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Executive Summary
The knowledge management can be termed as the proper creation, sharing and integration of various data and information at the needed destination to seek out the desired results. The report based on Hilton hotel has discussed the role of knowledge management in the growth and expansion of the firm. The various resources and processes required are discussed in terms of their implementation. The models such as NONAKA & TAKEUCHI and CHOO Sense-Making model are further used to manage the information and knowledge in Hilton. The report had further identified the needs of the implementation of knowledge management. It had developed the framework for knowledge sharing and developing a culture that promotes the management of culture at each level for more effective results. The recommendations are made in terms of framework and other changes to improve the management of information and knowledge.  
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[bookmark: _Toc49193131]Introduction
The report aims to develop the knowledge and management skills of the individual in terms of its knowledge assets, further; to identify the key processes to manage the knowledge available and formulate a similar culture at the workplace to manage culture. The report will further establish the relationship between knowledge, information and data and the importance of the same in the development of the firm. The sources of the knowledge assets will be identified, and further analysis will be carried out to identify the current and potential knowledge assets. The rationale for the development of the firm through proper management of knowledge will be seen, and the role of creation and storage of information will be evaluated.  The concepts of intellectual property rights will be discussed in terms of hurdles and competitive advantages for storing knowledge and information. 
The next part aims to formulate the organisational culture to manage the knowledge and further share it for more benefits to the given organisation. Relevant theories and models will further support the research. The organisation considered for the report is; Hilton Hotel and Resorts. The hotel is the subsidiary of Hilton worldwide. The brand with its parent company was founded in 1919 by Conrad Nicholson Hilton (Hilton, 2020). The firm has registered its office in Virginia, US. The brand has very high brand equity and maintains over 584 hotels in 94 countries. The one of the key success that was identified is its effective management of the knowledge and information in terms of the consumers and employees, and this makes the management at Hilton hotel to have more loyal customer based than its rivals.               
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[bookmark: _Toc49193133]Explain the relationship between data, information and knowledge 
Information, data and knowledge are important aspects in the knowledge management in the workplace or organization and ensuring the organizational learning. Data is generally considered as unfiltered and unrefined information. The main use of data is to record and present the situations and activities and also present the real and true facts related to certain things. All data used and processed within the organization like Hilton Hotel are historical unless they are used as examples to forecast the business outcomes such as sales, performance and profits of the organization (Perko and Mlinarič, 2016). Examples of data within Hilton Hotel are sales data, customer service data, customer needs related data and market trend and position related data that are collected, recorded and processed within the organization for ensuring its effective functioning and operations. 
The information involves the message that is used in the organization for taking the crucial decisions for business operations. The information is derived from both historical and current data that is used by the leaders and managers in organization like Hilton to formulate the strategies and tactics for improving the business sales, performance and customer service. The information is generally considered as the data that has already stored, processed, analyzed and presented using specific languages, tables and graphs. The various types of information are used and processed within Hilton Hotel at different levels to take important decisions and resolve different problems (Junior et al., 2017). 
The marketers of Hilton Hotel collect the data related to the needs of customers, pricing and marketing strategies of competitors and also changing technology and trends within the industry. Such data is displayed in the tables, charts and sheets that form the information and helps the organization to take necessary steps for the better performance and growth of the business. For example, the collection of information about the technological development and changes in the market and hotel industry helps Hilton to implement needed improvement changes in the existing technologies and methods for achieving the desired organizational goals.
However, knowledge is the mix of the values, experience, information and data that help in creating the value for the business organization and its stakeholders. The more the knowledge the organization has, the more the benefits it will get from its business activities. The knowledge in Hotel Hilton includes skilled human resources, experts, advanced techniques and technologies and knowledge about the needs of customers and strategies used by the competitive hotel brands that help the organization to maximize the business growth. The organizational knowledge is built and improved within the organization by gathering and processing relevant and important information and data about markets, human resources and technologies (Abubakar et al., 2019). The knowledge management is highly useful in Hotel Hilton for maximizing customer satisfaction and service and also business profitability and prosperity.
