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[bookmark: _Toc108120294]Executive Summary 
This report aimed to investigate Singleton Hospital’s knowledge management system by analyzing the hospital’s practices. The report found that the hospital has successfully implemented certain aspects of the knowledge management process, which are knowledge storage, knowledge sharing, and knowledge application. However, the hospital struggles with the knowledge acquisition stage. The hospital faces challenges with its culture of not sharing knowledge and the unavailability of a knowledge management expert in the hospital. Thus, the report recommends that the hospital needs to adopt an organizational culture of knowledge sharing, offering rewards and incentives for staff to share information. The report also recommends that the hospital create a new position at the facility for a knowledge management expert. Hiring an employee well-versed in knowledge management application in a healthcare setting will prove instrumental for the hospital. Ultimately, the hospital will be able to capitalize on the power of an effective knowledge management system. 
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Knowledge management is an important aspect of any organization. This report aims to analyze the implementation of knowledge management strategies and procedures at Singleton Hospital. The report was requested by the CEO of the Wales hospital sector to establish the suitability of the knowledge management system at the hospital and examine its ability to use resources to achieve competitive advantage in the healthcare environment. The report will extensively discuss Singleton Hospital’s knowledge management system, identifying its strengths, weaknesses, and offering recommendations for improvement.
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[bookmark: _Toc108120297]2.1 Organization Profile of Singleton Hospital
The NHS was founded in 1948 and became a major social reform after the second world war (Carradice, 2015). The creation of the NHS made the lives of working men and their families a bit easier. The NHS is responsible for supporting all individuals, their carers, and families to think and act healthily wherever possible and guiding them to any further assistance they may need, particularly those who find it difficult to access NHS services, such as the homeless. It is responsible for providing care despite an individual’s money. 
Singleton Hospital is a general medical and surgical hospital serving the Sketty Lane area in Swansea, Wales (SBUHB, 2022). It falls under the NHS Wales care system. The Swansea Bay University Health Board manages the hospital. The hospital provides various services, including acute medicine, acute assessment, and care for the elderly (SBUHB, 2022). The facility has nearly 300 beds and provides a regional, consultant-led maternity unit and neonatal intensive care. The hospital also has a GP-led minor injuries unit. The facility also acts as a teaching hospital for the adjoining Swansea University which has a school of medicine and nursing school. 
The Swansea Bay University Health Board heads the hospital’s organizational structure (SBUHB, 2022). The board comprises experts from diverse fields who oversee high-level decision-making in the hospital. Staff duties are well-defined for optimal functioning. The next in line is the hospital director who is responsible for the day-to-day management of the hospital. The medical director manages the hospital’s medical operations, including any decision-making. The next in line is the nursing director who is responsible for overseeing the nurses in the hospital charged with tasks such as developing budgets for the department and day-to-day management of the nurses (SBUHB, 2022). 
Additionally, the different departments at the hospital have their department heads who are responsible for management and decision-making related to their departments. The last in line are the service providers who include doctors, nurses, orderlies, cleaners, etc., who work together for optimal functioning. The hospital boasts a significant number of employees. From doctors to nurses to social care staff, the hospital’s team comprises a well-learned group of individuals with the necessary qualifications to work in this field. Hospital metrics show that the hospital employs an ethnically diverse workforce, with 15% of the employees being African-American, Asian, and other minority groups. Although the hospital has been trying to embrace gender diversity in its staff, the metrics indicate a higher number of male than female employees in all age groups (SBUHB, 2022). A higher proportion of the staff is over forty-five, suggesting the value the hospital places on experienced individuals. 
[bookmark: _Toc108120298]2.2 Knowledge Management Value Chain of Singleton Hospital
 	Knowledge management refers to acquiring, storing, disseminating, and using knowledge in an organization. The first stage of knowledge acquisition involves collecting data from various sources (H Alsaqqa, 2020). It also includes the knowledge that resides in employees’ minds, which can be acquired and utilized in an organization. The second stage of storing knowledge calls for the codification of data in the form of reports or electronic information for later use (Jang and Park, 2016). Sharing knowledge involves proper access and retrieval mechanisms for the stored information (Kothari,2011). Finally, the last stage of applying knowledge involves employees using knowledge repositories in their assigned organizational tasks. Thus, knowledge management is a crucial measure of an organization’s success. 
