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[bookmark: _Toc534659943]Introduction
[bookmark: _Hlk534570149]Proper management of knowledge and information is unavoidable in business growth and success. In this new era of technological development, information is everything to gain competitive advantages over different competitors in the market (WILSON, 2016). For that, having knowledge and information about the market is not enough, a systemic process of capturing, storing and management of knowledge and information should be followed. The process of knowledge and information management can be described as capturing or creating, organizing, distributing and the proper use of information. Different skills are needed to manage information effectively of an organization (Nonaka, 2012). This paper will deal with different aspects of knowledge and information management such as, the importance of information management, information management process, establishing knowledge management culture etc in terms of the Wyndham Worldwide, a fast-growing hotel chain from united states.


[bookmark: _Toc534659944]LO 1: Concept & Importance of Knowledge Management
Knowledge and information management are interrelated, and which can be described as the process of capturing information, storing, organizing, distributing, and managing knowledge in an effective way within a commercial organization for fulfilling a commercial purpose (Harris, 2011). As managing information or knowledge is all about collecting raw data from different sources such data from emails, the internet, social media etc (Symes, McIntyre and Barnett, 2016). these data usually don’t have meaning if these are not processed. Data are analyzed, organized and distributed to the respective groups or parties. But these process of information and knowledge management are not enough in a business organization. 
Wyndham Worldwide is a United States based hotel chain, is the biggest hotel chain in the world by the number of hotels and resort (Amidon, 2012. This tremendous success in the hospitality industry is mostly because of the information and knowledge about the market it maintains (WILSON, 2016). Wyndham Worldwide uses different information and knowledge management tools to identify the needs of the customers, their demands and about competitors of the market.
[bookmark: _Toc534659945]a. Relationship Between Data, Information, and Knowledge
The relationship between data, information, and knowledge is unavoidable, though it lacks clarity in terms of the types of relationships between them. Data can be described as the set of values with respect to either qualitative or quantitative variables (Harris, 2011). Data are meaningless, scattered and don’t have value if are processed to information. on the other hand, information can be described as a message which contain meanings, implications and which helps in decision making (Kelley, 2010). Data are usually transformed into information by analyzing the raw data, organizing them and distributing to relevant parties. Knowledge is the value created by the information when the user experience it, give the user the capacity to act. In short, the purpose of knowledge is to create value for users (Symes, McIntyre and Barnett, 2016). The Wyndham Hotel Group collect data from different sources like the mass media, market analysis, social media etc. and they transform the data into useful information about what customer wants and the position of the competitor. This meaningful information about the customer and market helps them to create value for the customer and themselves. 
Though data, information, and knowledge are interrelated, the relationships between data, information, and knowledge are not clear (Nonaka, 2012). The relationship among them can be described by a diagram. 

Figure 1: Relationship between data, information, and knowledge.
(Source: Self-Created)
The concept of the relationship between data and information is mainly the types of components between them. Data usually don’t have value but quantitative or qualitative variables. Data are raw values that can be processed to information by analyzing, organization and interpreting in a predetermined process (WILSON, 2016). On the other hand, the relation between information and knowledge is where the information resides. The information is meaningful and can be stored in different storage media, but the knowledge is the information resides in the human mind in the form of knowledge (Nonaka, 2012). The information provides its users the incentives about a fact, and knowledge creates the values. 
[bookmark: _Toc534659946]b. Relationship Between Individual Knowledge & Organizational Knowledge
Though the concept of the individual knowledge and organizational knowledge is interdependent, they are distinct in their nature (Nonaka, 2012). Individual knowledge and organizational knowledge are interdependent because the how each employee interacts with each other mostly depends on the organizational culture and the individuals in the organization need to make many quick decisions in the organization. Like the employee of the Wyndham hotel may need to take decisions regarding customers to demand in the hotel such as providing them newspaper or magazine (Harris, 2011). On the other hand, organization knowledge can be defined as the process of taking decisions by the skills, knowledge, expertise or the process an organization follows to overcome a complex situation. Sometimes in a complex situation, individually do not have the knowledge or expertise to solve the problem, they need to collaborate with the other employees of the organization. In Wyndham hotel, a common problem guest face is losing the room key (Amidon, 2012. Which need the involvement of the management of the hotel and can’t be handled by other employees (Kelley, 2010). A sudden fire may catch up in the hotel which also needs expertise from a different department or organizational level. 
