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[bookmark: _Toc39778837]Introduction 
This report aims to address the importance of knowledge management and use of data and technology by organizations in the workplace. Knowledge management is about creating, sharing, using the knowledge and information in an organization (Easterby and Lyles, 2003). With this report, the relationship between data, knowledge and information will be explained. Moreover, a comparison will be done based on individual knowledge and organizational knowledge. We will further analyse the knowledge assets in a given organization and provide a rationale for capturing and managing those knowledge in a given organization. We will also discuss the knowledge management requirement and its framework in the organization and discuss about the important of knowledge management and intellectual property rights in the organization. The selected organization for this report is Barclays bank, which is headquartered in UK. This report will discuss how Barclays ban manages knowledge, information and data in the organization and how these are used in their regular working activities and transactional requirements. 
[bookmark: _Toc39778838]Company Overview
Barclays bank is a multinational bank that has its headquarters in London. This has been built over centuries and is one of the largest bank and financial organization in UK (Ranking, 2019). Barclays focuses on four key business areas such as personal banking, corporate banking, wealth management and investment management. Barclays bank offers products such as credit cards mortgage loans, personal loans, auto loans and account to its it retail clients such as savings account current account and many more options for the customers (Barclays, 2020). Barclays bank is supporting the current pandemic situation due to spread of Covid 19 disease. They have opened Barclay’s foundation, which will provide Covid 19 community aid packages of 100 pounds as charity to support the people, impacted due to the pandemic (Barclays, 2020). 




[bookmark: _Toc39778839]The relationship between data, information and knowledge 
Data
Data consists of information and facts that are collected together for analysis. Data is usually numeric that can be analysed for further explanation of the information. The word data is from the Latin word of Datum, in the mid-17th century (Webopedia, 2020. We can obtain data from many sources such as surveys, symbol, sound related to things we know (Anthony Liew, 2007). At Barlcays bank, data is used regularly to understand and interpret data into useful meaning. Sharing data and analysing it helps the bank to understand customer behaviour and provide customized offers to customers. For example, Barclays bank might want to provide an offer of cashback for a purchase of 100 pounds for customers who have not used their credit card for last 3 months. By collecting and analysing the data, Barclays bank will be benefited and so does the customers because of the offers. 
Information
Information consists of data and it is collection of data this gives a clear meaning and helps up to understand the meaning from those data a better way. According to Dr. Russel L. Achoff, information is data that has been given sense by way of interpersonal linking. At Barclays bank information that is stored in the system is also known at data. For example the cutomer information such as date of birth of customer, gender, age, income and many other information of the customers that are stored are call data which gives us clear information about the customer. Information and data both the linked to each other and banking are doing all their best to handle customer information and data with privacy (Anthony Liew, 2007). 
Knowledge
Knowledge is the right collection of information, in other words, the collection of data that we conclude together as information, and after that, it will become knowledge with better understanding. Information data and knowledge both re interlinked with each other (Newell, 2009). At Barclays bank, knowledge is needed by the employees of the organization to serve the customers. For example if the statement charge for one year of the customer is 2 pounds then for two years it will be 4 pounds. We can understand with the data and information that 2 plus 2 will be four (Hussain & Hussain, 1992). With this information, we have the knowledge that 2 plus two will always be 4 and the organization and employees at Barclays bank needs to handle data and information to have the knowledge within themselves regarding products and services of the bank. 
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Fig: Data, Information, Knowledge, Wisdom (Daniel d'esposito, 2016)
[bookmark: _Toc39778840]The relationship between individual knowledge and organisational knowledge
Individual knowledge is the knowledge believed by and individual, has been stored by the individual based on the learning from the personal life, and experiences (Larry Sanger, 2010). At Barclays bank, individual knowledge plays a vital part for the organizational success, as it is the employees and their knowledge that matter in the organization and this helps them to reach towards the goals and objectives of the organization. A knowledge organization is a management idea, describing an organization in which people use systems and processes to generate, transform, manage, use, and transfer knowledge-based products and services to achieve organizational goals (Ichijo & Nonaka, 2007). Knowledge management is important part for both the individuals and for the organization. Knowledge for Barclays bank is the system knowledge and the banking knowledge and individual knowledge is what employees has learned while working for the organization. There should always be a connection or similarity between individual knowledge and organizational knowledge as this can help the organization to communicate the same message to everyone. According to Ichijo and Nonaka, (2007) the purpose of KM is to give value to the information, which stays in organizations and causes value addition. 
[bookmark: _Toc39778841]Barclays bank financial report
Financial reports has all the information regarding the financial performance of each year including all the expenses and profits earned throughout the year. All organization have their own financial report that given the stakeholders a clear idea of the business performance. Annual report consists of information about existing and new customers, employees, suppliers, and other stakeholders and from those tangible and intangible assets of the business can be found. The annual report of Barclays bank is given below:
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Fig: Annual financial performance