Further, the relationship between the knowledge, information and data can be defined and understood by their interdependency. For instance, the marketer in Hotel Hilton needs of collecting the reliable data about requirements of customers so that better decisions can be made related to providing the quality hospitality to service by using such data and information. The information contains a clear message related to the current trend in the industry/market that helps the hotel organization to adopt such a trend and maximize customer satisfaction and competitive advantages. The quality knowledge and skilled workforce support the hotel in delivering the best possible services to customers (Bolisani and Bratianu, 2018). Therefore, the knowledge can be managed by the organization for the long-term by identifying the data and information about the requirements of the workforce and their motivation factors.
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[bookmark: _Toc49193134]Explain the relationship between individual knowledge and organizational knowledge. 
Individual knowledge can be defined as the knowledge acquired by the individual through their own experience, learning and observation. Individuals in the workplace learn through their own practical experiences and observation and learning from others involving colleagues, juniors and seniors. The continuous learning of individuals in the organization like Hilton Hotel is essential for ensuring their personal as well as professional growth and promoting the organizational growth. Individuals in the workplace acquire different types of knowledge such as knowledge of different technologies and methods used in the organization, products and service and also knowledge of the internal and external business environment (Nguyen, 2020). Hilton Hotel is a good working place that enables workers to learn and improve knowledge and then contribute such knowledge in providing the best hospitality services guests.
There are several situations in Hilton where workers and management requires taking effective decisions/actions with their own to resolve the customer-related problems instantly. Employees have a responsibility to take major decisions and judgements quickly without using the policies and rules formulated by the organization so that a quick remedy can be provided to customers on an immediate basis. But in some complex situations, it is not easy for individuals employed in the hotel to handle such situations then they need of taking bits of help of experts and professionals to tackle situations and ensure the better performance of the organization. The professional and expert knowledge better help the hotel organization to improve the customer service and maximize their satisfaction so that profits of the organization can be maximized (Nguyen, 2020). Hilton also organizes the training programs from time-to-time to improve the individual knowledge and increase their competency to deal with changing business environment.
On the other side, the organizational knowledge is liked with or depends on the knowledge of workers employed in it. The organizational knowledge is improved with the contribution of knowledge of employees as they come up with the innovative knowledge and ideas to make the customer service better and maximize the profit of the organization. The knowledge of employees improves the knowledge of Hilton Hotel as they have different educational background and skills that support the organization to deliver the value to its guests by providing them valuable satisfaction and services (Ghasabeh and Provitera, 2017). The fluctuation in the business environment and technological environment drives Hilton Hotel to bring more knowledge and experts to deal with the adverse impact of such environment and hence maximize the positive return to the organization.

[bookmark: _Toc49193135]Apply analysis and modelling techniques to identify knowledge assets. 
Hilton Hotel is a large and leading hotel brand that serves many customers, including locals and international customers. This hotel organization requires hiring and managing the sufficient knowledge assets for satisfying the demand of different customer groups. Hilton Hotel can apply different models and techniques for identifying and creating the knowledge assets that are needed to meet the organizational purpose.  Some of the models are:
The Nonaka and Takeuchi Model
[image: Introduction to “The Nonaka and Takeuchi” Knowledge Management Model]
[bookmark: _Toc49193145]Figure 1: The Nonaka and Takeuchi Model
(Source: binus, 2019)
This model defines that the organization like Hilton Hotel needs of creating and managing both the intangible and tangible knowledge to achieve success and sustainable growth. The organization can create tacit and explicit knowledge in which tacit knowledge is verbal knowledge and cannot be written. It is not easy for Hilton to encourage the acceptance of tacit knowledge by all individuals employed because it is not written in any language and the individuals that have such knowledge can use and apply knowledge in their work. The tacit knowledge just remains in the mind of individuals so it cannot be applied over a long-time in the workplace. However, the explicit knowledge is in written form that can be easily communicated and presented to others for improving their competency for a job in the workplace. Hilton can easily transfer and share explicit knowledge within the organization so that every individual become efficient in carrying out their roles in the workplace (Avdimiotis, 2019).
