Role & extent of Knowledge & Information Management in Contemporary organisations




Role & extent of Knowledge & Information Management in Contemporary organisations
(Task 1: Report)

Student name: Daniela Luncasu
Student ID: 2119889

Executive summary
Nestlé, a global multinational company in the food and beverage industry, realises that knowledge management (KM) is a fundamental tool to improve its whole value chain through strong knowledge for sure. This report will highlight about why KM is important for the company (Nestle) and describe the key outcomes that have been achieved through this approach. KM operations for Nestlé are all about getting the right people with diverse backgrounds and skills together, who contribute and leverage the firm's corporate knowledge base. Through the process to capture, classify and transport this knowledge in different channels, the company accelerate innovation, makes the planning easier, makes the operation easier and tailor the goods according to the consumer The KM proofed to be an essential resource of Nestlé, capable of LPs of its intellectual capital, providing of high-quality products, development of customer loyalty and responding quickly to those changes in the market, thus, elevating its competitiveness. It is also made apparent in the course of this summary, that KM is one of the cornerstones of the strategic Nestlé's plans to ensure the operational excellence, customer satisfaction and market success they are pursuing.
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[bookmark: _Toc163775620]Introduction 
The main purpose of writing this report is to develop information and knowledge about knowledge management (KM) practices. This report will analyse Nestle Company’s information and knowledge management practices to identify how they are effective in contributing to the company's success. This is a worldwide beverage and Food Company which highly depends on its knowledge management practices to maintain customer satisfaction, obtain innovation and ensure standard quality. This company has its headquarters in Switzerland and Vevey. It is the largest publicly held food company across the world measured by its revenue and other metrics. This company was founded in 1866 and there are approximately 2, 75,000 employees in it. Henri Nestle has established this company in the market. In this report, there will be the utilisation of knowledge management practices like Nonaka's SECI model and principles to maintain continuous improvement and knowledge-sharing approaches. The main expectations of this report are to serve information into this company's KM strategies by evaluating their impacts within the organisation. There will be some recommended areas by which this company can maintain its sustainable future growth and competitive advantages. 


[bookmark: _Toc163775621]Section 1: Knowledge and Information Management
[bookmark: _Toc163732531]Company overview along with information about its Knowledge and Information Management
Nestle, the world's biggest food and Beverage Company was established in 1866; its founders have realized that successful management of their knowledge assets is the key to success while developing innovations, perfecting operations and acquiring competitive advantages. Through successive years, Nestlé has developed KM initiatives that involve collecting, sharing and applying the knowledge of its all-worldwide employee group (Han, 2023). Knowledge Management (KM) is a matter of the data systems and procedures that are used within the organisation to discover where knowledge is created, how and where the information is represented within the organisation, and how it is shared across it. KM for Nestlé is not just an option but a need; as the food industry changes so rapidly, consumer behaviours, market trends, and the regulatory framework all have their own way of influencing the industry. Through Nestlé successful utilisation of knowledge management systems, that function will include better decision making, cooperation among input and output processes, optimization and product development acceleration processes.
Nestlé's KM involves a variety of contributors, specifically, the research and development department, product designers, operation experts and bringing it together with trade marketing individuals who interact with the customers. Knowledge is permeated via a number of entry points, including communities of practice, mentoring schemes, repository of knowledge and customer feedback channel. This shared intelligence is intended to be sorted, distributed, and used to work on advances on the existing products, invention of new ones and to facilitate easy customization of goods addressing customers' demands (Dam, 2021). KM could therefore be the cornerstone for Nestle remaining a market pioneer thanks to the provision of unbeatable client satisfaction in the form of products that are of good quality, customer-centric and that are quick to adapt to changes that arise in the market.
[bookmark: _Toc163732532]

