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[bookmark: _Toc8437884]1.0 Introduction
For decades, philosophers, scientists and practitioners have concentrated about developing, acquiring as well as communicating and enhancing the recycling of knowledge. Nonetheless, it is only in the previous 20-30 years that the phenomenon of knowledge management has emanated. The premise of knowledge management is that service companies are not in a position to fully optimize or maximize on the knowledge or information that they possess. As such, through knowledge management companies seek to create or acquire valuable knowledge and subsequently make it available to the authorized individuals at the right time and in a manner appropriate to them. Substantial number of scholars have contended that if a company can enhance its knowledge utilization by only a small margin, great implications will result (Bormann, 2016). This paper will examine and evaluate the knowledge management frameworks adopted by Malmaison hotel chains.
Unarguably, we are currently living in a knowledge era where knowledge is power. Companies and institutions world-wide are concentrating on knowledge as a vital organizational resource. Hotels are currently employing knowledge to sustain and obtain a competitive advantage in the hospitality industry. As such, companies have underscored on efficient knowledge management as key organizational asset. Allocations in knowledge management tools and systems have proven to be fundamental since the hospitality industry is globalized and transformed into an entirely knowledge-based economy. Presently, there is an explosion and overload of information (Davenport & Prusak, 2000).

[bookmark: _Toc8437885]1.1 Background of the organization
Malmaison was first established in 1994 by Ken McCulloch, a Scottish hotelier in conjunction with hotel Arcadian international. The first hotel was launched at Edinburgh, while the second one was launched at Glasgow, a month later. Currently, Malmaison runs over fifteen hotels within the vicinity of the United Kingdom. In particular, they have operational hotels in Aberdeen, Belfast, Birmingham, Dundee, Brighton, Leeds, London, Manchester, Liverpool, Newcastle, Oxford and Reading.  Singapore-based Frasers hospitality group are the current owner of the company. Most of their hotels are situated in city centres, where each one of them contains approximately 70 to 200 rooms, private dining, a bar as well as meeting rooms (Malmaison, 2017).
[bookmark: _Toc8437886]1.2 Knowledge Framework Adopted by Malmaison Hotel
[bookmark: _Toc8437887]1.2.1 Intangible Asset Monitors
After thorough investigation I ascertained that the model adopted by this organization was, Intangible Asset Monitor. This model measures the intangible asset by employing table that categorized workers into three groups. Internal Structure, competence and external structure. Each group is measured with four aspects, that is, efficiency, stability and growth of intangible asset (Jones, 2001). This framework is executed in the management information system as well as making audit. The following table showcases the components of this framework.

	
	Market Value

	
	Intangible Assets

	
	External
Structure
	Internal
Structure
	Competence
	

	Growth
	
	
	
	

	Innovation
	
	
	
	

	Efficiency
	
	
	
	

	Stability
	
	
	
	



The selection of the indicators changes according to the strategy of the organization and requires adjustment according to the reality of the organization. Each of the aspects which are in alignment with the three categories are measured against the indicators.
[bookmark: _Toc8437888]2.0 The Relationship between Data, Information and Knowledge

According to (Ichijo & Nonaka, 2007), data refers to a collection of facts, objects or events out of context, in that data has no reference to time and space. In other words, data is unprocessed information. By contrast, when data is processed, it then qualifies to be termed as information where it is placed in the right context, implying that an individual can derive meaning. Subsequently, when an individual applies judgment, jurisdiction and experience then they attain knowledge. This occurrence therefore implies that knowledge is the result of internalizing information. As such, knowledge is the outcome of learning.
Knowledge has been predominantly deemed as any information, skill, data or skill that facilitates high quality problem solving and decision making. In that respect, knowledge management therefore refers to any process that affirms the creation, capture, application and distribution of knowledge for decision making. There are two types of knowledge, most notably, tacit and explicit. Tacit knowledge denotes knowledge that is based on an individual’s mental models, technical skills and cognitive learning. By contrast, explicit knowledge refers to knowledge that has been recorded in documents. Effective management of knowledge enhances decision-making, problem solving as well as organizational performance. The distinct process of knowledge management entails assembling, clarifying, organizing, disseminating and recycling the knowledge and information across the organization. As such, knowledge management is not necessarily about managing knowledge, but instead establishing a corporate culture that boosts and inspires the sharing and appropriate use of knowledge that facilitates a corporate competitive advantage in the market (Ichijo & Nonaka, 2007).
Attaining a knowledge culture requires managerial investment in three-fold. First, preparing the organization by altering the culture of an organization, regarding how they interact and work. This is the most difficult step for any organization since it requires transforming the organizational culture. Second, properly managing the company’s knowledge asset. Third, leveraging or utilizing knowledge to gain a competitive advantage in the market.

