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KNOWLEDGE AND INFORMATION MANAGEMENT SKILLS FOR THE WORKPLACE

[bookmark: _Toc4374032]Introduction
Every business organisation has knowledge onto which it bases its operations to gain a competitive advantage over its competitors. this knowledge needs to be managed properly through its creation, retention and sharing to ensure it is remains of value to the organisation. This report is going to look at the concept of knowledge management in an organisation, the importance associated with knowledge management and the framework organisations need to establish knowledge management culture with Tesco plc as a case study. 
Tesco Plc is a groceries and general merchandise retailing multinationsl company with headquarters in Welwyn Garden City, Hertfodshire, England UK. It was started in the year 1919 in Hackney London by Jack Cohen. The company has subsidiaries across Europe and Asia and it is the leading supermarket brands in the UK in terms of grocery share market (Statista.com. 2019).
[bookmark: _Toc4374033]Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets 
a) [bookmark: _Toc4374034]Relationship Between Data, Information and Knowledge
According to Bracket (2015), data also known as raw facts consist of the individual facts that are out of context with no meaning and difficult to be understood. For example, the date 10.09.19, the number 192,305 and the names Harris + Hole, Giraffe and Dobbies. On the other hand, information is a set of data that has been contextualized having a meaning hence can be understood. To obtain information, data is processed using various means such as classification, rearrangement, aggregation, selection or calculations. For instance, the date 10.09.19 can be 10th September 2019 or 9th October 2019 which is now the information that can be understood easily; the number 192,305 can be the number of cans of soda sold in Tesco stores in a day; the names Harris + Hole, Giraffe and Dobbies are the subsidiaries of Tesco Group plc. Information must not only have relevance but also it must have a timeframe (Bracket, 2015). 
Knowledge is the cognition, condition of fact of knowing something due to familiarity gained through experience and association (Bracket, 2015). It is information that has been retained through understanding of significance of that information. It is something that is gained through studying, experience, association, familiarity comprehension or awareness. Knowledge can be explicit or tacit (Bracket, 2015)
Tacit or implicit knowledge is that knowledge that one gains and retains in his or her mind and it is hard to transfer or to other people or disseminate widely. On the other hand, explicit or formal knowledge is that knowledge that has been coded and stored in media sources such as books, tapes, CDs, magazines and other forms of media storage for reference by mankind. This knowledge can be easily disseminated and transferred to other media forms (Bracket, 2015)
Therefore, in order to have knowledge, data should be collected, processed into relevant information to arrive at relevant conclusion. Repeated processing of data results into organised information that gives one a knowledge about something. For instance, repeated collection and processing of data on sales of types of groceries in a certain region into information of which brand sales most and which sales least may prompt company to find out the reason for that which gives the knowledge to the company, that is, organizational knowledge. Organisational knowledge is that information which has significance to the organisation hence it is retained (Bracket, 2015).
b) [bookmark: _Toc4374035]Relationship Between Individual Knowledge and Organisational Knowledge
Individual knowledge is that knowledge that is formed in the mind of an individual. For instance, such may include the know-how of how to create IT programs, give solutions to financial related matters and maintain complex systems among other personal abilities (Hartel & Fujimoto , 2015). Individual knowledge may be tacit but through various knowledge management processes, it can become organizational knowledge. 
Bracket (2015) defines knowledge management as the process where people generate tacit knowledge and convert it into explicit knowledge then feed it back to the organisation. This is a cycle which forms the base for creating more tacit knowledge keeping the cycle continuing in an intelligent learning organisation. Therefore, knowledge management as a set of policies, procedures, technologies, applications and structures of an organisation aimed at increased innovations as well as decisions. 
Therefore, organizational knowledge results from individual interactions between people and technologies, cultures, strategies and visions of the organisation (Hartel & Fujimoto , 2015). This means that knowledge can be tangible of intangible, it only depends on the source or information (Hartel & Fujimoto , 2015). 
c) [bookmark: _Toc4374036]Application of Analysis and Modelling Techniques in Identification of Knowledge Assets of Tesco
Knowledge assets is the knowledge of the organisation that gives it a competitive advantage and cannot be easily bought or sold (Teece, 2000). Knowledge assests includes the tacit and codified experience and can be either technical or organizational with or without patent or copyright protection (Gottschalk, 2005). 
