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[bookmark: _Toc5645552][bookmark: _Toc7819791]Introduction
This report will discuss knowledge and information management skills in workplace in the context of Round Cars which offers online taxi booking services in Northampton. The organization was established in 2000 and since then it has been satisfying thousands of customers every year. The first section of the report has made a discussion on the concept and importance of managing knowledge in an organization. In the second section, the knowledge assets which includes both actual and potential knowledge assets of Round Cars has been identified and analysed. After that, how Round Cars is managing knowledge in their organization will be evaluated. The benefits that the organization has been enjoying for having intellectual property rights will be analysed in the next section. This report has also evaluated the framework though which our organization is ensuring knowledge sharing by analysing the knowledge requirement in Round Cars. Finally, I have recommended how the knowledge sharing framework can be improved in the organization. 













[bookmark: _Toc7819792][bookmark: _Toc5645553]Company Background
Round Cars has been mainly offering online taxi booking service since its establishment in 2000. The company also provides airport, coach, train transfer, parcels, events, nights out and shopping services to the customers. In addition, the company provides couriers services including small to medium sized package. Round Cars mainly offer its services in Northampton. The company ensures that the drivers offer professional, friendly and polite services to the customers and for this it provides training to the drivers. For ensuring security, the company ensures that the cars are licensed and inspected and include broad CCTV recording services for the safety and security of the passengers. The company have different pricing for different slots. For example, during day time the charge for the taxi is £1.80 for the meter start and £1.80 for each mile and 10p for 22 seconds waiting. But for night time, the rate is £2.80 for the meter start, £1.80 for each mile and 10p for 22 seconds waiting. 
[bookmark: _Toc7819793]Providing an evaluation of the concept and importance of knowledge management in the context of Round Cars
[bookmark: _Toc5645554][bookmark: _Toc7819794]Explaining the relationship between data, information and knowledge
The raw facts that cannot create meaningful value for the users is called data (Bergeron, 2018). The usefulness of data varies from person to person. In Round Cars, different type of data is collected to create meaningful information. For example, on 21st December 2018, one of our customers named Jack complained our services. Here the data are the name of the customer Jack, the date 21st December and the year 2018. This a data which is needed to be analysed for create meaningful information. 
When the data is processed to create meaningful something for the users so that the users can make decisions based on the meaningful something then the data is called information (Dau, Mugnier and Stumme, 2015). Information can create significant value for the organization as it helps in making decisions for the organization. For example, after analysing December 2018, complaints data we found that 1.45% of our customers complained about our services which is 20% more than that of November 2018. So, our managers focus more on the quality of our services. This is an information as our managers could make decisions based on this. 
Knowledge can be defined as the set of skills, experiences and concepts that a person develops through learning. Actually, knowledge means having lots of information regarding a particular thing. For example, I have information on making financial decisions, different tools and techniques for evaluating the financial projects and different ways of funding the projects. That means I have knowledge on making financial investment decisions. 
There is a strong relationship among data, information, knowledge and wisdom which is presented through the following DIKW model: 
[image: Image result for dikw model]

Figure: DIKW model
Source: (Collinson and Percell, 2004))
Wisdom refers to application of knowledge to solve real life problems or to complete a certain task. Wisdom is the application of knowledge in the practical life. If knowledge cannot be applied this cannot create value for the users. For example, in December 2018 the complaints rate of the customers was 20% more than the complaints rate of November 2018. Our customer service manager has the knowledge of dealing with customers’ complaints effectively. Thus, she focused on improving the service quality in January 2019 and became successful in reducing the complaints rate by 23%. This is the application of knowledge in the practical life which is called wisdom. 
The DIKW model presents that from data we get information and by using the information we can have knowledge. If we apply the knowledge in our practical life effectively and efficiently then this becomes wisdom. So, we get one thing from another. That means the relationship is strong among the four things. 
[bookmark: _Toc5645555][bookmark: _Toc7819795]Explaining the relationship between individual knowledge and organisational knowledge
The skills, experiences and knowledge of the individual working in an organization is called individual knowledge (Davenport and Pursak, 2000). The individual develops their knowledge through learning at different stages of their life. On the other hand, organization knowledge is the knowledge that is created when the employees in the organization work together. Organization knowledge is the paired version of the employees’ individual knowledge in the organization. For example, when the employees work in a team, they together use their individual knowledge so solve organizational problem (Dupuy, 2014). This called organizational knowledge as the knowledge of individual employees paired together to complete the tasks or solve the problem of the organization. 
