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INTRODUCTION

[bookmark: _GoBack]Data, information and knowledge are integral to our existence in the knowledge-based society of the 21st century. Information and our ability to recover, select, assess, practice and use it are pivotal to the survival and success of many entities such as individuals, organisations and communities. The vast amount of information is rapidly increasing, which means establishing information so that it can be recovered is becoming gradually significant. Knowledge has a huge influence to generate and change human society very quickly, therefore making it, one of the most important possession in the world. More now than ever, knowledge is contemplated as the main aspect of corporate success and is also used to help corporations to help improve and move forward with their products and services. The chosen organisation to be used in this report will be Selfridges and Co. The author has previous working experience in Selfridges and will be able to relate to many aspects of this report to Selfridges. 

THE RELATIONSHIP BETWEEN DATA, INFORMATION AND KNOWLEDGE

Data can be described as a collection of facts. This could be in the form of qualitative or quantitative values of variable. Raw data is the principal necessity for achieving a significant outcome in the completion. Data has very little meaning without context. Data must be analysed to be informative (Pretorius et. al, 2019). For example, 01011999 looks like a random set of numbers exclusive of any obvious significance. However, if you read it in the perspective of a date, then you can simply distinguish that this represents 1st of January 1999. In order for data to have more meaning towards it, you have to add context. This in turn will have transformed the raw data of numbers into information. 

Information is data that has been processed to make it easier to imagine, measure and scrutinise for a specific purpose. Information is relevant data (Yusof et. al, 2018). Information is the management of data that express meaningful explanation. Information has immense power for any organisation; the management of information assists to educate and add experience of what they are seeking is called knowledge. 

The collection of information, correctly put together will evolve to knowledge. Carlisle, (2015) described knowledge as information with additional characteristics. Carlisle explains that knowledge derives from a cause or purpose or even perceptions from other people’s perspective and looking it under consideration. Knowledge is what every one will accrue in their lives through many channels or occasions like education and also life experiences. Information will transform into knowledge when it has been managed and prepared in some way. When information has been combined with experiences this will further develop your knowledge and can be used to help decision-making or take action.
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Source: (Mutongi, 2016). 



There is a consistent link between data and information, in that data on its own does not have any importance. Raw facts and figures make up data. Data refers to raw input that when it is processed or arranged makes meaningful output. Information is usually the processed outcome of data. Mutongi, (2016) states that data becomes more concentrated when going up the DIK pyramid. Data is at the foundation of the pyramid, as the data is processed and you add context you approach the second level of the pyramid, information. Knowledge is the smaller part of the pyramid, as you need more data and information to attain adequate knowledge. The three components are always interconnected. If there is something missing from knowledge, you can always go back down to the information to see where the data originated. From here, you can trace the data or seek more data to make use of the information and gain more knowledge. All three components have their own phase and can help differentiate each other. 

THE RELATIONSHIP BETWEEN INDIVIDUAL KNOWLEDGE AND ORGANISATIONAL KNOWLEDGE

Learning can be defined as increasing one’s capacity to take effective action (Kim, 1998). Knowledge is power. Knowledge has the ability to make a very weak person in to a very intelligent and strong person. Knowledge can be studied or picked up from books, research or experiences. The use of knowledge can be used in a positive or negative way. Knowledge is a powerful tool in that it can help improve society and make positive changes. 
Individual knowledge is based upon how one individual will learn or educate them on any subject and how they collect and investigate the information. An individual will examine data and information and then realise from that information to aid them to progress the experience. 
Knowledge from an individual’s perspective is that it is self-guided. Knowledge and being employed are connected, completing every day tasks at work, interacting with customers, watching other employees, being mentored by an experienced staff are key foundations of learning at work. These tasks and communications help develop individual knowledge. To improve an individual’s learning, an organisation will have to ensure that their employees are highly involved in the operation of the organisation. This is key to increasing an employees’ knowledge, commitment and motivation. 

