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Data can be defined as information gathered or collected for a particular purpose. This can be done in through various means i.e. interview, statistics, surveys, questionnaires and so on. For example, if I needed to find out the number of people that like to go on cruise or by air, I will ask a set number of people with specified questions in order to collate the and hence arrive at a conclusion.  

Information is defined as facts or opinions gathered during. Using the example above, whatever answers that the participants give is information. The information collated from the participants is what is collected and turns into data.

Knowledge is what is acquired from information collected in a data. This is then used or passed. Using the example above, the conclusion that has been arrived from either using qualitative or quantitative data is knowledge acquired. However, Knowledge cannot be static, it has to be open to change as there can be many variables involved. Knowledge cannot be achieved if it is not obtained ( Roberts J), therefore once achieved the knowledge must then be held , then transferred between internal and appropriate external bodies in order to use to improve, sustain and meet the needs of consumers as well as remain competitive in the market( Robert ,2015).

The relationship between data, information and knowledge is inter dimensional as one cannot do without the other. It is all inter-wined into one another as one depends on the other to function. Knowledge without basis cannot be defended. A valid conclusion cannot be arrived at without data collated by the information; therefore, no concrete decision can be made. i.e how would a store know the products that is most liked by customers or how to improve a particular product if they don’t ask or have knowledge of this.

I recall a fruit and vegetable store that operates in Nunhead. It looks like a family run local shop however I notice that every time something is bought, the weight, price and item are written by hand on a book. There are three separate tills, each with its own book and pen. This is their own method of data collection which informs how their business is run in terms of product orders and so on. However, this will not work in bigger stores as it will be difficult to hand write due to the sheer volume of people that patronise the store on a daily basis. This is aimed at meeting customers’ demands and maintaining their business. Organisations as well as business have to develop their own method of collection data, which is converted in knowledge, then knowledge management which serves the interests of consumers and enables them to compete on the market stage.


Using a case study of a volunteer working in a local welfare advice agency in Bethnal Green. People from within and outside the community frequently come to this welfare agency to seek advice for all forms of benefit issues as well complete forms. This agency has only two fully paid staff and the rest are volunteers who help out on alternative days. The welfare agency has one open day during the week and the rest are strictly appointment days. The two staff within the agency are trained in this area however the volunteers are from other specialities i.e social work, social care with limited knowledge of the benefit system however ensure that they have the right information before the proceed. This service is also looking into expanding and have an extra branch to meet the demands of the community they serve with a specific budget.


This essay will include a case study that will be a reference point that will discuss the importance of creating, storing, and managing information as it is an utmost requirement in terms of Knowledge management.  I will attempt to evaluate the case study chosen and identify relevant theories that will be interpreted as part of developing good knowledge management practices and aspects of it as well as relate it to our daily life.




Individual knowledge can be defined as the understanding or a conclusion arrived at by a person due to their own personal experiences or their examination. For instance, I believe that a particular brand of ketchup is the best, any other is inferior in comparison. However, I have based that conclusion on my trial of ketchup over the years, but I cannot speak for a group of people as that would be biased. My frequent patrol to a supermarket chain has informed my decision in regard to which I patronise the most. This has formed basis of my individual knowledge. Individual knowledge can also be gained by learning perhaps an educational degree or mentorship or being in a particular field for a period of time. A manager within a company who has being in that role over a period of time and has probably developed their own method of doing things (Nelson et al 1982). How that individual uses the information is up to him or her. There is great importance in individual knowledge as it navigates a person’s decision however it is important to be open minded as relying on individual knowledge alone can sometimes mean opportunities can be missed as one’s knowledge may not be vast enough as no man can know it all. The World is a very diverse place with people from all works of life   hence it is very important to be open to change. i.e A person with an IT based knowledge has to keep improving themselves and updating their knowledge in order to stay relevant with the ever-changing time hence individual knowledge cannot be stagnant as it then can before irrelevant.

Organisational Knowledge is however collective individual persons within an organisation pooling their knowledge together which is then used to enhance the growth of the organisation. i.e a team can be assigned tasked with developing an advert for a particular product. Any team assigned to this task will be to include people with background in advertisement, media or information technology and so on hence each person bring some expertise to the table. This will in turn influence the type of result that come up with. Organisation knowledge is also how information collected within an organisation Is used either to enhance the group and improve whatever service that is being provided (Robert ,2015).  Organisation knowledge has immense benefits as it is used to enhance the growth of the company however the disadvantage is that it can be difficult to handover or retain. This is where Knowledge management comes in to support people within that group to share, 

approach and modernize business knowledge and its material (Robert, 2015). The ability to manage this effectively is crucial to the growth of the any company. Thinking of my case study, the welfare advice agency has to keep their record and manage this effectively as failure to do this might lead to them closing down due to lack of funding if they are not able to adequately justify their service. Organisational knowledge is simply the collection of individual knowledge however for this to be collected, individuals have to be able to work together as a team. This is where effective communication and skills to effectively manage a group will come in (Morgan ,2017).  Differences within the group or individual personal ambitions or rifts within the group can hinder advantages of people coming together to solve a problem (Quintanilla et al 2017).  Therefore, for Organisational knowledge to be effective, the team has to have a collective goal.