The relationship between individual and organizational knowledge varies from organization to organization as the culture and form of communication varies among the organizations. For example, in our organization the culture is open culture. That means we can share our knowledge, skills, ideas and opinions with other without maintaining much formal relationship. Thus, we can ensure better knowledge sharing. Moreover, we complete our tasks in team form. Thus, our managers can ensure better knowledge sharing among the employees and our combined efforts is higher that the organization which follows closed culture (Frappolo, 2018). Moreover, the form of communication among the employees and managed also have significant impact on the relationship between individual knowledge and organizational knowledge as explained below:  
· Formal communication
· Informal communication
Formal communication: When the employees and the management make communication through the formal communication channel maintaining the formal relationship among them then this is called formal communication. In formal communication channel the formal relationship among the employees is highly maintained (Easterby-Smith and Lyles, 2003). That means the employees and management cannot communicate among themselves freely. For example, if an employee having an idea or an opinion wants to communicate with the top management he or she need to communicate through his or her boss. Thus, ideas, knowledge, experiences and opinions cannot be shared easily and effectively. Thus, the employees cannot put their efforts together to achieve the goals of the organization. So, the relationship between organizational knowledge and individual knowledge is poor in formal communication channel. 
Informal communication: When the employees and the managers communicate among themselves without maintaining the formal relationship then this is called informal communication (Easterby-Smith and Lyles, 2003). In this communication platform, the employees and managers can share their knowledge and ideas with each other easily. For example, in our organization we complete our tasks in team form. We can easily communicate with our team leaders and other team members without maintaining the formal relationship structure. Thus, we can share more knowledge among one another. In addition, our organization has an online communication platform named “RShare”. Through this platform we can share our knowledge and ideas easily with the employees and managers at our department and other department of the organization. Thus, the relationship between organizational knowledge and individual knowledge is strong in our organization. 
[bookmark: _Toc5645556][bookmark: _Toc7819796]Applying analysis and modelling techniques to identify knowledge assets 
The accumulated form of the skills, knowledge and experiences of the employees working in the organization is called knowledge assets. Identifying knowledge assets is the most crucial steps of developing organizational knowledge. In the following paragraphs, I will show how knowledge assets are identified in Round Cars: 
Focus group: A focus group is responsible for identifying knowledge assets in the organization through organizing meeting among the members (Davenport and Pursak, 2000). In our organization, the members of the focus group analyse and evaluate the ideas, skills and knowledge of the employees and they select the best ideas for the organization. Thus, the knowledge among the employees can be identified. 
Structural change: Sometimes, the management of our organization makes structural change that means they appoint the employees performing labour intensive works to perform capital intensive work (Griseri, 2002). Thus, the employees perform a complete different set of works. While working they share their ideas and knowledge with others in the department and thus knowledge assets can be identified.  
Information and communication technology: Now-a-days, using information technologies to identify knowledge assets has become more effective comparing to other ways. Our organization has an online knowledge sharing platform as already mentioned which is “RShare”. In this communication platform, the employees can share their ideas with others. In addition, when an employee faces a problem to complete his or her task, he or she simple posts the problem in the online communication platform (Easterby-Smith and Lyles, 2003). The employees of the organization regardless of their department and position in the organization can recommend strategies to solve the problem. In addition, other employees can also evaluate the recommendation of the employees and thus better solution can be identified. Using this platform, the managers can identify the best knowledge assets of the organization. They can also select the best ideas which can be implemented to achieve better outcome. Thus, using this online communication platform, Round Cars identify knowledge assets in most of the time. 
So, these are the ways that Round Cars used to identify knowledge assets among the employees and use the knowledge assets for achieving the objectives of the organization. 
[bookmark: _Toc5645557][bookmark: _Toc7819797]Evaluating the actual and potential knowledge assets
The knowledge assets that our organization has can help the organization to achieve its goals. But at the same time, the management can identify the potential knowledge assets so that they can be used in the future to improve the profitability and return of the organization (Griseri, 2002). The following section will discuss on the actual and potential assets that Round Cars has and it can use to improve profitability: 
Actual knowledge assets: 
Human knowledge assets: Human knowledge assets refers to the knowledge, skills and experiences of the employees working in Round Cars. The employees of the organization complete the tasks and solve the problems of the organization using their knowledge (Davenport and Pursak, 2000). Thus, the organization can achieve its objectives in the short run and in the long run. To develop human knowledge assets the management of our organization selects the best employees in the recruitment process and then train them so that they can apply their knowledge in the organizational context. 