[bookmark: _Toc163775622]Section 2: Evaluation of Knowledge and Information Management Models/theories 
[bookmark: _Toc163732533]a) How is knowledge generally embedded in products and the service concept in the tacit knowledge of individuals (employees and customers)?
Information is so inherent in the products and services that are provided to customers, including employees, and, through a tacit communication process, they perform an important function of shaping and enhancing the portfolio on the market, just like Nestlé (Parente, et. al., 2022). This tacit knowledge which is not explicit, in the form of codified norms, laws, or explicit systems, is an invaluable asset which has a significant impact on introducing innovation, improving the quality, and satisfying the customers.
Tacit knowledge is one of the invisible assets at Nestlé accumulated through years, it can be attained by employees through hands-on experience, problem-solving, and a process they know as exposing employees to different aspects of the organisation's operations. The information rests somewhere in the memories of proficient professionals, technologists, researchers, innovators, and service operators who frequently deal with the customers (Thomas, 2022). This company's in-depth expertise in product formulation, manufacturing processes, their consumers' preferences, in addition to market trends assists them to progress and innovate.
Employees' tacit knowledge is embedded in Nestlé's products and services in various ways:
1. Product Development: The tacit information of research and development teams composed of food scientists, flavourists and product designers is very important for prototyping or improving existing products. Experience of Nestlé's range of products is truly influenced by the skills in setting up arrangements of ingredients, applying flavourful profiles, and consumer trends which all are managed by its R&D team.
2. Manufacturing and Quality Control: The hidden knowledge of skilled employees in production of the products and quality control experts gives Nestlé’s products their consistent high-quality standard (Press, et. al., 2021). High levels of operational knowledge such as equipment operation, process optimization and standardisation of the quality assurance procedures are the core competence of these employees. This has a direct impact on the reliability and quality of products that's why it is a key element of the value chain.
3. Customer Service and Support: Confronting customers face to face, employees, for instance, sales representatives and customer agents easily get tacit knowledge that is acquired from meeting with customers. Awareness of customers' needs, inclinations and feedback bringing product modification, marketing strategy and service enhancements into creation is a result of it.
Customers can also be a source of the tacit knowledge that may shape the products or services of Nestlé. Their personal ideas, views, and knowing how they utilise and experience Nestle`s services can uncover points that need to improve, new ideas on products, and developments (Johannessen, 2022). This knowledge will be gathered through multiple methods, by example customer surveys, focus groups or social media monitoring. Once the input is acknowledged and taken into consideration, the company will be able to enhance its product development or improve service delivery as far as customers are concerned. 
Tacit knowledge which is possessed by individuals as an asset is used through different strategies that the organisation employs like Communities of Practice in which associates can exchange their first-hand experiences and expertise, mentoring programs for young talent through which experienced professionals help develop young professionals, and customer co-creation initiatives which involve customers in the product development process (Bui and Galanou, 2022). Through extracting and directing the expertise of their employees and customers, Nestle is able to maintain its edge in the industry. The industry demands innovative, high-quality products and services that ideally is responsive to the needs and tastes of customers, which in turn nourishes the customer fidelity, customer’s aspiration, and business development.
[bookmark: _Toc163732534]b) How systematic approach (Management Information System/systems) help organisations in sharing and exchanging its knowledge base across the organisation?
A systematic approach, supported by MIS or knowledge management systems, is a prime factor in the facilitation of joining of experiences and the exchange of the knowledge by organisations such as Nestlé. Entirely those systemized ways of knowledge acquisition, organisation and exploitation are ensured, which makes it possible for the employees to have the access to valuable insights, expertise and know-how to all the organisation.
MIS and knowledge management systems help to conclude knowledge from different sources into a small space (Booth, et. al., 2021). In a way, such systems function as a space where this type of knowledge from documented processes, best practices, past studies, and customer experiences can be saved and then is kept in the right order. Through a common database, employees within a diverse range of departments, functions, and geography, can easily access and share the accumulated knowledge of the organisation, pushing the knowledge transfer culture between different processes forward.
Besides this, the MIS and KM systems play an essential role in transferring knowledge that contains the practical experience, judgment, and logic that a person develops through doing various tasks as part of his work. These systems typically include a shared platform, e.g. communication boards, wikis, social networks, between the employees and give them the opportunity to generate a discussion between the members and cooperatively develop knowledge. In a manner, these vehicles enable their audience to voice their opinions and sometimes, they enquire to learn more as well as share the previous skills (Nzuva and Kimanzi, 2022). These act as a medium of the transfer of the tacit knowledge in the organisation.
Besides that, systems can be built into business processes and workflows, and this will lead knowledge sharing to be a part of the operation forever. Because of this, Microsoft (MIS) helps collect and document the last project's lessons, so other teams could have used it to avoid prejudices and commit the same mistakes. Furthermore, knowledge management systems can be associated with the employee performance management systems, with a reward mechanism put in place as a form of promoting and recognizing those individuals who are taking part in the all-round activities of the organisation.
In order to make the most of the power of MIS and knowledge management systems that Nestlé should seek to transform these systems into a component of the overall knowledge management routine. This includes:
1. Creating harmonized governance structures and policies designed to support an orderly and consistent knowledge management at the organisational level.