Knowledge assets can be defined as anything with an organisation that is used to add value to it. It could be knowledge regarding their systems, products, competitors, customers and so on. As the famous adage states, Knowledge is power, therefore the accumulation of this is equal to more power. Knowledge asset is the gathered intelligent reserves within an organisation (Robert, 2015).  It is the combination of knowledge that a group has within its workforce in form of ideas, experiences, information, IT skills, communication, degrees, learning, cognitive skills and so on. Anything I have within my reach to enhance my position is an asset, therefore if I have stored knowledge somewhere, it can be used it to my advantage. A big organisation like boots who uses a regular point-based system for their customers which in my opinion works well. This must be been decided after a team must have done research across the market on how customers feel valued and what can benefit the group. As a boot’s customer, I enjoy patronising the store as the money I spend is converted into points, then points accrued is converted to money which can in turn be used to buy products in the store. I see this as a great idea as sometimes if I have no cash on me but have enough points on my card, I can buy what I want to.





According to a study by Lin et al 2010, knowledge assets can be categorised into four parts: core, dynamic, supportive and low value knowledge assets. This is categorised on how durable, important and useful that each type of knowledge is to the organisation.  I believe that no knowledge is lost hence no knowledge assets should be really classified as low value even if the information is not fully useful in that moment. It further explains that for a company to be able to effectively manage its assets, it can identify it and analyse it by using taxonomy. Taxonomy is defined as arranging an item according to their order like a pyramid in order to eliminate the less important ones hence making it easy to make decisions.

Another way of identifying and analysing knowledge is by using the SWOT method: strengths, weakness, opportunities and threats. A group of people within an organisation with various knowledge base coming together, a manager can use the SWOT method as a way of deciding what will be beneficial to the organisation and what can be used against competitors. This is an effective method to also build on weaknesses within the group using their knowledge assets in order to withstand competition.

Another method of identifying and analysing is the SSM approach: soft system thinking approach. This looks to explore different versions of problem solving using the knowledge that the team possesses. This method seeks to learn from various versions rather than focus on the direct solution to the problem (Andrew, 2000). The soft system thinking approach is not a quick way of reaching a solution of using different knowledge as it has different stages. It also has to be in-depth in order to arrive at a detailed conclusion which in turn drive a meaningful change within the organisation (Walker et al 2005). The soft system thinking is a reflective way of solving problem as it seeks to learn from different ways of reaching a resolution understanding that various individual experiences influence how we think and arrive at solutions using our individual knowledge hence no two thinking can be the same. It appreciates difference in opinions and seeks to learn from it. Using the case study above, different staff of within the welfare will not proffer the exact same solution, however logic and theory might be the same however it is approached different by two persons.



Knowledge management helps organisations identify what is actual and potential knowledge assets.  Knowledge management can be defined as the process of sharing, creating and using the knowledge and information within an organisation (Robert 2015).  Any element, device or being that has actual or potential value to an organisation is an asset. Hence asset management is the process of enhancing the transfer of a value and making the right decisions. Asset management involve balancing risks against benefits and utilising it (Robert 2015).  

One of the central goals is decreasing the total life cost of assets which can be affected by other factors such as business stability or risk during the decision-making process. In addition, it gives organisations the ability to study and pinpoint the functioning of assets in different stages. Throughout the application of asset management, the organization is able to examine diverse approaches towards managing an asset during life cycle stages. There are four cycles. There are four stages in assets life cycle namely: planning, acquisition, operation and maintenance, disposal (https://pecb.com/article/4-key-stages-of-asset-management-life-cycle-).

Planning is the initial stage of this process. It is dependent on establishing what the organisation or company already has and what is needed moving forward to deliver a complete service. In order to add value, a company cannot be stagnant hence in order to grow, it needs to be able to deliver service therefore it is important to establish the extent of already existing asset, identify under-performing  assets that  are not adding value and determine funds and cost of acquiring new assets within the group. i.e for a new branch of a grocery store to open, cost will have been discussed as well as the work force needed for them to function to an optimal standard. This will have been weighed as one another to determine if a profit will be actualised before it will be actioned.

