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In this assignment I will be identifying different types of knowledge that business’s require in order to be successful. Additionally, I will be also evaluating the differences and the requirements needed for different companies. 

[bookmark: _Toc29502245]Introduction
In this assignment I will be identifying different types of knowledge which are required in an organisation and how to create, store and apply them in a workplace context. I will be using Pandora as my business in order to write this assignment and I will be outlining their approach they use to organise and train their employees in order to have the knowledge to fulfil their job to a high standard. I will additionally be recommending feedback in which Pandora can action to make their customer service even better. Also, in this assignment I will be evaluating different knowledge models and coming up with relevant conclusions to each and linking each one back to Pandora and outlining what Pandora does to meet that specific requirement.

Lastly I will be coming up to a conclusion for the business and outline why this is the best possible solution and what are the next steps for the business in order to improve their current level of customer satisfaction and increase the efficiency of the employees work.
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The Pandora company started out in a small town around the city of Copenhagen Denmark in 1982 by a Danish Goldsmith called Per Enevoldsen and his wife Winnie. They started out by travelling to Thailand in order to find jewellery for importing back to Denmark. There demands started to gradually increase so they decided to shift their focus towards wholesale to clients in Copenhagen and the whole of Denmark. Pandora has a big market in the UK with multiple stores across England, Scotland and Wales. Pandora has a call centre in Basingstoke in which customers can call in and get information about there product or the service Pandora provides. The company also has a great reputation for employee satisfaction and maintaining employees for a long period of time by providing the employees with an enjoyable working environment, in which is safe and permits them to learn and make new colleagues. Additionally, by having rewards system to bring a culture of competition into the workplace.
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Data: Data is known as a collection of facts, events and objects. Data has no link between space or time. It Is a result of close observations which are accurate. Data are results of measure, categorisation and comparison of what is being observed.

Example of Data
· Automation
· Artificial Intelligence
· Communication
· Media
· Transactions
· Integration
· Decision Support
· Electronics

At Pandora all these various types of data are utilised on a day to day basis. Data is very important and confidential at Pandora as it stores customers personal data such as email’s, home address and phone numbers so Pandora makes sure to keep the customer data secure to avoid any hackings and break up. (None, 2020) “Data plays a huge role in understanding valuable insights about target demographics and customer preferences. From every interaction with technology, regardless of whether it’s active or passive, we are creating new data that can describe us. With data being captured through products, video cameras, credit cards, cell phones, and other touchpoints, our data profile is growing exponentially. If analysed correctly, these data points can explain a lot about our behaviour, personalities, and life events. Companies can leverage these insights for product improvements, business strategy, and marketing campaigns to cater towards the target customers”. This article is really fascinating and relevant to this report because it gives key details on how data is evolving and becoming very useful in modern society especially within a big workforce. 
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Information is the result of data being processed in order to make it significant for the user.  The process is meaningful to data. Information is linked with data and knowledge. Information is used a lot by companies and huge firms to educate themselves on specific aspects of their works. 
· Philosophy
· Work
· Learning
· Administrative
· Business
· Research
· Professional
· Consumer
Pandora utilises information in its business a lot as it needs information in order to purchase their products/ jewellery from its wholesalers/buyers and in order to do so they need the information such as the phone number of the wholesalers so they can order the goods in. Additionally, Pandora needs the information of their customers in order to send them their jewellery parcel so information is very important for the Pandora jewellery business. According to (Smallbusiness.chron.com, 2020) “To gain maximum benefits from your company’s information system, you have to exploit all capacities. Information system gain their importance by processing the data from company inputs to generate information that is useful” 
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Knowledge is a combination of facts, information and skills acquired by education or experiences. At Pandora knowledge is very important because this determines if the employees are competent to conduct their jobs which needs them to do specific tasks. For example, Pandora would need knowledge in order to be able to help customers with enquires they may have on a specific product or services therefore knowledge and understanding is crucial for Pandora. Judy Voss 06/09/19 eu.haworth.com “We are used to fighting out what a company’s assets are by looking at its factories and offices. However, a growing percentage of asset value leaves those buildings at the end of the employee workday. More is at risk as inadequate documentation and storage systems meet ever increasing quantities and types of knowledge outputs. This kind of leverage shift in value creation has profound implications, especially for managing theory and practice many already realised, and many more still to come. The principal one is that in almost every organisation the most important and asset is knowledge. It cannot be managed in many of the ways we manage physical assets. This difficulty in knowing what and how to measure can lead to slow and steady losses”. 

