









Knowledge and Information Management Skills for the Workplace






Lecture: Mohamed Kalam
Cod assessment: BMSW5106
Student name: Ailene Tudor Alexandru
Student No: 1817993


Executive Summary
Knowledge Management is defined as systematic process that stores large amount of information at single location. These systems may enable businesses to protect their confidential data from competitors. The report has evaluated the intellectual property rights importance in Starbucks.  It has discussed the concept and contribution of knowledge assets that is a crucial aspect of Starbucks.  The report has analyzed that Starbucks is financially stable and uses efficient knowledge management system to improve customer experience. The recommendation is that Starbucks must provide efficient guidance to staff members regarding the significance of knowledge management systems. The report has identified close relationship between data and wisdom. It demonstrates brief understanding about how companies can manage knowledge and collect large data about customers. It was indicated that there is a close correlation between social and organizational knowledge. The report has identified that how knowledge management may be regarded as beneficial factor for Starbucks. By adopting KMIS, firms can easily differentiate itself from other successful companies. The report has identified the significance of intellectual property rights in business operations. 
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Introduction

It explains the knowledge management concept and significance in Starbucks. It examines the data, wisdom, information, and knowledge relationship in the business. It explains the major processes of the knowledge management systemin Starbucks. It evaluates the intellectual property rights importance in Starbucks.  It discusses the concept and contribution of knowledge assets that is a crucial aspect of Starbucks.  It further established a knowledge management culture framework. The report further recommends major improvements in the framework of knowledge management. 
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Company Background (Starbucks)

[bookmark: _Toc45984841]Starbucks is the multinational coffeehouse chain of America that is located in Seattle, Washington. It was founded on 31st March 1971 by Jerry Baldwin. Starbucks is the major representative of US coffee culture. It operates its coffee business in 30,000 locations. The major products in which Starbucks serves includes whole bean coffee, instant coffee, hot and cold drinks. They also serve beverages and snacks like crackers and chips. Starbucks is a public company that operates in the coffee shop industry. The CEO of Starbucks is Kevin Johnson. Starbucks uses knowledge management for adapting itself to the changing needs of the environment and customers. Starbucks uses KM to avoid redundancy efforts in the business by sharing their valuable insights. The coffeehouse is well known for its strong brand recognition and delivering outstanding customer service. Here, we have chosen Starbucks as it used CRM system to collect large information about customers. The coffeehouse also used Intranet to strengthen their relationship with customers. The company used knowledge management to finds innovative solutions for specific problem. 




 
Task 1. Knowledge Management Practices

Knowledge management is considered as the mechanism that creates, shares, uses, and then manages the information as well as knowledge of the particular business organization. Knowledge management is defined as the approach that is multidisciplinary for achieving the business objectives by efficiently using their knowledge base (Rubenstein-Montano, 2001). Knowledge management often captures, distributes, and effectively uses the knowledge in the business for goal accomplishment. The essential goal of KM in the business organization is to improve organizational efficiency by significantly saving knowledge within the company. KM refers to the learning and training process in the organization. It composes the cycle of creating, structuring, sharing, and then auditing to maximize the collective knowledge effective in business organizations. 
Knowledge management comprises three areas that include:
· Accumulation of knowledge
· Storing the knowledge
· Sharing the knowledge
There are two kinds of knowledge management used by business organizations that are the tactic and explicit knowledge (Collins, 2010).  
Tactic knowledge management is considered to be less easy and more intuitive for sharing and packaging with other (Nonaka, 2009). It includes a proper understanding of the individual body language and the innovative thinking process. 
Explicit knowledge is regarded as management that can be easily taught and codified. It includes the mathematical equations and the way toner changes in the printer (Smith, 2001). 
The major example of knowledge management in the workplace includes
Training and Tutoring, expertise location, practice communities, and Q&A: These aspects involve direct knowledge transfer from the holder of the knowledge. This can be done through personal tutoring, training sessions of the business, group discussion, and online chats. For the expertise location, there should searchable matrix that should be built for competencies documentation so that an effective knowledge management system can be developed. To make sure that all the workers are having proper access to the overall expertise that is held in the business organization then smart workforce is established for makes quick and informed decisions for the company (Maier, 2011). 
The workers in Starbucks are flexible and intelligent that helps them to quickly spot business issues by effectively responding to innovations and information. Knowledge management focuses on the people and incorporates intuition or opinions while information management focuses on processes and hard facts (Alavi, 2001). 