The next stage is the acquisition stage. In order for this stage to be run in an orderly way, there has to be a team managing it like a project team. The acquisition stage is a crucial stage as mismanagement of this could put the whole organisation and the present assets in the 


group at risk. The acquisition group has to decide whether the potential assets will be bought or built depending on what type of project it is. Mismanagement of a project could put the company into debts if the original funds for the project has been over- superseded. The actual running of the actual assets in the group may be put into jeopardy. Using my case study as a baseline, the project team have decided that a new branch of the welfare office has to be built to further cater for the needs of the community , however it has been decided that there will be full time paying staffs with more expertise in order to community advice in terms of social care issues as well. Volunteers will also be needed to support the practice. The cost for the project was discussed according to what the authorities had in terms of budgets and they were clear that it could not exceed that hence it had to be strictly monitored. The acquisition stage also has to be time managed as it has the tendency to run over the stipulated time which will in turn affect service delivery. For example, when local stores close for renovation or when a new store is opening in an area, there is always a time on the door that will be the opening date. This makes customers look forward and have a frame in their mind hence all work has to lead to opening on supposed date to avoid disappointments and losing customers.


The next stage is operation and maintenance. This stage focuses on the running and maintenance of the assets after it has been built or bought. The level of maintenance will determine its life cycle i.e new roads have to be properly maintained and potholes mended in order for it to continually serve car users. A newly built ASDA or Sainsbury store has to be maintained in terms of the check pout points, tills, computers, trolleys to make sure that it continues to function well. In addition, the regular delivery of groceries or items to the store to keep it running is dependent on a team that orders and pays at the right time. In addition, addition of services like home delivery and other ways to ensure that a customer continues to patronise, and it stands against competition is very crucial.





In my case study, the day to day running of the services, booking appointments, home services, language interpreting service and all that goes with it is very important. This is the operation and maintenance stage.


The final stage is the disposal stage. This stage is for when an asset has reached the end of its life span however it applies differently. i.e when a person has worked in an organisation for a long period of time and years, he or she retires for another person to take over passing their role to a different mind with a. different experience to the team.

There are two parts of knowledge assets: actual and potential. Actual knowledge assets can be defined as what an organisation already has and identified in terms of resources, intellects, IT and so on. Knowledge management within the group is dependent on an organisations ability to actively utilise experiences within the group. Using the case study as an example, actual knowledge assets refers to the staff and volunteers that already work within the team. Although the team comes from various background, they bring different knowledge and experiences within the team hence they know what is available and what isn’t within the group. Therefore, when a person with a benefit related issues i.e Disability living allowance walks into the office for support, they are able to confidently listen and proffer solution. However, if someone with a social care issue comes into the office to seek support, they will have to external seek advice as this is not within their workforce.

Another  example, a group of qualified plumbers cannot pretend to have the knowledge of an electrician as that is not their expertise, however one of them might have a friend who is and is able to support their work hence they tap into that expertise when required with the potential of more when needed.








Knowledge management can be defined as the process of sharing, creating and using the knowledge and information within an organisation. The act of being able to capture and share Knowledge is crucial to Knowledge management systems (Robert 2015). This can be done by creating a Knowledge map which in turn means Knowledge acquisition, Knowledge retention and then Knowledge transfer (Robert 2015).  This shows the flow of knowledge within the organisation.

Knowledge acquisition refers to the capturing of knowledge within an organisation either external or internally. Using my case study, knowledge acquisition means employing new professionals with the experience and knowledge needed to work within the welfare organisation. In order to achieve this, an advert will need to be put out with specific details of what type of expertise that is wanted. People that fit in this category will then apply for the job; an interview will be conducted to test that knowledge. Successful candidate will be then employed into the organisation. This way knowledge is acquired via the intake of qualified staff into a particular workforce.

Another way of knowledge acquisition can also be merging or acquisition as well as outsourcing. A bigger company may buy a small one with all of its staff which implies that that knowledge has been acquired and is now part of the larger group. Another example are organisations that outsource services like IT, so staff members have to contact this team to deal with any of their IT issues within the group. Using my case study, they may also employ a receptionist who will take be the first point of contact and record appointments. The individual must have the communication skill required to deal with different people in need.
Knowledge acquisition can also occur when an organisation is building a customer base over the purchase of their services. This information is in-turn used to promote their services and improve the loyalty base. A good example of this is the Tesco Clubcard which I own. Tesco club card collates customers information unto a database in order to monitor their spending as well use that information collected to build loyalty. They often send vouchers to use in store as well as other relevant information to their customers. This is another method of knowledge acquisition. 