Nevertheless, not all individuals will be fortunate enough to benefit from learning at work. Some organisations may lack resources to facilitate their employees from learning. If an employee uses their own initiative to seek knowledge and analyse their own self-development and learn that they require training then this will prompt and promote learning. Employees commonly tend to learn through their reviews they have at work with management or through a feedback process in the organisation. This awakens a motivation to learn or develop the employees’ skills and knowledge. 

Individual knowledge and organisational knowledge is part of an on-going cycle. What employees learn has an affect on the organisation and when employees learn and progress, the organisation will also learn and progress. Employees learn through their organisations but this can also be said about organisations. Organisations learn through their own employees. Both the employee and organisation need to demonstrate their commitment to learning for both parties to be prosperous. 

Organisational knowledge implicates an organisation continuously utilising knowledge in respects to its function, implementation and accomplishment, allowing this to have a competitive advantage. An organisation would be interested in knowledge such as innovation, rival’s information, methodical skills, personal and organisational practical skills, new ideas and problem-solving capabilities (Pemberton & Stonehouse, 2002). An organisation will use their process of improved decision-making and good reaction results to transform into organisational knowledge. This is predominantly established from the knowledge of the organisations’ employees as an effect of collective collaboration. Ganesh Bhatt (2002) discusses organisational and individual knowledge as being distinctive yet co-dependent to one another. Bhatt discusses in depth how the culture of an organisation will either probe individuals to interact with one another. The society and work environment people work in today are required to use their own initiative. I think Bhatt was trying to give the impression that individuals at work will attempt to resolve situations that cause any tension towards the organisation with the help from management. In certain situations where individual do not possess specific skills, only then would they seek to interact with other colleagues at work to resolve issues. 

Selfridges and Co. is an established luxury department store in the UK. Selfridges provide a wide range of products from high-end luxury brands to high-street brands. Selfridges’ shop floor environment is very fast paced and management expect their employees to work on their toes and make quick decisions to resolve customer’s complaints. Many issues regarding customer complaints or dissatisfaction in Selfridges usually have a tendency to be solved there and then but there is a few which request to take it further and leave the employee with no choice but to contact management or specialist from another department. Consequently, if there are issues with Selfridges’ till system or database software then it will require Selfridges to contact specialists to solve those issues. This is where Bhatt tries to explain how an organisation is dependant on individual knowledge. An organisation can use an individual’s knowledge but the organisation cannot have any entitlement to that knowledge. 

IDENTIFYING KNOWLEDGE ASSETS

Knowledge is power. Knowledge has emerged as a valued source compared to other assets like capital and land. Knowledge assets are embedded in individual’s mind and in documentation. These are then used to produce organisations, products and everything we see today (Boisot, 1998). There are two kinds of knowledge, tacit and explicit knowledge. 

Tacit knowledge is knowledge that cannot be described in words and it cannot be expressed. Tacit knowledge exists in the brain of humans through their life experiences, understanding or studying of a situation. This type of knowledge belongs to the individual and therefore cannot be shared. For example, a good basketball player with vast experience can play exceptionally well in a team but will find it hard to communicate exactly how they do it. 

Explicit knowledge on the other hand is in contrast to tacit knowledge. The name of it explains that knowledge is something explicit. Explicit knowledge can be described and well articulated. This can be communicated very easily in words and also in numerical form also. This type of information can be shared to many other people and can also come in the form of data. Explicit knowledge can be conveyed in many forms of communication like articles, lectures, books and videos. There is no need for an expert or a specialist to communicate explicit knowledge. 

A knowledge map is exploited to identify the significant knowledge resources that reinforce an organisation’s competitive advantage. The map exists into dimension: structure of knowledge and the level of diffusion. The first dimension, structure of knowledge is divided into unstructured and structured tacit to explicit. The second dimension, the level of diffusion is divided into two parts; undiffused and diffused. 
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Source: (MacMillian, 2015)

The above image demonstrates the knowledge map. It shows four blocks where you can place your knowledge. The map would suggest you to identify the knowledge assets that would benefit an organisation the most, knowledge asset that are fundamental for triumph and strengthen performance. It is those types of knowledge assets that should be recorded so then management can figure out to use them in their organisation’s strategy to further develop them to generate growth and competitive gain. Each block is specific to the knowledge it requires and the capabilities for the organisation to have competitive advantage in the market. 