Significance of Knowledge Management System

Knowledge management is an essential system that helps workers in business organizations in sharing, accessing, and then updating firm information and knowledge. It reduces the operational cost of the business and improves productivity (Bhatt, 2001). 
Speeds up the knowledge and information access: Knowledge management is crucial in the business as it helps them to find information that increases productivity and efficiency. It helps the Starbuck to work better by reducing their reinventing tendency. It lets the workers in Starbucks be aware of their responsibilities and task. Knowledge management also saves the organizational workers time, effort and resources as the destination is known in advance
Improve the process of making business decisions: It is helping the workers to improve their speed as well as the quality of making decisions by accessing the entire organizational knowledge. While making business decisions, collaboration tools help Starbucks to access the experiences and opinions of their customers and employees that later contributes to the additional perspective for making choices (Zheng, 2010). It helps Starbucks to develop future strategies through their past experiences. 
Promote the cultural change and innovation: Knowledge management is important in the business as it encourages and enables the collaboration, access, and sharing of ideas based on the latest information (Darroch, 2005). It enables the individuals in Starbucks to stimulate the cultural and innovation changes due to the changing needs. Knowledge management helps Starbucks to process, develop, acquire, and retain the old business knowledge so that changes can be made. 
Improve organizational efficiency: Due to faster access based on resources and information, workers can act suddenly. Starbucks uses technologies of social collaboration that improve the overall business process, performance, and efficiency. It helps Starbucks to reduce their cost and risk by significantly developing confidence in their workers. 
Increases customer satisfaction: The knowledge sharing, and cross-collaboration techniques help Starbucks to increase customer values. It helps the Starbuck managers to give the frequent answer to their customer queries for improving a particular service and product. 
Thus, knowledge management is crucial in Starbuck as it increases the ability to make decisions as well as efficiency (Coakes, 2006). It helps in fostering innovation, increase customer benefits, and reduce workers turnover.

Relationship between data, knowledge, wisdom, and information

DIKW is considered as the product's mind. They are relatively evaluated in ascending scale values. Data of the business have the least value while wisdom has the greatest. Information is an assemblage of data that helps to communicate (Bellinger, 2004). Knowledge is the individual potential for acting on the information. The data, wisdom, knowledge, and information constitute the intellectual assets for humans. 
Data: It includes the symbol and has raw data. Data has no relevance as it simply exists in the business organizations. Data includes letters, facts, words, graphs, and figures that are used for representing, condition, idea, and the object. Data is relatively the fact unit that has raw information and is derived from experiences and observations (Frankel, 2008). Data in the Starbucks display clarity that is easily refined and compressed for presenting the business value essence. The major examples of Data in Starbucks include the number of workers, their wages, and the time they worked. Good data governance may help businesses to access their historical data and enhance customer experience. By managing data, Starbucks may receive greater investment return and generate huge profit. Good data governance makes sure that information assets are properly organized and efficiently managed throughout the enterprise. It may help businesses to facilitate mutual accountability and greater transparency in business operations. It may also help businesses to restructure their business models and deliver better experience to buyers.