Knowledge retention is the ability to preserve knowledge to its users’ advantage (Robert ,2015). If Knowledge acquired for competitive advantage is not restricted in terms of access and is widely available to everyone, its purpose has been defeated as the holder is no more at a disadvantage. Knowledge is the most important tool that is used as a source of competition due to inability to replicate and its complexity (Grant, 1996). No business or organisation wants their competitor knowing their secret weapon, this is where knowledge retention is very important. An example is when Apple or Samsung get patent over their inventions.

Acquisition of knowledge without retaining it leads to resources wastage as after an organisation has spent money in recruiting the best, they would want to get value for money so there has to be a system where information is recorded and managed. There has to be a recording system where employees can reference or see what predecessors have done or decisions made. It is also important that information sharing is controlled within the boundaries of the organisation by putting in mechanisms to keep and guard knowledge (Robert ,2015). It is crucial to mention that although retaining knowledge is crucial today, that knowledge can easily be less relevant tomorrow as it can be archaic (Robert ,2015).  Another example is looking at shopping behaviour and how it has progressively changed over the years and online shopping is almost taking over. Organisations that have not been able to update their knowledge and keep with the times have been behind or some even closed down.  If an organisation also wants to continuously retain knowledge, it must be willing to train its staff and offer a worthy incentive that might reduce staff moving to other organisations with the knowledge gained.

Knowledge is stored so that it can accrued for present and future purpose (Robert, 2015). Codification is a way of keeping knowledge in a way that it can be passed from one generation to another. An example is ancient reading or stories that happened millions of years ago that are kept in a journal so we can be aware of history. However, inability to decode the symbols or understand what has been written means that the information remains inaccessible (Robert, 2015). The library is an effective system that is used to store and manage knowledge over the years as a virtual form of information management i.e The British Library (Robert ,2015). Technology has also evolved so much over years and the internet is an excellent resource

Knowledge transfer is the distribution   of knowledge from one person to another or one group to another (Robert, 2015). Knowledge transfer can occur through learning or education i.e from higher academic personnel to another or through reading materials from the library or internet (Robert, 2015). It can also be transferred in a less formal setting via socializing with one another. Businesses and Organisation have a central system by which knowledge is transferred between employees i.e training, awareness of company policies and procedures, external bodies, communicating as a team as so on (Robert 2015).

It is crucial to note that knowledge is transferred more easily in some settings than others. In settings like science research or laboratory,	Hippel (1994) mentions the difficult in knowledge transfer between people (Robert 2015). In addition, if the knowledge was a source of leverage or power by a group or an individual, it will have to be paid for before it can be transferred i.e invention and so on. Using my case study, if an individual were to come into the welfare organisation for a mentorship programme or to learn, knowledge will have to be transferred by constant shadowing, reading about the welfare system and asking the right questions. However, this is dependent on capacity to want to learn and ability to retain that information. This buttresses the point that there are difficulties in transfer of knowledge which determines it validity (Robert 2015).

Effective management system points to businesses and organisation being able to adequately utilise their technology system. Technology plays a huge role in knowledge transfer as we all rely on it one way or another. (Robert 2015). There are different services of information technology i.e Electronic mail, blogs, SMS, social media, video conferencing, voicemail. Database, shared drive and so on. All of these methods aid knowledge transfer through its utilisation one way or the other (Robert 2015) whilst all these ways. However, it is crucial to note that information technology systems have also caused more harm due to illegal usage or misuse hence it has to monitored effectively with proper systems in place.


Intellectual property can be defined as the what the mind makes in terms of inventions, symbols, machinery and so on (Robert 2015). To be an intellectual property thief is to steal other people ideas or inventions and call it off as ones’ own. Therefore, intellectual property rights relate to the rights owned by a person due to an invention that they have created owning it exclusively i.e copyrights and patents (Robert 2015). This is to prevent competitors from passing it off as theirs or if it is leaked, it can be traced to the inventor, so another does not claim or take the glory for another man’s work.  Intellectual property rights are very important so that knowledge is transferred in a legal and moral way and people are rightly acknowledged for their work.

The process of Knowledge management cannot be over-emphasised as it guides our day to day life. We listen to the news through media as a way of informing us about what is going on in the world. Employees within an organisation communicate with each other via IT systems as well as relate with business partners, competitors as well as consumers. 
Using my case study above, the welfare team will have to ensure that the IT systems is well-insulated so that customers information remain confidential as well as ensure that it is passed to the right channel to support the customers. They also have to ensure that their staff continue to train in order to update themselves and remain relevant. As the saying goes, Knowledge is power, so we owe it ourselves to continue to want to acquire, retain and share information as it makes the world go around.
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