The knowledge within Hilton Hotel can be converted in four different forms as per this model such as socialization, externalization, combination and internalization. The socialization states that the social interaction between the individuals in the workplace in a hotel can be effective in sharing tacit knowledge more effectively. The knowledge sharing and training in a hotel can be effective in keeping the knowledge in employees’ mind for long-term. The externalization will involve converting the unwritten knowledge into the written form so that others can read it later when they needed. The management in Hilton Hotel can write the concepts, style and management models they used in organizational reports and records so that their knowledge and styles can also be easily read and applied by other managers and professionals. 
The management in the hotel can also combine the knowledge from different sources and then can create new knowledge for better performance of workers and the business. The internalization involves converting the written knowledge into tacit or verbal knowledge (Avdimiotis, 2019). Hilton hotel has numbers of written policies and rules that are applied by the leaders, managers and workers from many years. The verbally sharing of these rules and policies between individuals within the organization keep these in their minds and help them in operating the hotel successfully. 
Choo Sense-Making KM Model
[image: The Choo Sense-making KM Model | kmwiki]
[bookmark: _Toc49193146]Figure 2: Choo Sense-Making KM Model
(Source: kmwiki, 2014)
This model can be used within Hilton hotel for creating the knowledge, sense-making and taking effective decisions for managing and using such knowledge for the organizational growth. This guides that Hilton can collect and select the information, and then it can be used for taking needed actions and developing strategies to improve staff performance and business sales. The marketers can collect information about the external environment and factors such as competition, fluctuation in the economy and also technology changes. Therefore, the management in the hotel needs to develop the sense of the situation of the external environment and then use such information for implementing required changes in the process and policies for better result and growth (Sensuse and Cahyaningsih, 2018). This model also assists in developing knowledge by providing training to employees and sharing knowledge among them. The management can use the professionals and market knowledge and then can make better decisions for improving customer service and increasing the revenue.
[bookmark: _Toc49193136]Evaluate actual and potential knowledge assets. 
The knowledge assets include the all of the intellectual properties and resources of Hilton hotel, it can be anything from the information and ideas to the brand name and logo, other than this the organisational competencies is also considered as the knowledge assets of Hilton. There are many of the existing and potential assets which can be accommodated by Hilton hotel which are discussed below.
Current
The current knowledge assets of the firm include; Hilton honours (Guest program) where the travellers who signed in gets the travel rewards and this increases the revenuer of the firm. Other then this the services such as the active members of the Hilton hotel when they visit any of the hotels their preferences are updated at all the locations of Hilton hotel and resorts and it is availed or recommended to them for the next time ad this personal touch provides the firm with competitive advantages (Hilton honors, 2020). Other than this the firm have centralised feedback collection system which updated on all the system worldwide when the consumers visit to other hotels and resorts. 
There are more than 700 professionals all over the world who estimates the sales in all of the brands under the Hilton hotel along with Hilton hotel and resorts. The talented sales force identifies and forecast the future sales and suggest, recommend and even implement the strategies related to increment in the sales and profits. The sales force is competent to work for the all properties of Hilton hotel. Other than this the brand equity and awareness is itself acts as a knowledge assets in hotel and supports in attracting potential consumers.               
Potential        
The potential assets include the innovation which can be promoted in the firm and the free space can be given to identify and implement new ideas for the success of the firm. Other than this the organisational culture can be implemented in Hilton hotel as this changes the basic way of having the day-to-day activities and this enhances the performance of the employees and brings in competitive advantages (Gharakhani and Mousakhani, 2012). The Hilton hotel can further go for the expertise in each of its functions and have popular specialised dishes which are available to them only and this causes further improvement in the quality of the services and reduces the efforts on the employees and makes them motivated and improves their values.     


[bookmark: _Toc49193137]Explain what is required to create, store, apply and integrate knowledge. 