[bookmark: _Toc8437889]2.1 Identifying Knowledge Assets

In this study, knowledge assets will refer to knowledge concerning products, markets, organizations and technologies, that an organization needs or owns and which facilitates its business processes to generate profits and add value. In that light, knowledge management does not only revolve around manging these knowledge assets but also controlling the processes that revolves around these assets. These processes encompass, creating knowledge, using knowledge, preserving knowledge, and distributing knowledge. Knowledge asset management entails analysis and identification of required and available knowledge assets together with their associated processes, and the successive control and planning aimed at developing both the assets and their process, to accomplish organizational goals (Bormann, 2016).
Undoubtedly, knowledge assets are one of an organization most pivotal asset. This is because the present economy has proven to be a knowledge-based economy, where efficient employment of knowledge has been instrumental to the company’s success and thriving in a relatively competitive global market. Global economy has shifted attention from a product or manufacturing oriented economy, to one based on services and knowledge, where the principal commodity is knowledge or information. Strategic management of intellectual capital is a vital issue confronting companies in the present information-oriented economy.
According to (Gupta & Iyer, 2010), the essence of establishing a knowledge culture is evident for a majority of service organization. Most of service organizations are currently conducting knowledge management under the umbrella customer relationship management. This is due to the globalization of the economy which in turn has exerted pressure on companies to efficiently manage their distinct intellectual capital. However, companies that try to adopt a knowledge management arrangement without necessarily having proper managerial support structure, consequently, their system does not become productive. As such, organizational structure plays a fundamental role in terms of inspiring knowledge sharing.
It goes without saying that identifying knowledge assets is an uphill task for any knowledge developer, which requires in depth knowledge of a company, together with sharp intuitive skills. Knowledge modelling helps in identifying potential or existing knowledge asset. As such, it is fundamental to answer a myriad of questions regarding each knowledge asset. After identifying knowledge asset, it is crucial to determine what existing knowledge management associated processes are undertaken on the knowledge asset (Easterby-Smith & Lyles, 2003). The following table showcases the checklist that was adopted when pinpointing knowledge assets and associated processes.
The following table showcases the checklist that was adopted when pinpointing knowledge assets and associated processes in Malmaison hotel.




	Knowledge Asset Attributes
	Knowledge Associated Processes

	Content
· What domain does this knowledge belong to? (e.g. food, entertainment, hospitality) 
· What type of knowledge is it? (Explicit, implicit, factual, or heuristic)
· What is the quality of this knowledge? (Correctness, completeness, up-to-date scope)
Availability
· When is this knowledge available?
· What is the physical form of this knowledge?
· Where is this information located?

	· How was this knowledge developed?
· Was it discovered?
· Was it acquired?
· Was it compiled?
· Was it created?
· How is the knowledge asset stored?
· How secure is it?
· How is it safe-guarded?
· How is the Knowledge asset updated?
· How easy is it to update?
· What is the criterion for updating?
· How Frequently does it need updating?
· Why is it updated?
· Who is in charge of updating?
· How is the knowledge used?
· How often is it used?
· Who applies the knowledge?
· What real life task is it employed?
· How is the knowledge asset retrieved?
· How is it validated?
· How is it evaluated
· How is the knowledge transferred?
· How is it shared?
· How is it distributed?
· How is it communicated?
· How is the knowledge transformed?
· How is it formalized
· How is it compiled?
· How is it formalized?





3.0 [bookmark: _Toc8437890] Knowledge Management culture at Malmaison Hotel
3.1 [bookmark: _Toc8437891]Knowledge Acquisition

From a personal observation, I learned that this hotel conducts rigorous in-house training programs based on the popular training modules. Those at the managerial level especially are inducted to be in-house certified trainers. This can be qualified by the following statement from one of the managers.
These are the ratified trainers for this hotel. Every hotel under the same category will undertake these programs. Some of the staff are completely certified, while some of them are partial, since they can only carry out training for specific department such as beverage and food…...If it is complete certification, they can undertake training in any department.
(Manager, Malmaison)

This hotel sends its workforce to attend programs and conferences at the international and national level. The workers are also sent to work in other subsidiaries in United Kingdom for a specific timeline, to gain exposure in a different surrounding. Such cross-exposure arrangements provide opportunities for the staff to gain valuable knowledge and experiences that can be used for the good of the organization. Such activities enable the hotel to standardize the quality of services delivered. Evidently, cross exposure arrangements inspire information sharing regarding competitive nature of the industry amidst variety of hotels.
At some point, we took our employees to Switzerland for exchange program, under the same category of hotels…... on another event, we sent one of our chefs to Malaysian food promotion, to benchmark.
(Managing Director)