[image: ]To better understand the relationship between individual knowledge and organizational knowledge can be described by using a diagram. The horizontal axis of this diagram represents the nature of interaction either high or interdependent, or low or independent. The vertical axis represents the nature of the task in the organization which can range from not-routine to routine.

Figure 2: the relationship between individual knowledge and organizational knowledge.
(Source: Harris, 2011)
In the first box, the nature of interaction in the organization is low and the task is specific or routine. In this situation, the organization may expect from the employees to use their individual discretion within a specified time (Symes, McIntyre and Barnett, 2016). In Wyndham hotel, the employee provides different on sports facilities to their customer like a separate lounge for the VIP customers or separate desk for checking in. in the second box, the degree of interaction is low, but the task is non-routine. In Wyndham hotel, different non-routine task can come up where using individual knowledge or expertise need to be used. But not everyone in the hotel has the expertise in handling unspecified situations. So, the non-expert employees redirect the problems to the individuals who have expertise or knowledge (Harris, 2011). In box3, the degree of interaction is high and the task in unspecified or non-routine, so the collaboration of expertise within the organization is needed. In Wyndham hotel, the problems regarding the room status are usually controlled by the dependence of the housekeeping department and the front office. In box 4, the level of interaction is high where the task is routine. This type of problems is usually overcome by following predefined procedure, rules and regulations etc (Nonaka, 2012). this type of task needs the expertise or knowledge in the organizational level. 
[bookmark: _Toc534659947]c. Analysis & Modelling Techniques to Identify Knowledge Assets
The term knowledge asset can be defined as the intellectual or intangible property of an organization which usually includes the knowledge possessed by the employee of the organization in the form of information, ideas, skills, and capabilities etc (Kelley, 2010). The common knowledge asset of an organization is the database, documents, plans and procedures, software or patented property of the organization. Knowledge assets are the key components to create value for stakeholders or customers. There are different methods to analyze and identify the knowledge or intangible asset of an organization (Amidon, 2012. The Wyndham Hotels and Resorts uses the Skandia Navigator framework which provides specific definitions of intangible assets regarding different performance categories.

Figure 3: Skandia Navigator framework to identify and analyze knowledge asset
(Source: Nonaka, 2012)
Financial Focus: The Wyndham Hotels and Resorts uses the financial focus activity to identify and analyze knowledge assets, which capture the financial outcome of activities (Nonaka, 2012). It helps the Wyndham Hotels and Resorts to establish a long-term goal for the organization.
Customer Focus: The customer focus indicated how an organization providing service to their customers hand how satisfied the customers are (Choo, 2014). The Wyndham Hotels and Resorts uses the customer satisfaction or customer focus strategy to identify the knowledge assets that help the organization to fulfill the customer satisfaction or demands.
Process Focus: The process focus identified the process of providing the customer products or service and providing efficient customer service (Harris, 2011). By analyzing the process of focussing on customer helps the Wyndham Hotels and Resorts to identify the knowledge assets.
Renewal & Development Focus: Renewal & development focus can be described as the process of reassuring a long-term development of the organization, mainly the area of knowledge which needs to be developed (WILSON, 2016). By analyzing the focus category, Wyndham Hotels and Resorts can identify the knowledge assets related to the focus group.
Human Focus: The human focus is the core of the Skandia navigator where the knowledge creation is visualized in terms of satisfying the customers and improving company sale and performance (Nonaka, 2012). By analyzing the performance of the Wyndham Hotels and Resorts, and by analyzing the employee’s ability to handling complex situation, the hotel can identify knowledge assets of the organization.
[bookmark: _Toc534659948]d. Actual & Potential Knowledge Assets
Though the difference between actual knowledge assets and potential knowledge assets don’t have clarity they are distinct in nature (Choo, 2014). In order to understand the knowledge assets of an organization, differentiation of actual knowledge assets and potential knowledge assets is important. Actual knowledge asset can be referred to those assets which are direct and cognizance of a factor of a circumstance (O'Brien and Marakas, 2011). The actual knowledge assists are resulting from information that can lead to reasonable developments and benefits of the organization. The actual knowledge of the Wyndham Hotel Group may encompass information about the current market, using information management systems for storing and distributing information. Intellectual property of the hotel etc.
On the other hand, potential knowledge assets can be described as those assets which have the possibility of bringing benefits to the organization (Nonaka, 2012). The potential knowledge assets of the Wyndham Hotel Group can be the ability of the employee in handling complex situations, customer relationship management, critical thinking capability, simultaneously taking decisions when necessary. The most important potential assets of the Wyndham Hotel Group are the ability of the employees to handle non-routine or unspecified tasks. 
