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Introduction


The main aim of this report is to evaluate the actual and potential knowledge assets, the concept and importance of knowledge management and the impact of intellectual Property rights within Domestic Angels LTD. 
I have chosen this organization because I work there for 3 years as a Team Manager and I am familiar with the organization framework.
Domestic Angels LTD is a Management Cleaning Agency established in 2010 in London. There are currently 250 employees working in the 6 main departments (General Management, Sales, Marketing, Operational, HR, Finance). The company is well known for its ethical approach within the cleaning industry and especially the London Living Wage rate paid to the cleaners and the Management staff. 
In Section 1 I will explain the relationship between data information and knowledge and the connection between individual and organizational knowledge. I will identify the knowledge assets by applying modeling techniques and analysis and will evaluate the actual and potential knowledge assets.
In Section 2 I will consider the requirements to create, store, apply and integrate the knowledge and the importance of intellectual property rights. I will make evaluation on the knowledge requirement in the organization and the framework for enabling knowledge sharing marks.
Section 3 will conclude with recommendation for improvements to the current’s framework of the organization.






Section 1 

1. Data, Information and Knowledge. Relationship between data information and knowledge.

Knowledge management is a process oriented to the critical problems in the organization related to adaptation, survival, and competence. At the same time, continuous changes in the external environment are considered into account. 
Knowledge management covers all organizational processes, looking for a synergistic combination of data and information capabilities of modern computer technology, to form a creative and innovative human capacity.
In other words, the knowledge management is looking for approaches and ways to make the most of the available knowledge in the organization and create new process knowledge.
Data (from the Latin "given", a term interchangeable with "fact.") Are unstructured facts about something (object) that are stored without use. In case of need, this data is used (processed) for some purpose (to reduce the uncertainty of the thing). The converted data is converted into information.
Data is often perceived as the lowest level of abstraction from which information and knowledge originate. Data is text, graphics, sound, video, which are intended for processing by the computer.
According to Wiig (K.M. ,1993) the information is data systemized to describe specific situation or condition. This means the data and the information are strongly connected to each other or with other words- data can evaluate in information. 
Following the same logic of thinking about the relationship between information and knowledge Spek and Spijkervet ( K.M. 1997) are concluding that the information is a “data with meaning” while the knowledge itself is “ the ability to assign meaning”. 
Sir Francis Bacon (1561-1626) gives one of the most accurate comparisons for knowledge – “Knowledge – Power”. In addition to that, the knowledge practically proven result of the knowledge of reality. It is an accumulated human truths, facts, principles, and other objects of knowledge. A set of information that forms a complete description corresponding to a certain level of awareness of a problem.
The knowledge itself responds to the five essential points of its meaning:
Know how to use tried and tested procedures to perform any tasks.
Know who has the relevant experience or resources.
Know what ability to distinguish and select key models and current actions.
To know why, to easily forecast the future. 
Knowing when to combine in rhythm, time, and realism.
According to Nonaka I. (1994) the knowledge gained through the accumulation of factual experience is productive only when it is used in the performance of work or integrated into the process of performance of work.

2. Individual and organizational knowledge. 

Knowledge management includes planning, organizing, motivating, and controlling people, processes, and systems in the organization to improve and effectively use existing knowledge-related assets. The assets of the organization in the field of knowledge includes all documented knowledge in the form of patents, manuals, electronic libraries and banks containing information on best practices, experience of employees to perform a job, accumulated knowledge in the teams worked on solving a problem, as well as any knowledge embedded in the processes of the organization, its products and relationships.
The process of knowledge management includes its acquisition, construction, improvement, storage, transfer, sharing and use. The function that meets knowledge management in the organization, responsible for related processes, creates methodologies and systems to support them, as well as motivate employees to participate in them. The main goal of knowledge management is to increase and improve knowledge in the organization to create better practices, improve the organizational behavior, making better decisions and achieving better organization presentation.
Knowledge management processes cover the entire organizational activity in the basis on which is the ability of managers to help achieve related goals with knowledge management, increasing the motivation of employees to get involved in achieving them and managing the various social processes that support success knowledge management in the organization. Social processes exist in different interest groups - for example, informal groups of people who share common interests, groups of experts in a field, groups of experienced knowledge transfer professionals. Social processes are necessary because although knowledge to exist in individual employees for the management process to be successful knowledge needs to be transmitted through social groups, teams and networks.
I can conclude that knowledge management processes largely depend on people, not so much by technology, although many modern enterprises do support KM processes with appropriate information and communication technologies (King,
2008)

There are different ways in which the relationship between management is conceptualized of knowledge (KM) and organizational learning (OU). 
Some researchers believe that OU focuses on the process, and OU - rather on the content of the knowledge that the organization acquires, creates, transmits, and ultimately used (Easterby-Smith and Lyles, 2003).
Another approach to express the relationship between the two areas is the presentation of organizational learning as a goal of knowledge management. All management initiatives of knowledge that support its creation, dissemination and ultimate application account help the organization itself to implement knowledge in its processes as in this a way to sustainably improve your practices, performance, and successful achievement of your goals.
Organizational learning is one of the main ways in which an organization can be sustainable to improve the use of knowledge.
According to Dixon (1994) knowledge is less important than the processes required for maintenance updating and creating knowledge. 