Knowledge: It includes the information as well as data application. It is considered as an appropriate knowledge collection and is the deterministic process in the business. Knowledge in the business shows the assured belief that can be seen, heard, understood, and read. Knowledge is the organized statement set based on certain ideas and facts as it presents experimental results and judgment by communication in a systematic way. When the information is essentially stored in mind then it comprises the knowledge. Starbucks creates and modifies knowledge through new information. The quality of knowledge in Starbucks depends on the agent properties. The major example of knowledge in Starbucks includes the employee’s information based on the time they work in the business so that a revised budget can be made for future projects. Firms can easily access accurate information by managing their knowledge properly. It stimulates innovation and fosters business growth. Customers often appreciate those companies that demonstrate wide knowledge of expertise. It may help Starbucks to explore new areas and possess rich base of knowledge. In this way, Starbucks may easily share knowledge through meetings, learning sessions, workshops, and other communication media. 

Wisdom: It evaluates the understanding and is considered as an extrapolative process. Wisdom comprises all ethical and moral codes. Wisdom helps the management in Starbuck to discern and judge among correct and wrong processes. Wisdom is the unique state and soul of humans that has integrated understanding and knowledge (Hooks, 2010). This is regarded as the essential human capital in the development process of the Starbuck. For instance, managers and workers can learn new things from their past experiences for reacting to particular business events and situations. Wisdom is regarded as foundation skill of marketing. It may help businesses to focus on core values like persuasion, target market, value proposition and leverage brand image. Wisdom may enforce Starbucks to move towards innovativeness and set clear picture of what company can do under complex situations. This will help businesses to adapt themselves in changing environment. Starbucks can easily build happiness and sense of belongingness among potential buyers by managing wisdom. It may help businesses to understand customer expectations and develop strategic plan accordingly. 
Information: It is organized, processed, interpreted, presented, and collected data. When data is communicated, presented, and interpreted then it becomes the information. It associated with knowledge-based on events, facts, and subjects that are in the communicable form (Cambridge, 2009). It is the structured data collection as it consists of retrieved and processed data that is further used by Starbucks for making decisions and forecasting. The major examples of knowledge in Starbucks include the employees’ data and their earnings to show the project budget. Information may help businesses to increase their labor productivity and expand their business into new countries. Tools like email servers, company billboard and chat services are considered as backbone for internal communication. At present time, IT systems may help Starbucks to deliver better customer experience and optimize business efficiency. It may enable businesses to revise their operational data on regular basis. Organization may also maintain separate documentation for specific product or service. 
Thus, Starbucks collects data, turns it into the information over a certain time frame, and uses this information as knowledge by later evaluating the understanding that forms the wisdom. 

Relationship between organizational and individual knowledge

Individual knowledge in the business is composed of several activities based on knowledge workers (Wright, 2005). The knowledge of individuals is less amenable for planning and analyzing the operational activities as they contain subpart giving some structure base that is not planned. The knowledge of individual needs approval from the senior before it is implemented in the business. 
Individual knowledge in Starbuck is composed of the communication partners, document deadlines, and business process. Starbuck considers the individual knowledge for optimizing and synchronizing the organizational process and activities. It thus describes the knowledge work based on individual perspective. The knowledge of individuals in Starbucks is characterized based on execution, variability degree, communication orientation, and self-organization. 
Organizational knowledge includes all the knowledge that is contained in the business organization and it further provides value to the business (Bollinger, 2001). Starbucks gain organizational knowledge from intellectual property, conferences, customer communications, feedback, and product knowledge. Organizational knowledge is captured through repositories that are an effort of knowledge management. 
Thus, organizational knowledge helps Starbucks to improve decisions and efficiency while individual knowledge suggests innovative ideas for product and strategies development (Delgado-Verde, 2011). Both organizational and individual knowledge is regarded as a crucial aspect for Starbucks to develop systems, strategies, and initiatives. 

