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[bookmark: _Toc456901515][bookmark: _Toc72441230]Introduction 
This report will be split into 3 sections, it will firstly focus on data, knowledge, and information, using Admiral car insurance as an example using the DIKW pyramid showing how data is turned into knowledge to acquire information. A Contrast and comparison of individual and organisational knowledge will also be discussed alongside an evaluation of potential knowledge assets as well as actual assets. In section 2 the student will explain requirements to create, store, apply and integrate knowledge as well as demonstrate a knowledge management process to develop the organisation. Importance of IPR will also be explained with an example to show the student’s understanding. In the 3rd section of this report the student will focus again on Admiral, their knowledge assets, knowledge requirements finalising with framework used for knowledge sharing.
[bookmark: _Toc72441231]Section 1
[bookmark: _Toc72441232]1.0 Data, Knowledge, and Information.

Data
Data is a collection of individual facts and statistics often in number form, they in turn have no meaning, making it difficult to understand, also referred to as ‘Raw Data’. The raw data does have some meaning however at this point it has not yet been translated into information, As Hope (2019) explains, data has no meaning if it is not put into context for either ourselves as humans or even a computer.  

Knowledge
Knowledge is the knowing of something, it is information that we retain with an understanding of which we are familiar with, the familiarity of the subject is gained through several factors such as our experiences, study, and awareness’s as well as many others. It is important that the person who attains such knowledge is aware of truth and fact and being able to differentiate between the two. Knowledge can be either tacit which is when the knowledge is retained in the mind or explicit which is when knowledge has been codified, shared, and stored for others to gain access too as and when required. Henriques (2013) talks about a development known as ‘Theory of Knowledge’ it teaches students how to approach different areas of inquiry with the grounding of how knowledge systems are built.


Information
Information is data which has been converted to make it understandable for the person/persons. Information must have relevance to the person in question as information is what contributes to decision making and our own personal opinions and beliefs. Sirianni (2017) explains how the information process should ideally become part of a wider review process when used in business, it is important that the value of the information promotes actions that arise from the information in question.
[bookmark: _Toc72441233]1.2 The DIKW Pyramid
The ‘DIKW Pyramid’ is a model which represents the relationship between data, information, knowledge, and wisdom. The concept of this model is to make sure the data collected can be successfully translated into meaningful context, in turn the knowledge we gain through this can ensure that the individual can make better informed decisions. The pyramid is made up of building blocks each one being a step higher than the previous. Kelly (2018) explains according to Davenport and Prusak (1998) the DIKW model has turned into a pragmatic schema, helping people in organisations to understand how to get knowledge from data successfully.
[image: ]Brahmachary (2018)











The table below gives an example of the DIKW pyramid mode in use, in this specific example it is based on the number of inbound calls waiting throughout various times of the day. 

	DATA
	8 – 11 = -100, 11-4 = 200 +, 4 – 8 600 +

	INFORMATION
	Between the hours of 8am and 11am less than 100 calls are waiting to be taken, between the hours of 11am and 4pm 200 plus calls are waiting the last remainder of the day between the hours of 4pm and 8pm the calls waiting increases again with over 600 calls waiting.

	KNOWLEDGE
	The figures suggest that in the early part of the day less calls are received, increasing throughout the day especially in the later part of the day between the hours of 4pm and 8pm.

	WISDOM
	Based on the figures regarding calls waiting, it suggests that more heads are required to cover the later part of the shift as it tends to get busier throughout the day this could be resolved by employing more staff and increasing the number of teams that work the later shift.


