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[bookmark: _Toc456901515][bookmark: _Toc40612343]Introduction

Knowledge and information are essential within any organisation, in order that the business can run smoothly and have the best chance of success.  In this report the author will be telling us about Data Information and Knowledge. She will explain the relationship between them using workplace examples. She will be telling us about the relationship between individual knowledge and organisational knowledge also how organisations capture, store and apply while integrating all this knowledge into the company. The author will be explaining about knowledge assets and how to identify them. She will also touch on potential knowledge assets along with the contribution they bring to the business. Later in the report, she will go on to consider the importance and impact of Intellectual Property Rights have on the organisation. In the final part of the report, the author will evaluate the organisations framework for knowledge sharing. She will also recommend improvements to the current framework.  
	
2.0 Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets. 

The author explains here the importance of knowledge management. Knowledge management in itself is a process. This process is to define and structure, while retaining and sharing the experiences of the employees. The main reason for knowledge management, is to improve the organisations performance. The Main areas of knowledge management are, accumulating storing and sharing. in the context of an organisation’s knowledge assets. She will explain the relationship between data, information and knowledge and the relationship between individual knowledge and organisational knowledge. 

[bookmark: _Toc40612344]2.1 The relationship between Data, Information and knowledge.

According to (Russell Ackoff, 1989) the content of the human mind can be put into five different categories: data, information, knowledge, understanding and wisdom.
· Data  –  Data is a raw set of characters that can exist with or without any context, these can be in the form of numbers, letters, symbols, or pictures. These small pieces of data are collected to be analysed , they are  then given context; this is when data then becomes information. Information Data that has not been given any context is usually meaningless to a human. - An example of Data is 2c, 5f, 9e 17f and 20g, to anyone who does not have information on these numbers they are just numbers; meaningless to most.
· Information – Information is data that has been interpreted, communicated, given context or meaning. – The collection of numbers and letters in the statement above are warehouse storage locations in the branch of auto parts that the author works at. The numbers have been given context which has now turned the data into information.
· Knowledge – Knowledge is the information given about a person or fact, that is gained through education or experience and involves the individual making sense of what is happening. When you have informed knowledge that you know to be true it helps to make informed decisions and to learn from experience. knowledge is information that is intended to be useful. Once that the information about the numbers and letters above are known to a person, that person can find the part that has been ordered in a short space of time. Saving time sifting through all locations. 
· Understanding – this is when the question ‘why?’ is asked to make new knowledge. 
· Wisdom – Wisdom is built upon knowledge. This knowledge is taken and then judged on whether its right or wrong, good or bad. From the knowledge given about the locations of where parts are stored many people can then locate the parts. It is then easy for an employee that works in the stores department, to locate and retrieve the part ready for collection or delivery. This saves time as the employee from the sales team can continue with sales, rather than wasting time looking for the part that has been ordered. Thus, making it a smooth transition from sales to delivery or collection. 


[bookmark: _Toc40612345]2.2 The relationship between individual knowledge and organisational knowledge.

According to Nonaka's knowledge creation theory (Nonaka, 1991, 1994; Nonaka & Takeuchi, 1995; Nonaka & Toyama, 2003) only small amounts of knowledge are available in the form of Explicit knowledge – knowledge is recorded in a certain way so that people are potentially able to access it.. Most knowledge throughout organisations is in the form of Tacit knowledge (Polanyi, 1966).  Tacit knowledge is knowledge that has been retained in the head. This kind of knowledge can be more difficult to share. There are some challenges that come with the sharing of this type of  knowledge.
· The knowledge may or may not be true.
· Some important information could have been missed out.
· We may not know the quality of the source of information.
· The person receiving the information may not interpret it correctly.
· The individual may not want to share the knowledge as they may want to use it as power.
· This type of knowledge leaves with the individual when they move on to other organisations.
· May lead to misconception when the individual receiving the information does not understand the reason behind the action.
(Nonaka & Takeuchi, 1995) Created the SECI model (See figure below) to show the four processes that build on each other to transfer knowledge from Tacit to Explicit and from Explicit to Tacit. socialising is a way of transferring knowledge to another person through watching and learning. shadowing a person, with the correct knowledge is a very good way for someone to learn. The person learning then   receives the knowledge and retains it as Tacit knowledge. Throughout the authors workplace this knowledge transfer would occur when an individual shares information with their colleagues. It could also be via a team meeting or discussion. Externalisation is the transfer of Tacit knowledge to Explicit knowledge, an example of this could be when the Manager sends out performance reviews. The manager takes all the information that he or she has gathered and has put it in email format, enabling the individual to read and understand the information. Combination is the transfer of tacit to Explicit knowledge, in the workplace this could be when a training booklet has been revised and updated. The new updated version contains only information that is valid for the foreseeable. This process is known as Internalisation. This being the process of transferring Explicit back to Tacit knowledge. This knowledge comes from learning by having done the task in the way required. Having done a task as requested is a good way of learning. When reading instructions , they may not be properly understood.
The diagram below is the SECI model. It was introduced by Nonaka and Takeuchi, it should be a continuous swirl of knowledge, whether tacit to explicit or vice versa.it is shown by the arrows continuing around the square. This process is used in companies for ongoing knowledge sharing.