ACTUAL AND POTENTIAL KNOWLEDGE ASSET

Knowledge assets are the properties that organisations wish to promote (Mentzas, 2004). The impression this gives us is that knowledge management will be utilised to develop the content, quality and value of the knowledge asset. Mentzas (2004) discusses two strategic approaches organisations follow in respect to knowledge assets. The two approaches are: the competitive strategy approach and resource-based-view. 

The competitive strategy suggests that an organisation should look into the market it is operating in and pursues to find competitive advantage there.  
Selfridges is the only department store within the UK to adopt an ethical and social responsibility towards the environment. Selfridges started their campaign in 2011 to bring awareness to their employees and customers about plastic pollution and also endangered species of fish. This allowed Selfridges to gain competitive advantage over their competitors in the market. They used this knowledge asset to the best of their advantage. It is assumed that incorporating an environmentally friendly approach within all aspects of the organisation has many benefits. Selfridges are now nine years into their campaign and they have hit many recognised milestones. Selfridges have continued to be awarded the best department store in the world and also have been recognised as the only department store in the UK to run on complete green energy. As an organisation, Selfridges have used knowledge regarding the environment and used it to develop their brand and organisation. Selfridges have incorporated this knowledge with their suppliers, partnerships they have and also their customers. This has demonstrated Selfridges’ code of conduct towards their operations by not serving endangered species of fish, in products or to be served in Selfridges and also cutting out all single use plastic. 

The resources-based strategy will suggest that an organisation is seen as a selection of resources. The retail industry is constantly evolving. Many trends are always changing the fast paced environment set within the retail industry. Within the department stores, customers look to see what they can offer them as a whole experience. Shopping is not what it used to be many years ago. Shopping gave the impression that you would have a list of items that you need and would go out to get them. Harry Gordon wanted to create the American shopping experience in the UK. He wanted to entice his customers with an experience and make shopping fun. Selfridges now have over fifteen restaurants, cafes and bars just in the Oxford Street branch. Only recently, Selfridges introduced their new cinema experience. This brings new meanings to the shopping experience. You are able to go shopping, eat out and also visit the cinema to watch the latest movies all under one roof. Selfridges also have employees where they can do your shopping for you if you are short of time, making your experience even better for you and not feeling stressed. 

CREATE, STORE, APPLY AND INTEGRATE KNOWLEDGE 

Knowledge Management (KM) is the development of capturing, supplying and efficiently exploiting knowledge. The main purpose of knowledge management is to manufacture and manipulate knowledge asset effectively and beneficially (Liebowitz, 1999). The five stages in KM are: creation, validation, formatting, distribution and application. Each stage allows an organisation to discover, reflect, and disregard and rediscover. Sharing knowledge establishes an esteemed intangible asset for producing supporting competitive gain in the organisation. KM that is used within the organisation is able to use organisational knowledge to improve productivity and can carry out precautionary measures to solve problems quickly and efficiently. 