[bookmark: _Toc39778842]Knowledge Assets
For a banking organization like Barclays bank, knowledge assets are product, process, market and technology used at the bank. According to Sanchez, Knowledge assets help to gain more profit and increase market value by proper analysing and using the knowledge assets of the bank. Knowledge management helps the bank to share knowledge, analyse knowledge, make a meaning out of the knowledge and teach others through sharing of the knowledge (Snachez, 2003). Knowledge assets help Barclay’s bank to become more competent in the market and helps them to compete with other competing banks. The type of knowledge assets used by Barclay’s bank are customer profiles, intranet. Organization are rated based on their asset knowledge and this makes them compete in the market. According to the below diagram the knowledge assets to the bank are stakeholder resources, structural resources, which includes stakeholder relationships, human resources of the bank, physical infrastructure and virtual infrastructure which leads to culture, practices and intellectual property of the bank (World economic forum, 2015). Below is a diagram of knowledge assets to understand the topic better.
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Fig: Knowledge Assets (World economic forum, 2015)


[bookmark: _Toc39778843]SWOT analysis of Knowledge management
Below is the SWOT analysis for Barclay’s bank based on knowledge assets of the bank, to analyse the assets that will help us to understand the strength, weakness, opportunities and threats of the bank. 
Strengths
· Technically strong and have skilled expertise to manage knowledge and work using the knowledge management system.
· Best banking services in UK and this bank is ranked as one of the top three banks in the UK.
· Highly skilled workforce in UK through proper training and knowledge management. They invest a lot on training and this ensures skilled workforce and more motivated employees in the workplace (Fernfort University, 2020). 
· Strong brand portfolio is another strength for Barclay’s bank. They have invested and innovated new products for the customers based on their needs and wants and over the years created a successful brand portfolio in UK market. 
· Barclay’s has strong free cash flow, which enables them with resources in hand which can be used to expand and create new products for the customers. 
Weakness
· Lack of training regarding knowledge management
· Not every individual is aware or knowledge enough to understand the need of knowledge management at the bank
· They have limited success outside core business as it has faced challenges to moving into new product segments due to its organizational culture. 
· They have weakness with marketing of its products as the products are not positioned properly in the market and the unique selling points are not clearly defined. 
Opportunity
· Provide more training to employees
· Open more branches and expand globally
· New trend in consumer behaviour can open up new opportunities to introduce new type of products in the market which will improve their product portfolio. 
· New customers can be targeted from the online segment. The bank has invested a lot recently on online platforms and can expect to get more customers in return. 
· Stable free cash flow will ensure new opportunities for the business to invest in market expansion and new product creating by becoming more creative and innovative with products based on current market trend (Fernfort University, 2020). 
Threats
· Threat from the competing banks such as Lloyds bank, HSBC, Royal Bank of Scotland, Santander UK etc. 
· Loosing competent employees to competitors as the competitors are offering better facilities and pay scale for the employees to make them switch their jobs. 
· Loosing loyal customer of the bank to the competitors and they offering better products in the market. 
· Changes in consumer behaviour in the online platform acts as a threat for them. 
· The demand for some of its products are seasonal in nature as during off peak season the profitability of the bank can be hampered. 
· They have no regular supply of innovative product and some of the supply of products are not regular or innovative enough and other competing bank are taking the opportunity to provide new innovative products with better technology and hence capturing the market share and this acts as a threat for them (Marketing 91, 2019). 
[bookmark: _Toc39778844]Framework for knowledge management
Integrated framework consists of system structure that includes a mixture of culture, motivation. Learning, leadership training, process knowledge and knowledge management applications and variety of elements in the framework. It is broken down it to three parts such as people, technology and organization (Youtube, 2018). For example, Barclay’s bank has their own set of software that helps them to store data, crate data, manage data and share data using knowledge management systems. The main tool here is intranet, emails, software applications, as the product and information of the customers are confidential and needs to be handled with care and sensitivity (Griseri, 2002).  Any leakage of the information will harm the reputation of the bank and cause fraudulent activities that will result in big financial loss for the bank. The framework and other software’s help the employees to check customer information, make changes to the information and provided necessary information as per requirement of the customers. 
[bookmark: _Toc39778845]Basic requirement to create, store, apply and integrate knowledge
Capturing, store and sharing knowledge is essential part of knowledge management system. They important part is understanding the location of the organizational knowledge. In another words this is also known as knowledge map. Knowledge worker are the employees of the organization who creates, uses and shares the knowledge. This usually includes scientists, engineers, writers, employees, management of bank.  Knowledge worker are part of professional organization and their role is vital for the organizational success. Knowledge can be found everywhere in the organization. For Barclay’s bank, knowledge can be found from the experiences managers of the bank who has wealth of knowledge and the employees who serve the customers need to have essential knowledge inside them. Once the location of the knowledge is found then it needs to be stored and taken care of in a proper manner. Capturing the knowledge means collecting the knowledge properly and store it in a meaningful manner so that when others need help such as the employees in the organization then they can reuse the knowledge for greater benefit (Collinson & Parcell, 2004). However many knowledge are not captured in the formal database of the organization and this needs to change by introducing more proactive methods such as coaching and interviews between groups.  
