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[bookmark: _Toc535191079]what is knowledge Management?
Knowledge is a widely used word in many languages. We associate it with being smart, being wise, knowing a lot. But in a rigorous business context what does it mean? 
In this modules we studied how to apply information management to a business setting. Information management in this context is for an organisation to be able to conduct its daily activities successfully by using all the knowledge that exits and is generated in the company. 
Knowledge in a company can be from the people who work there or from procedures and protocols that are implemented. Knowledge can also come from customer data sets and accounting spread sheets that are created every day. (Senoo, 2001)
In this report I will talk about how the fundamentals of information management works.
[bookmark: _Toc535191080]DIKW – Data, Information, Knowledge, Wisdom
Knowledge needs to start somewhere. We can do this by using a DIKW pyramid which shows how each step of knowledge begins and the road it follows. Lets use the following figure for discussion.
[image: Image result for dikw pyramid]
DIWK pyramid (Lobov, 2017)
As we can see, the road starts from basic data. Examples of this basic data can be things such seeing that the sky is blue or cloudy, measuring that a table is 1m wide, feeling that food is cold or observing that the price of a stock is rising. 
The common thing between all those examples are that they have no context. In their present form they are random bits of information that don’t seem to have any use. 
On the next stop in this road data is upgraded to information. The difference between data and information is that information makes useful links between various bits of data. Following on from the last examples, the sky is cloudy that means there’s a chance of rain. The key thing to notice there is that from a single set of data, cloudy sky it was connected to the possibility of rain. 
The following stop in this road is knowledge. At this point we have connected bits of data to create a picture of what is happening. At this stage we start to look for what should be done if those links are true. Carrying on with our example, if the sky is cloudy which means there’s a chance of rain which means, for example, one should pick up any clothes left to dry outside. As we can see, at this stage we can start to make useful conclusions from the original cloudy sky data. This is the step that one should try to achieve. (Garfield, 2018)
The last stop on this road is wisdom. The scope of wisdom is harder to define, it is generally speaking the point when you start questioning what the data is showing you. Carrying further with our rain example, and example of wisdom would knowing why one should pick up any drying clothes: because they will get wet and the clothes will probably need to be washed again or heated using electrical powered devices. Any one of those options adds extra work and consumes more time and resources. This is an outcome one wants to avoid. 
The connection between the observation of cloudy sky, the action of picking up drying clothes and the knowing of why it would be bad not pick them up is the full road.
In this simple example it easy to follow along, however when there are multiple bits of data and they are abstract data, it can be more difficult to connect  the dots. For example, financial data would be largely abstract. And there are times when at the knowledge stage more data would be found out by analysing the original data. 
[bookmark: _Toc535191081]Relation of Individual and Organisations Knowledge
Knowledge can come many different forms, it can be habits built due to experience over many years, it can be the daily routine followed by default say for example in the HR department, it can be in the notebooks of employees, written down in large protocol and procedure documents, or it can information that analysists extract from large customer data sets. The thing that they all have in common is that when used in the correct way they can all contribute to the furthering of the organisation. (Wilson, 2002)
Within the context of what we were taught in class, individual knowledge is knowledge that is held by individual staff members and not necessarily available to the public. This would be the example of a personal notebook or things they learned in their own time by reading journals or taking extra courses. 
Organisational knowledge would be knowledge that is available to everyone within the company and that is part of its daily activities. This would be the example of customary habits or rules or protocols. 
However, in a real life situation, both of these types of knowledge interact and evolve. Individual knowledge gets mixed with organisational knowledge and this leads to adaptation of the individual knowledge to align better with organisational knowledge. And in some cases the individual knowledge might be better or more recent than the organisational knowledge in which case the senior staff in the organisation would update their written protocols or habits and add the individual knowledge in to the organisation. (Nonaka, 1994)
The relation between the two is more likely to be skewed towards organisational knowledge being better and used more often. This is because this knowledge is in the public realm and therefore being constantly tested to find mistakes, while individual knowledge is unlikely to have such as strong checking process.