 	Singleton Hospital utilizes the knowledge management value chain in its organizational activities. The organization’s knowledge acquisition stage involves every department responsible for collecting information from their department; then, the information can be coordinated with other departments (SBUHB, 2022). For example, the pharmaceutical department is responsible for collecting all information related to drugs administered to patients. The hospital also leverages the power of technology in data collection. It uses data mining and other statistical techniques to look through large data sets and uncover patterns, associations, and trends valuable to the organization. 
 	The second stage of knowledge storage is done through codification. Here, knowledge is extracted from an individual making it independent of them for use by others. It is essential because clinical knowledge remains fundamentally the same from doctor to doctor (Jang and Park, 2016). Thus, the hospital finds it easy to capture clinical knowledge through codification and reuse it within the organization (SBUHB, 2022). The collected information is stored in knowledge repositories on servers either in the hospital or outsourced to data companies.
 	Sharing of knowledge involves making information available to those within the organization. The hospital provides essential information to employees based on their positions within the organization (SBUHB, 2022). For example, pharmacists only need to know about allergic reactions and the history of medicine usage, unlike radiologists who are only concerned with which place should be x-rayed. Thus, the hospital allows its employees to access information from the database through a web-based application. They can only access information relevant to their work. It helps specialists attend to problems more efficiently without being drowned with too much unnecessary data. The final stage in the knowledge management process involves knowledge application, and the hospital utilizes this stage effectively. Once employees access information from the database through the web-based application, they can apply it in their work. For example, a doctor can look up certain symptoms and find the correct diagnosis, and follow the procedures outlined for treating the disease. Pharmacists can also look up the correct medication to prescribe for a particular condition. 
 	Nevis, DiBella and Gould (1995) define three critical steps in organizational learning: knowledge acquisition, knowledge sharing, and knowledge utilization. These steps align with the KMVC model described above with the steps of knowledge acquisition, sharing, and application. The hospital acquires knowledge through holding forums with staff and experts in the field. The knowledge sharing stage involves accessing information through the hospital’s web-based application. The knowledge utilization stage involves utilizing the knowledge for clinical decision-making. For example, basic diagnosis when a patient first enters a hospital involves calculating pulse rates, blood pressure, etc. Knowledge at this level is well-defined and repetitive. Thus, the medical staff tasked with such duties can simply look at the well-defined procedures they are supposed to follow when patients arrive at the hospital. Nevis does not account for knowledge storage (Mittal and Kumar, 2019). How can information be shared without being stored? From where will it be accessed? That is the fundamental disadvantage of using this model for knowledge management. However, the model is advantageous as it accounts for how knowledge will be acquired, shared, and applied within an organization. It is helpful for an organization seeking to apply knowledge management effectively in its practices. 
 	Quinn, Anderson and Finkelstein (1996) suggest the following typologies based on use and purpose: know-what, how, where, when, who, and why. The know-what stage aligns with the knowledge acquisition stage, where information is gathered. The hospital holds forums with experts in different fields and uses data mining techniques to collect information. The know-where, know-when, and know-how stages align with the knowledge application stage, where employees must know when, where, and how to apply knowledge gained (Mittal and Kumar, 2019). After accessing knowledge through the hospital’s web-based application, the staff can utilize it in their work. For example, a doctor can look up certain symptoms and find the correct diagnosis, and follow the procedures outlined for treating the disease. The model is advantageous because it offers guidance for knowledge acquisition and acquisition. However, the model falls short of not accounting for how knowledge should be stored and shared in an organization, which are fundamental aspects of the knowledge management process.
[bookmark: _Toc108120299]2.3 SECI of Singleton Hospital
Nonaka and Takeuchi (1996) formed this model based on explicit and tacit knowledge. They suggest four ways these knowledge types can be converted and combined, for knowledge creation and dissemination in an organization. The first method is socialization, which involves the transfer of tacit-to-tacit knowledge. Here, knowledge is passed on through guidance, practice, imitation, and observation, falling in line with the knowledge acquisition stage of the knowledge management value chain. Singleton hospital engages in socialization through the exchange of experiences between doctors, nurses, and other staff through forum technology (SBUHB, 2022). 
The second method is externalization, which involves the transfer of tacit to explicit knowledge (Nonaka and Takeuchi, 1996). The tacit knowledge is codified for easier dissemination within the organization, falling in line with the KMVC stage of knowledge sharing. Singleton hospital codifies its information and makes it available to staff through a web-based application at the appropriate level. The third way is combination, which involves the transfer of explicit-to-explicit knowledge. It involves combining codified sources, thus, creating new knowledge and offering new insights, which aligns with the KMVC stage of knowledge storage. Singleton hospital manages its documents and utilizes a database from which employees can download and upload documents depending on their access levels (SBUHB, 2022). 