[bookmark: _Toc72441234]1.3 Individual and Organisational knowledge.
Organisational knowledge is a mix of both tacit and explicit, it is contained within an organisation which provides that business with value. This type of knowledge is built up from several different things such as product knowledge, success as well as failures and feedback plus many more. Organisational knowledge is easily accessible to its employees ensuring a smarter workforce is built which in turn will help the company grow and be successful. Tsoukas and Vladmimirou (2001) explain how Kay (1993, p.73) states that even though this knowledge does have explicit tendencies it is specific to the firm and if protected this knowledge is not available to other firms.  Individual knowledge is information that an individual believes in as justified truth, this information is more tacit as it is stored in memory via that person’s brain, or they may store it or back it up on a system such as a computer or usb stick for example for use if required, they have full authority over this knowledge and decide if and how it is to be shared. 
[bookmark: _Toc72441235]1.4 Modelling Technique to identify a workplace knowledge asset.
Kleinhans (1989) explains how knowledge-based models consist of qualitive data, which is then implemented in a specific way for the reader to understand via a hybrid rule and frame orientated programme. For example, a process flow chart can be used as a modelling technique, it has graphical representation of a process carried out within a business. It is visually used as a way of getting a top to bottom understanding of how a certain process is carried out consisting of several different steps with various outcomes depending on decisions made and answers given. A process flow chart is used for employee’s based on how to deal with call’s regarding a customer having a cheaper quote elsewhere compared to what their existing company has offered it is known as ‘save the business’. 
· Confirm the customer’s alternative quote (price and brand)?
· Apologise and show empathy.
· Ask questions about their policy. 
· Compare the policy with the alternative policy.
· Are there any differences?
· Listening skills
· Questioning skills
· Resell policy, what it includes etc.
· Offer discount.
· Cancel or resume based on customers response.

The point’s listed above are what contribute to the knowledge assets required when carrying out this type of call. It is important to make the customer feel valued so specific wording, tone etc play a big factor. It is important that the customer is listened to, and this will show when it comes to comparing policies. It is important to highlight any differences between policies especially any negatives towards the alternative policy for example the cheaper quote has a much higher excess or may not include certain products that the existing policy does.

[bookmark: _Toc72441236]1.5 Evaluate actual and potential knowledge assets.
Below a table has been drawn up based on 5 knowledge assets used by Admiral car insurance within their renewals department. This department is what retains existing customers for another year, a new quote is sent each year and the customer then contacts that department to discuss the quote, to make changes, to renew or in the unlikely event to cancel. Although these assets are of great success within the department there is always room for improvement especially with how large the insurance market is. Kohn (2020) explains how important it is to understand what knowledge assets are, as they are critical in maintaining a competitive advantage whereas Migrator (2018) believes that there can be some challenges such as motivating employees to share, reuse and apply knowledge assets in a consistent way. 

	Information Technology
	Computer systems used when dealing with customers. The system must generate various increases or reductions in price based on what information is put into the system via the customer’s request. Also, the telephone infostructure must ensure that the right calls are routed to the correct department again this is led via the customer.

	Product Knowledge
	As an insurance advisor it is important that product knowledge is always up to date. This is ensuring that the customer is aware of what is available to them such as optional extras for example a multicar policy if they have more than one car in the household (saving them money) or a courtesy car option if the advisor can see that the customer does not own or use another vehicle in the unlikely event of their car being involved in an accident.

	Decision Making
	It is important that the agent knows what questions to ask and when they need to be asked depending on what the customer is calling for, say for example a customer has gone from being unemployed to employed it would be vital to check if the car would require commuting or business use and if their mileage would increase due to this change. As a retention department it is important that the right amount of discount is being used as it is specific to each customer and sometimes not all of it needs to be used. Specific rules need to be adhered to when deciding on how much a customer is entitled to as well as other factors such as other quotes from other companies etc.

	Human Knowledge
	It is important that the agent feels capable of manoeuvring around the systems used to ensure each customer that is dealt with is not being put at detriment due to an employee’s lack of knowledge regarding the system used. For example, a customer changes their vehicle, but the agent does not update the reg plate, this could then cause detriment to the customer if stopped by the police, this also puts a negative view on the insurance company.

	Market Knowledge
	Insurance knowledge in general is highly important because it can change as often as daily, this can be relayed very quickly via email updates for example. It is also important to have a good knowledge of other insurance competitors to be used for when comparing, however it is very important that the knowledge you have on those other companies is accurate and up to date so false information is not being given to try and retain custom. 



[bookmark: _Toc72441237]1.6 Actual and Potential Knowledge Assets
A strategic analysis model known as SWOT analysis has been completed below as Wagner (n.d) believes that SWOT analysis can help determine not only strengths but weaknesses, whilst also identifying any opportunities or threats, this can in turn result in increased sales and will also build strength in the business. According to Business case studies (2020) ‘SWOT’ analysis is also good for processing large amounts of data, making it still easy to get a good overview of the situation focusing on more specific matters. This makes this model perfect for large companies such as Admiral as they have a lot of information to take into consideration when looking at actual and potential knowledge assests.