Furthermore, the staffs are also granted a chance to polish their skills via Professional courses and scholarship. Normally, workers, through their own arrangements are advised to induct in University programs, such as hotel catering, hotel management and other associated programs. Subsequently, they apply for scholarships from hotel administration. Consequently, based on the performance of the employee and the relevancy of the program, hotel administration can decide to sponsor the employees. Such opportunities make the employee to be loyal to this organization in terms of sharing their knowledge.
3.2 [bookmark: _Toc8437892]Knowledge Storage
I found out that this hotel has established databases regarding their market as well as employees. These databases are pivotal in terms of monitoring staff performance as well as the competitive level of this hotel. They mostly relied on internal informal knowledge imparted in the staff. Equally important, knowledge is preserved via the use of training modules designed by in-house trainers. It was a culture that the staff who were present during the professional training to design training modules and carry out in house training. Subsequently, these modules are updated periodically to suit the dynamic needs of this hotel. Converting acquired knowledge into training modules enables tacit knowledge to be changed into explicit knowledge which can be distributed to future employees.

3.3 [bookmark: _Toc8437893]Knowledge Dissemination
Daily briefing across all departments is a culture in this hotel. The management prefers face to face discussions within and between departments as well as at the management level. They accomplished this through the adoption of committees that encompassed all ranks of hotel associations, employees and other social activities. Through informal assembling, staffs have the opportunity to air their problems or grievances to the top-level management. Such informal gathering also reinforces bond between staff, regardless of rank and position.

Moreover, during formal meetings, workers are encouraged to contribute suggestions and ideas to enhance services. Malmaison hotel values ideas from the workforce by granting standard incentives and recognition, such as employee of the month awards, bonuses, monetary incentives, management recognition, trips and free stays. In some instances, the hotel permits departments to design and execute their unique recognition mechanism. This assertion can be supported by the following statement from the Human resource Management.
Yes, we do permit departments to craft their own style of recognition. Nonetheless, it requires ratification from the administration. We have set aside a budget for this, and therefore we inspire flexibility.
(HR manager)
In addition, Malmaison hotel has the philosophy that knowledge obtained by a minority of the workers should in turn be shared with a majority of the staff. As such, employees who have the opportunity to attend professional training programs are anticipated to design in-house training modules. They are also expected to carry out training based on the knowledge they obtain from the programs attended. The same case applies to the individuals who attend international conferences. They are expected to inform and update hotel administration regarding the outcomes of the seminars and conferences.
3.4 [bookmark: _Toc8437894]Knowledge Application
Knowledge application is evident when trained employees are anticipated to carry out in house training for other staffs. The cross exposure attained by trained staff is employed to enhance and improve present services. Observations of service delivery in other organizations are adopted to modify existing services.

We mobilized all key managers from all the three hotels to design training manuals, so that there is joint ownership……This task took approximately three months. At the end of the day, we now refer to the modules at all subsidiaries.
3.5 [bookmark: _Toc8437895] Knowledge Innovation
Employees in this organization are constantly encouraged and challenged to be innovative and creative when executing their tasks. As such, they are permitted to make decisions on the basis of their personal discretion in specific circumstances. The informal atmosphere in Malmaison hotel encourages the employees to air their opinions, while obtaining rewards and recognition for their ideas.
We do not necessarily tell the employees what to do, contrary to those days when we trained them to be like a parrot, for instance, wishing good morning sir. Currently we encourage them to observe and think. Now the hotel aims at inspiring memorable experiences for the clients. As such, the employees must contemplate how they can attain this. So, we are challenging their thinking process to develop something.
(General Manager, Malmaison)
Apart from that, occasionally employees are granted the opportunity to observe services delivered by other rival hotels. In some scenarios, chefs are taken for free dinner in competitors hotels to observe the delivery of their services.