The organization such as Hilton must develop the knowledge management culture for minimizing the overall costs, duplication of efforts and therefore, maximizing the customer's service and organizational success. The organization can follow some steps/stages for creating, recording, applying and integrating knowledge to increase the efficiency and competency of individuals and also business prosperity.
Identify the application of knowledge management is a strategic idea.
The management within the hotel needs to recognize that knowledge management is important for creating strategies to improve the organizational culture. The effective management of knowledge is also required in the hotel to come with the strategies to minimize the customer related issues and maximize staff performance (Laihonen and Kokko, 2020). 
Apply a lifecycle approach for implementation
The knowledge management implementation for short is not useful as organization needs to consider it as large process and use the lifecycle process for effective implementation. The knowledge must be shared within the organization among the individuals for creating a good work culture. The service strategy stage will involve modifying the hotel into the knowledge-based service provider, and service design involves designing systems for managing the knowledge in the hotel. The service transition step will include using the developed strategy to apply the new process and technology in the workplace (Paul Dooley, 2016).  And then the service will be operated, and therefore the knowledge management process will be on a continuous basis.
[image: ]
[bookmark: _Toc49193147]Figure 3: Service lifecycle
 (Source: Paul Dooley, 2016)
Understand the silos to overcome
The technical management team within the hotel will ensure the effective management and operations of the technology infrastructure within the Hilton. The management in the hotel needs to identify the areas and individuals that are not collaborating and performing well with others and then need to take improvement actions for achieving their standard performance (Martelo-Landroguez and Martin-Ruiz, 2016).
Focus on process and strategy
The hotel organization can more focus on improving and applying the knowledge management strategy and processes for creating the best knowledge in the workplace. The strategy like effective training will help in enhancing the knowledge of individuals and development will help in encouraging individuals to use their knowledge in the achieving the organizational mission/goal (Paul Dooley, 2016).

 

[bookmark: _Toc49193138]Consider the importance of Intellectual Property rights.
The intellectual property can be referred to any of the knowledge or information which is solely the creation of mind and can be treated as a physical property or assets. The intellectual property can be further distinguished into four major categories based on the type of information or knowledge a person or business has. The categories include; copyright (©), it is mainly used for the artistic works such as writers, authors, filmmakers, etc. and prohibits unauthorised access (Goodridge et al. 2016). The trademark (™) can be referred to a name, sign, logo, slogan design and many more which supports in recognising the firm or the product or service. The design rights include the specific designs which have further been protected by the laws. The patents are mainly given of the corporate and industrial level inventions and are being protected at the national level by law bodies and are generally granted for 2-3 years.
The intellectual property rights are the rights given to the individuals or the businesses in order to have the competitive advantages over the rivals for their innovation and creation and to recover the funds and cost of resources used to develop the innovation. The Hilton hotel can have benefited from the above concepts as it has trademarked its brand name and logo which provides the firm with a large number of loyal customers at its various locations (Waelde et al. 2014). The concept of knowledge management and the intellectual property rights are interrelated as the copyrights, trademarks and patents allow the firms to manage the protected confidential information and knowledge in their desired way. This attracts the consumers from the rivals and other markets, and this provides the firm with lots of benefits of high sales, profitability, large loyal customer base, easy market penetration, more easy expansion, growth and achievement of the organisational goals. 
 For example; if the firm develops a new sort of hospitality service which is new in the market and it not related to current services, this can be copyrighted or patented based on the type of service. Further; the firm can protect its secrets of service against the rivals and have more of the benefits from its new services and need not disclose it to any governmental bodies (Drahos, 2016). The innovations can be anything such as the development of new software to satisfy the consumers online and for more adjustable and easy bookings of the rooms or any new methods that has to reduce the cost of the products and services by the firm and the concept used it new. This provides the Hilton hotel with benefits of having the creamy layer of the society until the protection period exists.

[bookmark: _Toc49193139]Explain the contribution knowledge assets have on an organisation.