[bookmark: _Toc535191082]Actual and Potential Knowledge Assets
[bookmark: _Toc535191083]What are knowelde assets
Before discussing what the actual and potential knowledge assets, lets clarify what knowledge assets in general are. They are described as the sum of intellectual resources available at a business or organisation. This knowledge can be stored within or accessed by the business in many different ways. One of the most common knowledge asset is the knowledge that workers at the business will have.  This knowledge that the workers have can be displayed in many varied forms, it can be stored within ideas that the employees casually discuss over lunch breaks, it can held in training that the employees undergo, learning that the workers do outside of work and that has relevance in the workplace, derived from analysis of other knowledge assets or within the technical skills of a an employee, etc. (Tsai, 2006)
The knowledge assets mentioned above can be stored in a diffused way, meaning that the knowledge is spread throughout the organisation, among many department or many different individuals or it can be well concentrated by one employee being the expert in that particular area or having by having it within manual guides that each department or team produces. 
Knowledge can also be stored in a structured or unstructured way. Structured knowledge is generally knowledge that is written down such as guides, patents, policy papers, etc. Things that can be easily transferred to other workers or to external shareholders if needed. Unstructured information is generally knowledge that is within the workers mind and memory in the form of experience. (Wier, 2004)
As evidenced from the above, some knowledge assets are easier to transfer to other workers and thus be circulated more widely without input from the originator of the knowledge, this makes undiffused and structured knowledge more useful in an organisation. 
[bookmark: _Toc535191084]Actual Knowledge Assets 
From the list of knowledge assets identified above, actual knowledge assets can be considered to be ones that the company’s leadership or the management personnel in charge can identify easily through that knowledge assets daily usage at the organisation. Actual knowledge is largely described as knowledge that everyone can appreciate its value because it is out in the open and visible. (Freeze, 2007)
If a particular person within a company is asked for help frequently, it can be deduced that he is knowledgeable of that area and his knowledge is something that other members of the business rely on. This makes that person an actual knowledge asset. 
A clear example of actual knowledge asset is google. Everyone knows that useful information can be found there and it is likely that in many jobs people regularly refer to google for help on how to do their jobs or improve certain aspects of their job. This makes the service that google provides an actual knowledge asset. 
The knowledge types used in the example are concentrated, people know where the senior staffs desk is and they know what google web address is. Googles knowledge base is very well structured and this makes it much easier to extract knowledge from it. The senior employee on the other hand might 
Due to this, non diffused and structured knowledge are more likely to be considered actual knowledge because as identified previously, people are more likely to use knowledge that is easily available to them. 
[bookmark: _Toc535191085]Potential Knowledge assets 
Unlike knowledge assets described as actual assets, potential assets are those knowledge assets present in a company that have uses but not everyone is sure of their overall usefulness. (Choi, 2002)
Think of a website that helps correct spelling mistakes on reports. Some employees might find it very useful and use it very frequently in their work. This fact makes the website into an knowledge asset for the company as it clearly provides know how on writing better reports. But other staff within the company might argue that Microsoft word has a build in spell checker that performs the same and so the website is just doubling the same features. There is no consensus on which software is better for writing error free reports.
Potential knowledge assets might also come in the form of software packages that were tried by the IT department and the results of testing each software were documented in reports. These reports could hold knowledge on how to make the work in the office faster or more efficient. However, this is knowledge that can often be missed by managers who do not fully understand the value of IT to modern companies. In this case, despite the knowledge being very non diffuse and well structured, it can still go unnoticed. 
In principle the main differences in potential knowledge and actual knowledge assets is how the employees and managers see it. If it can be clearly seen to be adding value to the company it will be considered an actual knowledge asset and likely be cared for my the managers. Otherwise, if its full potential is not clearly visible as in the examples shown, it will be considered potential knowledge and might not be used to its full capabilities. 
[bookmark: _Toc535191086]Asset Maintanance
Another consideration that may be good to make, is the relation of asset maintenance and usability. The knowledge assets mentioned in this report all have some level of maintenance cost, this is the cost of keeping the knowledge in an usable shape over time.  (Hassanain, 2003)
If the knowledge is used regularly and its value visible to a large part of the organisation. It is likely to be taken care of and is also likely to be very useful, sufficient to justify the cost of attaining the knowledge and maintaining it. 