3. Analysis and modeling techniques to identify the knowledge assets in Domestic angels LTD

The main characteristics of the organization determine what knowledge it needs, what its business processes are and, accordingly, what employees it needs. The success of business processes depends on the available resources, knowledge and skills for their implementation, as well as on the organizational environment and culture. People are key to the organization of knowledge - on the one hand with their competencies, and on the other - as key players in business processes and knowledge processes. The effectiveness of their work also depends on the available organizational environment (culture), their access to organizational and expert knowledge to apply in the context of their activities and tasks. Everything in the organization takes place in a certain context, and its changes have a greater or lesser impact on the organization, its business processes, employees, and knowledge resources. Organizational memory includes large amounts of data, information and knowledge collected since the creation of the organization and stored in shared repositories (explicit knowledge) or by individual employees or groups (implicit knowledge). It is especially difficult to gather implicit knowledge, especially of knowledge workers.
The knowledge audit (KA) provides the basis for developing the info-structure of the knowledge management system as a prerequisite for creating organizational memory and supporting the processes of knowledge and learning of the organization. It is especially important to choose a methodology for KA, which corresponds to the goals set in relation to KM and considers the organizational specifics. From the point of view of info-structure design, important KA tools are (Wiig, 2004):
· Analysis of knowledge assets - inventory of knowledge and determination of their location, sources, type and main characteristics (theoretical-practical, explicit-implicit, protected-free, codified-uncodified, based on experience, etc.);
· Analysis of knowledge flows - determining the flows of knowledge between individuals, groups and in the organization.
· Analysis of the critical functions - identification of critical business processes and determination of the possibilities for improvement of KM in them.
· Knowledge diagnostics - study of the mechanisms and processes related to knowledge and how they are used in business processes.
As part of the analysis of knowledge assets, the explicit and implicit knowledge of the organization is thoroughly studied. Regarding the obvious knowledge, information is collected about available structural knowledge and knowledge assets - number, types and categories of documents, databases, libraries, etc.; location of knowledge - in departments, common repositories, with individuals, how knowledge is organized and presented and how it can be reached and used; why these knowledge resources exist; how reliable, up-to-date, reliable and of good "quality" the knowledge is; what are the market values ​​of knowledge assets; where and how the knowledge assets are used; what economic value they create when using them.
The implicit knowledge in the inventory process is clarified by who are the informed and knowledgeable people in the organization; what is their level of competence; where are they; what knowledge and experience they have - basic knowledge and experience (necessary for their work) and additional qualification; what positions and functions these people have; what new knowledge they create, share, acquire at work, etc.
As a result, a map of knowledge assets is created to identify and categorize them. Based on the inventory of knowledge, one gets an idea of ​​what knowledge is available in the organization, where it is located, for what purpose it was created, etc. This allows for later assessment of the needs for new knowledge and setting priorities for their acquisition. The knowledge map is the first step towards the formation of an organizational knowledge base, providing access to various knowledge resources in the organization.

It is not enough just to identify and localize the available knowledge. It is important to make a qualitative analysis of how knowledge is used to support business processes and organizational strategy. Many organizations do not know which knowledge is most important and fundamental to their work. In order to develop an effective KM strategy, it is necessary to identify the basic knowledge of the organization to ensure their collection, dissemination and use by employees. In addition, it is necessary to determine the mechanisms and processes related to basic knowledge, which is carried out in the diagnosis of knowledge.

Core knowledge is strategic or operational knowledge that contributes to significant organizational processes or results. They differ from other organizational knowledge in the following respects: support the main business goals and activities; have long-term value for organizational activities; enable higher productivity of the organization in the implementation of its main activities; justify the costs of their collection and management; minimize duplication of work or unnecessary employee effort.

Effective knowledge diagnosis requires (Wiig, 2004):
· At the individual level to establish how personal knowledge and available knowledge assets are used to achieve competitive work results.

· At the organizational level to analyze the factors related to the structuring of knowledge that affect business processes, product creation, service provision, etc.

· In general - getting an idea of the presentation of basic knowledge and related processes for KM.




4.Evaluating the knowledge assets in Domestic Angels LTD

To identify and evaluate the knowledge assets in Domestic Angels LTD I will use Nonaka’s analysis model. He divides the knowledge assets into four categories: Experiential knowledge assets, Conceptual knowledge assets, Routine knowledge assets, Systemic knowledge assets.

