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[bookmark: _Toc451080295]Introduction

The author works for a hygiene company, the company is the leading hygiene services provider in the UK with over with over 120,000 customers over 300,000 locations, supporting everything from restaurants to offices, and from hospitals to schools. The author is going to show their understanding of the uses of data, information, knowledge and wisdom and explain the relationship between them. The author will give examples throughout the report to show you how knowledge management is essential to be a good organisation.
Provide an evaluation of the concept and importance of knowledge management in the context of an organisation’s knowledge assets.
According to Russell Ackoff, a systems theorist and professor of organizational change, the content of the human mind can be classified into five categories:
1. Data
2. Information
3. Knowledge
4. Understanding
5. Wisdom

All businesses use data, data can be anything from numbers, texts or graphs. It has no relevance or meaning to anyone on its own and is information that has to be translated and adapted to give it some meaning. Once the data has been put into categories and analysed it turns from data to information. This information is information only for the employees of the business and is still data to anybody outside the business as they wouldn’t understand or be able to use it. More than one employee within a business can be given the same data and the outcome may be different as we all have different thought patterns and experiences. By a person asking the relevant questions about who, what, when, where, etc, we can obtain valuable information from the data and make it more useful for us. It is not just viewed as a description of facts and we understand how to apply it to achieve goals it is then turned into knowledge. Only when the employees understand and know what to do with it that it is turned from knowledge into wisdom. Wisdom is at the top of the hierarchy. To get there you must be able learn as much as you can and analyse your experiences.
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The DIKW Pyramid is a method that is often used to explain the ways we move from data to information to knowledge then wisdom. 
In the DIKW Pyramid Ackoff has indicated that the first four categories are related to the past as they deal with what has been or what is known. Whereas the fifth category, wisdom, deals with the future because it incorporates vision and design.

There are three types of knowledge explicit, implicit and tacit. The three different types of knowledge work together to form the spectrum of how we pass information to each other. 

According to (Brown & Duguid 1991, Cook & Brown 1999, Bukowitz & Williams 1999, etc.) explicit knowledge is regarded as less important. It is known to be the type of knowledge most easily handled by a knowledge management system (KMS).  Explicit knowledge is knowledge covering topics that are easy to document and share. This type of knowledge includes things like diagrams or instructions. A business would use it to create documentation that can inform a team or audience. Implicit knowledge is, essentially skills you have learned. 
Explicit knowledge for example is the process the author needs to follow for them to know how to complete a task, implicit knowledge is what happens when the author applies that information in order for them to complete the task. 
Tacit knowledge is regarded as being the most valuable source of knowledge, and the most likely to lead to breakthroughs in the organization (Wellman 2009).
Tacit knowledge is informal, it is learned with experience over time, and usually applies to a specific situation. The information should be captured and added to a knowledge base as it makes it easy to share your expertise that you have gained over time with others who may need it. The author works in a small team and a team member had recently left. The team member was the only person that knew how to complete their tasks. When they left, the business had to create processes for each role so if another team member left, there was a guideline in place for people to understand how to complete a task. The team members role had then gone from tacit knowledge to implicit knowledge. Sharing tacit knowledge is of great importance for an integrated project team to achieve success.
The efficiency of making decisions, production capacity, customer serving and the accuracy of task performance can be improved by the use of tacit knowledge. It increases the smoothness of work and increases the quality of the work (Brockmann and Anthony 1998).
Below is the “Iceberg theorem”, where you can see that explicit knowledge is at the peak and tacit knowledge is at the bottom. One cannot exist without another and for a business to maintain growth, they must learn how to effectively transfer knowledge.
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In the organisation there are over 90,000 customers and the staff have a good understanding of what certain customers want, they have gained that knowledge through their experience with the customers. You have customers who only want a service during a certain timeframe or on a certain day, unless that information is communicated then only the advisor or service driver would know that information.  This is known as individual knowledge. Individual knowledge is the skills and knowledge of the individuals that form the organization and is usually accumulated through observations and personal experiences. It is knowledge that is difficult to communicate with others but by using the knowledge in the right way, it can help the business run more efficiently. When the customers access times are communicated with other individuals it is then organisational knowledge.
Organisational knowledge is a collection of knowledge and abilities processed by the people within the organisation such as minutes of meetings, processes and procedures and customer data. The Knowledge is difficult to transfer and retain and is often lost. However, the knowledge is codified for it to be easily accessible for those that need it. Codification in organisations converts knowledge into accessible formats that can be easily manipulated by the knowledge users (Davenport and Prusak, 1998: 68–71). The knowledge is then stored in databases and Knowledge Management Systems (KMS).  


