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Introduction

In this report I will be evaluating the importance of knowledge assets to an organisation and how it is created, stored, shared, and applied. I will talk about different types of knowledge and knowledge management processes for knowledge sharing. 











Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets
The relationship between data, information, and knowledge
Data has no meaning and is not easy to understand. Information is different to data as it must have relevance and a time frame. Knowledge is the understanding of something or awareness of something. Knowledge is understanding of the significance of information. Data becomes information when it is wrapped with meaning (Kempe, 2013).
There is a relationship and cycle between data, information, and knowledge. When data is given meaning, it comes information. When you have a good understanding of the information it becomes knowledge. Knowledge becomes data resource when it is stored. When the data is relevant and timely again, it then becomes information and goes through the same cycle. All information and knowledge started as being data and only after becoming timely and relevant, the data becomes information. The information becomes knowledge once it is taken and has business experience (Kempe, 2013).
A company’s data resource is when information and knowledge is stored. This can be used for
formal data resource management concepts, principles, and techniques (Kempe, 2013)

Theirauf (1999) defines data, information and knowledge as knowledge being at the lowest which is a collection of facts and figures that are unstructured. The next level is described as information which is thought as stricter data. Knowledge is explained as “information about information.” (KMT, no date).
The Longman online dictionary defines knowledge as "the information, skills, and understanding that you have gained through learning or experience." Although it contains information, the difference is it can contain skills, understanding and experience. Data is facts and figures that have no information regarding patterns, context etc (KMT, no date). 

Data has to be contextualised, categorised, calculated and condensed to become information. Information goes beyond data and has relevance and purpose. Knowledge is linked to an understanding. People possess knowledge with experience (KMT, no date).

Another example of data we have is that we have excel spreadsheets that show the number of orders taken via the internet, over the phone and in the shop. On the spreadsheet, it has symbols that represent each category and includes the number of customers for each category. For example, there is a column of I, P and S. Defining what they stand for is when the data becomes information. When I got an understanding of what the information means it became knowledge. This is when I became familiar with the tables. We have different tables for different purposes. Some tables that contain information allow us to understand a trend and pattern which is having knowledge. For example, we found that certain dishes do better depending on the time of day. By taking the data which is the numbers in the table and then converting it to information by finding of what the table represents allowed me to have a knowledge of the patterns and trends. Understanding this information from the table is having knowledge.





The relationship between individual knowledge and organisational knowledge 

There are two different types of knowledge. Tacit knowledge, which is the knowledge we attain from our own life experiences. Explicit knowledge, which is knowledge that is simple, and can be easily shared with others (Alexander, 2018). 

Tacit knowledge:
Tacit knowledge is the knowledge you have of something without you knowing how. (Vsekani, 2015). Just like tacit knowledge is not easy to learn, it can also be difficult to transfer to others. To capture tacit knowledge, the use of observation in a ‘hands-on’ environment is required (Surbhi, 2020). Tacit information is not easy to pass on to someone whether it is written down or verbally spoken (Janis, YouTube, 2020). For example, I know how to ride a bike. However, I would struggle to explain how to ride a bike. As simple as it is to me, explaining it to somebody else who does not know how to ride a bike may result in confusion. Tacit knowledge can be easier to understand by the process of training by someone who is experienced in what you want to learn. Practice can also help gain knowledge. (Janis, YouTube, 2020). An advantage of tacit knowledge is that it is not as easy for competitors to copy. However, this can be a disadvantage if an employee leaves the organisation as it is as if the tacit knowledge is also lost (Spacey, 2020).

 An example of tacit knowledge my staff have in my workplace, is that each chef has their own unique style of cooking which comes with experience. Although it is the same recipe, it tastes different when cooked by different chefs. For example, in the past, one of our chefs left and we had someone replace him. Even though all the chefs follow the same recipe, the customers noticed the difference in taste and left us feedback. 

Explicit knowledge:
Data that has been composed and processed results in explicit knowledge (Alexander, 2018). Explicit knowledge can easily be transferred and passed on to someone unlike tacit information which is harder to get across. (Surbhi 2020). Explicit knowledge is easily accessible and can be easily stored. Books, FAQ’s, and videos are some examples of where explicit knowledge can be found. Explicit knowledge is fundamental in the workplace and should be used to improve workplace performance and boost productivity. Explicit knowledge is effective as it helps boost your ability to make decisions. Some things in your workplace may be easy to forget, however keeping records will help you remember that information when needed as you can go back and check the records (Janis, YouTube, 2020). 

In my workplace, every night before closing, I check what food we need to stock up on the next day before reopening. An example of when explicit knowledge can be implemented to improve workplace efficiency, I can write a shopping list of all the items I need to buy to prevent me forgetting to buy anything. An example of explicit knowledge in my workplace is the pricing of our items. This can be found on our menu and is easily accessible to both staff and customers. 