[bookmark: _Toc39778846]Considering the importance of Intellectual property rights
Intellectual property is the rights given to person or organization. It provides the creator an exclusive right over a period of time. This helps the organization to be different from other competitors as their idea and processed cannot be copied by potential and current competitors (Lips, 2014). Many entrepreneurs who start up a business with something new looks for the intellectual property rights, copyrights, licenses and trademarks to protect and support their business. It is important to treat intellectual property rights with care as this acts as a valuable asset to the organization, which helps them to be different and efficient with their business strategy and this strategy, knowledge, and others cannot copy process. At Barclays bank, intellectual property rights play an important part for their business and brand image towards the customers and stakeholders and it provides them with a unique identity that cannot be copied by others. Intellectual property rights at Barclay’s bank includes design rights, brand name owned by Barclay’s, the logo of their brand, the brand name, and the trademark and brand slogan. Others cannot copy this intellectual property of the bank and this provides them with a unique identity in the market. Intellectual property rights are accepted globally to encourage business to be creative and come up with new creations, financial growth and business expansion. Intellectual property rights allow business to have an advantage as they can train the employees regarding this topic and respect others intellectual property rights (Youtube, 2015). 
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Fig: Intellectual Property Rights (Tutorialspoint, 2020)
[bookmark: _Toc39778847]The advantages of knowledge in the organization
Knowledge and management of knowledge is important for organization as it boosts efficiency and helps with decision-making. There are many benefits of knowledge of organization. The proper use of knowledge and storage and sharing of knowledge helps Barclay’s bank in many ways. 
Faster decision making: When customers of the bank is facing a problem and needs urgent solution then employees tend to look for resources that are available as a knowledge. Using this knowledge allows employees to take decision based on experience and offer solution to the customers in an efficient manner. Using knowledge, easier decision-making can be done based on solving internal problems, understanding competition in the market and making new strategies for the business (Deloitte, 2020). 
Saves time and budget: The benefit of managing knowledge properly in an organization is that it saves both time and money for the organization. The problem solving experience of the organization can be reusable if knowledge is properly stored and managed by Barclay’s bank. When a problem occurs in the bank, and an effective solution can be found then it needs to be stored properly. Later when the same type of problem arises again, then employees and management can look for stored data and search for solutions to the problem and in this way it will save both time and money for the management of Barclay’s bank and this acts as a useful benefits of the bank. 
Stimulate innovation and growth: Innovation and growth of the business is the primary growth of an organization. For Barclay’s bank, innovation and growth is their prime concern and with knowledge, they can achieve that more easily. By proper management, employees can get access to valuable knowledge and information more easily and deliver better results. Employees can be more innovative with the stored knowledge and can use it to achieve growth in a faster way (Deloitte, 2020). 
Improve delivery to customers: When an organization uses and manages knowledge properly and use it for their benefit, then they are able to deliver products and services within time as promised to the customers. The ability to deliver faster can differentiate a company from other competitors. Sharing knowledge and information helps to deliver a product and service to customers in an efficient manner, which helps to increased customer satisfaction, and create happy customers (Jones, 2001). 
[bookmark: _Toc39778848]Knowledge management requirements
Knowledge management requirements for Barclay’s bank is the most significant strategic asset for the organization. Knowledge asset helps the bank to achieve its core goals and objectives. It helps the bank to reach towards the future success. Knowledge assets can be shared reused and assist with learning new knowledge. Knowledge management is not easy but is a mandatory requirement for any organization. The core objectives of the business needs to be achieved and with proper knowledge management, the employees and management of the bank will be able to use the knowledge properly for the benefit of themselves and for the benefit of the organization (Topdesk, 2020). There are some technical requirements for knowledge management systems, which are discussed below:
Scalable: The first requirement is that it must be measurable and must be able to support a large number of users. The system must be able to give access to all the employees of the organization and this will help employees to get relevant information required to support and serve the customers (Topdesk, 2020).
Extensible: The knowledge management system might have its own set of limitations but it should also be extensible based on the requirements of the organization.   
Follow industry standards: The knowledge management system must be within or more than the industry standard to make sure that the system is good enough for knowledge management. This will allows companies to leverage existing resources (Enfocus, 2012). 
Secure: The knowledge management system must be secure to ensure that there is no security breach. Knowledge management helps the organization to reach the goals and objectives but a security breach will hamper the brand image and incur financial loss so security must be ensured. 
Relevant and timely: The system should be responsive and be efficient enough to support the employees for timely queries and solving complex customer problem at Barclays’ bank. 