Total Knowledge Management 
Tesco has realized the importance of total knowledge management in its business processes which has helped it perform better in the market. The group has for instance, through Total Quantity Management knowledge the company has seen itself reduce input costs through lean methods where products are ordered from the suppliers only in full trucks and in the quantities that are only required by the customers. This has seen the group save money on goods that would otherwise have gone to wastage through expiry and spoiling. 
The group also improved its processes by introduction of delivery options where it is no longer a requirement for customers to physically avail themselves into the stores for purchase but rather can order it online through mobile app and delivery done at door step. The group has even gone further and reduced the delivery time into as little as an hour thus ensuring increased efficiency in its operations (Tescoplc.com, 2019).
Information Communications Technology 
The group has employed information communications technology to help it in matters order and delivery, transactions as well as knowledge sharing. This is evidenced by the Tesco App through which customers can order products and deliveries made. In addition, the Tesco Bank has the award winning Tesco Pay+ digital wallet that has had over 4500,000 downloads (Tescoplc.com, 2019). This has made it easier for people to transact with the bank thus increasing efficiency. 
Value Based Knowledge Management
The group has also used the value of its knowledge to its advantage in the market. This is evidenced by the strategic locations of its stores where customers can easily access them and make purchases. For instance, Tesco Express stores are located in busy city centres, residential areas and small towns and villages while Tesco metro are located in city centres besides railway stations and on the high streets (Smith, 2011).
The group has also utilized its knowledge of the food requirements of its customers to come up with unique products that are exclusively found at its openings. For instance, the new brands of foods Hearty Food Co. ready meals and Fox & Ivy homeware (Tescoplc.com 2019).
d) [bookmark: _Toc4374037]Actual and Potential Knowledge Assets of Tesco. 
The group has an established brand name where most customers are preferring to use its products given the trust they have placed in the brand. In fact, according to Lyons (2018), Tesco is one of the UK’s most valuable brands The group has also invested in ICT where platforms such as website, social media and mobile apps are used in advertisement, information collection, transactions and making or orders. These have helped easy things when it comes to customer-company interactions.
The group works day in day out to improve on its processes starting from getting supplies, buying in stores to delivering to customers. These processes have seen increased efficiencies in performance of activities thus offering the company a competitive advantage. The people who include employees and suppliers of the group have undergone training that ensures they not only offer quality goods but also excellent services that satisfy customers. 
The group has also diversified on its operations and sectors through provisions of services in retailing sector, banking sector, hospitality sector and electronic sector among others. This diversification ensures the group has a security in the market share and competitive advantage too. Globalization is another knowledge asset that the group enjoys from. The company has subsidiaries in many parts of the world such as Europe, Asia and USA. These markets provide the group with a wider range of market. 
Looking forward, the group will need to adapt to other forms of trade where it can globalize its market through online selling which is increasingly gaining potential in the market. This will also see the group develop personalized relationships with its customers. Tesco will also need to study the consumer behavior of its customers and develop products and processes that will suit them. 
[bookmark: _Toc4374038]Demonstrate an understanding of important knowledge management processes in the context of organisational development
a) [bookmark: _Toc4374039]Requirement for Creation, Storage, Application and Integration of Knowledge
Knowledge management process follows several steps from its creation to integration into the system of the organisation. According to Alavi (2000), these steps are knowledge creation, storage, retrieval, distribution and application. 
Knowledge creation requires begins with facts and data collection from both internal and external sources, primary and secondary sources, researchers and networks. Knowledge storage and retrieval involves organisation and filtration of general information to match the requirements of the community of users, that is, the information is contextualized. The knowledge is then stored using a storage system and organized into a logical form (Martensson, 2000). 
During knowledge distribution step, the contextualized information is assimilated by the individuals who then transform it into knowledge through use of their attitude, experience and context in which they work in. This stage requires technology for delivering knowledge through use of channels such as email, data mining, web portals and intranets. (Liebowitz, 2005). 