Applying analysis and modelling techniques to identify knowledge assets
“The term knowledge assets refers to the accumulated intellectual resources of your organization. It is the knowledge possessed by your organization and its workforce in the form of information, ideas, learning, understanding, memory, insights, cognitive and technical skills, and capabilities (Steel, no date).”
A SWOT analysis allows you to look at your current knowledge management strengths and weaknesses, and also the opportunities to take and threats it must tackle. SWOT analysis will analyse what knowledge management does well and how it helps an organisation help work and learning. Analysing your strength and opportunities that your knowledge management has will help you to improve. It also makes you evaluate what weaknesses and threats your knowledge management has. By looking where you are struggling can help find ways to overcome it (Trees, 2020). 
 I have used a SWOT analysis at my current workplace to see what my employees’ strengths, opportunities, weaknesses, and threats in knowledge management are. By conducting this SWOT analysis in this area, I have found that the weakness my employees face in knowledge asset in the workplace is that they make a lot of mistakes using the Just-Eat machine used to take online orders. This results in getting customer’s orders wrong which leads to the threat of losing customers. I have realised that the reason is because my employees lack the understanding on how to use the machine. This helped me find ways to overcome this issue by giving my staff extra training in this area. Another example of how a SWOT analysis has helped my employee’s knowledge asset is that I have found that customers would ask our employees who take orders for information about the different food items we have on the menu. My employees lacked this information. I saw this as an opportunity to improve. I gave my staff brief information about the different food items, which meant my employees had a better understanding to help advise customers. This resulted in improved customer satisfaction when placing orders. 
Below are a few examples of how I used Pest for the knowledge asset by company’s employees hold. 
Political – In my own workplace we have to comply with health and safety guidelines. I have to ensure that my staff have full knowledge and an understanding of what is required to meet the criteria. 
Economic – Looking at the economic situation of the country is an important knowledge asset to have. For example, by understanding how the current economic situation is I have found ways to improve my business. During the current pandemic, a lot of people have lost jobs and become redundant. By researching this and sharing this knowledge and information with my other managers, we have decided to reduce the cost of items to help encourage customers to make orders. 
Sociological – Our organisation keeps in line with differences of cultures. For example, when there are different religious festivals, we change our theme in our shop. On Eid we have Eid decorations, for Christmas we use Christmas decorations and the same for Diwali. We keep up to date with the different social religious festivals and bank holidays for society and use them on our greetings when taking customer’s orders to help build rapport with customers.
Technological – With the advancement of technology, businesses have changed the way they work/advertise. I had to find ways I can use technology to target my customers which I have done through the use of social media. I had to pass the knowledge needed to achieve this to employees who took the role to advertise for the business. 
Actual and potential knowledge assets

To evaluate what my organisation’s actual and potential knowledge assets my staff have, I have done a survey of how confident my staff feel about each important knowledge requirement to the organisation. The main knowledge requirements we have are knowing the products and prices, health and safety rules, how to use technology such as Just-Eat, the till and card machine, the complaint handling procedure. I asked them to score each knowledge requirement from 0 to 10. 0 being least confident for knowledge, and 10 being very confident. My results from this survey helped me to establish the actual knowledge assets my staff have and the potential knowledge which is where they need to improve. I found that my staff needed more knowledge on the health and safety regulations. This could be a result of how the information is stored as it is sent via emails. This information is difficult to find when needed and has an overload of information which means it makes it more difficult for them to absorb and understand the information. 


Demonstrate an understanding of important knowledge management processes in the context of organisational development 
What is required to create, store, apply and integrate knowledge 
In my workplace I create knowledge mainly through observing and getting feedback. I also use the method of tracking to find out what works well to create knowledge. For example, if I invent a new dish, I keep a record of the amount of customer’s who order the new dish. I record this information on a daily basis and store it on an excel document, which is reviewed weekly.  I also ask the customers for feedback purposes if they are trying it for the first time or re-ordering it when taking their order. I keep a result of this and track this information to work out how many customers re-order again. Another way I create knowledge is by taking feedback from customers, for example, their feedback on the new dish. I take the feedback and apply this knowledge by making the changes they recommend. I then integrate the knowledge by sharing it with the chefs so that they are informed about this change on how to improve the dish. For example, one of our new dishes was too spicy so we changed it to mild. 
Storing knowledge is important as if an employee leaves their knowledge goes with them. This can be stored on a document. For example we store information about what works well and does not for different aspects such as dealing with complaints or sales techniques. This helps new employees learn this knowledge and boosts productivity as it prevents them repeating the same mistakes of what does not work well. This means they are not wasting time looking for information that has already been created (Greene, no date).
Ensuring that knowledge is kept up to date is essential. For example, we have health and safety regulations that need to be met. We store this information in a document and integrate the knowledge to all staff members through training, sending the information by email and keeping posters on the wall for reminders. The knowledge needs to be up to date as rules and regulations are always changing. We need to make sure we keep our staff informed about any changes so that their knowledge is accurate. We apply all the knowledge we learn about the health and safety regulations by following the rules. 
The impact of Intellectual Property rights