Experiential knowledge assets are the “Know -How” and tactic knowledge of the individuals. This is one of the biggest assets in the company as every Manager has at least 6 months experience as a cleaner before being promoted to a more senior position. The experience gained through this adaptation period give’s every Manager the confidence and best problem-solving approach in their daily operational routines. Having the skills as a cleaner and the proper information source to handle with Managing tasks makes the communication and customer service exceptional.

Conceptual knowledge assets are the explicit knowledge transformed into drawings, pictures, designs, symbols, and other documents. 
One of my duties as a Team manager is to sort and organize every testimonial into separate slides/ pictures and store them in a company cloud account. I also must create a step by step guide, illustrated with pictures for every new cleaner starting in the company.

Routine knowledge assets are the organizational routine and culture.
Part of the Domestic Angel’s year plan are the regular team meetings focused on the quarterly target analyses. During the meetings led by the business coach of the company the Managers of the departments are participating in a group task. The task is orientated to evaluate the 10 company top values and update the company culture book.

Systemic knowledge assets are all the documents, guides, handbooks, templates etc. stored and consistently updated in the company database. One of the company goals is to transfer all the personal and organizational knowledge into a company handbook which will be part of the franchise training in future.


5. Managing the knowledge 

Organizational knowledge combines collective and individual contributions. They are constantly evolving and enriching in the process of working and gaining experience. Therefore, it is important that they are collected, structured, stored and distributed in the organization. In order to increase the productivity of the organization, it is important that the available knowledge can be reused, avoid duplication of activities, easy to find expertise and transfer experience and knowledge to groups and individuals. This requires the introduction of knowledge management. However, the multidisciplinary nature of KM poses several challenges to practitioners. Therefore, very often KM programs are implemented and controlled by a multidisciplinary team of experts with knowledge in the field of strategic management, finance, information technology, human resource management and others. Only a holistic and context-based approach to knowledge management can contribute to the expected effects.

Applying the above approach to info-structure design can lead to the following positive results:

· Defining a specific role for the management of the info-structure guarantees the constant unification of the presentation and storage of knowledge.
· The development of procedures and standards for the presentation of knowledge ensures their quality in storage. Their compliance with business processes and the dynamics of knowledge creation helps employees to find the knowledge quickly and easily they need, which in turn ensures higher efficiency of their work.
· The introduction of standards for the presentation of knowledge can increase the relevance, accuracy, completeness, and integrity of the acquired implicit knowledge.
· With well-organized and categorized knowledge resources, employees find them easier and do not waste time and effort to re-perform tasks that have already been performed somewhere in the organization. This in turn increases efficiency and productivity.
· The use of area-specific descriptions and definitions reduces uncertainty in the search for and extraction of knowledge.
· Creating a knowledge profile of business processes and specifying the field of knowledge of the organization contributes to the introduction of a common language in individual teams and in the organization as a whole, which facilitates finding knowledge created in different business processes.
· The description of the context is essential when reusing the knowledge created in the organization in a similar context or after adapting it to the changed context. Knowing the context and sharing elements of the context from different business processes facilitates the sharing of knowledge and easier finding of knowledge applied in a similar context in the organization.
· Creating employee knowledge profiles and adding tags to knowledge sources helps to overcome the ambiguity of knowledge flows and provide a direct link to the source of expertise.
· Well-designed processes of change, reconstruction and use of knowledge ensures regular updating of knowledge repositories and maintaining their compliance with business processes.
· The creation of organizational memory and its continuous maintenance contributes to the improvement of organizational learning. In addition, the collection of knowledge and expertise facilitates the management of continuity (and prevention of knowledge loss) when leaving staff.




Section 2 
1.Analyse and evaluation of the current framework for sharing information in Domestic Angels LTD

The 4 main components of the Knowledge Management are people, process, content, and strategy.
As already mentioned, the employees in Domestic Angels are the main source of knowledge with their experience, different approaches, and tactics for achieving their set targets and managing different operational tasks and solving problems. Knowledge capture is a particularly complex and time-consuming process, but it usually brings significant benefits to the organization. Mapping who knows what is not enough to ensure access to knowledge in the organization, because knowledge sharing depends on the readiness of their source to reveal them and the time, he could devote to it. With the departure of experts, their knowledge is completely lost to the organization. Some implicit and complex knowledge of experts is practically integrated into the products, processes, or services of the organization they create. In theory, this knowledge is independent of their creators and creates a certain stability and independence in the event of leaving the expert. However, it is difficult to distinguish what part of the implicit knowledge is embedded in the processes and what is necessary for their maintenance.
The organization may not benefit from the individual knowledge of its employees until the knowledge is integrated into material systems or made available indirectly through the active involvement of people in discussions or other forms of knowledge sharing.