[bookmark: _Toc534659949]LO 2: Understanding of Important Knowledge Management Process
In the process of knowledge management, business organization or the management use different tools and methods for gathering comprehensive information (Harris, 2011). The framework for knowledge management in every organization usually consist of data gathering points, techniques, and tools for analyzing and storing the data or information. 
The Wyndham Hotel Group follows a four-step knowledge management process. The framework of the Wyndham Hotel Group’s knowledge management process is given below. 
Figure 4: Wyndham Hotel Group knowledge management Process
(Source: Amidon, 2012)
Acquisition of Knowledge: The most important steps in a knowledge management process is to collect or gather data from different sources by using different tools and methods (Nonaka, 2012). The Wyndham Hotel Group uses different data collection points to collect data (Symes, McIntyre and Barnett, 2016). These scattered data then go through the extensive analysis and organizing procedures in order to transform into useful knowledge or information and helps decision making like forecasting demands. 
Storage of Knowledge: The information or knowledge need to be stored in order to facilitate different further decision making for the organization (Choo, 2014). The information in Wyndham Hotel Group is being stored basically in three level, individual, organizational, and use of information technology like knowledge management system (Nonaka, 2012). The employees or stakeholders have certain information in the individual level and organization have broad information. but sometimes they are kept stored by using information technology or computerized systems. 
Distribution of Knowledge: The knowledge needs to be distributed to their relevant users (Harris, 2011). The Wyndham Hotel Group uses social contact, community or technology to distribute the information or knowledge to their respective users of the information. 
Use of Knowledge: The use of collected knowledge is the most important part of the knowledge management process (WILSON, 2016). The goal of knowledge is to create value for the users which leads to capacity for actions. The Wyndham Hotel Group uses knowledge for taking or making different decisions and plan for the hotel. 
[bookmark: _Toc534659950]a. Requirements to Create, Store, Apply & Integrate Knowledge
The knowledge management system or KMS is all about creating, storing, applying and integrating knowledge (Choo, 2014). But different important components of the knowledge management system are needed for the best output of a knowledge management process. The Wyndham Hotel Group uses six most important components or requirements in the process of KMS.








Figure 5: Components of the Knowledge management system
(Source: Nonaka, 2012)
Strategy: The knowledge management process or system should have a strategy that will identify the key data or issues within an organization. The strategy of a KMS may include one more problem, objectives etc (Nonaka, 2012). The Wyndham Hotel Group usually uses different reports to find out different problems such as the reason for customer dissatisfactions. 
Actors: The main component or requirement for a knowledge management process is its actors or peoples related to the process (Harris, 2011). The Wyndham Hotel Group’s management collects information from their employees or clients or different reports which are the actors of the hotel.
Functionality: The knowledge management process should be developed to enhance the data-intensive procedure (Dixon, 2012). Functionality may include data logic, Collection, organizing, analyzing and interpreting. The Wyndham Hotel Group uses the predefined procedure of functionality in the knowledge management process. 
Delivery: The knowledge management process must have the facility to deliver necessary information to its users (Amar, 2014). The Wyndham Hotel Group deliver or distribute information to relevant users through social media or by using information technology like email. 
Infrastructure: The most effective knowledge management must have the infrastructures of collecting, analysis and storing information. most of the organization now uses computerized knowledge management system which requires necessary infrastructure like software, hardware etc (Nonaka, 2012). the Wyndham Hotel Group uses reservation system, room status systems to identify 
Content: Some KMS or knowledge management system need to hold content to function the system. The content may include the authoring, reviewing security etc. 
Continuous Improvements: A KMS or knowledge management system must ensure continuous improvements by feedback from the users, performance management etc. the Wyndham Hotel Group uses mainly customer feedback to ensure the quality of the knowledge or information. 
[bookmark: _Toc534659951][bookmark: _Hlk534621036]b. Impact & Importance of Intellectual Property Rights
The importance of intellectual property rights is undeniable in order to enhance the competitiveness of a business organization (Stewart, 2013). A good practice of the intellectual property management is not only creating intellectual property but also improving the acquisition of the property. Patents, copyrights, trademarks are important knowledge asset of an organization that is difficult to store or manage without proper support and protection. Managing the knowledge assets of an organization as intellectual property rights is very important for many reasons (Dixon, 2012). The main reasons for managing the IP of knowledge assets for Wyndham Hotel Group are – 
1. Managing intellectual property rights for the knowledge assets of the hotel will set the business apart from the competitors of the market.