Rationales for managing and capturing knowledge

The knowledge capturing and managing helps the organizational employees to gain access to the valuable information by delivering the best results to the business and customers (Bracewell, 2009). Knowledge in the business is managed and captured as the standard business process part. 
· It helps organizations to stimulate growth and innovation. 
· It helps the Starbucks in salving critical business issues; it helps them to make better and faster decisions. 
· It improves customer delivery. 
· It reduces know-how loss to Starbucks. It also helps the design promotion, appraisal, and performance in the business with knowledge capturing and sharing behavior. 
· It also helps Starbucks to explore the innovative approaches for promoting the behavior of knowledge sharing. 





SWOT Analysis Model
The Company used SWOT analysis to analyze the current market condition and also identify the strength and weakness of the firm. Starbucks is the biggest coffeehouse chain in the globe through innovative strategies. This model is a strategic management tool that helps to assess the strength, weakness, opportunity, and threat of the firm. 

	Strength
	Weaknesses

	· Premium coffee house
· Strong brand image
· Strong financial condition
· Efficiency, strategic and planning
	· High cost
· Negative publicity
· Competitor price is also impact on firm profits

	Opportunity
	Threat

	· To extend supplier network
· Increase product offering 
· Expansion of retail operation
	· Rising Coffee beans and dairy products
· Increase competition from local café
· Supply disruption
· Product boycott
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Task 2. Knowledge Management Process in the Organizational Development

Knowledge management comprises the several processes that facilitation the development as well as the application of organizational knowledge for creating value and sustaining the competitive benefits (Kucza, 2001). KMP process helps Starbucks to facilitate and uses the knowledge. KM is regarded as a continuous process that supports the tactic knowledge conversion into explicit and so on. KM process shows the way Starbucks handles organizational knowledge at various stages. The process of Knowledge management helps Starbucks to improve their organizational performance by utilizing a competitive edge for organizational growth. It helps to develop the improvements, skills, and capabilities of the workers of Starbucks. Following are the major KM processes involved in the organization development of Starbucks:
Identifying the knowledge needs: This is the first KM process that helps the business to identify knowledge types for designing and implementing the business strategy in a successful way. Starbucks focuses on knowledge needs for undertaking collaboration with employees, stakeholders, and customers. 
Determining the knowledge assets: This step involve identifying the type of knowledge assets that include competitors, product, government, processes, suppliers, and technology. Starbucks needs to plan strategies so that maximum return can be obtained from the knowledge assets. Knowledge assets help Starbucks to make better business decisions. 
Generating Knowledge: It involves knowledge acquisition based on a new product's political changes, technologies, and social changes. This step transforms raw information into meaningful knowledge that is crucial for a business to solve problems. It also generates knowledge by creating certain conditions through learning emergence. This is the crucial internal knowledge source that makes the tactic knowledge available for organizational purposes. 
Storing Knowledge:
This step preserves the already existing knowledge base and acquires recent knowledge in repositories. It is the storehouse based on a computer that keeps organized information regarding the knowledge domain (Samoff, 2001). It helps Starbucks to increase its collaboration, retain employees, and build organizational knowledge. 
Distributing Knowledge:

It is considered as the process that allows organizational members to have proper access to the collective knowledge. It helps Starbucks to improve relations with customers, solve problems and stimulate innovation. 

Utilizing Knowledge:

This process embeds knowledge into organizational products, processes, and procedures. Knowledge is fully utilized when Starbucks uses it for making business decisions. An organization that is learning often creates conditions for utilizing and then sharing the organizational contexts. It helps Starbucks to improve their learning, innovations, and decisions. 
KM feedback: This step of KM evaluates the knowledge assets' significance. It comprises the KM impact on the organizational performance and then suitable techniques are devised for KM betterment in the future (Bose, 2003). It helps Starbucks to work marker, improve productivity, and optimize an efficient workplace. 
Thus, Starbucks uses knowledge management for product designing and marketing. This KM process helps Starbucks to determine the work process and then make certain strategies for the sustainable competitive benefits that in turn develop the organizational growth. It also helps Starbucks to improve its service quality. The knowledge management process also helps Starbucks to make certain strategies develop its business vision, reduces cost, and increase revenues. Through the KM process, Starbucks has a wide impact on people, products, organizational performance, and processes (Chang, 2015). It has a major impact on people that increase the employee’s adaptability, learning, and gives them job satisfaction. 
The impact of the KM process is seen on products that add value and knowledge. It increases process efficiency, innovation, and effectiveness. It increases the organizational performance that leads to increased revenues, sustained benefits, and effective investment returns. Thus, people, business performance, processes, and products develop Starbucks in international markets