1.1 People and process

The CEO of Domestic Angels hired a business coach two years ago. He is organizing many different meetings with employees and Managers from every department monthly. The target of the meetings is to stimulate the knowledge flow and capture the implicit knowledge of the individuals and the group.  The structure of the meetings includes different approaches such as: Brainstorming, Focus groups, Questionnaires and Surveys, Lessons Learned Debriefings, Storytelling and Task Analysis.
For instance: In one of the organized meetings with the Team Managers in South, West, East and North London, we have been given the task to explain step by step the process of inspecting the quality standard of the cleaners. Interestingly, we found out that every Team Manager has a different approach and follows different order of actions. This fact gave us the chance to create an innovative approach to standardize the current inspection guidance using the best practice of every individual.

1.2  Content

With the development of each organization, the number and type of knowledge it possesses increases. It is especially important to find a way to preserve implicit knowledge, which in practice is done by transforming them into an explicit form - by codification (such as documents, models, recommendations, etc.) or implementation (embodiment) in the description of practical experience, events and etc. Presented in this way, implicit knowledge is considered as objects of knowledge. They give opportunity the existing knowledge and experience to be shared with other employees in the organization. Some typical objects of knowledge are reports, data on organizational activities, technical specifications, guidelines for various tasks, mate- training materials and others. Objects of knowledge are increasingly stored in electronic form on the intranet site of the organization or in internal content and document management systems, in expert systems and others. To avoid problems with finding knowledge objects, it is especially important what approach will be followed in their codification. Knowledge codification plays an important role and allows what is known in the organization to be shared and used collectively. By transforming knowledge into material and explicit forms, it can be disseminated much more widely and at less cost. The goal is the codification of knowledge to organize and present an old form, easy to understand and access. One of the main questions is how to do this without losing the specific features of the knowledge.
In the last 2 years, the CEO of Domestic Angels asked the business coach to record every meeting, where we share knowledge and ideas. The idea for this decision was to create a guiding handbook for the future franchise project. She also asked the HR and Sales Managers to record their meetings and interviews with potential cleaners and clients. The data is stored in the company cloud in dropbox, where only the administrative staff has access to it. The role of the General Manager is to transform the recordings into a structured document and store them in the relevant folders in Dropbox.

1.3  Strategy 

The mission of the CEO of Domestic Angels is to open another department in the company withing 3 years. This department will be in charge to support the franchise of the company. Working side by side with the potential and existing franchise clients and support them through the whole process. 
To implement this mission the company has a 3-year plan to capture the individual, group and corporate knowledge and transform it into a detailed handbook which will be the main guide for the potential franchise clients. There will be a company hired coach who will be giving training on place and will consistently update the handbook with new concepts and ideas. 







Section 3 
Recommendation for improvements to the current’s framework

The 3-year mission of Domestic Angels is focused to expand the current client network by opening franchise managed businesses nationwide. This is a big step which can only be achieved with by having a good structured strategy and consistently improvement to the current framework. 
On my opinion there are few steps which need to be taken to improve the current framework.

1. Identifying the knowledge gaps.
The biggest part of the Domestic Angels administration are employees who were promoted from cleaners. Many of them don’t have the skills and qualification for working on such a high-level position, however, they have the knowledge needed to be a superb cleaner. 
Finding the knowledge gaps in each person will give a guidance where and how to invest in their personal improvement. 

2. Investing in people. 
People are always the biggest asset of each company. Investing in their productivity and knowledge is always the win- win solution. 
The identified knowledge gaps can easily be field by investing in the proper education, courses, training programs etc. There are many easily accessible and affordable online schools which can give a strong foundation for developing the needed skills and knowledge.



3. Investing in better software solution for company information storage. 
Domestic Angels are currently using the drop box cloud solution to store all the company documents, archives, photos, videos etc. It is a budget friendly option, but not amazingly effective when it comes to its search engine. There is only option to find files according to words or sentences, but it cannot find solution to a specific answer. 
The IT technology provides many different software which are specifically tailored to the company needs. Investing in the right company software to store, share and use information can be the best option. It will increase the productivity of the individuals and will decrease the research time spent from every employee. 





Conclusion 

This report was focused on determining actual and potential knowledge assets, the concept and importance of knowledge management and the impact of intellectual Property rights within my organization. 
In section 1 I have successfully observed the relationship between Data, information, and knowledge and how those three components collaborate with each other. I have explained the connection between individual and organizational knowledge, and I have identified the models and techniques to evaluate the knowledge assets within the organization.
Section 2 was focused on evaluating the current framework for sharing information in my organization.
After identifying the current framework and gaps in my organization I have concluded with some recommendations for improvements. 
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