2. The designing and deployment of strong security mechanisms and access controls to guarantee the unauthorized people can’t have the access based on the data that need to be exposed only to stakeholders who need it (Castagna, et. al., 2020).
3. Offer training and support to employees so that they can utilise these instruments effectively and create an environment that will encourage the improvisation of ideas to all employees.
4. Regular assessment and adjustment of KMS would be needed depending on the outcome of the systems and to respond to the changing requirements of the organisation.
Through utilising a systematic approach that is MIS and knowledge management systems integration, Nestlé can uncover the ability of their whole knowledge reservoir which is not only effective for knowledge sharing but also knowledge exchange within their organisation. Consequently, firms can reap better decision-making, accelerated innovation, and thus a stable competitive edge in the constantly changing economy.
[bookmark: _Toc163732535]c) Nonaka's tacit and explicit conversion and decision-making model (SECI model) 
To illustrate how systematic approaches like Management Information Systems (MIS) and knowledge management systems facilitate knowledge sharing and exchange across organisations like Nestlé, we can draw upon Nonaka's SECI (Socialisation, Externalisation, Combination, Internalisation) model (Okoh and Jehu, 2022).
The SECI model outlines how knowledge transformation may happen between the two forms of knowledge, namely implicit and explicit knowledge. MIS and knowledge management systems play a crucial role in supporting each phase of this model: 
1. Socialisation (tacit to tacit): The MIS provides collaboration vehicles such as the virtual workspaces, video conferencing and social networks making it possible and affordable for the employees to share their experiences and knowledge from all over the global through direct communication and interactions.
2. Externalisation (tacit to explicit): Through knowledge management systems, employees have access to wikis, blogs and document repositories that support them in compiling their tacit knowledge and transforming it into explicit form to provide information in the form of best practices, guidelines, and manual instructions.
3. Combination (explicit to explicit): Knowledge management systems and MIS tools enable the function of data mining and establishing a correlation between the common features in knowledge sources. These tools help synthesize and analyse diverse information, generating new explicit knowledge.
4. Internalisation (explicit to tacit): E-learning platforms, virtual training environments, and knowledge-sharing forums provided by these systems enable employees to access and learn from the organisation's explicit knowledge base, converting it into personal, tacit knowledge through practice and application.
By supporting each phase of the SECI model, MIS and knowledge management systems create a continuous cycle of knowledge creation, sharing, and utilisation within the organisation.
[bookmark: _Toc163732536]