The final method is internalization, which involves the transfer of explicit to tacit knowledge (Nonaka and Takeuchi, 1996). Here, knowledge is internalized as the sources are used and learned, aligning with the knowledge application stage of the KMVC model. Singleton hospital employees can learn from other employees and apply their techniques as they continue learning. 
Singleton hospital has successfully applied the combination part of the SECI model. The hospital has used data analysis models to gain new insights into the acquired knowledge (SBUHB, 2022), which has been instrumental in the facility, allowing personnel to access essential information from the database, which they can then utilize in their work during the knowledge application stage. However, the hospital has faced challenges with the socialization stage, where knowledge acquisition falls. Knowledge providers are often reluctant to share and transfer knowledge out of fear that they will no longer be valuable or make them less powerful in an organization. It has been a significant challenge at Singleton Hospital.  
The hospital has implemented different support systems designed to improve the SECI model. Singleton Hospital has implemented different forums and meetings between former and current employees and experts in the field to promote sharing of information at the hospital (SBUHB, 2022), thus, improving the socialization stage. The hospital has also been utilizing technology to support the combination and internalization parts of the SECI model. The use of a web-based application to provide easy access to stored knowledge which can then be applied and learned through practice, has been instrumental at the medical facility. 
The application of the SECI model at the hospital has its benefits and drawbacks. Among the benefits is that the element of socialization has made it easier to share the experience. Socialization has allowed staff at the hospital to be able to share knowledge with each other and increase the hospital’s knowledge base. The process of internalization can also help create new ways of doing a job, which can be more effective than previous methods. For example, as doctors apply medical knowledge they can discover that a certain medicine is more efficient at curing a particular disease, thus future doctors can apply the approach in their work. 
However, the application of the SECI model at the hospital also has its drawbacks. The process of socialization can be difficult to document. The hospital holds forums for employees and experts to share information, but it is difficult to document information acquired in this way. Thus, some knowledge may fail to be documented making the process less efficient. Furthermore, the content of externalization has to be managed, which can be time consuming. Codifying the knowledge collected to make it easily accessible through the hospital’s database is a time consuming process which may lead to some of the information being left out due to its magnitude.   
[bookmark: _Toc108120300]2.4 Knowledge Management Value Chain Support Systems
Although knowledge management has been viewed as an entity that can stand independently, it requires various support systems to ensure its successful implementation in any organization (H Alsaqqa, 2020). An organisation may have the best knowledge management strategy in place, but without proper support systems, it will fail. Singleton Hospital has tried to provide as much support as possible to ensure the success of knowledge management at the facility. 
The IT department has been one of the most crucial support systems for knowledge management at Singleton Hospital. The department has played a role in knowledge storage and sharing. The department has worked tirelessly to ensure seamless access to data stored in the database and that employees can access the information as per their access level. It has helped ensure employees have access to the knowledge they can apply to their work. Although it has not been easy, the team has worked tirelessly to provide efficient services for the employees. 
Each department has also been instrumental to the knowledge acquisition stage, offering insights that have proved crucial to the knowledge application stage. Many individuals have been willing to offer their knowledge that it may help others in their field. However, some individuals have faced difficulties offering their knowledge to others out of fear of losing their value or being replaced in their roles. Nevertheless, Singleton Hospital has tried to create an environment that encourages people to share their knowledge (SBUHB, 2022) and uses forum technology to hold meetings that can better the knowledge acquisition stage. 
Employees have also been open to applying the knowledge they gain through knowledge management which has simplified work at the hospital. For example, instead of personally looking for a doctor to confirm a particular diagnosis, they only have to look for the symptoms in the database through the web-based application and find the diagnosis offered by other doctors for patients with similar symptoms. The same applies to different departments in the hospital, and the hospital has been running more efficiently. 
Despite these support systems, a significant enabler of knowledge management that has proven a challenge in implementing KMVC has been the hospital's culture. As described above, some of the knowledge providers in the acquisition stage are reluctant to share their knowledge. Still, the hospital has taken the challenge head-on and has worked tirelessly to implement an effective solution. The hospital's leadership should be at the forefront of supporting knowledge management, but it has not proven easy (SBUHB, 2022). Some top-level management may not believe in the power of knowledge management, thus, not viewing it as essential to devote high-level personnel to such tasks. Therefore, there remains much to be done at the facility for knowledge management to be effective. In this context, Singleton Hospital needs to ensure it continuously improves its knowledge management to spread information and raise the expertise of teams and specific individuals to improve its practices and efficiency.