· Explicit Knowledge – Which can be easily expressed using words and numbers, it is usually shared in the form of data,product specifications, manuals, universal principals. According to (UKEssays.com, 2020) “Tacit knowledge is something that is acquired by individuals experience in particular area. It help him to find solution for problems faster than his colleagues it is acquired through once experience and experiment in particular field. Articulating the tacit knowledge, making tacit knowledge explicit is very important in the perspective of the organisation. Explicit knowledge is described in structured language. It is mainly more technical data this knowledge is gained mostly through formal education”.




	Data

Raw unprocessed facts
	Information

Processed data in content
	Knowledge

Applied information

	Envelope with name and address on
	Sorted list of names and addresses organised in house order
	The postman will have to sort out the parcel and give it to its rightful owner


	Sales figures for jewellery at Pandora
   
	Sorted into how much is sold each hour or day
	The jewellers will need to know what jewellery best suits its customers through sales report.

	Name and telephone number
	Sorted in area groups
	Used for the manufactures to contact Pandora in case of an emergency 

	Rain records rainfall
	Average rainfall for different areas 
	The jewellery not being sold as planned.

	Jewellery produced by manufacturer 
	Sorted in production figures per jewellery/day/week/month
	Predict faults – jewellery order errors.
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Learning and also knowledge sharing in all types of business begins with any individuals with their individual abilities, skill, communication and learning preference as well as various work patterns which are all influenced how different people engage with there work. The work culture as a whole has influenced amazingly how individuals’ efforts at the key skill of knowledge and learning sharing is hugely valued especially in motivating staff in there further establishment additionally it supports the minimum standard in the world of communication and a whole other range of competencies that are relevant to the learning standards and commitments of  leadership and the resources used from start to end. however, they have a wide variety of different choices which are active on a daily basis for instance:
· The amount that you should put in question and the assumptions of the current practices- which needs to be analytically reflective
· Look for learning not from inside but from outside the direct objective
· The decision of either to conduct efforts to disclose ideas, innovative plans and lessons more broadly


According to  (Citeseerx.ist.psu.edu, 2020) “We argue that individual knowledge and organisational knowledge are distinct yet interdependent. The extent to which each individual interacts with the other depends on the organisational culture. We take this view because int the present environment,individuals and in the organisations need to make many quick decisions to resolve customers’ problems. Instead of using rules and regulations as directed from the hierarchy, employees are forced to make many judgements to solve business problems efficiently. On the other hand, in complex situations, where organisational tasks are highly interdependent and individuals do not possess necessary levels of expertise to solve interdisciplinary problems, employees are required to collaborate with others to share their knowledge and expertise. By agreeing on common presumptions and analytical frameworks, employees can coordinate diverse sets of activities and solve organization-wide complex problems. Many of these kinds of tasks are confronted by professional firms, where each individual possesses expertise in a specific area, because of his/her educational background and work practice. As long as individuals in professional firms confront tasks that are within their areas of expertise, they can easily execute these tasks without requiring interactions with others. However, when the nature of tasks is complex, requiring integration of expertise from several interdisciplinary areas, individuals need high levels of interaction with others, besides being able to access organisational knowledge.  

	Communicating
	· Staff are purposeful and selective in their ways of sharing information, not to overload fellow employees with information 
· Monitoring different conversations on social media platforms and using them for sharing and questioning purposes
·  Developing communications through different audiences, and individual needs using a vast range of media and formats.