The final stage is the knowledge application and use where the knowledge is incorporated into behavior and activities to obtain value out of it. According to Martensson (2000), in this step people start to share the knowledge through talking and socializing in order to exchange information in both digital as well as analogue form (Martensson, 2000).
Therefore, it is clear that for all these steps to be realized, the organisation require necessary resources such as skilled employees, ICT and process mapping (Desouza and Paquette, 2011). Employees are the source of knowledge given their abilities to think creatively and uniquely especially when coupled with experience and talents they possess (Baporika, 2018). As a result, they will create and consume knowledge from different sources meaning the process of knowledge management starts and ends with these people (Baporika, 2018). Tesco requires such skilled and talented employees who will come up with new ideas that will increase efficiency through knowledge based on the experiences that they undergo at their work stations.
In knowledge management, process mapping will help in understanding inputs, outputs, resources, personnel and work that is being conducted in a given process. It helps depict the tasks that are going on in the organisation and how they are being executed. For instance, at Tesco, how purchase of various products is currently being done and how to effect any changes that will improve such processes is a knowledge that should be looked into. Through articulation of tasks, identification of what is required in terms of technology and human capital in order to increase effectiveness and efficiency can be ensured (Baporika, 2018).
Technology or ICT is very important when it comes to enabling knowledge management (Baporika, 2018) Ranging from data collection, analysis and storage, retrieval and distribution of the knowledge, ICT is required. For instance, the collaboration between people and the teams involved in the knowledge creation is can be easily facilitated through ICT. In particular, when Tesco wants to develop better ways of serving customers, information can be collected from the customer suggestions through websites, emails and social media platforms.
b) [bookmark: _Toc4374040]Importance of Intellectual Property Rights
Intellectual property (IP) can be defined as an artistic work, creation of mind, invention, literacy and symbols, names as well as images used in commerce (WIPO, 2005). On the other hand, WIPO, (2005) refers to the IPR as the rights outlined in Article 27 of the Universal Declaration of Human Rights that give the right for people to benefit from protection of moral and material interests of scientific and literacy authorship or artistic production. 
IP systems helps countries in realizing economic development catalysis as well as social and cultural well-being. Through IP there is a balance between the interests of innovators and public interests since they provide an environment in which flourishing of creativity and invention can be realized for the benefit of all (WIPO, 2005)
Patents are exclusive rights that are granted for an invention. These not only provides an individual or a company with incentives when they recognize their creativity but also when offer the possibility of material reward for their inventions which can be marketed. This is aimed at encouraging innovation which in turn will enhance the quality of life.
Another form of IP is a trademark which is defined as a distinctive design that is used to identify certain goods and services offered by an individual or a company. It ensures that the owners of the mark have exclusive right to use them and authorize others to use them for payment. Therefore, trademarks promote enterprise as well as initiative globally through rewarding of owners a recognition and a financial profit. They also prevent unfair competition for instance through counterfeits (WIPO, 2005)
Industrial designs are other forms of IP which have a great importance to companies. Industrial design can be thought of as ornamental or aesthetic aspects that an article has consisting of two or three dimensional features of that article, for instance, patterns, color or lines (WIPO, 2005). Industrial designs are aimed at making an article attractive thus giving it a commercial value and competitive advantage in the market. therefore, protection of an industrial design through registration ensures that there is no unauthorized copying or imitation by third parties thus ensuring fair ROI. In addition, there is promotion of fair competition among the public and also economic development through encouraging creativity in sectors such as traditional arts and crafts, industrial as well as manufacturing. 