[bookmark: _Toc39778849]Evaluation of knowledge sharing framework at Barclay’s bank
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Fig: Knowledge management framework (Harold Jarche, 2013)
The structure of knowledge management helps to understand the system and process and organization follows to manage the knowledge and share it among the employees of the organization. Above we can see a knowledge management framework, which includes knowledge haring in different forms such as knowledge management culture, social networking, information technology and knowledge sharing motivation (Harold Jarche, 2013). As a result, it provides employees will motivation for work performance and encourages creativity at work among employees. Through knowledge management culture, knowledge sharing can be ensured effectively. A good sharing culture will ensure more learning for the employees and with sharing more learning will happen and employees work performance as a team will increase. Through social networking, knowledge can be shared among employees and with the customers and they can stay updated with the latest news and information of the bank. Through information technology, knowledge database can be maintained where employees will be able to use systems to check customer information. The motivation of knowledge sharing will ensure creativity among employees and better workplace performance. To remain as a market leader, Barclay’s bank ensure knowledge sharing and the increased competency in the bank will help them to compete in the market.  
[bookmark: _Toc39778850]Recommended improvements to the current framework
There is always scope of improvement for the current framework adopted by Barclay’s bank. The changes that they can follow is change in design such as they need to understand the needs and wants for both the employees and customers and they can design a questionnaire which will be filled by the respondents to know their inner views. Customer needs are always changing and it is difficult to predict the changes and keeping the framework updated will help the bank to stay competent in the market and provide products and services that benefits and improves the banking for the customers. There are some drawback to the systems, which needs to changes such as lack of email communication in workplace and operations change without prior notice and intensive training to adjust the changes, which needs to be considered, as employees need to adopt to the change and needs to get proper communication from the management. 
[bookmark: _Toc39778851]Conclusion 
Organization success and achievement of the goal depends upon the knowledge management structure and how employees manage knowledge in the organization. For Barclay’s bank, knowledge management is much more important. There is a relation between data, information, knowledge and wisdom and there needs to be integrated well to ensure a knowledge management culture in the organization. We have seen the financial statement of last three years and did a SWOT analysis of the bank to understand the strength, weakness, opportunities and threats to the bank. The knowledge assets to the bank is very important to them, as they need to manage sensitive customer information with proper care. There is high importance for intellectual property rights for organizations as it ensures safety and security through trademark, license and property rights, which helps more innovation and growth for the bank. The knowledge management framework implemented by the bank need to support more knowledge sharing among the employees and to the customers so that they can be efficient will customer queries and stay on the top in terms of market share. 
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Income statement information

Netinterest income 5888 6028 6086
Net fee, commission and other income 1465 1355 1,297
Total income 7353 7383 7383
Credit impairment charges (112)  (826)  (783)
Net operating income 6641 6557 6600
Operating costs (3996)  (4075)  (4030)
UK bank levy (a1) (46) (59)
‘Operating expenses (@037)  (4121)  (4089)
Litigation and conduct (1582)  (483)  (759)
Total operating expenses (5619)  (4604)  (4848)
Other net income/ (expenses) - 3 5)
Profit before tax 1022 196 1747
Attributable profit® 281 1198 893
Balance sheet information

Loans and advances to customers at amortised cost £193.7bn  £1876bn  €183.8bn
Total assets £257.8bn  £2497bn  £2374bn
Customer deposits at amortised cost £205.5bn  €1973bn  £1934bn
Loan: deposit ratio 96% 96% 95%
Risk weighted assets £749bn  £752bn  £709bn
Period end allocated tangible equity £103bn  £102bn  £96bn
Key facts

Average LTV of mortgage portfolio® 51% 9% 48%
Average LTV of new mortgage lending® 68% 65% 64%
Number of branches 963 1058 1208
Mobile banking active customers 8.4m 73m 64m
30-day arrears rate - Barclaycard Consumer UK 1.7% 18%  18%
Number of employees (full time equivalent) 21400 22600 22800
Performance measures

Return on average allocated tangible equity 27%  19%  98%
Average allocated tangible equity £103bn  £100bn  €91bn
Cost: income ratio 76% 62% 66%
Loan loss rate (bps)© 36 43 42
Net interest margin 300%  323%  349%
Performance measures excluding litigation and conduct®

Profit before tax 2604 2439 2506
Attributable profit 1813 1670 1626
Return on average allocated tangible equity 175%  167%  178%
Cost: income ratio 55% 56% 55%
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