Techniques required for creating, storing, and applying integrated knowledge

The process involved in sharing, capturing, storing, and applying the integrated knowledge base is very critical to KMS. This usually starts with the identification of the location in which organizational knowledge is located (Karadsheh, 2009). This process is referred to as a knowledge map. Business organizations often create a knowledge map that involves decisions and workflow documentation process for identifying the key knowledge of the workers in the business. Knowledgeable workers create, disseminate, and then use the particular knowledge. This particularly comprises professionals, educators, designers, professionals, and writers.
Experienced managers of Starbucks have wealth of knowledge even they are not categorized in the knowledge workers. Once the knowledge location is identified then it is captured. Knowledge capturing comprises the document collection and then organizing it into a meaningful form (Watson, 2003). The proactive method is used in capturing knowledge that includes interviewing with a particular group and individual. Knowledge is stored in the repository form that includes databases, reports, and documents. The Specialized tool of software organizes the material in a usable and effective manner. 

Intellectual Property Rights Importance

Intellectual property is considered human mind fabrication. These rights are rewarded to individuals on their wonderful creation (Rights, 2002). It is relatively a hamper for the business organizations as it comprises many rights. IPR plays a prominent part in the business organization in identifying and then implementing the solutions of IP that gives immense benefits to the company. IPR fosters innovation in the business.
Starbucks effectively strategized and managed their IP assets to position themselves as a market leader. The management professionals of Starbucks commercialized these IP assets for generating revenues. It contributes to the state as well as the national economy in an enormous way.
There are numerous industrial organizations that relies on the enforcement of copyrights, patents, and trademarks while the customers’ uses these IP assets for purchasing the safe and guaranteed products (Halluin, 2004). Following points explains the importance of IPR in Starbucks:
· IPR generates breakthrough solutions for global business challenges (Kannan, 2010).
· IPR rewards entrepreneurs and encourages innovation
· It facilitates the transfer of technology and licensing
· It reduces the production cost
· It also avoids any duplicate invention
· IPR enhances research by disseminating numerous information on advanced technology
· It protects the customers that help them to make a safe, reliable and effective choice
If Starbucks would not have the protection of its crucial ideas through IP assets then they will not get any benefit of their new invention by putting less focus on R&D (May, 2006). Artists who have created new inventions and methods would not be compensated for their cultural vitality and creations that will lead to an immense loss. 

[bookmark: _Toc45984843]Task 3. Knowledge Management Culture

Knowledge management culture examines the behavioral norms, values, and beliefs that determine the efficiency of exploited knowledge and is used to attain competitive benefits. This establishes the major relationship between organizational and individual knowledge. Knowledge management culture creates a social interaction context that helps the business organizations to determine their efficiency while creating, applying, and sharing the knowledge for further processing (Alavi, 2005). 
Knowledge Management culture often supports the managers of Starbucks for preparing and directing the information technologies and knowledge capital. It essentially comprises human resources, convergent operations, skills, and procedures that help Starbucks to reach the desired result with a consistent asset. The leaders of Starbucks change the existing belief and culture so that staff members can support and embrace knowledge management principles. It helps Starbucks to create, develop, share, and implement innovative ideas in the vital presence of organizational knowledge. 
Knowledge management culture supports organizational knowledge as an essential capital and source. It helps Starbucks to distribute knowledge so that employees can perceptive knowledge value and importance in the business (Intezari, 2017). This culture of knowledge management usually reflects the commitment of leaders to innovations based on knowledge.