However, if the knowledge is not clearly visible a being useful to many people it likely to be forgotten over time. 
This is even more important with non difussed information that employees acquire from their work experience. They might know how to do something, but if that activity is done only very occasionally, it is likely that over time the knowledge will be lost. 
[bookmark: _Toc535191087]Creating, storing, applying and integrating knowledge
The process of knowledge management is to help an organisation be able to make more efficient use of its knowledge assets. The most common theories of knowledge management draw the life cycle with four separate clearly indefinable parts: creation, storage, application within the organisation and integration into every day activities. (Earl, 2015)
The practice of actively managing knowledge in a systematic way is growing trend among businesses through the world these days. This is particularly true in businesses that rely heavily on information to carry out their services. Knowledge that can be extracted from information and data can be used produce better products or reach out to new customers and extend the companies revenue. 
The knowledge management cycle starts with the basic step of creating knowledge. As discussed previously knowledge can come in many different forms. It can be created from workers reading literature and extracting valuable and actionable information from there, it can be ideas that are the result of a barnstorming session, etc. Immediately after the knowledge asset is created, it will be available only to the people immediately connected to that literature review or brainstorming session. If knowledge is not available to organisation at large, it will not be able to be used to its full potential. This is where the next stage in the knowledge management cycle comes in. (Khdour, 2014)
The next step is to store that knowledge in a place where everyone can access it easily. The knowledge storage also has to be such that the information is stored in a structured way so that it is easy to read and extract information from. Now days, storing knowledge in a structured way is made easier with many knowledge management software and online services that are available. There is still some value of having knowledge stored with people now days. Having knowledge stored on a data server helps make it available to more people, but having the knowledge stored both on a data base and with the people using the knowledge makes it much faster to access. 
Once the knowledge has been successfully stored, it needs to be shared with the relevant people. The sharing process can be done on a employee by employee basis when the knowledge is needed for any particular work the employee is doing. The employee can be informed where in the database or who to talk to and he can obtain the necessary knowledge to finish what ever work he is doing. This works best when the knowledge in question is specialized for a specific task and the employees are unlikely to use it on a daily basis.
For information that the employees are likely to use on a daily basis, it would be more efficient to have group training sessions lead by the employees to created the knowledge and thus disseminate the knowledge in that way to the team or department. 
The next stage in the life cycle of a knowledge management system is making sure the newly acquired, stored and shared knowledge is applied within the organisation. As with the IT software review example in the previous sections, if the management does not push for more efficient methods and newer more accurate knowledge to be used, it is very likely that the employees will prefer to the use the older knowledge. This is a fact of human nature, once people get well accustomed to something they are less likely to try new things. Application of knowledge in this way is greatly influenced by how well the knowledge is initially stored and also shared with everyone. If those stages are well executed, it will be easier to make employees apply new knowledge to their work routine. (James, 2005)
The last step of the cycle is then to integrate it into the general routine and policies of the organisation. If a new knowledge asset is found to be better than or a positive addition to any limited or incomplete existing knowledge asset, it needs to be made sure that the new asset is used regularly. At this stage the managers need to make sure the employees are using the new knowledge assets, this can be done by monitoring their work or setting guidelines that give rewards to those who can adopt and integrate the new knowledge assets into their workflow. 
Another reason to make sure integration is fully observed is to avoid solving the same problem twice. Knowledge management systems exist to make it quick and efficient for employees find answers to problems the organisation encountered in the past, but if employees do not use it accordingly, they can end up solving the same problem again possibly creating on their own knowledge the organisation already had stored. (Wing, 1997)
Because of these reasons it important to monitor the knowledge management cycle from creation to integration as the quality of execution of any single part will have an impact on the others. Not integrating new knowledge assets efficiently eliminates the benefit of knowledge management. 