Structural knowledge assets: Structural knowledge assets mean the process, methods and structure that the organization use to complete its tasks (Ichijo and Nonaka, 2007). Using the structural knowledge assets, the managers select the best method or structure for the organization and thus tasks can be completed more effectively using employees’ knowledge. 
Intellectual assets: Intellectual property rights refer to the use of patent, trademark and copyrights to protect the brand name, software and other intellectual that bring competitive advantages over the competitors. Our brand name and the software that we use are intellectual assets. 
Potential knowledge assets:
Market knowledge assets: The knowledge of our managers regarding customers’ demand, trends and the strategies of the companies in the industry are market knowledge assets (Davenport and Pursak, 2000). Having a clear knowledge about the market will help our management in determining the best strategies for capturing market share and selecting the best pricing strategies. In addition, the management can decide which products or services to offer to the customers to attract and retain the customers. 
Innovation of the employees: The innovative and creativity skills of the employees is the crucial skills for achieving competitive advantages over the competitors (Griseri, 2002). The innovative and creative employees will develop new products that can attract more customers or develop new process which will improve the productivity of the employees. 
Administrative systems: The method used for managing the employees can also be improved so that the employees put their best efforts to achieve the goals of the organization. The organization can also improve the administrative system to achieve competitive advantages. 
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[bookmark: _Toc5645559][bookmark: _Toc7819799]Explaining what is required to create, store, apply and integrate knowledge
The process of acquiring the knowledge by the employees, retaining and transferring the knowledge among them and applying the knowledge to achieve the goals of the organization is called the knowledge management cycle of an organization (Jones, 2001). To determine what is required for our organization in order to create, store, apply an integrate knowledge we need to understand the knowledge management cycle of Round Cars as explained below:
[image: ]
Figure: Knowledge management life cycle
Source: (Easterby-Smith and Lyles, 2003)
Knowledge creation: To create knowledge the employees of the organization need to learn skills, experiences and creativity. In order to create knowledge, the human resource manager of our organization selects the best employees during the recruitment process and then trains them so that they can apply their knowledge in their practical life (Knowledge Management System, 2010). In addition, the employees are motivated to put their best efforts so that the employees use their knowledge effectively for achieving organizational goals. For example, the human resource manager of Round Cars organizes a one-week training program for all the employees to train the code of conducts in the organization so that the employees have knowledge on the culture of the organization. In addition, last year we participated a 5 days training program on evaluating funding alternatives and selecting the best funding sources for the organization. The knowledge of evaluating funding alternatives helps me to select which financing sources to use for the organization; whether to use equity financing or debt financing. In addition, our managers also acquire knowledge regarding the customers, employees and industry by making market survey, analysing the information and collecting information regarding the industry.
Knowledge store: After acquiring the knowledge the management of Round Cars manages the process of storing the knowledge and retaining the knowledge. In our organization, we use information technologies to store the knowledge that we acquired (Lehaney, 2014). For example, our managers store the information of the employees in the employee data base system. In addition, the knowledge of the customers and the industry is also stored in the database system of the organization. The organization also use data warehouse so that all the departments can keep the information in a single database system. 
Knowledge integration: In order to integrate the knowledge our managers ensure that the employees are transferring the knowledge among them. In Round Cars our employees transfer the knowledge through training program, education and socialisation. When we participate in a training program, our trainers share the knowledge with us (Easterby-Smith and Lyles, 2003). Moreover, we share our knowledge with other employees when work in a team. In team, we share the knowledge with other employees and thus we can integrate our knowledge to solve a particular problem of the organization. In addition, we also have an online knowledge sharing platform named “RShare”. Using this platform, we can share the knowledge with other employees and thus the knowledge of all the employees can be integrated and used for achieving organizational goals. 
Knowledge application: The managers and the employees of our organization apply their knowledge to complete their tasks and to solve their problems in order to achieve the goals of Round Cars (Sarngadharan and Minimol, 2015). We use our knowledge to make decisions and to solve organizational problems. For example, in last January, 2018 our customer relationship manager found that the complaints rate was increased by 20%. So, the manager used the information and focused on developing the quality of services of our organization and thus the problem was solved. This is how our managers apply their knowledge to solve organizational problems. 