	SWOT

	Strengths 
	
	Weaknesses 

	Customer Experience
	
	Lack of Communication

	Explicit Knowledge
	
	Poor staff engagement

	Products
	
	Poor Training

	 
	
	 

	Opportunities
	
	Threats

	Training Development
	
	Tacit Knowledge

	Product Development
	
	Data Protection

	Staff Productivity
	 
	New Laws



Every business has strengths, weaknesses, opportunities and threats and by using this technique it helps you identify them and by knowing what they are, it will help the business gain the knowledge to change the threats into opportunities and weaknesses into strengths. Looking at your strengths and weaknesses together can teach you how to position your business for success.
Knowing the customers’ requirements is an internal strength that is gained through working closely with the customer over time.  All staff members document their customers requirement onto knowledge base. That is the link between tacit knowledge and explicit knowledge. Having lots of strengths is important but the business needs to take care of that strength. A business strength can also create problems. If A business focus too much on customers, they won’t notice that there are other areas of the business that need attention. Within the business there are many individuals that have tacit knowledge and often this knowledge is lost when they leave due to not being appreciated by the organisation. This happened recently when a colleague was self-taught and was the only person in the business that knew and understood the legislations for the business, when this colleague left it was then the business knew how much of an asset they were. When the business recognises its weaknesses, they can start focusing on them more and try turning then into a strength or opportunity. 
An organisation also have opportunities that can develop into strengths. The business could find a new product that they could offer, this opportunity could benefit the business and could increase profit.
There are always threats within an organisation. The company does not advertise on social media as they believe it can cause bad publicity from negative reviews. Word of mouth can be the biggest selling point within an organisation but if someone says anything negative, it can also ruin a businesses reputation. People always remember the negative comments over the positive!
The business uses a system called (NPS) Net Promoter Score to retrieve customer feedback. Companies with advanced NPS programs are more than twice as likely to achieve both >100% annual growth and net-negative churn (NPS Benchmark Study). It is used so the business have a better understanding of what their customer want. 
Your employees, databases, policies and procedures are all identified as knowledge assets. Knowledge assets represent the source of the organisations competencies and capabilities that are classed as essential for its growth and human development. 
The business captures all sorts of information, some is relevant and some not so. The business has legal documents which need to be kept for three years and then destroyed. There is a system in place to help the employees keep track of how long they need to keep them for, notifications will be sent when they need to be destroyed. The business has processes that the employees need to follow to make sure the correct information is stored in the correct format and area and how long it can be kept for. The way information is handled is very important, A GDPR law came into place in 2018.  General Data Protection Regulation (GDPR) is the toughest privacy and security law in the world. It was created to change the way businesses handle the information of those that interact with them.
It is critical that the employees know how to store information correctly. The organisation has a zero-paper policy. Employees used to hand write customer details on to pieces of paper, this was stopped when the new laws came into place. Paper files can be lost or damaged but storing it is less complex than storing electronically. However, electronic data can be damaged by software security such as a computer virus. There are many advantages and disadvantages for storing paper and electronic data, but it is a lot easier for someone to locate a file in a filing cabinet than it is to locate information in an electronic database.
The organisation uses many methods to communicate information such as email, telephone, face to face and also online team meetings. The way information is communicated within the business is considered important as poor communication can lead to bad decisions being made. One of the issues in the organisation is poor communication between teams and departments and them not sharing all information. The lack of calibration can kill a growing business.