[bookmark: _Toc535191088]Intelectual Property rights
Intellectual property right are laws that are in place to protect ideas. Intellectual property protection can be requested by both single individuals or large organisations. The main purpose of these laws is to make sure the original creator of any such idea is give the due credit for his idea. (Organisation, 2018)
Generally the forms in which ideas are written down are patents, copyright and trademark. Intellectual property rights allow the original author of any of those documents to prosecute in a court of law anyone who uses the ideas in those design documents without the authors permission.
The main goal of intellectual property rights is to encourage more development of intellectual ideas and thus promote business. This is achieved by giving the original inventors security that their inventions will not be stolen by other people and that they will be able to benefit full from their work. This allows products such as licenses for software to be sold without worry, stop other people from copying your logo or products, allow customers to recognise the organisation brand more easily and facilitate marketing activities. 


[bookmark: _Toc535191089]Contribution of knowledge assets
Knowledge assets if managed and used correctly can increase the quality of service and efficiency or the organisation. As mentioned, a good management system aims to capture knowledge that exits within the organisation and store it for other to use it, and then ultimately the useful information in the knowledge management system are integrated into the organisation. (Teece, 2000)
The system then also allows for the knowledge of the organisation to be transferred to another branches or in some cases to another organisations all together. This kind of systems can also help new employees be trained better and without needed as much mentoring. 
If we go into detail than, much can be said about the contributions of knowledge management. We can say among any of the following:
-it reduces the time employees send looking for solutions that have been found in the past
-it preserves knowledge within the organisation even when senior or highly skilled employees leave, their contributions to the company knowledge is still retained
-it helps train new recruits as they have to ask for less help to senior staff, as the new recruits can quickly search the data base
The main contribution of knowledge assets to any organisation is that they make things more efficient and this helps improve the workflow in that organisation. 
[bookmark: _Toc535191090]Knowledge requirements for my organisation
I work in a restaurant, and for this part of the report I will try to apply knowledge management theory to my current workplace.
The restaurant specializes in Indian cuisine and Indian recopies, at least the way we prepare them, have a many complex steps. We aim to make sure every dish we serve has the same taste and look. This part of our quality control. Small details like these have helped the restaurant build a local brand name and the owner insists we do things systematically. Any changes to our recipes must be fully reviewed by the chefs and the owner. We also aim to provide customer as uniformly as possible. 
This makes it necessary to have all the staff members on the appropriate way of doing things in order to maintain the same quality of service throughout the restaurant. 
To make sure that the correct way to prepare food and serve the customers are taught to the new employees is maintained constant, the management uses a basic knowledge management system. It is also worth noting that there is relatively high dismissal rate for seasonal workers, so training is provided frequently to new recruits. This further increases the need for an efficient knowledge management system.
The existing system is based on logbooks that managers have access to. In the logbooks they keep a list of who prepared what food and who served how many customers and they take an average of that over a months period to determine if things were done correctly or not. Furthermore, the logbook are not filled in at regular intervals. This makes so that any knowledge created is not stored in the best possible way and it stored out of reach of the employees. Anyone wanting feedback or wanting to know more about the protocols as the restaurant have to go through a slow process of reading through the logbook. 
Everyone including the managers agree that this is not the best way of managing all the information available at the restaurant. 
In the past, as smartphones were becoming popular, attempts were done at using organiser type apps to have everyone sync into the restaurant main organiser if they found anything of interest during the week. Due to bad software those attempts ended badly with too many updates without any proper structure. It was too much information and the context would be lost the disorganised volumes. 
Moving forward and after I having gained some more experience with knowledge management, I am thinking of proposing a new system when the off seasons. Trying it out during the busy season would be a bad idea. 
My proposal for the new knowledge management system consists of part technological and part human decision making. I propose to bring the monthly knowledge reviews to weekly, discuss our findings and decide which knowledge assets that found during that week are worth keeping and which ones do not add any further value. Once the team decision process is complete, we would write an organised list of the new things found using a structured and clearly laid out excel spreadsheet. 
I do agree there are more sophisticated methods available, but considering the budged and IT skills available at our restaurant. This is the most appropriate option. 
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