4.0 [bookmark: _Toc8437896]Intellectual Property Rights

According to (Jones, 2001), intellectual property denotes mind creations, ranging from inventions, symbols, images, names artistic and literary works used in commerce. Intellectual property is classified into two categories. Firstly, industrial property which entails patents for trademarks, industrial designs, geographical indications and inventions. Secondly, copyright which covers aspects such as films, literary works, artistic works and architectural designs. In that respect, intellectual property rights refer to those rights that permit owners or creators of trademarks, patent or copyrighted works to profit from their own creation, investment or works. These rights are enumerated in the Universal Declaration of Human rights, Article 27, which asserts the right to benefit from preserving material and moral interest culminating from authorship of artistic, literary or scientific production. The significance of intellectual property was initially recognized in 1883, at the Paris Convention, affirming Protection of Industrial Property, as well as Berne Convention (1886), which affirmed safe guarding artistic and literary works.
Intellectual property rights play a pivotal role since it inspires the dedication and commitment of extra resources for further inventions and innovations. Moreover, it spurs economic growth by creating new industries and jobs. An equitable and efficient intellectual property can assist all nations to recognize intellectual properties potential as a booster for economic development. This is because it strikes a balance between the interest of the organization, public and innovators, thus, inspiring an atmosphere in which invention and creativity can thrive for the benefit of all (Othman & Ramasamy, 2014).

5.0 [bookmark: _Toc8437897]Knowledge Gap Pinpointed at Malmaison Hotel

When putting into consideration the distinct perspectives to knowledge management and establishment in the hospitality sector, two viewpoints seem to be pivotal. Firstly, whether knowledge is perceived as dynamic or static. Secondly, how significant it is for administration to make the knowledge measurable and explicit as well as controllable. When static viewpoint of knowledge is adopted, one can then understand knowledge based on experience. By contrast, dynamic perspective of knowledge denotes that it is constantly changing with time, and has a possibility to evolve new ideas which could be of value for the organization. As such, static dimension will require an organization to execute known routines, while the dynamic dimension will require a company to constantly develop routines. Degree of control, storage and measurement is a question of how reliable accomplishment of tasks is on the workforce. In the following table, these dimensions are consolidated, culminating to four research questions regarding the strategic dimension to Knowledge management and development (Hallin & Marnburg, 2008).
	Administrations Goals
	Perspective of Knowledge

	
	Static
	Dynamic

	Control, storage and Measurement
	(1) How to fill the rift between needed and existing knowledge?
	(2) How to store and memorize real time contextual knowledge?

	Development and Facilitation
	(3) How to establish non-existing knowledge which is needed?
	(4) How to establish progressive learning and change?



In Box 1, the question concerning how to fill the rift between needed knowledge and existing knowledge is addressed. Management maps out, measures and defines what specific knowledge are required, such as adopting a yield management system, and take initiatives to achieve this competence. For instance, hiring employees with certain competencies, engaging external consultants, or training the employees. Static dimension view knowledge as verifiable and measurable. This culture is popularly deemed as the measurement of a company’s intellectual capital. Intellectual capital refers to information, experience, knowledge or intellectual property that can be applied to create wealth. Intellectual capital is therefore based on the premise that sustainable competitive advantage is developed from personal employees’ knowledge and skills which in turn contributes to highest organizational performance (Hallin & Marnburg, 2008).
In box 2, knowledge is perceived dynamically under management control. The era of automatic knowledge management was inspired when computer advancement facilitated artificial intelligence. New soft-wares in the mid-2000s enhanced analysis and storage of data in ways that had not been witnessed before. The notion that human expertise could be organized in a computer system and made accessible wherever and whenever needed, became prevalent. Consequently, knowledge was viewed as controllable, explicit as well as something that could be structured and organized according to organizational contextual needs.
In box 3, the question concerning how to formulate non-existing knowledge that is required is showcased. When confronted by this question, the organization does not understand apparently the specific competence it needs, rather it has a vision of the objectives for which the competence should thrive. In such circumstances, management will facilitate champion organizational learning leading to their specific vision. Rather than controlling competence, the staff are empowered to arrive at the company goals and objectives.
In box 4, presents another option in knowledge management that underscores knowledge as something that is developed within the company. Hotels are perceived as knowledge-enabling institutions where employees and managers share experiences and information to create new skills and insights. According to this dimension, companies can be viewed as entities of their own perceptions. Organizational knowledge is individualized, which implies knowledge dwells in employees mind s, not in computers and books. Managers support and enhance development (Hallin & Marnburg, 2008).
To this end, the four dimensions provided in the above table may beg the question, what actions are best for the hospitality sector. The response to such a question will rely on what kind of executions and within which setting Knowledge Management should be adopted.