[bookmark: _Toc163775623]Section 3: Investigating of KM techniques used by NESTĹE.com
Knowledge management (KM) techniques have been the most important part in present day that helps the companies like Nestle to develop and manage workable Standard Operating Procedures (SOPs) (De Bem Machado, et. al., 2022). SOPs become essential in order to maintain the quality level, standard of operations and compliance over the transnational Nestlé operations. At Nestlé there exists a platform for KM techniques to be used such that the standard operating procedures development, dissemination, and continuous improvement can be enhanced which results in some benefits and the persuasive reasons for the way forward.
[bookmark: _Toc163732537]a) How knowledge has become increasingly important in Nestlé's SOPs
a. Capturing Expertise: Nestle’s operations' standards of procedures are normally designed based on the pool science's positive professional experience of the company's staff including researchers and experienced employees. KM approaches are responsible for making the organisation capture the tacit knowledge via methods that include interviews, focus groups and knowledge-sharing sessions; therefore, lessons are learned and publicly posted in the standard operating procedures (SOPs).
b. Standardisation and Consistency: Considering the size of the company, which has a worldwide presence, and with different products around the world, standardised procedures are necessary for Nestlé to maintain consistency across its operations (Putri and Triyono, 2020). The KM tools, once implemented, lead to the possibility of transforming the theoretical knowledge into easily comprehensible SOPs, and, as a result, everyone will be able to realize the consistent application and reduce variation of processes and product quality.
c. Continuous Improvement: Degree of novelty and perfecting the systems often require changing the standards. Thanks to MK techniques, Nestle can obtain feedback, find up-to-date trends in the industry and take into consideration the new knowledge to its SOPs that contribute to a probable culture of forever cultivation and modification.
[bookmark: _Toc163732538]b) Main outcomes achieved by Nestlé through the use of these procedures
a. Quality Assurance: Networked and accurate SOP assists Nestlé to achieve the common quality standards across all its products and areas and to meet the regulatory demands as well as the customer's needs.
b. Operational Efficiency: Defined SOPs help in the smooth running of processes, and lower level of errors, cause optimization in the use of resources, and lead to higher operational efficiency with the cost savings.
c. Compliance and Risk Mitigation: Apart from exploiting the guidance they (SOPs) provide in the matter of compliance with the applicable regulations, industry standards, and safety protocols, Nestle may also look forward to reducing the risks of non-compliance, legal or reputational consequences (Hoogeboom and Wilderom, 2020).
d. Knowledge Retention and Transfer: This saves the organisation from loss of assets which can lead to instability. Code work process of Nestle by creating SOP enables the company to transfer and retain important knowledge across the department as well as providing continuous working.
e. Innovation and Continuous Improvement: Being informed by documented SOPs, employees are grounded on the baseline from where they can subject experimentation to foster ingenuity through incorporating new ideas and approaches.
[bookmark: _Toc163732539]c) Areas where Nestlé can still improve in the future
a. Enhancing Knowledge Capture and Representation: The fact that Nestle has operating systems for summing up the knowledge; but still, there must be room for improvement. Introducing cutting-edge techniques like knowledge mapping, storytelling, and illustration will help knowledge to be more accessible and easily absorbable.
b. Leveraging Emerging Technologies: Nestlé is in a great position to adopt new emerging technologies like artificial intelligence (AI), machine learning and augmented reality (AR) for this purpose (Chung, et. al., 2020). Also, AI-based tools for knowledge discovery are capable of finding trends and deciphering significant information from plenty of data sets, whilst reality of augmenting can prove expedient in the physical training scope.
c. Fostering a Stronger Knowledge-Sharing Culture: Whilst the action of Nestle is not enough, the more they will engage in knowledge spar, the better. Fostering an open and communicative environment will also support active contribution from employees towards the knowledge advancement and a SOPs improvement.
d. Integrating External Knowledge Sources: Nestle can take chances to make use of the external learning sources like university associations, commercial organisations as well as open innovation efforts in order to create the access to different perceptions and to be ahead of an imagination.
e. Enhancing Knowledge Accessibility and Usability: With the company’s knowledge base growing larger, systematization of SOPs and other knowledge assets to aid their retrieval and use becomes a crucial factor. Implementing user-friendly knowledge management systems, search features, data visualization techniques and end user-oriented design can significantly increase users' access to knowledge and its usability (Sauer, et. al., 2020).
Through constant enhancement of knowledge management methods and employment of advanced technologies, Nestlé will develop better SOP documents, provide adequate feedback, and improve their continuous relationships with employees. This is not only going to contribute to the excellence of the operation and observation of the requirements but also increase the innovation, the process of knowledge retention and a sustainable competitive edge in the industry that is being constantly innovated.
[bookmark: _Toc163732540]