Contribution of knowledge assets on the organizations

The major knowledge assets in organizations include patents, repositories, software, policies, guides, documents, databases, and procedures. The knowledge assets are held by business organizations as well as with the partners, suppliers, and customers. Knowledge assets are considered as the intangible assets of the business organizations that include knowledge like best practices, intellectual property, and explicit knowledge that is codified (Carlucci, 2009). 
Starbucks has done immense investment in its knowledge assets assuming it will give future benefits. The investments are done based on business tools and processes that increase the organizational knowledge value. These knowledge assets are usually developed through investment with the major expectation that this will enhance the potential organizational income. The knowledge of Starbucks is embedded within an individual that is inevitably overlapped by the knowledge assets of the human. Knowledge assets are the specific resources of the firm that are indispensable for creating the organizational values. Knowledge assets are divided into four parts:
Experiential Knowledge: This knowledge asset comprises individual expertise and proficiency. 
Systematic Knowledge: It comprises the explicit coded knowledge and then stores it in the database and documents form. 
Conceptual Knowledge: It is regarded as an explicit base of knowledge that is expressed in symbols forms by including brands and designs.
Routine Knowledge: These are tactic knowledge that is daily used as the organizational routines

Knowledge requirements for the organizations

A clear understanding based on the requirements of knowledge is essential aspects for business in designing and implementing knowledge management (Schwikkard, 2004). If the business organization will not have clear requirements, then they will flounder while implementing KM. Following are the major KM requirement in Starbucks:
· Knowledge format and content: This shows the kind of knowledge that will be captured and suggest the formats that will be used for keeping it. 
· Content management: It is required for effectively managing the organizational base of knowledge. 
· KM integration into the process of business: It shows the mechanism KM integrates into business activities.
· Knowledge capture: It is required in the business organization for capturing and identifying the tactic or explicit knowledge to integrate it into the business process. 
· Knowledge transfer: It is essential for transferring knowledge among various forms and sources.
· Knowledge retention: It is crucial for retaining business knowledge.
· Knowledge capital: It is essential for developing certain processes and policies to measure social and human capital. 
· Knowledge culture support: It is important in the business organization for creating changes based on work practices. 
· Knowledge partnership: It is crucial for supporting and promoting the partnership of knowledge among departments, suppliers, and customers. 



Improvement in the current framework

The growing appreciation is highly needed for competitive benefits and critical value to link the technology, process, and humans in the knowledge management culture. A proper link among major areas of the knowledge management system will help Starbucks to improve its productivity within certain deadlines and time constraints. A healthy awareness value of knowledge management should be developed as a core competency. The resource of human capital is the major improvement in the current framework of a knowledge management culture that can be attained through learning, training, and education. 
The report also recommended about the knowledge and data sharing among organization. The Company also used valuable information is less valuable information and more valuable to manage its skills. The Company also needs to implement effectively its knowledge management process due to important drivers. From the above analysis, it can be stated that Starbucks can improve their knowledge management system by establishing open and clear communication with their staff members. They must embrace socialization and deliver comfortable experience to staff members. Organization must adopt centralized approach to connect with potential buyers. Starbucks may also reduce individual differences gap by facilitating open flow of information and promoting diversity among staff members. Firms must encourage change mindset to implement effective knowledge management systems. Starbucks must ensure that business mission is aligned with employee activities. They must give utmost importance to intrinsic motivation to share knowledge with staff members. 


[bookmark: _Toc45984844]Conclusion

The report concluded knowledge management is the concept that focusses on the people and incorporates intuition in Starbucks. It examined the relationship between data, wisdom, information, and knowledge. It explained the major processes involved in knowledge management for the development of Starbucks. It evaluated the significance of intellectual property rights in the Starbucks.  It discussed the concept and contribution of knowledge assets that is a crucial aspect of Starbucks.  It further established a knowledge management culture framework. The report further recommended major improvements in the framework of knowledge management. 
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