	STRENGTHS
· Organisational culture
· Product knowledge
· Information technology
· Decision making
· Human knowledge
	WEAKNESSES
· Customer loyalty
· Claim rates hiking up which in turn increases renewal premiums.


	OPPORTUNITIES
· Increase in share price.
· Increased employment due to now being able to work from home, more office space.
· New and improve products available.
· Marketing – Adverts, social media etc.

	THREATS
· Other insurance competitors
· Pandemic – less people driving may not need insurance.
· Leaving the e.u 
· Staff leaving if unhappy in their job role.
· Law changes, ensuring everyone is aware of these.
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As per the previous section, definition of knowledge, data and information was given along with their relationship via The DIKW pyramid, using an example of how data can be turned into information to create knowledge. Moving on to this section of the report, it will show how knowledge is used in the workplace with examples of this regarding how it can be originally created, stored etc.  
[bookmark: _Toc72441240]2.1 Requirements to create, store, apply and integrate knowledge.
Knowledge creation comes from several factors such as practice, interaction, and education, it is also supported by information and data which is relevant in decisions being made to create new knowledge. Jasimuddin (2005) explains how knowledge storage is seen as a major building block by organisations, as it is not just for present but also future use so preservation is key it is also known as ‘organisation memory’ it Is important that the information stored can be re-used. 
Knowledge can be created via a mix of tacit and explicit knowledge for example an improvement on an existing product or even the creation of a brand-new product. A trial team may be used to sell this product to a specific market of customer’s this can help collect data on whether the product is of a need to the business if it will increase the profits. Once enough data is created from these trial teams it is then required to be stored so the information is accessible if required via various methods such as:
· Department intranet
· Paper handouts
· Trainers – face to face workshops
· E-mail
· I-learn (online training system)
To then apply this new product knowledge, it is important the staff have access to the various methods previously listed to ensure they are confident and most importantly compliant with the product in question. They are then able to apply their new knowledge, the original trial teams can have other employees listening in with them to see how the new knowledge is applied, they can also help mentor staff, as well as sharing tacit knowledge of what they find easy or even with what they struggle with regarding the new product and how to overcome customer objections etc. Integrating the new knowledge is when it is finally being used, so for example making a customer aware of what this new product is, explaining why it will benefit them. It is when the knowledge is taken from tacit to explicit, available to everyone who has had the various training and who is compliant to sell the new product. This information can be integrated to the employee via scripts to ensure correct procedure and information is given, this would be available on the online intranet making it available for all staff members who require it.

[bookmark: _Toc72441241]2.2 Demonstrate and understand a knowledge management process for organisational development.
A model used for knowledge conversion called the SECI model is made up of four modes, socialization (tacit to tacit), externalization (tacit to explicit), combination (explicit to explicit) and internalization (explicit to tacit). As Zeeman (2019) believes the SECI model does demonstrate a continuous process therefore it takes place in all organizations however Erickson and Rothberg (2015) argue that even though knowledge management is growing, the same knowledge management does not work the same for all businesses. 
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Socialisation
The employee has obtained a new job within another department of the company they work for. Specific training is giving, observation, listening etc.

External
The employee has successfully completed training however there is one system that they struggle with, it is known to the department that it can be quite tricky to get the hang of as it seems to be one thing that a lot of new starters take a while to grasp. The employee in question however develops their own process flow to help them understand and navigate around the system. The employee shares this with other new starters to see if this can help them also.

Combination
The employee has their 6-month probation review and receives feedback from their manager regarding the process flow, as it has not just improved the specific employees’ capability but also the new starters. However, the other employees struggled to completely understand certain terminology and jargon used because they have not necessarily come from another department, they have come from outside the company so certain wording is alien to them. The process flow is remade and smartened up using different wording making it easier for the reader to view and follow. 

Internalization
The employee received recognition for their work, they were promoted to a training role. The knowledge they shared meant that the length of time taken to train new staff was condensed, because of its ease and effectiveness when using the process flow for that specific system. The knowledge the employee obtained was now being shared with other staff members via a visual process flow which was uploaded on to the company’s intranet, making it always accessible, this implements explicit into tacit knowledge by training new staff and helping existing staff it they ever were unsure of something regarding the system in question.
[bookmark: _Toc72441242]2.3 Importance of IPR
Intellectual property rights are intangible assets which are owned and legally protected to prevent any outside use or implementation without consent. Within the insurance sector IPR protects things such as a company’s branding, a moto that company may use or even products and processes that set aside that business from other competitors within the market. According to the Government Digital Service (2012) having IPR in place give you the opportunity to make money from the intellectual property you own if it is protected in the correct manner. 