2. The intellectual property, like data or information collected by the Wyndham Hotel Group, can be sold under licensed to external factors. 
3. Managing the knowledge assets as intellectual property helps the Wyndham Hotel Group in branding and promoting themselves as a competitive business. 
4. Managing intellectual property is also protect the hotel from different external factors, such as selling the hotels assets without its permission. 
5. The intellectual property by the Wyndham Hotel Group can be used to exploit through strategic alliances in the business and can earn royalties by selling it.
[bookmark: _Toc534659952]LO 3: Establishing a Knowledge Management Culture
[image: ]For having the best result of the knowledge management process, the management should have a knowledge management culture within the organization (WILSON, 2016). For establishing e knowledge management culture in the organization, a specific framework for knowledge management is important (O'Brien and Marakas, 2011). The Wyndham Hotel Group follows a predetermined framework for establishing the knowledge management culture. The framework consists of knowledge mapping, elicitation, assessment, distribution, and maintenance. 

Figure 6: a framework for establishing a knowledge management culture
(Source: O'Brien and Marakas, 2011)
Knowledge Mapping: The Wyndham Hotel Group uses knowledge mapping to identify the potential knowledge assets of the organization, detecting knowledge gaps, and evaluating existing knowledge assets to improve the assets. 
Knowledge Elicitation: The Wyndham Hotel Group relies on a well-structured knowledge mapping to elicit the required knowledge easier and faster way by analysis automated workflows for searching potential assets, extract valuable information from data from different sources.
Knowledge Externalization & Assessment: Knowledge externalization and assessment is important in establishing a knowledge management culture (Stewart, 2013). The Wyndham Hotel Group uses special consultants in order to analyze and assess the knowledge assets. 
Knowledge Distribution: Wyndham Hotel follows knowledge relationship management to distribute knowledge to the relevant users, and it uses pull and push modes to disseminate knowledge across different departments and branches (Dixon, 2012). 
Knowledge Maintenance: To establish a knowledge management culture in the hotel, Wyndham Hotel Group regularly check for knowledge relevancy and remove outdated knowledge or information from the system and fills the knowledge gap in the hotel.
[bookmark: _Toc534659953]a. Contributions of Knowledge Assets on an Organization
According to the Wyndham Hotel Group, the knowledge assets of the organization have a great impact on becoming the largest hotel chain in the world (Albert and Bradley, 2014). The most fundamental knowledge assets of the Wyndham Hotel Group are the conceptual, experimental and routine and systematic knowledge assets. The conceptual knowledge assets of the hotel are the brand value, product concepts of the hotel which separate this hotel from others on the market (Harris, 2011). They provide unique leisure facilities to their customer. The experimental knowledge assets of the hotel are the skills individual of the organization possess, the energy of the employees of the hotel. Every employee of the Wyndham Hotel Group is evaluated and trained properly for being skilled in their work area and trained to handle complex situations. 
The routine assets of the Wyndham Hotel Group are the organizational culture and the daily working procedures followed by the employees. These assets help the hotel too, operate the hotel smoothly and effectively daily (Nonaka, 2012). The last category of knowledge asset of the Wyndham Hotel is the systematic knowledge assets. These assets include different documents, intellectual properties, and patented items, which helps the organization to become competitive and saves from external infringement. 
[bookmark: _Toc534659954]b. Knowledge Requirements for an Organization
knowledge is the next step beyond data and information in the business organization (Garvin and Berkman, 2008). Knowledge and the knowledge assets are considered as the most important factors of organizational success in the competitive market. that’s why it is very important to capture, store and distribute knowledge very effectively (Albert and Bradley, 2014). For doing so, every organization concern with knowledge management, use different tools and methods such as the knowledge management systems.
But managing knowledge is not effective if the knowledge is not relevant or out of date. That’s why some important requirements of knowledge are needed to be considered while managing knowledge within the organization (Stewart, 2013). The Wyndham Hotel Group follows some requirements of knowledge and knowledge management systems to find out the most effective and important knowledge. 
Relevancy: relevancy is everything in knowledge management. If the knowledge or information is not relevant to the organization, there will be no use of the knowledge. The Wyndham Hotel uses external expertise to find out the data relevancy.
Time: Out of dated knowledge increase the data overload in the organization (Garvin and Berkman, 2008). Investing in this type of knowledge will cause the organization to suffer. The out of date information or knowledge must be removed from the organization.
Scalable: The knowledge and the knowledge management system must satisfy and support a larger number of users (Harris, 2011). The knowledge and KMS must have the facility of extensibility. The Wyndham Hotel Group knowledge assets facilitate a wide range of use as necessary.