The knowledge assets in simple terms can be referred to as the collections of the intellectual resources of the firm to use them for the achievement of the organisational objectives. The knowledge assets are mainly in the form of information, ideas, memory, technical skills, learning’s, capabilities, competencies, copyrights, human resources and their skills, a database of the potential and the current customers. It; further includes the experiences, expertise, inferences and many more (Gharakhani and Mousakhani, 2012). The all the above assets, along with many other factors, constitute the four major categories of knowledge assets such as experiential assets, conceptual assets, systematic assets and knowledge assets.
One of the major contributions by the knowledge assets is that it is mainly inimitable and provides competitive advantages. It provides the Hilton hotel to provide its consumers with excellent quality consumer services. One of the major factors that make the knowledge assets important for Hilton hotel is that these assets guide the management to know how to invest, how to grow and how to use to seek the desired benefits (Denicolai et al. 2014). The proper management of the knowledge assets creates values for stakeholders and sustain the overall performance of organisation. The assets such as database allow the firm to have consumer insight in terms of their preferences when they last visited the hotel in terms of offers; dishes ordered festive periods in which they came and attracted them with similar offers and attractive dishes and engage them. 
Further, the management at Hilton hotel can use the brand image which is protected with patent and trademarks and used by the consumers to recognise the brand as the brand equity of the firm is high and this can attract the potential consumers. They have a good time at the hotels. The firm has the competencies such as the children’s comfort, standard services which are complied with ADA guidelines, sightseeing, fitness tours and all the services available needed for the businesses (Hilton hotel and Resorts, 2020). All the services together provide the firm with a perfect place to stay and come again against the rivals. The human resources are other knowledge assets of the firm, which are inimitable and provide the firm with competitive advantages. The employees are the one who provides the excellent services which delight the consumers during the stay, and such high services have made the firm to be listed number one in Fortune 100 list in 2020. Likewise, all other assets have their contribution to the growth of the firm.           

[bookmark: _Toc49193140]Evaluate the knowledge requirements of the organisation.
There are various reasons by the firm for the requirement for the management of information and knowledge by Hilton hotel. This is being discussed below.
Competitive advantages: The competitive advantages are the major advantages which make the firm to manage the knowledge as managing knowledge makes the firm to have more quick operations with reducing chances of failures as the decisions made are based on the information collected and knowledge of the consumers. The information collected in the form of feedback, collected at reception and other online methods allows the firm to have more sales and quality services which are desired by the consumers and this provides the firm with competitive advantages (NI business info, 2020).      
Productivity: The productivity improves as management of the knowledge in terms of employees makes the employees effective and efficient and saves on time to work and further imports the quality. The knowledge management allows the management at Hilton hotel to train the employees in needs as a part of knowledge management and use the knowledge in the way where it improves productivity by quality services.  
Profitability: The increase in quality services, quality of food and other aspects in Hilton hotel makes the employee delight rather than satisfaction and leads to conversion of the consumers to loyal customers and thus; increase in profitability as the firm can charge high for its quality services (Hebibi et al. 2019).   
Brand recognition: The knowledge assets such as trademarks and copyright in terms of brand allow the firm to have brand awareness and attract and retain the consumers based on the position of the brand. For example, the brand is known for its quality services which are available at a single place; the brand of Hilton is protected by trademark and copyright.         
Market leader: The firm when manages the knowledge appropriately it provides the firm with reducing in cost, and increase in productivity, efficiency and quality, and this provides the competitive advantages and makes the firm the market leader. For example, as per the Fortune 200 list; the firm is listed number one.     
Other than this; the increased efficiency in the given task by the employees provides the firm with agility in terms of decision making, and this supports the firm with decision making in the fast-changing environment (Hislop et al. 2018). The management of knowledge by the Hilton hotel in terms of employees leads to expertise in the specific field such as cooking, serving, etc. and provides the firm with excellent services. Thus; all the above factors make it necessary to manage knowledge.         

[bookmark: _Toc49193141]Evaluate the organisation’s framework for enabling knowledge sharing.
The knowledge sharing in terms of information and knowledge management can be referred to as an exchange of knowledge and information for the development of all employees and supports in growth of the firm in terms of agility and effectiveness. 