IPR protection includes:
· Copyright – Songs, films, artwork, books etc
· Patents – Protects inventors from their creations being used by other competitors.
· Trademark – Protected emblems, official signs, symbols etc
· DPA (2018) GDPR – Controls how personal or customer information is used by organisations or governing bodies.

As an example, Admiral insurance e-mail out a renewal notice to the wrong customer, this would be a breach of GDPR as a customer’s renewal policy does not just contain personal information such as address, contact number etc, it also confirms certain bank details as well, this could put the customer in great detriment, as a company Admiral have failed to protect that individual’s information. This could not only loose Admiral a customer but also detriment them in other ways, word of mouth from the customer, a hefty fine by the governing body are just some impacts this could have on a company. As Wolford (2018) explains up to 20 million or 4% of a firm’s annual revenue (whichever is more) is what is calculated depending on the severity of the breach to determine the fine they incur.

When GDPR was introduced in 2018 this did impact Admiral in many ways, there were many changes such as no longer were the telephone agents allowed to make notes on paper as this could get into the wrong hands if not discarded correctly. When taking payment from a customer you were no longer allowed to read the card number back, the actual call recording would mute when the payment screen was loaded ensuring that nobody could listen back to the call to misuse those details fraudulently. A customer also has a right to view all of their information a company has on them, all call recordings, notes and any other correspondence, a procedure used to be followed called a ‘SARS’ request, this give the business 40 days to produce and would come with a charge, however when GDPR was introduced, the 40 day cap was scrapped and was more or less revised to being done as soon as possible as well as the charge being removed. GDPR was not brought in to just protect customers but also employees, prior to GDPR employers already had to ensure that their employee’s personal details were respected and most importantly protected. GDPR changed some of the employer’s responsibilities giving the employee more right to what happens to their personal data as well as how consent was gained regarding employee data.

[bookmark: _Toc72441243]Section 3
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In section 2 of this report an explanation of how data is created, stored, applied, and integrated as well as an example of the ‘SECI’ model and an overview of IPR, in this third and final section the contribution of knowledge assets and requirements will be uncovered followed by a framework model used to enable knowledge sharing.
[bookmark: _Toc72441245]3.1 Knowledge assets that contribute to Admiral.
Admiral has several different departments which all require and implement different knowledge assets dependant on the job role. In this report, the department mainly being focused on is the renewals/retention department. In order to be competitive Admiral have to ensure they have up to date market knowledge so for example their maybe a specific team who do research on other competitors, especially those who we seem to be loosing more customers too, this would entail an individual comparing and contrasting what is different, what makes that other company better than Admiral, they would then document this information via a spreadsheet perhaps or even make notes, at this point the information is tacit until the full outcome has been reached in turn it would be then explicit knowledge shared to those who require it. Admiral also need to ensure their staff have a good training team in place to ensure human knowledge is implemented to their staff taking these calls, they need to be capable and confident in what they are doing to ensure customers have trust in them as their insurance provider. One of the key assets a renewals agent would require is product knowledge, being aware of what is available to that customer, when to advise that customer, compliantly giving the correct terms of the product to protect the company from any detriment. Majority of knowledge assets Admiral’s renewal department require come under strategic assets. Kyengo and Kilika (2017) describe strategic assets as difficult to trade and imitate as they are appropriable and specialised ensuring the firms capabilities can put that firm into a more competitive advantage. Technology is also an important knowledge asset, without computers, laptops, telephones the department would not be able to run. Knowledge assets also reside in documentation it must be accessible to the user for them to correctly give information whether that be a specific script for selling a product or even to access a process flow of how to carry out a procedure. This information needs to be shared explicitly, whether that be on the company’s intranet, a favourite link on their browser for example, it is key that this information is accessible all the time. Management assets are of a big importance whether you are a team manager or a department manager it is important that you are seen to be leading by example to ensure your staff have trust in you and respect their management. Ematerise (2019)
states how healthy relationships between management and their staff motivates the employee which results in productive contribution within their job role as Smale (2014) quotes Henry Engelhardt the founder and CEO of Admiral ‘if people like what they do, they will do it better’.
 