	Critically reflecting 
	· Learning by doing activities
· Closely monitoring data and evaluating reports this is used by staff to reflect and seek different approaches to improve practices
· Staff listen closely to and have many conversations with partners in that specific field. And make sure the expert tips are noted down in there agendas
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Organisational knowledge is the collection of knowledge and skills held by the people who are part of an organisation. In definition knowledge is a living species of information that is constantly active and used by people. Organisational knowledge can be quite difficult to transfer and remember.
· Tacit Knowledge – The skills that are challenging to communicate or to teach for example a sense of design
· Dispersed Knowledge – The knowledge that has gradually disappeared across your entire organisation in a way that such people hold the medallion to answering relevant questions.
· Situated Knowledge – A local knowledge normally a technician who has a competency who knows how to repair stuff
· Organisational Culture – The knowledge that is subject specific to your organisation
· General Knowledge – A knowledge that is broad and has various parts such as an architect.
· Information – Knowledge that has been represented as information
· Expert Knowledge – Knowledge that has been detailed by a specific group or domain
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Individual knowledge and organisational knowledge are a distinct and well connected. Individual knowledge is often shown through self-expression. organisational knowledge is conveyed in products and services that an organisational creates and sells to its customers. Individual competence in an organization is a huge asset, however, if management does not fulfil individual expertise carefully, individual self-expressions become organisational liabilities. This is why management should make an environment that encourages its employees to collaborate and to share knowledge. This results in increase employees’ knowledge and making organisational knowledge through individual interactions. According (Htsoukas.com, 2020) “Organisational knowledge is much talked about, but little understood. In this paper we set out to conceptualize organisational knowledge and explore its implications for knowledge management. We take on board Polanyi’s insight concerning the personal character of knowledge and fuse it with Wittgenstein’s insight that all knowledge is, in a fundamental way, collective.

According (SAGE Journals, 2020) “Organisational learning and organisational knowledge have seen important growth in both the academic and business worlds. However, both approaches face various problems, the most striking of which is their theoretical confusion and diversity. This is due to the great number of authors and publications on the theoretical concepts, which originate in different fields, and are dealt with from different perspectives. Despite their implicit links, the two areas of literature retain a relative distance. The main relationship between both knowledge is the fact they need both to operate effectively without Individual knowledge you can’t have Organisational knowledge as the employees are the backbone of any company or firm. Same goes with Individual knowledge if they don’t have an organisation to put it in practice the knowledge served is un useable. Therefore, it is very important that both types of knowledge are combined and used carefully in order to meet its full purpose and be effective This links back to Pandora as the employees of the company use their individual knowledge to complete the tasks given and the company help them with some information which is called organisational knowledge. 
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The reference “Knowledge assets” is about the accumulation of intellectual resources in an organisation. This is conveyed through learning, ideas,understanding,memory and cognitive. The organisations knowledge asset is held by the customer and not buy the business itself. At Pandora this asset is used thoroughly to ensure customer satisfaction and increase sales in the business. This is done by the company training their staff in order to meet the asset and have a greater understanding of what they must do. This is particularly important because it allows the employee to adopt transferable skills which they can use while they are working for the business and outside of the business. Additionally Pandora arrange several meetings with employees to get feedback on what needs improving and also get ideas on how to make the business a better place to work for the employee, which is important because if the employees are not satisfied with their work condition they will not perform at their best which may lead to a downfall in customer satisfaction. This is why multiple meetings with employees is crucial to maintain a stable connection with the employees of the business and this is exactly what Pandora is doing and is the cause of their success year after year,

According to (World Economic Forum, 2020) “Knowledge assets are the knowledge drivers of an organization’s success. And they can be unstructured, tacit knowledge. So as an example, there would be the deep expertise of key personnel. Or knowledge assets can be structured, explicit knowledge, codified. Examples there would be patents, copyrights and intellectual proprietary rights in codified form. What is interesting with knowledge assets is that the more you structure, the more you codify knowledge, the easier it is to share that knowledge, both internally and externally…. Very structured knowledge can be shared in milliseconds via the Internet, whereas deep expertise or experience, it takes more time to share it with other people”.
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Knowledge assets show the organisation’s experiences and capabilities which are essential for the growth of the company.
Knowledge management about managing knowledge assets and managing the processes that act upon the assets. This is why knowledge asset management includes the analysis of knowledge assets and related processes, and the planning of the actions are to expand both the assets and the processes to achieve organisational objectives. The challenge utilising the knowledge assets of an organisation to make an advantage becomes more crucial because: 
· The marketplace of a company is extremely competitive, and the speed of the innovation is at an incline, this is why knowledge must be assimilated at an ever-faster rate. 
· Corporations organise their businesses to be aimed on creating customer value. Employee functions are being reduced and also are management structures. 

· Competitive environment is decreasing the size of the workforce which holds this knowledge. 
· Knowledge takes time to get experience and to be acquired. Employees have not a lot of time to acquire this skill 
 · There is a phase in which employees retire earlier and get help with mobility and services in order to make it easier for them
· Trans-national sourcing operations are crucial but complex.
 · A change in strategic direction  can result in a loss of knowledge in that specific area which will not only affect the customers and the service which they are provided which is through the employees and how they are trained but also the management of the company and everyone who interacts with it in a regular basis.