Knowledge creation 

The ability to create new knowledge is referred to as knowledge creation. Being innovative is predominantly at the core of the organisation’s competitive advantage. Knowledge creation is an evolving process in which constant transfer, mixture and conversion of the different types of knowledge, where individuals apply, cooperate and learn. Consequently, the magnitude of which knowledge is created to consider innovative is dependant on if it solves existing problems more effectively. As mentioned earlier in the report, Selfridges have a campaign that promotes being ethical and socially responsible towards the environment. Every year Selfridges look at new ways to help their campaign and bring more awareness to helping the environment. In 2018, Selfridges introduced a water fountain outside on Duke Street, to promote the ban of using single use plastic. In 2019, Selfridges introduced the Project Ocean beauty booth. This initiative was to help offer plastic-conscious options that help the body and face but also the planet. The driving force in the production of new knowledge will be through practise, experimenting and interacting. Knowledge creation is also developed and supported by relevant information and interpreting existing data. This can improve decisions and be used as a template in the making of new knowledge.
Knowledge Validation
The ability to reflect on knowledge and assess its efficiency for the organisation. In a world where everything is changing, it is important to relay and reflect back on knowledge that may be obsolete. The old information will need updating and reapplied to the new settings of the organisation. When new software systems are being tested out in to an organisation, test runs are carried out to ensure the new software is running smoothly without any hitches. In the initial stages, software systems usually have many glitches therefore requiring more than one test run. Selfridges are always changing their windows display. This is to showcase new trends and also products that need to be displayed which are on trend. Selfridges have a dedicated team doing their research and also in contact with brands to ensure exclusivity and in the know for new products and trends. Selfridges use their window displays to attract new customers. The results of their window displays are shown through social media interactions. This process requires updating and refining the skills of employees so they can familiarise to the new software systems. In knowledge validation, it is crucial that an organisation is constantly reviewing, testing and validating knowledge to keep up-to-date with current trends. 
Knowledge presentation 
The ability to present knowledge to the organisation and its members is defined as knowledge presentation. Knowledge is presented through many channels in an organisation. The main purpose of knowledge presentation is that it is done correctly and distributed to all aspects of the organisation. There are many different types of methods of communicating, for example emails, social media, morning briefs and organisation meeting. It is vital that the information presented through these channels is correct and the knowledge being shared is transparent and accurate. Selfridges share their revenue figures throughout the whole organisation. This is done in many ways. For every departmental morning briefs, the statistics are distributed through the organisation’s management teams. This is then shared with the employees to show progress of sales for the previous day and week. Selfridges also share the revenue details for the previous year to highlight what the employees need to work towards. Some departments like Cash Office or the Safe Deposit department would not need to know this information, as it is not relevant to their department. 
Knowledge distribution 
Some of the questions being asked here are, who should know what, to what extent and how can an organisation help these processes of knowledge distribution? (Probst, 1998). The ability to distribute and share throughout the organisation before it can be abused. If an organisation has adopted a policy where they have an open door policy for knowledge then this will be reflected within the culture of the organisation. Therefore prompting distribution and sharing of knowledge within employees of the organisation. To have a fair distribution of knowledge there will have to be interactions within all levels of the organisation. Effective knowledge distribution can only produce time and quality advantages and also customer satisfaction. However, if an organisation wanted to retain some knowledge, they will have to be careful how and who they distribute that information. In Selfridges, they supply stock of some of the most exclusive brands. There are occasions where Selfridges have collaboration with brands and will only release this information closer to the time of launch to build up excitement. When it comes to stock, they let their personal stylists know so they can tell their clients of the stock that may come in or have shown a particular interest. This build loyalty and recognition with their exclusive clients.
Knowledge application 
The ability to provide knowledge, making it more accessible and relevant for the organisation to create transparency. Knowledge application refers to an organisation utilising organisational knowledge into its products, services and processes. Training and development is fundamental in any organisation. When employees show the initiative to develop themselves and their learning, management should help develop their employees by directing them to the right training programmes and also discussing career progression. Knowledge application can also be demonstrated when an organisation publicises statistics to their stakeholders to create awareness. Selfridges have proudly reportedly that their carbon emissions have dropped year on year. This gives the impression that Selfridges are proving to stand by their ethical and social responsibilities towards the environment. 


INTELLECTUAL PROPERTY RIGHTS 

Intellectual Property Rights (IPR) can be influential to the significance of any organisation and a key component in economic development (May & Sell, 2006). IPR gives the ability to protects an organisation’s or an individual’s novelty. This is really important as organisations or individual who rely on their innovative ideas or products will have to protect their unique selling point. The most popular rights covered by IPR are patents, designs, copyright and trademarks. Each of these IPR purpose is to protect a different area of innovation. Patent helps to protect the process by which a product is precisely built from and operates; design helps to defend the physical form of product; copyright helps to guard work like art or music and trade mark helps to protect the way in which a trader distinguishes themselves from their rivals. 