[bookmark: _Toc5645560][bookmark: _Toc7819800]Considering the importance of intellectual property rights
The patents, trademarks, designation of origin and copyrights are called intellectual property rights as they protect the intellectual assets of the organization. The intellectual assets of an organization include the brand name, innovative products design, process and other things that create competitive advantages over the competitors (Sanchez, 2003). In Round Cars, we use patent and trademark to protect our brand name and the software that we use to provide services to the customers. The benefits of using intellectual property rights are explained below: 
Encourage innovation: The use of intellectual property rights encourages innovation and creativity among the organizations. If an organization develops a new products or process which will create competitive advantage for the organization and if the competitors can use the product design or process then the original developer will not get the benefits. As a result, the organization will not develop products (Schwalbe, 2014). But if their development is protected through intellectual property rights then the organization will be encouraged to innovate and develop new products, design and processes that will improve profitability. 
Gaining competitive advantages: If the new and innovative products, processes or methods of the company which develops them, the company will get competitive advantages over its competitors as the company can attract more customers with new products or increase productivity through new processes or methods. 
Benefits of the customers: When a company develops new products, the customers can enjoy the new products (Schwartz and Te’eni, 2011). At the same time, developing new processes or methods increase the productivity of the company and thus the cost of producing new products can be reduced. As a result, the organization can offer the products to the customers at lower prices and thus customers’ satisfaction can be maximized. 
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[bookmark: _Toc5645562][bookmark: _Toc7819802]Explaining the contribution knowledge management have on Round Cars
The process of capturing knowledge to achieve the goals and objectives of the organization is called knowledge management. Though proper knowledge management the managers of an organization can ensure better decisions making, more integration of knowledge among the employees and improvement of productivity of the employees (Sanchez, 2003). Through making proper knowledge management the managers of Round Cars can make following contribution to the organisation: 
Access to information and knowledge: If the managers of an organization have the available knowledge at the real time to make decisions, they can make the best decisions for the organization. Knowledge management ensures that the managers of Round Cars have available information to make decisions (Sanchez, 2003). Thus, the managers of our organization can make better decisions for the organization. In addition, the information can be shared with other departments easily through proper knowledge management process. I am a Finance Manager of Round Cars. I need to have access on the knowledge of fund requirement, expansion projects and sources of funds for the organization. If I have the available information on these requirements, I can make better financing decisions for the organization. 
Integration of knowledge: The employees of our organization can share their knowledge with other employees and managers and vice versa. Thus, their knowledge can be integrated to solve organizational problems or to complete the tasks (Wiig, 2013). Through proper knowledge management our managers ensure the sharing of knowledge among the employees and managers. In addition, when we make teamwork, we can effectively share our knowledge with other employees and ensure better integration of knowledge. 
Promotion of innovation: Proper knowledge management also ensure better innovation within the organization. In our organization we have an online platform for knowledge sharing and using the platform we can share our knowledge with other employees. In addition, when an employee has an idea, he or she can post the idea on the platform. If the idea is innovative the managers select and promote the innovative idea. Thus, innovation can be promoted in our organization. 
Improving efficiency and productivity: Ensuring proper knowledge sharing, the managers can select the best idea and best way to perform a particular activity. Thus, the best process can be implemented in our organization (Tiwana, 2012). As a result, the productivity of the employees can be maximized. In addition, when an employee faces a problem, he or she can share the problem with other employees through knowledge sharing platform. Thus, the problem can be solved easily and efficiency can be improved. 
[bookmark: _Toc5645563][bookmark: _Toc7819803]Evaluating the knowledge requirement for Round Cars
To evaluate the knowledge requirement of our organization, our managers use knowledge gap analysis. Knowledge gap analysis is a framework which is used to determine what the organization must know, what the organization currently knows and the gap between their knowledge requirements and current knowledge. The following diagram shows the knowledge gap analysis for Round Cars:
[image: ]

Figure: Knowledge gap analysis
Source: (Sanchez, 2003)
What Round Cars must know: 
Our manager must have knowledge on customers’ demand for online taxi booking services, the industry of online taxi booking services in UK and other knowledge to provide better services to the customers. 
· The management must have clear understating about the demand of the customers in the online taxi booking market. What type of services the customers are demanding and the price they are willing to pay for the services. If our managers have knowledge on customers demand and price expectation then they can offer better products at proper price. 
· The managers should also know the condition of online taxi booking industry in UK. if the managers have deep knowledge on the online taxi booking service industry in the country, they can design better survives analysing the trend of the industry. 
· To compete with the competitors effectively, the managers of Round Cars must have better knowledge about the competitors. If they can understand the strategies that the competitors in the market are following, the managers can beat the competitors and capture large market share. 
· To provide better security of the customers’ personal information our managers must also need to have knowledge on security system. 
· The managers must have the knowledge of social classes that the organization is serving. Having knowledge on the social class of the customers will help the managers is making different categories of services. 