Another aspect of IPR is the copyright which is grants authors, artists, and all other creators protection for their work of literacy and artistic creation. This ensures human creativity and innovation since the artistic workers are able to get recognition and fair economic rewards which act as incentives to their work. This not only helps in increasing accessibility to such works and enhancement of enjoyment of the culture, knowledge as well as entertainment but also stimulates socio-economic development (WIPO, 2005)
[bookmark: _Toc4374041]Provide a framework for establishing a knowledge management culture. 
a) [bookmark: _Toc4374042]The Contribution Knowledge Assets Have on Tesco
As pointed earlier, knowledge assets are the technical or organizational tacit and codified experience that an organization has that give it a competitive advantage over other organisations in the same sector. Tesco has its knowledge assets gained through experience that have offered it market advantage in the market. These include brand name, operation efficiencies and costs, innovations, diversification and mixing of market. These knowledge assets have helped Tesco in cost reduction, increased market sales, increased operation efficiency, brand differentiation, innovation and globalization among other competitive advantages.
Reduced Operation Costs
The group has utilized its knowledge assets and come up with ways of reducing the cost it incurs in its operations. This can be seen in the store operating model, cost conscious culture, simplified shopping for the customers and procurement cost. For instance, according to the 2018 strategic report, the group saved 541m pounds from the store operating model and 104m pounds from logistics and distribution. The group is also rolling out the Scan-As-You Shop self-scan handset to help simplify the shopping experience and reduce costs (Tescoplc.com, 2019). 
The group also has focused on free cash generation where according to the strategic report (2018), it generated 9 billion pounds form its operations. This is done through several ways such as reduction of stock holding, reduced transport costs by ordering full trucks of products from the suppliers and ordering only what is needed.
Brand Differentiation.
The brand of the group has also been developed through employment of knowledge assets that make customers love and recommend the company services and products. In fact, according to the group strategic report (2018), the group has continued to build trust over the previous year seeing it improve by 5 point in customer recommendation of the brand. The group has also focused on providing products and services that are unique as it can be seen through introduction of the core and finest food ranges and new brands which can only be found at Tesco. These are Heart Food Co. and Fox and Ivy homeware (Tescoplc.com, 2019). The brand has not only been created by the products offered but also by the way the group respond to the matters raised by the customers such as healthy eating and reduced plastic packaging. 
Increased Sales from Market Diversification
The group has also increased its sales through market diversification where it offers a wide range of products and services and service efficiency. For instance, the group has invested in other sectors including banking, hospitality, petrol stations and electronics. In addition, the stores have also diversified their platforms where customers can access products physically and online through Tesco.com Dark stores. 
Innovation
The has invested in innovation in its various aspects of such as products and operations. For instance, the group launched the kitchen range of plant based dishes which include new ingredients and exotic preparations like carrot pastrami as well as eryngii mushroom ‘bolognese’ which aims at offsetting the increasing demand of vegetarian and vegan foods among customers. The group has also through innovation improved service delivery where groceries ordered through the Tesco App can not only be delivered within the same day nationwide but also within one hour (Tescoplc.com).
b) [bookmark: _Toc4374043]Knowledge Requirements for Tesco
Tesco needs to work in its knowledge assets that will continue giving it a competitive advantage in the market. Consequently, the group has knowledge assets such as skilled staff, ICT and processes that will ensure this. 
Skilled Staff
Tesco needs a range of highly skilled staff who will be able to come up with innovations in form of product and process improvements. These staff are the one in contact with the customers hence their abilities will determine the quality of products and processes that the later will receive from the group. People is among the three pillars that Tesco Group base on. Therefore, Tesco will need highly trained personnel in customer service, technology and process improvement procedures such as Total Quality Management. For instance, there will is a need for those employees who are able to look into the processes and identify knowledge gaps them come up with necessary solutions that will improve processes and products of the group.
The group has therefore, focused on apprenticeship program that aims at giving over 1000 employees in UK an opportunity to advance their education and build skills that they will use in future. In addition, the group is also undertaking a development of a training program that will ensure that all employees have digital competence as well as confidence needed to succeed (Tescoplc.com, 2019).
These people will be able to explore their various career paths to advanced levels enabling them to gain knowledge, abilities and confidence to analyse processes and products in a distinct dimension. For instance, those in ICT sector may be able to come up with more efficient forms of purchase and payment while those in hospitality sector will be able to develop new food products that will be most preferred by the customers thus giving the group a competitive advantage. 