When an organisation is establishing itself, the presence it leaves in the market, guarding and developing its intellectual property is fundamental, as it will determine the difference between success and failure. An organisations’ intellectual property is important because:
· Set aside competition – attaining a unique product or service can give an organisation the competitive advantage. This can differentiate how consumers perceive an organisation and how they spend their money. In today’s society, everyone wants the best of the best, however due to supply and demand stock is always limited creating a buzz around the product. When there is no stock availability, counterfeit products are manufactured. This suggests that IPR works to protect an organisation and their revenue created from their innovative ideas. 
· Generate revenue - Without IPR organisations’ rivals can imitate or steal your product, services or knowledge and make money out of your creativity. The main purpose of IPR is to encourage innovation and creativity of new ideas and knowledge. An organisation would want to feel secure and safe knowing that their ideas are protected and that all the money generated from their idea is going to the right organisation. 
· Better branding and reputation – creating a new product will create awareness for the organisation. More attention and interest will be diverted towards the organisation. Selfridges iconic yellow bag has to be one of their most prized intellectual property they own. This bag is very well branded because everyone recognises which organisation it belongs to. 

Many factors are to be considered when considering if an idea or product is considered as a novel. All inventions go through a rigorous process to determine whether or not they are in fact a novelty idea. A lot of research and development goes into the process of an invention. Therefore it is only right for an organisation to protect its right to only sell this invention under the organisation it was created in. The discovery of knowledge can be seen as a source of innovation (Heredia et. al, 2013).
THE CONTRIBUTIONS OF KNOWLEDGE ASSETS 

Organisations within the business world are realising that to gain a competitive advantage over their rivals, they must develop their intellectual resources. Therefore it is imperative that the organisation and the management team appreciate how they can recognise and assess their existing knowledge asset to gain competitive advantage. Knowledge is valuable. Although there is no way we can value our knowledge assets the same we can with our assets like capital and land, knowledge plays a huge significance to an organisations’ success. How can we use our 

The success of knowledge asset is based on one of the most important asset within an organisation, employees. Knowledge asset differs on employees who exploit the knowledge. Organisations should employ a knowledge-friendly culture to maintain competitive advantage. Management should be promoting to be transparent and honest in their approach to evaluating employees. Both management and employees should be prepared to accept responsibility of disappointment or mistakes to redirect and provide constructive criticism. This will allow for honest and positive feedback to develop the employees thus promoting knowledge. If an organisation can maintain their employees effectively then success is inevitable. An organisation that creates an environment for employees to progress and cultivate a knowledge-orientated culture will retain the employee and their loyalty towards the organisation and achieve employee satisfaction. 

To gain competitive advantage in the economy today, organisations are learning that intangible assets play a more valuable role than their own tangible assets. The successful application of an organisations’ intangible asset into their operational tasks will successfully achieve the organisations’ objectives. Shoukat (2012) describes knowledge asset, as it is to know what you know but to do what you do better. Selfridges took a pledge to help the environment in the way they conduct business and their operations. Since their pledge in 2011, Selfridges have grown immensely as a brand and an organisation. Not only do Selfridges inspire their staff to hold an ethical and social conduct towards the environment but they also inspire they consumers to follow their lead them as well. Employee engagement results in fruitful solutions to many business problems. If it is evident to consumers that employees are implementing the corporate social responsibility attitude towards their work and life then it promotes that the organisation live and breathe these values and are not using them for financial gain. 








KNOWLEDGE REQUIREMENTS FOR THE ORGANISATION

“The most successful corporation of the 1990s will be something called the learning organization and the ability to learn faster than your competitors may be the only sustainable means of achieving competitive advantage (Loermans, 2002). Organisations are required to learn about the industry or market they will have a place in. Acquiring an in depth knowledge of the industry your organisation falls into is very beneficial and an important factor into the success or failure of an organisation. Knowledge regarding market analysis will assist Selfridges to understand the market they are in. This can also help Selfridges to gain knowledge on their competitors. The retail industry is always changing so acquiring knowledge on what other rivals are doing can help an organisation to devise a strategy plan to be better and innovative. 