Intellectual property rights are something you create using your mind, for example a book you have written or artwork you have created.
Copyright – grants legal right to anything you have created that expresses an idea.
Patents – grants you the right for a new creation, and the right to prevent others from using or selling it.
Trademarks – the distinctive names, phrases or symbols that make your brand stand out in the industry.
Copyright, patents, designs and trademarks are all types of intellectual property protection. By having the right property protection in place, it helps preventing people from stealing or copying your ideas and creations. 
Business owners manage many assets on a daily basis but an important one is your intellectual property. This includes the intangible assets that you create for your business such as the name or the automated processes which need to be protected. 
An example of a well-known trademark is the word “McDonald's” and the golden arches logo. 
The ability to create companies’ knowledge is not down to their access to capital or customer base but their expertise in creating organisational knowledge. To create organisational knowledge, it is essential to convert tacit and explicit knowledge through processes that allow the expansion of individual knowledge. Although knowledge is created at an individual level, the individual must relay the information back to the organization, otherwise it will be lost.
Knowledge assets are the key to the organisations growth and by building and managing its knowledge assets it is the key to creating value for the stakeholders and help sustain the overall success of the business. 
Having a number of staff with different skill sets, is valuable to the company. However, if a member of staff has a unique knowledge skill and another company could benefit from this then that member of staff has leverage over the company and may ask for more benefits such as a higher salary. If the business needed this knowledge skill then they would honour that.  
One of the most important assets an organisation has is knowledge. How knowledge is generated, used and shared by the employees, strongly determines the productivity and success of the organisation. 
The business has many divisions but the main two mainly being healthcare and personal hygiene means there needs to be a lot of legislations in place. The business is constantly getting audited by the environmental agency to make sure there are processes in place and the business is doing everything correctly. If the business didn’t follow the correct processes, then all would have to stop. The knowledge is relayed to all employees, so they know the criteria they need to follow. This is knowledge that has turned into explicit knowledge. By having all members of staff knowing this information, it will help the company run better.
"Knowledge is power"
Sir Francis Bacon 1561 -1626, English philosopher, statesman, essayist and scientist

[bookmark: _GoBack]It is important that the business have an organisation framework in place as over time it enables decision making, provides consistency and helps projects and processes.  The policies and procedures in place are what helps the business and service flow. In order to ensure that the organisation is working in line with best practice, they have a number of framework policies for their employees, covering areas including computer use, health and safety, social media, procurement code of ethics and training and development. All of the organisation policies are subject to annual review and external audit. All information is easily accessible on knowledge base. The team share the data files they use with their co-workers. Previously all data was kept in private files which prevented the knowledge from being shared. A shared file was created which meant all members of the team could access the knowledge. The new system allows all employees to benefit from the knowledge that previously only their co-worker had. Every month there are team meetings, this is an opportunity for team members to share knowledge with their co-workers. The author believes this is a great way for their team to share their ideas for upcoming projects they will all be working on.
It is important for employees to share their skills professional knowledge with one another in the workplace. When a business encourages knowledge sharing, they generally see an improvement in the quality of work that their employees produce. It can also lead to a less competitive and friendlier environment.  The organisation the author works for is not very good at encouraging employees to share their knowledge. Tacit knowledge is a problem in the organisation, employees use their tacit knowledge as competitive advantage. The aim of tacit knowledge sharing is to exchange existing personal knowledge in order to create new knowledge (Mongkolajala et al. 2012). When tacit knowledge is shared from one person to another, it transforms into explicit knowledge. Explicit knowledge can be easily transmitted to others. The author believes that if all employees can access the required information at any time it will help the business develop and succeed.
As the tacit knowledge is always stored in peoples’ brains, sharing of tacit knowledge is difficult, complex, time consuming and one of the biggest challenges of KM (Hislop 2009, Mládková 2012).
[bookmark: _Toc451080306]Conclusion

An organisation needs a good knowledge management system in place as this will benefit the company. By the employees sharing their knowledge with other members of staff within the business, it will have a positive effect on all. The author has found that businesses maintain growth when tacit knowledge is turned into explicit knowledge which will put your business above all competitors. The author has created a SWOT analysis, by doing this they can see what the businesses strengths, weaknesses, opportunities and threats are. This has helped the author identify what they are so they can use this to make changes and help the business succeed.
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