[bookmark: _Toc163775624]Section 4: Stakeholder analysis through KM 
Ways in which new knowledge sources will be identified and distributed to stakeholders
Knowledge sharing through a new source with customers, business partners and other stakeholders is the most important milestone for Nestlé in order to lead in the market. The company can leverage various channels and strategies:
a) Open Innovation Initiatives: Nestlé would develop various open innovation programs whereby iterations are created and knowledge generated which can be shared with external partners like its suppliers, research institutions and startups. The above-mentioned situates Nestlé in the lockstep to innovative knowledge sources and to recognizing new product/service ideas (Lyon, et. al., 2020).
b) Customer Engagement Platforms: Items such as online communities, social media, and feedback can be integrated in customer engagement platforms to learn from the customers various preferences, suggestions, and insights which are the source of new knowledge.
c) Knowledge Dissemination Channels: Nestlé could develop dedicated media, such as partner portals, webinars and knowledge sharing events to inform, partners, stakeholders and external users, on recent knowledge, service and product innovations as well as good practices.
[bookmark: _Toc163732541]Managing operating costs and legal requirements is essential for the successful implementation and maintenance of Nestlé's KM system
a) Cost Optimization: Nestlé, via cloud-based knowledge management systems and open-source tools, can significantly reduce its IT expenses. Furthermore, knowledge auto capture and management procedures which are rule based allow an organisation to be functional and you do not require human intervention.
b) Legal and Regulatory Compliance: Nestlé shall have to make sure that its KM program follows the data protection, property rights in data and the specific regulatory industries laws (Agboola, et. al., 2020). [Converted] Among various security-related measures, these include imposing effective access controls, encrypting data [adding input] and protocols of creative sharing of the knowledge.
c) Risk Management: Carrying out frequent risk assessment and applying untimely risk mitigation strategies like backup and disaster recovery plans will help to keep Nestlé’s knowledge asset safe and will ultimately keep business operations.
[bookmark: _Toc163732542]Promoting the KM system and enabling stakeholders to leverage it effectively is crucial for its success
a) Awareness and Training Programs: Nestlé may conduct holistic give-training programs to students, business partners, and other important stakeholders so that they could be able to understand the benefits, features as well as the right use of the KM system.
b) Incentive and Recognition Programs: Encouraging people to take part in the KM system, to share their knowledge and to challenge and update it by developing incentive and recognition programs is indispensable (Pellizzoni, et. al., 2020).
c) Change Management: Nestle through to different change management strategies are implemented to address the possible resistance from many stakeholders as a means to ensure a smooth transitioning to companywide and stakeholder network KM practices.
The steps of identifying and disseminating new knowledge sources, cost and legal requirements management effectively, and promoting the system through awareness, training and user friendly interfaces used by Nestle can facilitate in applying the maximum value to its knowledge related assets and form a learning and innovative atmosphere among different corporation stakeholders.


[bookmark: _Toc163775625]Conclusions and Recommendations
In conclusion, this report has explained briefly the Nestle Company’s knowledge management (KM) practices to understand its business performance and overall outcomes. In this report, the description has been made on knowledge and information management based on company overview and overview of the knowledge management practices. There has been an evaluation of knowledge and information management models and theories. This report has also elaborated KM techniques which have been utilised by Nestle Company to maintain its standard operating procedures and reduce its challenges.
Nestle can adopt a Knowledge Management Maturity Model (KMMM) to obtain effectiveness and enrich functions within its KM culture (Qodarsih and Sabtiana, 2020). This model will be effective in serving a structured framework for identifying and assessing the organisation's current state of knowledge management practices. It will also affect this company in outlining actionable steps for future progression. Through the help of this model, Nestle will be able to make a comprehensive assessment of its knowledge management practices which will understand development areas and strengths. This company can gradually promote activities which are adjusted with each stage of the KMMM model to promote sharing mechanisms and knowledge-capture practices. This model will also impact its future innovation and knowledge reuse approaches. Implementing this model will enhance several opportunities for this company in many ways. It will be able to create a clear roadmap for developing its vast infrastructure and will be able to promote its continuous improvement. This model will also help to maintain collaboration and a culture of continuous learning. Through the help of this model, it will be able to optimize its procedures, drive innovation and manage a competitive age within the dynamic business landscape. This company can immediately implement this model to maintain its sustainable growth and a culture of adaptability to reduce future challenges and obtain sustainable growth (Bougoulia, 2023). 
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