The information and technology market is one of the most evolving markets in the world. It is vital that as an organisation, you are staying on top of trends and reviewing your knowledge to stay current. Now more than ever, organisations have to be accessible through many channels. Society is heavily dependant on their mobile phones. Everyone wants to be notified of everything thus introducing apps. Apps allow you to follow brands and be notified of any updates. Selfridges have developed their own app to keep their customers up-to-date with all stock information and of any new releases or upcoming collaborations. 

All organisations have a duty to ensure their customers are satisfied with their products or services purchased from them. Actively taking part in conducting feedback or review on services provided demonstrates that the organisation is willing to learn and improve on their services. If an organisation shows that they do not have any interest in keeping their customers satisfied then this will backfire and have negative impact on their reputation. Social media has made it very easy for people to communicate their dissatisfaction towards an organisation and their services. It is known that bad news travels faster than good news. 

KNOWLEDGE SHARING 

Knowledge converts an essential currency for an organisation. Organisations that cultivate continuous reflection, learning, and evolving demonstrate the capabilities of developing themselves. This process will follow through to the invention, sharing and incorporation of tacit and explicit knowledge, allowing the right knowledge to be accessible to the right individual at the right time in the organisation. Organisation who continues to stay stagnant and not learn or reflect from their mistakes or failures will not progress further than the organisation that used knowledge to influence how they deliver services. The responsibility of developing skills to support and facilitate collaboration and constructive feedback to ensure the flow of knowledge is predominantly down to the organisation and the management teams. Organisations need to have strategic plans to ensure to bring together individuals with similar interests and develop their chances of success in knowledge sharing. A combination of knowledge management skills are essential into creating an environment and culture where uplifting individuals to share their knowledge. These skills include teaching a level of trust between all employees of the organisation regardless of their role, generating an environment where no one feels attacked or victimised for making mistakes and also an incentive programme. The knowledge sharing culture should reflect the organisations’ values and objectives to display their commitment and communicate the same message through the whole organisation. Organizations acquire KM skills to activate and operate their current knowledge resources and add them with new knowledge in an energetic manner. 
 
Selfridges have a safe deposit department built inside the main building in Oxford Street. The author was hired to be an assistant manager in the safe deposit department. The safe deposit department lacked a lot of regulation and had policies and procedures that were as old as the building. The author had previous experience working in a financial institution and was able to use this experience and training gained from there to change the safe deposit department’s policies and procedures. Sharing knowledge gained from a previous employer was beneficial to Selfridges as it helped prevent many arising problems especially around data protection. 

RECOMMENDATION 

One of the main concerns regarding Selfridges would be update their systems and processes within the safe deposit department. Everything along with the décor, the regulation and policies are as old as the infrastructure of the building. Selfridges’ safe deposit department currently operate a system where they hold cards with the box holders’ personal information on a piece of card. They attach a passport size picture to the card to identify the box holder and then they are requested to sign in for entry. All the cards with the box holders’ information are filed into a filing system. There is no database or computerized system that holds the box holders’ information. This already holds many issues for example, if one of the cards were to go missing then there would be no way to contact a customer.  

CONCLUSION 

In order for an organisation to be successful, organisations have to be dependant on the adjustment and function of new and existing knowledge asset. Intangible assets like knowledge are becoming the main factor for organisations to seek competitive advantage. Thus making the implementation of Knowledge Management an important element for success. KM is not just about acquiring, retaining and transferring knowledge. A learning organisation will know how to successfully interpret and organise knowledge through many perspectives. The report came to the conclusion that individual knowledge and organisational knowledge are different but are dependent on one another. Individual knowledge if often communicated through personal experiences. However, organisational knowledge is regarding products, services and processes that an organisation has. If an organisation does not value individual knowledge then this becomes a problem. It creates an environment where employees do not feel satisfaction within their role and does not create good morale. Consequently, management should produce an atmosphere that promotes all individuals to collaborate and share knowledge. Learning and development are very important factors in organisational success. Organisations learn from past mistakes. They reflect on the results of performances and the factors that affected those performances. 
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