What Round Cars knows
· The managers have knowledge on the UK online taxi booking industry. Currently, this is an industry of £700 million and it is growing at a rate of 6.75% per year. 
· The customers are demanding a safe and secured taxi for their ride. That means they are demanding experienced drivers, better taxi and good management. 
· The customers who do not have personal cars of their own are usually taking the online taxi booking services. 
· The customers are taking our services during morning and evening time the most. 
Knowledge gap:
· The managers do not have clear knowledge on the strategies that the competitors are following. So, the managers need to have deep knowledge on the competitors’ strategies. 
· The organization also need to have better understating of the customers’ demand. For this the managers can make online market survey. 
· Our employees and managers do not have high knowledge on data security. So, this knowledge is also needed to be developed. 
[bookmark: _Toc5645564][bookmark: _Toc7819804]Evaluating the current knowledge sharing framework of Round Cars
The employees of our organization share their knowledge through the online platform name “RShare”. They also share knowledge when they complete their tasks through teamwork. Using these two frameworks of knowledge sharing, the employees of Round Cars can share their ideas, opinions and knowledge easily and effectively. 
The platform that we use for knowledge sharing in Round Cars is informal communication channel. While doing teamwork the members of the team can easily share their problems, ideas and opinions with other members of the team very easily (Wiig, 2013). Thus, their knowledge can be integrated and applied for completing organizational tasks and solving the problems of the organization. 
In addition, we use our online knowledge sharing platform named “RShare” for sharing the knowledge. In this platform all the employees can share their ideas, knowledge and problems with other employees. For example, when an employee faces a problem, he or she posts the problem in the platform. The managers and other employees analyse the problems and shar their recommendations and alternative solutions. Moreover, the managers and other employees can also evaluate the suggested recommendations and alternative solutions of other employees. Thus, the best solutions can be determined and the employee can solve his or her problem effectively. 
Moreover, in the knowledge sharing platform the employees can share their ideas or opinions on a certain process, method or any other thing that can create value for the organization. Thus, the managers can analyse the ideas and opinions of the employees and select the best ideas for the organization. As a result, the process and method of the organization can be improved and updated. Thus, the level of productivity of the employees also increases and the organization can achieve its goals more effectively. 
The online knowledge sharing platform also helps the employees to communicate with one another in the organization. This increases the bonding among the employees and the employees feel free to share their knowledge with others. Thus, a knowledge sharing culture in our organization can be established. 
So, the frameworks that Round Cars use to ensure knowledge sharing among the employees seem very effective as the employees can share their knowledge, ideas and opinions with other employees more easily and effectively. 
[bookmark: _Toc5645565][bookmark: _Toc7819805]Recommendation of the improvement of the current framework of knowledge sharing in Round Cars
The management of Round Cars can still improve the knowledge sharing platform in the organization and increase the effectiveness of the platform. The employees who share their knowledge can be awarded so that they feel motivated to share their knowledge with other employees. At the same time, the employees of the month can be selected so that the motivation for sharing knowledge among the employees can be maximized. For example, our managers can offer some financial and non-financial incentives who share knowledge with other employees and thus the participation among the employees for knowledge sharing can be increased. 
In addition, the managers also reward the employees for sharing their ideas and opinions regarding a particular process or method used in the organization. As a result, more employees will also participate in the process (Sanchez, 2003). Although we can share our knowledge with other employees while doing teamwork, the sharing is restricted to the team members. So, the managers of our organization can also improve the communication with the members outside the team. Thus, a better integration of knowledge can be ensured and we can contribute more to achieve organizational goals and objectives. 
The managers also need to monitor the activities of the employees in the knowledge sharing platform. There are some employees who are creating problem in the platform. As a result, the conflicts among the employees also increases in the platform. So, the managers can improve the monitoring of the activities of the employees in the platform so that the conflicts among the employees can be minimized and employees feel more motivated to share their knowledge, ideas and opinions in the platform. 
The managers can also focus on developing the formal communication channel among the employees and the managers. Thus, a better and effective knowledge sharing can be ensured in the organization and the organization can improve its profitability and return. 




[bookmark: _Toc5645566][bookmark: _Toc7819806]Conclusion
Managing information and knowledge among the employees of the organization is one the key factors for achieving the goals and objectives of the organization. So, if the manager can ensure better knowledge sharing the individual knowledge of the employees can be integrated and applied for completing organizational tasks. In addition, knowledge management also helps the managers in making better decisions for the organization and which improves the profitability level of the organization. 
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