[image: ]

SECI Model (Nonaka & Takeuchi, 1995)

2.3 [bookmark: _Toc40612346]Apply analysis and modelling techniques to identify knowledge assets.

	Strengths
	Weaknesses

	
· Knowledgeable staff
· Discounts for loyal customers.
· Expert sales team
· Price comparison
· Good reputation
· Equipment
	
· High rate of staff turnover
· Spending money and hours on constantly having to train new staff members.
· Poor reviews on social media from disgruntled customers.

	Opportunities
	Threats

	
· New branches to be opened.
· New products
· Marketing/advertising
· Further training for staff.
· New opportunities for staff members.
	
· Covid -19
· Brexit
· High competition rate.
· Staff may be head hunted by rival companies.



Below the author has created a version of a SWOT analysis to identify knowledge assets within the organisation that she works in.

 By the staff having the knowledge of the business, we create an environment in which both the supplier and customer are happy with. The staff member can feel secure in that she knows what she is doing and that she is giving the customer the right advice on parts they are buying. The customer can have faith in the staff members they are dealing with. The suppliers can also have confidence in their team of staff, knowing that they have the capability to give the customer what they want and an excellent service. Without the knowledge of the way the business works, the staff would not be able to supply the customer with the service that they require. This would then result in unhappy customers, bad reviews and loss of sales. This would also lead to loss of income ,resulting in less staff needed. Staff members in turn lose their jobs and the business starts to fail.

[bookmark: _Toc40612347]













The Author has become knowledgeable about the way the business is run over the years working for the company. Having that knowledge enables her to get on with her work , without having to take time out to ask other staff members.  Being knowledgeable lets her make decisions about any problems or questions that are being asked. 
[bookmark: _Hlk72664855]The knowledge assets that are a weakness to the business are a high staff turnover. One of the main reasons for the high turnover the author believes is because some of the staff members take a driving /delivery job  ,either while studying or while they find a better job with more money.   Another asset the author believes is a weakness is the high amount of man hours and money spent on training new staff  due to staff leaving. The author believes if the staff turnover were not so high the business could spend more time and money  in other areas of the business. Such as training existing staff further or completing other jobs such as advertising. 
An asset the author  believes is an opportunity for the business is new products and a more choice Offering a lower priced product that is still high in quality. Giving the customer more of a range to choose from while staying within their budget. Advertising on social media platforms  is a  popular thing because potential customers can see the  photos of the product. Another asset the author considers to be an opportunity is the opening of new branches. This gives the company the opportunity to pick up customers in other areas and to be able to branch out with the delivery service. If stock is delivered from another branch , it can reach the customers that are quite local to receive parts more promptly.
The author believes that environmental factors such as Covid -19 are a threat as it has essentially put much of  world on hold, it has slowed businesses down with some businesses potentially not being able to recover from the setbacks. It has also given people less money to spend. Many of the customers are either out of work on furlough or have been made redundant. The company has been lucky in this respect as it deals in lorry and trailer parts . Essential deliveries have not stopped . The company also supplies the emergency services and keeps them up and running. Quite a few staff have been furloughed or made redundant as most of the bus companies that they supply have been on stop. Another threat that the author has considered is staff members being head hunted. If the company does not look after their staff members they could be tempted by offers of a better job either at a higher level or with better pay or perks The author herself  has experienced this in her previous employment . having felt undervalued and  under paid. She has taken a lesser role in a different company, that makes her feel appreciated. 