[image: ]
(Source: Steffen Soulejman Janyus, 2015)
The above image represents the framework which includes the organisational wide activities and that further supports in implementing the system as fast as possible. The factors included in the framework are, the organisational culture and leadership at Hilton hotel are the major ways which can promote and motivate the employees to share their knowledge and skills such as recognition and rewards for effective and useful knowledge. This can be built upon by the effective leaders in top management (Steffen Soulejman Janyus, 2015). The effective leadership includes; the governance, skills and systems where the proper set of policies is formulated, which acts as a guidance of the management and the employees to learn and share the knowledge.  
The policies are further affected and supported by financing function of the firm as higher the budget for the practices and policies the firm can implement the effective policies and practice in various ways such as experience, training and development of the employees to share the knowledge. The policies with a good budget may include partnerships or strategic alliance with external organisations in a similar industry to gain knowledge and share it in the firm. It can be related to any function in the firm (Akhavan et al. 2012). For effective knowledge sharing within Hilton hotel, the management needs to identifying and capturing the operation related experiences and information and knowledge related to it. 
Further; the firm needs to integrate this into knowledge and learning products, i.e. using knowledge assets as knowledge offerings. The knowledge sharing is the main part of the firm, and it can be achieved at three levels, such as individual-level such as intuitions and interpretation. While; integration of the knowledge is the way of knowledge sharing in the teams at last; the institutionalisation refers to the embedment of the one-time actions in the regular standardised mechanisms in Hilton hotel. The monitoring and evaluation is the part of the maintenance of effective and quality knowledge sharing within Hilton hotel. The below diagram shows the activities which can be implemented in Hilton hotel to implement, formulate and maintain the effective knowledge sharing culture.       
[image: ]
(Source: Becoming a knowledge-sharing organisation, 2015)
Ways of Knowledge sharing  
[bookmark: _Toc49193142]Recommend improvements to the current framework.
Though the current framework is very accurate and it is very effective for the effective and efficient knowledge sharing there are few possible changes which can further full proofs the plan, few of the changes are discussed below such as, define a governance structure and a Knowledge sharing coordination team. Though the management and managers at Hilton hotel are very active and efficient, it is not possible to have a keen eye on the knowledge sharing activities among their subordinates (Snyder and Lee-Partridge, 2013). Thus; it is necessary to have a governance system in the organisation which can plan and execute all the activities related to it. Further; the knowledge sharing coordination team can be planned to work under them for the major organisations such as Hilton hotel to coordinate the activities at the bottom level and ensure the activities have been performed as explained in the diagram below.
The other changes which the firm needs to make are to identify the organisation's capabilities. This is the most important change that the firm can have as when the firm identifies their key skills and competencies. There are more chances to plan accordingly and optimally use the resources for smooth knowledge sharing. This process supports in identifying the currently needed skills in the firm and further tells on what are the capabilities the firm, is lacking and needs to plan on to eliminate the wasteful efforts. Defining success measures is important as milestones show the progress made on the efforts. The standard's set always makes the employees achieve them and further makes the employees guide on what activities need to be done to reach the standards (Wang and Wang, 2012 ).
The partnerships though described in the framework can be taken to the next level where special tie-ups between the organisations take place at regular intervals where employees learn the new skill sets, knowledge and experiences from employees in other firms. At last; the goals for knowledge sharing needs to be set high or scaled up once they are achieved, i.e. setting the high benchmark every time to develop continuously.     



[bookmark: _Toc49193143]Conclusion
The report aims to develop knowledge of the individuals in terms of knowledge and information management. The report has explained the rationale for the importance of the knowledge and information management system in the firm. The report has identified the sources of knowledge and furthers the current and potential knowledge assets in Hilton hotel. The role of intellectual property rights will be discussed as a part of knowledge management. The brief framework has discussed for the implementation of knowledge management culture in Hilton hotel. The framework is given, which discusses the organisational efforts for sharing knowledge. At last, the recommendations are made to Hilton hotel to improve further.       
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