in the workplace through which information sharing will be quite easier. Also, the organizational structure or reporting structure needs no boundary reaching to the head level (Clark, 2003). As it will create an obstacle to reaching low level employees’ insights to the higher-level employees. Hilton hotel needs to be more careful about dealing with borders and gathering information as a little gesture or attitude can be an effective source of getting knowledge and turning it into an asset. Even, a system of giving reviews or feedback while the borders leave their rooms or hotel will make them provide honest words that are actually needed but Hilton hotel to improve themselves. By following those instructions and paying heed to their words can actually earn something big for them and it will help Hilton hotel step forward compared to other organizations of the tourism and hospitality industry in the United Kingdom. 


[bookmark: _Toc29502183]Conclusion 
Knowledge is compared to education in terms of eradicating incapability and enlightening in blissful areas. Knowledge is equally important from the perspective of a business organization. A proper knowledge asset management can help Hilton hotels gain genuine insights on how they can improve themselves on the basis of the market demand keeping pace with the world (Hislop, 2010). It also helps to step ahead among thousands of other organizations. In this report, there has been a discussion on knowledge asset management, how it contributes to the development of the Hilton hotel. It also showed what to be accomplished and how an organizational framework should be to get the maximum level of a knowledge asset. It has talked about the areas that the Hilton hotel should improve to keep updated in the world in terms of proving services to the consumers. 
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