2.4 Evaluate actual and potential knowledge assets.

Th author has created a grid analysis to help compare a range of actual knowledge assets and their importance. She has created  a second grid analysis to compare the  range of potential assets and their value and  importance to the company. The scale is 1-5 with 1 being the lowest and 5 being the highest.



Actual knowledge assets
	Options
	Cost effective
	Value to the company
	Customer experience
	Total

	Importance
	4
	5
	5
	

	Knowledgeable staff
	4 x 4 = 16
	5 x 5 = 25
	5 x 5 = 25
	66

	quality
	4 x 4 = 16
	5 x 5 = 25
	4 x 5 = 20
	61

	choice
	3 x 4 = 12
	4 x 5 = 20
	4 x 5 = 20
	52

	discounts
	5 x 4 = 20
	4 x 5 =20
	3 x 5 = 15
	55



From completing the Grid Analysis for actual knowledge assets, the author  has realised that knowledgeable staff are the most important asset to the company, closely   followed by the quality of the products. Choice being the next important and discounts being least important.

	Options
	Cost effective
	Value to the company
	Customer experience
	Total 

	Importance
	4
	5
	5
	

	Marketing/advertising
	4 x 4 = 16
	5 x 5 = 25
	3 x 5 = 15
	56

	Staff training 
	5 x 4 = 20
	5 x 5 = 20
	4 x 5 = 20
	60

	New part suppliers
	5 x 4 = 20
	5 x 5 = 20
	4 x 5 = 20
	60


Potential knowledge assets





The Grid Analysis for potential knowledge assets shows that staff training, and  new part suppliers are of equal importance to the company. Closely followed by marketing and advertising  but being the least important factor on the grid.



3.0 Demonstrate an understanding of important knowledge management processes in the context of organisational development.

The author explains in the next part of the  assignment her understanding of the importance of the knowledge management processes in the context of organisational development. In doing this shel explains how knowledge is created, stored, applied and integrated into the organisation. The report will go on to consider the importance of intellectual property rights. 

3.1 Explain what is required to create, store, apply and integrate knowledge.

According to (Joanne Roberts, 2015) a key element to acquiring knowledge is creativity and new ideas, giving the idea that knowledge is acquired the development of new knowledge in the organisation. Organisations may acquire knowledge through new employees coming into the business and sharing new ideas from previous roles or through training programmes or research and development. In the organisation there are lots of different ways in which information may be presented these may be in the form of.
· Emails
· Weekly newsletters
· Whatsapp
· Team brief sheets
· Face to face
· Team meetings
· Memos
· HR records
· E-Learning
· Policy documents 
· Risk assessments 
· Health & safety briefing
· Fire exits
· Audits

At the authors place of work most of these sources of information are stored in files on the company computer system. Some older sauces of information have been archived and stored in box files. Accessible if needed.
[bookmark: _Toc40612350]3.2 Consider the importance of Intellectual Property Rights. 
Intellectual property rights are a very  important factor in any business or organisation These property rights   are accepted all over the world. They give recognition to the  creator. They also provide incentive for new creations. They ensure material rewards and the availability of originally sauced products. This  protects the growth of economic growth and the  advancement in to technology.
4.0 Provide a framework for establishing a knowledge management culture

In this last part of the report the author will  provide  a framework for establishing a knowledge management culture. in doing this,  she will explain the contribution that knowledge assets may have on an organisation. The knowledge requirements for an organisation and for enabling knowledge sharing  . The author will  give her recommendation for improving the organisations current framework for knowledge management.
[bookmark: _Toc40612348]4.1 Explain the contribution knowledge assets have on an organisation.
Knowledge assets play a big part in any organisation. Knowledge assets can be human, in the form of individuals, teams or communities. Knowledge assets are basically know how. By having this know how we as a team can understand procedure. Giving us the incite to improve and be more effective and profitable.
[bookmark: _Toc40612349]   
[bookmark: _Toc40612352]4.2 Evaluate the knowledge requirements for the organisation	