Intellectual property rights are one of the most fundamental factors of a business as it makes your business unique and separates it from competitors. Intellectual property rights offer something unique to customers and it creates a crucial aspect of marketing. Your company logo, design, copyrights, and trademarks are types of intellectual properties that can be protected (NI business info, no date). When property rights are put into place, businesses, and buyers and more likely to invest and work on developing economic resources. Having property rights enables you to resolve any conflict over economic resources in a calm manner (Boyce, 2021).
Some examples of how my business is protected by intellectual property rights is that my company’s name, logo, the knowledge of our unique food dishes, our unique names of our dishes on our menu, copyrights and design rights are protected from other companies stealing them as we have protection of intellectual property. 
Property rights and legal systems prevent conflict from turning into violence as the situation gets sorted out professionally. Without property rights and legal systems in place, there is no ownership or right to an asset (Bryce, 2021).
I benefit from intellectual property rights as I have ownership of my company’s name and logo. If a company stole my logo or business name, I could let the legal systems sort the issue out for me as I have legal ownership of my name and logo, and I have protection from other companies stealing it. If I did not have this protection, there would not be a solution for me as legally the logo and name of my business is not mine, so the company could refuse to change the name and logo as the protection is not there.
Another benefit of having intellectual property rights is that it gives you the motivation to grow your business as you have private property (Bryce, 2021). Without having private property, I would not see the point in growing and improving, as it is not mine without it. 
Another benefit of property right is that it is linked to ecosystem which gives you the right to a particular part of land. Without protection of ecosystem, other people can take over and use it (Bryce, 2021).
Provide a framework for establishing a knowledge management culture
The contribution knowledge assets have on an organisation
For a success of a business, it is important to manage knowledge asset. It is important to distinguish the importance knowledge assets have as some knowledge is not valuable to a firm whereas some knowledge is very important. Important knowledge that is vital for a business to complete and succeed is referred as strategic knowledge assets. Knowledge management is important as it is not possible to store all tacit experience, which would be an overload of information. It is important to recognise critical knowledge assets for a business to succeed as the management can then find ways to further develop. We use knowledge asset and the management of knowledge to find ways to innovate and create new ideas. Research of theories and practice for example is a knowledge asset that can be used to help a business succeed (MacMillan, 2015). 
It is important to have a strategic knowledge map as it can help establish what knowledge you need to gain as you can evaluate the knowledge asset you have and work out what any knowledge gaps are. This can help an organisation to improve. It Is important to be strategic when making decisions. Passing on your knowledge within your organisation is something you would do, however; it must stay within the organisation as you do not want your competitors knowing all your knowledge. (MacMillan, 2015). 
The knowledge requirements for the organisation
For my organisation there are many knowledge requirements. Staff need to be aware of what the organisation’s products are. This is crucial when serving customers and without it can lead to a loss of sales. They need to know how to promote food new dishes and how to deal with complaints and what the complaints procedures are. Another important knowledge requirement is about the health and safety rules and regulations. All staff also needs to know how to use technology such as the till, Just-Eat machine to take orders and the card machine.