[bookmark: _Toc72441246]3.2 Knowledge requirements for Admiral
All organisations have access to knowledge, this may be the understanding of a customer’s needs, the environment of the business as well as their staff’s skill set and experience. The way the knowledge is shared is vitally important as it is what impacts the ability to develop and become more successful. Admiral insurance is constantly evolving and thinking of new products and ways to be successful and increase their customer base. There are constant trials being run to see what works and what does not, if a product is worth investing in. It may take weeks, months years but it is important that the right employees who have various knowledge assets to ensure the correct knowledge is attained to help make an informed decision such as:
· Analytical skills
· Problem solving
· Customer service
· Numeracy 
· Attention to detail
Admiral also pride themselves on looking after their employees so when recruiting it is important to ensure the correct people are being selected, for example the outbound sales department would require someone with good sales skills, or the renewals department would look for someone who has good negotiation skills. If a role does not suit that specific person, they may look to put that person in another department for example a quieter personality will may be more suited to a smaller department if they have good number skills then for example the accounts team, a department in which staff work more interdependently and just get on with the specific duty they have been assigned.
[bookmark: _Toc72441247]3.3 Framework used for knowledge sharing.
Below A ‘PESTLE’ diagram has been created this information is what influences organisations as well as giving a professional insight into what external factors impact an organisation. Frue (2018) argues that using PESTLE alone only gives an insight to one side of the story leaving the other side incomplete however, Woodruff (2019) compares both stating how ‘SWOT’ focuses on internal strengths whereas ‘PESTLE’ is based on external factors, so as Morrison (2020) explains both of these frameworks, work well together it is what provides the organisation with information about potential opportunities as well as threats, for example shortage of staff in a specific department a change in the FCA regulations.
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	· Brexit
· Increase in Insurance Premium Tax
· Pandemic
· Global influence
	· Pandemic
· Share price
· Price inflation
· Consumer confidence
	· Career attitudes
· Lifestyle trends
· Career attitudes
· Cultural barriers
· Beliefs

	· Changes in information technology
· Technological awareness
· Social media advertising
· Various ways of communication, webchat, telephone, email etc
· Capable competitors
	· Employment laws
· Copyright & patent laws
· Insurance Legislation changes
· Customer attitudes
· Consumer safety
	· Environmental policies
· Input availability
· Growth in more environmental methods of travel eg cycling





	STRENGTHS
· Organisational culture
· Product knowledge
· Information technology
· Decision making
· Human knowledge
	WEAKNESSES
· Customer loyalty
· Claim rates hiking up which in turn increases renewal premiums.


	OPPORTUNITIES
· Increase in share price.
· Increased employment due to now being able to work from home, more office space.
· New and improve products available.
· Marketing – Adverts, social media etc.

	THREATS
· Other insurance competitors
· Pandemic – less people driving may not need insurance.
· Leaving the e.u 
· Staff leaving if unhappy in their job role.
· Law changes, ensuring everyone is aware of these.



[bookmark: _Toc72441248]Conclusion
This report has discussed data, knowledge, and information, using the DIKW model as an example regarding Admiral Insurance. The student explains the difference between individual and organisational knowledge, suggesting that both tie in together and is required to be successful as a business as well as an employee. The potential and actual knowledge discussed just shows how there is always room for improvement in the insurance industry due to the widening of various products and services required. For a knowledge management process to develop it is important that the knowledge is created, stored applied and most importantly integrated in a successful way to ensure the best outcome is generated. The student explains IPR and how this does not only protect the business and its employees but also how it has a duty of care and protection for customers also, which the student gives an example of. Admiral has many knowledge assets and requirements as the student has created framework to show this and its importance. There are so many different departments within Admiral, the framework, knowledge assets and requirements may differ, however based on this report, the student has mainly focused on the renewals department (retention) as this is where their expertise and knowledge come from. In this report it concludes no matter how big or successful an organisation is, it is important to remain current, always look to improve to remain up to date with the current society that we live in. Knowledge management and asset’s will evolve with technology and there is always room for improvement in such a competitive insurance market, it is a legal requirement not an option.
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