 Pandora previously did not use this technique in order to steer there business but as the recent years went past Pandora realised that knowledge asset was a crucial and huge part of their values and they needed to find a way of embedding it into their business and the culture, this is why they trained there employees in this way. Using this approach made Pandora stand out from its competitors making it even more successful as the years went by additionally this approach allows employees to learn new skills while being in a working environment.
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Knowledge integration is process in which multiple knowledge models are synthesised.  Knowledge in the workplace can be created in the workplace by hiring employees with knowledge in a specific field which is useful for the business and then using those senior employees to train employees which have a lower understanding in that field. This is important because if the employee does not have a good understanding of the service they are providing for the customers then they will tell false information to customers about the product which can lead to further complications. The knowledge that is learnt by the employees can be preserved by having regular meetings on how to improve the approach they are currently using to make them more effective at the tasks they need to complete. Lastly all the knowledge that the employees have learnt they can now apply it to a real life scenario with customers and use the knowledge to assist customers and make sure they are satisfied with the quality of service and what they have purchased.

Pandora integrates knowledge constantly; this is done mainly by training and by giving feedback to the employees. This is important because the feedback helps the employees to improve and become more methodical at their role. Additionally, Pandora embraces improvement from employees by offering rewards and perks for the best performing employee which puts a spirit of competition into the working environment, which is great. 

Lastly It is crucial for a company to make sure they are following intellectual property rights by letting employees share their ideas on how to make the business a better working environment or how to boost sales. This is important because it opens doors to new ideas which might have not been thought about before. According (Inc.com, 2020) “Intellectual property comes in various formats, including trademarks, copyrights and patents. While most large businesses have created and maintain enforcement on a large intellectual property portfolio, many small or medium-sized enterprises (SMEs) wait too long into their development to get serious about intellectual property protection. You want to be proactive with intellectual property in the early stages of your business, but protection alone can cost a lot of money in dealing with lawyers specialized in the space”.
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Every organisation has different requirement, so this is the same when talking about knowledge. Some organisation requires a high level of knowledge in a specific field which is crucial for the organisation to be successful in what they do and provide a first-class customer service which is what all companies aim for. The Pandora business requires a moderate amount of knowledge for the business to run smoothly as possible. This is because the business is selling a product to the customer which the employees need knowledge on in order to advice the customer on the best product to suit them and give them comparisons between products. Pandora is excellent at delivering a high class service for its customers they do this by training the employees and telling them about new products coming in and making sure that they have a greater knowledge on the product then the customer in order to help them come to a decision when purchasing.
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Currently the Pandora business uses an online feedback system for employees and customers to share their ideas on how to make the business better and to make it more efficient. The platform works by going onto the website of the business and completing a series of questions and then inputting the suggestions you have for the business before submitting it. Once submitted a team member reads the different responses and actions the feedback as best as they can. This is a great tool because it is all done online and does not require a specific employee to conduct it and can be accessed anywhere and at any time. 
Additionally, Pandora conduct regular meeting in which feedback is given at the end of the meeting by employees in a Q and A style and ideas are recorded and actioned on in order to improve the current service that they offer. 
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Even though the Pandora business has an excellent framework in order to enable idea sharing amongst customers and employees there are still a few factors they can include in order to make the service even better. These are as follows:
· Having a feedback platform which is not only available through their website but also through their social media platforms
· Having more opportunities for employees to give feedback for example an email server in which employees can send their ideas and do not need to wait until the next meeting to do so.
· Having a public feedback email for customers to send feedback on and do not need to complete the online survey if they do not wish to do so.
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In conclusion I believe that Pandora has a strong knowledge asset which is shown consistently through their sales and their high customer satisfaction level. This is evidently shown by the high level of knowledge that the business has acquired through employees. Pandora also made sure to use every resource possible in order to make the customer satisfied with their product and leave a good feedback for the business by having an online portal in which they can leave their feedback. 
Also the high level of training which is seen by the employees is what lead to the business being really successful because the employees are constantly trained to meet the requirements and there role and having the right knowledge in the field they are working in to make sure they can help the customer. However, with everything there are improvements that the company can make to make their company become even more successful which I outlined previously. Those are making the feedback platforms more accessible to customers by not only restricting the feedback portals to the website and not utilising other platforms as well. And lastly by creating emails in which employees and customers can send their feedback without having to use the online portal. I strongly believe that if the business action those improvements that they will see a huge difference in sales.
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