The organisation’s framework for enabling knowledge sharing
I have been hosting weekly zoom sessions with my employees as a method of sharing knowledge with one another. Every week we engage in team briefing sessions where we share our tacit knowledge of how our experiences were and what went well for example when handling a complaint. During these sessions we do a SWOT analysis to share our strengths for colleagues to learn. Also we discuss our own weaknesses in knowledge so other staff can help overcome it if it is not a weakness to them.  The process of transferring tacit knowledge refers to the socialisation concept from the SECI model. This model “describes how explicit and tacit knowledge is generated, transferred, and recreated in organizations (TeacherKnowledgeExchange, no date).”
During these sessions, I share my knowledge of the current rules and regulations set by the government that need to be followed. As we are currently in a pandemic, we are limited with the way we can run our business such as we can only run as a takeaway not a restaurant. Many changes have had to be made and they are constantly changing as the government are changing their rules. I ensure that I am keeping my staff informed with the information with what we can do. Without having these meetings, we would not be able to share our views on what we think we are doing well and what we think we can do better. Without sharing information and informing each other of the changes of the rules set by the government in the way we can run our business, we can miss out on ways we can promote our business. It is very important to capture and share the knowledge to help all colleagues have the same level of understanding. 
Some knowledge requirements we have are explicit as they are easily accessible to all staff. For example, our complaint handling procedure is shared on a file. This includes what the rules are when dealing with a complaint. For example when to offer a full refund, if we are unable to offer a refund what alternatives we can offer such as a 10% discount on their next order. This knowledge is accessible to all our staff. 
The health and safety rules and regulation information are shared via an email. This is also explicit knowledge and accessible to all members of staff.
To share knowledge on how to use the technology we use at my workplace we have a training session that lasts a day. 
Recommending improvements to the current framework
I would give recommend improvement of the current framework of sharing knowledge we have on training. For example I have found when staff return from annual leave many colleagues forget how to use the Just-eat machine which causes mistakes being made. I would recommend more regular training for a re-cap. The training should be more consistent. Also, if any changes are made whilst a colleague is on annual leave, the organisation needs to spend time for example through a one-to-one session to keep them updated. Another feedback on our knowledge sharing of health and safety rules is that the not everyone has time to read their emails which means they will not be updated with any change. And if they need to find information it is time consuming to go through all the emails sent.
Another feedback for my organisation’s framework of knowledge sharing that is tacit based such as tips staff use to increase sales via zoom meetings is that knowledge does not always get shared as not all staff feel comfortable speaking in a team, so essential knowledge is not being shared. I would advise to hold one to one meetings on these topics as it can make staff feel more comfortable to share their knowledge and then store this information in a document which can help if new employees join.

Knowledge management processes currently not in operation that could be applied
In my workplace, the knowledge management process we currently use has more of a formalisation approach. This is when tacit knowledge is changed into explicit knowledge. Formal rules and procedures are put into place to govern employee’s roles. Intangible knowledge is converted to tangible by applying tacit knowledge from experience and changing it into rules (Maund, 2018). For example, we tried different sales techniques on how to approach customers into try new editions to our menu. Whichever worked best became a rule where we had to make that same statement when taking orders. We tried new opening sentences when taking orders. By taking an assumptive statement that they want to order a dessert worked better than offering. For example, rather than asking ‘would you like to order a dessert?’, asking ‘what dessert would you like with that?’ increased the number of desserts sold. Through practice, we realised that taking an assumptive approach works better. We then changed this into a rule that all staff had to say this statement at the end of each call. 
In some situations, I believe our organisation should implement a routinization process for knowledge. This is converting explicit knowledge into tacit knowledge (Maund, 2018). For example, we have many rules and regulations on complaint handling, so that staff have knowledge of what we able and unable to offer to resolve a complaint. However to manage a complaint successfully they need to know the correct words to use and be sympathetic at the right times. If a customer is complaining that their meal arrived late which was needed at a specific time for guests coming over, they need to know the right things to say to be sympathetic in this situation. This is not a rule we can have written. It is learnt through experience and practice. We can help implement this type of knowledge through role play. The process of converting explicit into tacit knowledge refers to the internalisation concept from the SECI model (TeacherKnowledgeExchange, no date).
Factors specific to this particular workplace context to be considered
To improve the way I approach knowledge management I will regularly check how confident my employees feel about different knowledge requirements as changes are constantly being made. We need to ensure all staff are up to date with everything so that they are aware with how to deal with the current changes. Knowledge management is vital as it improves workplace efficiency, it improves our ability to make decisions and creates a happier, more pleasant workplace environment as staff value knowledge and innovation. Knowledge management is becoming more important every year as there is more competition. (Valamis, 2019). We need to make sure we are undertaking activities as an organisation to make everyone aware of how vital knowledge management is.
How to develop a framework for establishing a knowledge management culture
 I will be having regular discussions with my employees about the importance of knowledge management in our workplace and I will be reminding them of what we need to be doing. I will do this by hosting zoom sessions which will allow us to have virtual meetings. I will also carry out regular surveys and observations to analyse how my employees manage their knowledge assets, and I will be assessing their performance to see if improvements have been made. Instead of only having zoom meetings with all members of staff, I will also incorporate one-to-one meetings to speak to my employees individually about how they are getting on managing their knowledge assets. Having these discussions and online meetings will allow people to ask questions if they have any and it will enable these questions to be answered straight away. If there are any misunderstandings, everything can be made clear immediately (Valamis, 2019). In our corridor, I can put a poster up on the wall of FAQ’s. Each common question will have a simple answer underneath. As this will be placed in the corridor, it can be a quick reminder for all staff as it is easily accessible. This is an easy way of storing and sharing knowledge. It can easily be shared online as I can send a photograph of the poster in our work group chat (Valamis, 2019).
Conclusion

In conclusion I have found that an organisation must have a good framework for knowledge sharing for an organisation to succeed. It must be evaluated consistently to make sure it is not outdated. I have found how modelling techniques such as SWOT and PEST can help improve knowledge assets.
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