6.0 [bookmark: _Toc8437898]Conclusion

In summation, taking everything into account from the above study, it is evident that knowledge management plays a pivotal role in every organization, and the same time one of the toughest tasks confronting every organization world-wide. This study selected Malmaison hotel as a case study of the specific knowledge management framework adopted and how it manages knowledge assets in their organization. After thorough investigation I ascertained that the model adopted by this organization was, Intangible Asset Monitor. This model measures the intangible asset by employing table that categorized workers into three groups. Internal Structure, competence and external structure. As a knowledge acquisition strategy, this hotel sends its workforce to attend programs and conferences at the international and national level. The workers are also sent to work in other subsidiaries in United Kingdom for a specific timeline, to gain exposure in a different surrounding. Such cross-exposure arrangements provide opportunities for the staff to gain valuable knowledge and experiences that can be used for the good of the organization. I found out that this hotel has established databases regarding their market as well as employees. These databases are pivotal in terms of monitoring staff performance as well as the competitive level of this hotel. They mostly relied on internal informal knowledge imparted in the staff. After an intensive and comprehensive investigation of the organization, personally I recommend CommonKADS as the ideal framework for knowledge management in Malmaison. This framework provides a comprehensive and integrated methodology for pinpointing and capturing valuable knowledge, modelling that knowledge, and integrating it into knowledge-based information systems. This is a framework involving knowledge engineering and knowledge management. It presents the development of knowledge intensive systems as typical modelling activity


7.0 [bookmark: _Toc8437899]Recommended Framework

Evidently, hospitality sector is attributed to the deliverables of service product, which essentially meets the demand for food, beverage, entertainment and accommodation. For the attainment of the final service products, majority of hospitality organizations work in conjunction with a myriad of service industries such as online travel agencies, convention agencies, entertainment, carriers, tour operators, local and shopping agencies, where some collaborate and other compete with each other. One common attribute of hospitality organizations is their service processes are rapidly becoming knowledge-intensive or knowledge based due the use of communication technology and information. For instance, hospitality and tourism sector is one of the biggest consumers of information technology. The sector is knowledge based due to the nature of the service product, where the delivery of service is a culmination of the association between employees and customers. Besides, the staff are required to be knowledgeable of the client’s needs so that they can attain customer satisfaction. Studies have indicated that only a handful of hotels have managed to successfully implement Knowledge Management Systems (Forcadell & Guadamillas, 2013).
Present endeavours in Knowledge management practices are specifically observed in hotel chains, that are anticipated to deliver total service quality standards. For example, a case study of Accor Hotel Group, which has approximately 3450 hotels across the globe, and 125,000 employees, unveiled that the company was developing a knowledge management strategy. This organization executed a knowledge management system based on three aspects. (1) IT-intensive knowledge mobilization and accumulation. (2) Access to the Information Technology based knowledge system, and (3) Motivation for knowledge creation and use. An internet-grounded intranet has been improved and modified with the goal of consolidating data regarding service innovations, best practices as well as training opportunities. This exemplar showcases that actors in the sector understand their position in a highly knowledge-based sector that demand constant advancement of knowledge sharing activities and learning to enhance business (Forcadell & Guadamillas, 2013).
Recent studies have demonstrated that hospitality administration deems information and Knowledge management to be a paramount phenomenon, however, they are faced with a myriad unclear Knowledge management activities, strategies and execution techniques. As such, hospitality and tourism sector adapt gradually to knowledge management activities due to the complexity of the phenomenon, which demands specific skills in statistics, data mining and significant knowledge of hospitality and tourism administration.
After an intensive and comprehensive investigation of the organization, personally I recommend CommonKADS as the ideal framework for knowledge management in Malmaison. This framework provides a comprehensive and integrated methodology for pinpointing and capturing valuable knowledge, modelling that knowledge, and integrating it into knowledge-based information systems. This is a framework involving knowledge engineering and knowledge management. It presents the development of knowledge intensive systems as typical modelling activity. It gives an explicit road-map regarding how knowledge-system development and analysis can be employed as a criterion within knowledge management. Consequently, the knowledge developer can go ahead to craft a corporate knowledge management strategy. Common KADS framework recommends the designing of six models (Kingston, Shadbolt, & Tate, 2009).
1) A model of the companies’ structure and functions. The principal components of this model are structural units, business resources, business processes, and the distinct association between them.
2) A framework of the tasks necessary to perform a specific operation. The principal components in this model are the tasks necessary for a specific business process, and the delegation of tasks to diverse agents.
3) A model of the skills and capabilities necessary for the agents who perform the operations. The vital components of this framework are agents (automated or human) and their skills.
4) A conceptual framework of the communication required between agents when they are executing operations. The principal components of this framework are transactions.
5) A framework of the necessary expertise necessary to perform the operations.
6) A comprehensive framework of the design of a Knowledge based System to execute part or all the operation.
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