The Author Has evaluated the knowledge requirements of the organisation she works for. Looking into it she has concluded that it has a very basic system, with lots of room for improvement. Knowledge is seen as an extremely important part of any organisation. Knowledge sharing is  crucial for the business to run smoothly. The systems put in place are catalogues of motor parts and spares. To be able to sell motor parts it is crucial that some knowledge of the mechanics of vehicles. Without this knowledge it is extremely hard to know what the part does and what advice to give. I have witnessed much time being wasted by sales staff whom don’t have this knowledge. Having to put customers on hold while they ask the other members of staff what they need to know. This kind of performance does not go down well with customers. Being a delivery driver for the company the author often has to face irate customers as they have been sent the wrong parts. Knowledge sharing between individual members of staff appears to be done during the working day. Not only does this waste time for the customer but also for the member of staff that is being asked for information.    

[bookmark: _Toc40612353]4.0 Evaluate the organisations framework for enabling knowledge sharing.

The  organisations framework in the authors opinion is very weak. There are not enough systems put in place to support the ongoing sales of the business.  There have however been improvements made on timing issues due to the opening of new branches. There are currently 4 branches to the organisation. 2 of which have been opened in recent years. All parts that are stocked by the company are catalogued with a brief description of the item. Some basic training is given to new employees but only on how to find their way around the catalogue systems. On the delivery side of the business , there is little training. When a new member of staff starts, they are required to shadow a longer serving staff member for as little as one day. They are then given a van and left to their own devices . Having to use satellite navigation from their own personal phones to find their way around. Most of the invoices for the parts have addresses on them but some only have the home address of the business owner. Leaving delivery drivers to google the business for an exact location. Once the drivers have encountered this problem they do learn from it. Many hours are wasted by this method. This is in fact the case far too often throughout the organisation. As far as the author can tell there is not enough knowledge management through out.

[bookmark: _Toc40612354]4.1 Recommend improvements to the current framework.

The author recommends that the framework of knowledge sharing throughout the organisation , is given an over haul. Staff inductions should most definitely be brought in. Proper training including health and safety should be given. There are currently no health and safety personnel on site. As the author mentioned earlier, knowledge of mechanics would most definitely be a plus on the knowledge side of things. A satellite navigation system with the correct addresses of customers is also a must, especially for new drivers. The delivery vehicles have tracker systems fitted and can be located at any time. The system is however very slow and often gives the wrong information. The sales office is an open plan design. Very noisy and it is sometimes difficult to hear what is being said. This also often contributes to mistakes. Quiet areas could be introduced so that knowledge sharing is some what easier to hear and understand. Monthly meetings are held for the managers of each branch and the business owner. However the managers do not share the contents of the meeting with other staff members. Staff meetings should be scheduled in for other staff members ,so they too can be up to date with any thing new to the business. 




[bookmark: _Toc40612355]5.0 Conclusion

In conclusion the author has had some insight into how the sharing of knowledge helps in the day to day running of any business or organisations. She has arrived at the conclusion that knowledge management can in itself be very simple or very complex. It can be shared through word of mouth, By showing a person how its done or by instructions. There are many ways in which we can share knowledge , through workshops ,media and of course a mentor. Knowledge can be lost or forgotten over time if it has not been shared. Some knowledge will be discarded over time as new things come into play and better more productive methods are brought in. Knowledge will never stop as we learn something every day. By sharing this knowledge with others we are helping them to learn. They in turn will also help by sharing the knowledge that they have learnt with others. 

There are a few inspirational quotes about knowledge sharing that the author would like to share with the reader of this assignment.
“Knowledge shared is knowledge squared” 
Winston Churchill was supposed to have said “The empires of the future are the empires of the mind” 
[bookmark: _Toc456901523] 
“Tolerated failure Imprints learning better than success”
“The way we know things is not the way we report we know things”.
“Power is gained by sharing knowledge , not hoarding it”
“put knowledge where people will trip over it”
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