ICT
Information communication technology is required in order to help in data collection, processing into information and organizing it into usable knowledge. The group needs to collect information from customers about their views on how they experience its products and services thus enabling them it to improve or come up with new innovations that will meet customer needs. In addition, the ICT can be used to study the trends in the market and give the group insight on the latest or possible future innovations that can give it competitive advantage over other organisations. 
The group has therefore invested in technology where customers are able to use mobile app to purchase products online. In the Tesco Bank, the group has also developed the Tesco Pay+ digital wallet which has seen increase in efficiency of transactions with the bank (Tescoplc.com, 2019).
Processes
The group needs processes that will keep up with the ever changing customer needs. Processes that will increase efficiency of shopping where one can shop from home using a phone has been realized at Tesco where groceries can be ordered using the Tesco App and delivered within a day (Tescoplc.com, 2019). 
The processes of logistics with movement of products from the suppliers to the stores is made efficient through knowledge. At Tesco, this can be witnessed in product movement from suppliers to the stores where full trucks are now being ordered as well as those products that are only needed to avoid wastage, that is, application of lean methods. The group thus needs application of continuous process improvement knowledge such as lean methods, total quality management, six δ and Keizen among others in its various processes to ensure that it stays ahead of its competitors. 
The group will therefore need to continue working on and reinventing its knowledge requirements in order to have a competitive advantage over its competitors. It will need to extend its delivery systems in all sectors based on the dynamic technologies where for instance, even the other products including electronics and other products at the store will be incorporated into online shopping and delivery. 
c) [bookmark: _Toc4374044]Tesco’s Framework for Enabling Knowledge Sharing.
Tesco has devised several strategies that ensures that its knowledge is shared among the staff for the benefit of the group. This is through training programs, annual general meetings and website as well as emails.
Training programs
The group has invested in training programs on food and product safety hygiene, responsible sourcing and support to all stores. They are also trained on the innovative ways that will ensure work schedule flexibility. The suppliers are also trained on the issues that challenge them to ensure they provide quality products to the stores. It is also a requirement of the group to comply with all legal and safety requirements hence all employees are trained on this. These knowledge sharing is important since it will be reflected in the customer services that these employees are able to render to their customers (Fong, Irani and Love, 2005).
Tesco has a detailed training program for newly recruited employees that makes sure that once in the workforce they are able to effectively execute their roles and responsibilities. In addition, such employees continue to receive training, continued training, even as they continue with their work. This enables them to advance from junior positions to senior management positions.   
Websites
The group has a website where all its information can be found by all the stakeholders. Information pertaining the al the stores and their locations, products offered, leadership, subsidiaries, brands and even official documents such as financial reports are found on the website of the group.
Annual General Meetings
The group conducts general meetings every year in which the stakeholders attend. In the meetings, the group through its board gives information concerning the progress of the group strategically and financially together with future plans. In such meetings, newly acquired or developed openings like mergers as well as newly launched products will be shared to the members through strategic reports. Financial performance, achievements and challenges faced and their possible solutions are also shared during such annual meetings.
d) [bookmark: _Toc4374045]Recommendations Improvements to the Current Framework.
[bookmark: _GoBack]Personalized Emails
The can introduce personalized emails to inform customers on the availability of the new products or services. Through study of the customer purchasing behavior, the group can develop profiles for their loyal customers and provide information. Similarly, the group can take information from customers on information about suggestions on the products and services which will help in future improvements. 
Internal Sharing Mobile App
The group can also have intranet app where the employees in different subsidiaries and sectors can share knowledge and expertise. This will ensure that someone in Thailand is able to give and receive knowledge from someone in UK. This will encourage innovation especially when the two are able to blend their minds together and come with something new that will benefit the group.
[bookmark: _Toc4374046]Conclusion
Organisations should identify, develop, monitor and use their knowledge assets to gain competitive advantage in the market. This means, they should work day in day out to ensure that the knowledge is ever researched on, created and utilized to keep updated with the future if not latest technologies and processes. This will ensure they always stay ahead of their competitors in customer satisfaction, efficiency and cost reduction.
[bookmark: _Toc4374047]References 
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