[bookmark: _Toc108120301]2.5 RBV and VRIO
[bookmark: _heading=h.26in1rg] 	The resource-based view (RBV) framework is a model that sees resources as an integral part of superior organizational performance. Singleton Hospital has had an advantage in its knowledge acquisition stage due to using a heterogeneous data collection method. Most hospitals have long been using standard data collection tools such as holding forums between personnel and other experts in the field. Indeed, this is a sound strategy, and Singleton Hospital has also been using it. However, it is essential to leverage new tools and technologies to make such activities more efficient. Thus, the hospital has leveraged technology by using data mining and analysis tools crucial in knowledge acquisition and creating new insights to aid the knowledge application stage. 
 	The VRIO framework is a tool used by organizations to determine if their capabilities and resources can give them a competitive advantage (Cardeal, 2012). Singleton Hospital has a wealth of intangible assets through the knowledge held by its highly qualified and well-educated staff and the pool of experts from whom knowledge is gained in the acquisition stage. The hospital offers various specialist medical procedures that make it stand out. Singleton Hospital offers surgical procedures or congenital heart disease, which is a complicated procedure and unavailable in many medical facilities. Thus, such a procedure helps the hospital become a top choice for people with this medical complication. Although the hospital has a wealth of knowledge, a lack of proper implementation of all stages of knowledge management then, the hospital only remains an entity with an extensive knowledge base but no proper tools for sharing it and no opportunities for applying it. Thus, their knowledge fails to offer a competitive advantage. 
[bookmark: _Toc108120302]2.6 SWOT Analysis of the Singleton Hospital Knowledge Management System
	Singleton Hospital has its fair share of each of these categories. One of the hospital’s strengths lies in its ability to utilize technology effectively in the data collection stage by using data mining and analysis tools to make the process more effective. Another hospital’s strength is that it has qualified human capital who are crucial in providing knowledge to the facility. 
However, the hospital also has some weaknesses. The leadership has not entirely created an environment that supports knowledge management. It is difficult for top-level executives to be fully involved with knowledge management implementation, and the hospital has not designated a specific role for this. Transferring qualified personnel can also cause a gap in knowledge management if their expertise is not utilized while they are around. 
The hospital’s opportunities lie in utilizing technology more efficiently in other stages of the knowledge management process to make it more seamless. There is also an opportunity to create a new position solely for a knowledge management expert so that top executives can focus their efforts on other things. However, the hospital faces different threats. The hospital has a culture of not sharing knowledge. Some of the experienced staff struggle to share their experiences out of fear that they may be replaced or lose their value at the hospital. Such a culture is detrimental to Singleton Hospital. Retiring staff from the hospital whose knowledge has not been acquired can lead to loss of experience and intangible capital. Finally, resigning competent staff whose knowledge has not been tapped can prove disastrous. 
	Strengths
	Weaknesses

	
Leveraging technology in knowledge management.
Qualified human capital. 

	
Transfer of qualified personnel.
Leadership failure in implementing knowledge management systems.

	Opportunities
	Threats

	
Designate a role for knowledge management experts at the hospital.
Utilize advancements in technology for knowledge management.
	
Retirement of staff leading to loss of experience. 
Culture of reluctance to share knowledge.
Resignation of competent staff without tapping their knowledge.

















[bookmark: _Toc108120303]3.0 Conclusion
[bookmark: _heading=h.1ksv4uv]Knowledge management plays a crucial role in any organization and is instrumental in its success. Singleton Hospital has taken an excellent approach to knowledge management. It acquires knowledge through different forums and data mining tools, stores the information in databases where analysis can be done and provides access to its employees through a web-based application to apply the knowledge in their work. However, their approach has many weaknesses, especially the company culture of not sharing knowledge and the lack of a position for an expert who can handle knowledge management at the facility. Thus, much remains to be done for the hospital to fully leverage the competitive advantage of an effective knowledge management system. 
[bookmark: _Toc108120304]4.0 Recommendations
Singleton Hospital should create a new position at the facility and hire a knowledge management expert well-versed in the healthcare industry. It will allow the hospital to implement an effective knowledge management system that will grant it a competitive edge while allowing top-level executives to focus on other tasks. Thus, the hospital will achieve optimal functioning. 
The hospital should also work on changing the company culture where experienced personnel are reluctant to share their knowledge. Singleton Hospital can offer incentives and rewards for knowledge-sharing practices in the facility. Thus, the hospital can capitalize on the power of an efficient knowledge management system. 
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