Collaborative: The knowledge, knowledge assets and the KMS must be capable of collaboration between different users, departments and branches (O'Brien and Marakas, 2011). The knowledge management in Wyndham Hotel Group is collaborative with different departments such as front office and housekeeping, front office and accounting and finances etc. 
Capacity to Act: the user must have the capacity of acting according to the knowledge (WILSON, 2016). The management or users of the knowledge of Wyndham Hotel Group, have the capacity of taking decisions, planning strategies according to the knowledge.
Value Creation: The knowledge must create value for the user as the ultimate goals of knowledge is creating value for the user.
[bookmark: _Toc534659955]c. Organizations Framework for Enabling Knowledge Sharing
The term knowledge sharing can be defined as the process of exchanging knowledge between individuals, communities or between organizations (Nonaka, 2012). The distribution of knowledge within a business organization is very crucial. For effective sharing or distribution, a conceptual framework is followed by the Wyndham Hotel Group is given below. 

Figure 7: Framework for enabling knowledge Sharing
(Source: Albert and Bradley, 2014)
Knowledge Management Culture: To enable knowledge sharing in the organization, establishing a knowledge management culture is very important. The Wyndham group establishes a knowledge management culture by following a knowledge mapping strategy.
Social Networking: Social networking is another important way of distributing or sharing knowledge (Nonaka, 2012). Wyndham Hotel Group uses bulletin boards within the organizations and email, social promotion, publications for sharing knowledge with external factors.
Informational technology: Different types of information technology can be used for knowledge sharing such as the internet, tv promotion. Email marketing or knowledge management systems (Garvin and Berkman, 2008). 
Knowledge Sharing Motivation: The Wyndham Hotel Group motivate the employee of the organization by addressing both extrinsic and intrinsic motivations. In this age of information and knowledge, motivating employees in knowledge sharing is very important. The hotel uses meeting, information sharing meets up to motivate the employees. 
Work Performance: Knowledge sharing in the organization increases the work performance and facilitate Wyndham Hotel Group in increasing productivity and operating organization effectively/
Employee creativity: Knowledge sharing with the employees of the organization increases the creativity of individuals (Garvin and Berkman, 2008). Because the more knowledge or information an individual has the more creative, he will be. The Wyndham Hotel Group uses cross-training for knowledge sharing to increase employee creativity.
[bookmark: _Toc534659956]d. Recommendation for Improvements of Current framework
[bookmark: _Hlk534658576]Though the Wyndham Hotel Group follows a very effective framework in enabling effective knowledge sharing in the workforce as well as in the organization (Stewart, 2013). But sometimes the employees of the organization are failed to share information and knowledge spontaneously for a different reason (WILSON, 2016). To reduce the obstacles in the knowledge sharing process some important factors may the Wyndham Hotel Group can consider while creating the knowledge sharing framework.
The first and most important obstacle need to be considered is that the employees of the Wyndham Hotel Group are not spontaneous in sharing knowledge or information with one another. This obstacle creates problems in day to day activities of operating the hotel. To increase the knowledge sharing within employees, the Wyndham Hotel Group should start incentive facilities for knowledge sharing within workgroups. The most engaged employee in sharing knowledge in the work group will be rewarded. The reward system will motivate the employee to engage more and will also attract other members of the workgroup in sharing knowledge or information with one another.
In sharing information or knowledge within the organization, the employees of the hotel lack professionalism and persistency which sometimes leads to misunderstandings. The management of the hotel may reduce this problem by arranging quarterly training session on importance of of sharing information and knowledge within the organization. This training will influence the employees of the organization to be more persistent in sharing knowledge without leading to misunderstandings. 



[bookmark: _Toc534659957]Conclusion
Information and knowledge are everything in today’s business environment in order to have competitive advantages over the competitors and survive in the market. in this era of technological development, different tools and methods of managing information and knowledge are used in organizations. These tools mainly termed as the Information management System and knowledge management system. Information is the values that can help individuals or organization in taking different decisions where knowledge is the experience by using the information. The main goal of knowledge is to create value for its users. But managing this information or knowledge is not that easy, certain skills are needed for capturing, storing and distributing them (Albert and Bradley, 2014). The Wyndham Hotel Group uses and follows different process and procedures to manage this knowledge and information in becoming the largest hotel chain of the world. Though it follows an effective framework for managing and sharing knowledge, it can take certain steps to be more effective in knowledge management.
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