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M&L 42 Manage knowledge in an organisation

	Learning Outcome
	Assessment Criteria
	Guidelines and range
The candidate provides evidence that they understand:

	1. Understand the principles of knowledge management
	1.1 Explain the concept, scope and importance of knowledge management

	Concept
Knowledge Management (KM) is a term that is used to describe a way in which an organisation consciously and comprehensively gathers organises, shares and analyses its knowledge, in terms of resources, documents, and people skills.
The term ‘knowledge’ can be misinterpreted and the term ‘knowledge management’ should not be confused with the term ‘learning organisation’. 

‘Data’ is a specific fact or figure, ‘Information’ is data that is organised so that we can make sense of the data. ‘Knowledge’ builds on information and provides a context so that we can take action. An example would be, if we know how many parts per hour are being made (data) and the processes used (information), it is most useful as ‘knowledge’ when we know what sector we are in, who is making the items, where they are, who the suppliers are and what price competitors charge for each item. This ‘knowledge’ could exist in different parts of the organisation and in different job roles and it is the ‘knowledge management system’ that brings all these details together to give a company the competitive edge. 

It is the shared understanding of what it means in your own sector that is most important and this will also vary according to specific job roles undertaken.  
Scope
The way that an organisation interprets the word ‘knowledge’ varies and different operational sector have their own views that it  covers:
· Systems and technologies
· People and the learning  channels where information can flow
· Processes, methods and techniques 
· Managing knowledge assets- this includes what individuals know through their experience  
Importance 
KM could be described as having an effect on:
· Protecting income streams as companies know how to find, secure and Protect business interests
· Improving  retention rates
· Increasing levels of  productivity
· Promoting  innovation 
Knowledge Management may be distinguished from Organisational Learning by a greater focus on specific knowledge-assets and the development and cultivation of the channels through which knowledge flows.

	
	
	In this criterion the learner is required to provide evidence that he or she has very briefly explained the concept, scope and importance of knowledge management by making strong links with work based examples to illustrate the three areas. 

	
	 1.2 Explain the concept of   intellectual property
	The explicit knowledge in a company can be found in databases and books, this includes details that can be read from manuals and could be widely available.
Tacit knowledge could be described as, for example, ‘knowing that’ or ‘knowing when’ and in the main, this is knowledge that is handed down through experience and known by individuals. It can be devastating to a company when a highly experienced person leaves the company if this tacit knowledge has not been utilised.

Knowledge Management is the discipline of enabling individuals, teams and entire organisations to collectively and systematically create, share and apply knowledge, to better achieve their objectives. This knowledge forms the intellectual property of the organisation. 

Intellectual property (IP) is a collection of ideas and concepts, this might be a brand, an invention, a design, a song which can be owned, bought or sold. Ref Intellectual Property Office - Welcome to the Intellectual Property Office [19.6.14]
There are four main types of rights which can be protected in law:
· Patents
· Trade marks
· Designs
· Copyright


	
	






	In this criterion the learner is required to provide evidence that he or she has explained very briefly what intellectual property is, providing one example from a relevant work based sector. In addition, he or she has identified a work based example which would be protected by law in each of the four areas of patents, trademarks, designs and copyright. The learner is also required to explain in what ways the use of counterfeit goods in the company can have a negative effect, suggesting two examples of potential consequences.

	
	1.3 Identify the business drivers that lead to effective knowledge management
	Sir John Steely Browne, BP, Harvard Business Review(1997) said:
“Most activities or tasks are not one-time events. Whether it’s drilling a well or conducting a transaction at a service station, we do the same things repeatedly. Our philosophy is fairly simple: every time we do something again, we should do it better than the last time”. 

The business drivers (influences) for effective Knowledge Management are the need to:
· Repeat  processes and service delivery  and to ensure the same standard and outcome every time
· Retain the competitive edge and the aim to be the ‘best in class’ 
· Maximise as many opportunities as possible for recruiting, training and retaining  high quality staff
· Protect intellectual knowledge
· Source the best quality goods and services in relation to the finances available

	
















	
	· 

	
	
	In this criterion the learner is required to provide evidence that he or she has identified three drivers from a selected work sector which are relevant to the business. In each case selected above, suggested an action that could be taken to enable effective knowledge management.

	
	1.4 Explain the risks associated with knowledge management and their potential implications 
	‘Risk’ and ‘Knowledge’ are two components of business management. When these two aspects are linked it is usually in the context of using IT systems where financial controls are required. However, methods for controlling risk do not necessarily change as dynamically as new systems and internal changes alter, in line with new regulations or policies. This has to be balanced against the risk of sharing risk knowledge.

 Synchronisation of knowledge management systems poses particular risks where decisions have to be made on the latest information; this applies to any system where shared information is required.
The system also relies on standards and processes that not only fit into the existing culture of the organisation, but also that people have the necessary guidance, training and support to use them. 

	
	
	In this criterion the learner is required to provide evidence that he or she has explained the main risks associated with knowledge management in the context of one area of work. Using the above context, stated two potential implications.

	
	1.5 Explain the importance of engaging others and communicating knowledge management issues and activities
	It is important to engage others in order to build a sense of common purpose. Effective communication ensures that information is presented clearly and accurately in the use of media which is appropriate to different people and contexts. Active listening and good feedback also ensure that information has been received and where needed, clarified. 

	
	
	In this criterion the learner is required to provide evidence that he or she has explained why it is important to engage others in communicating knowledge management issues. In addition, he or she has identified two sources of information that have been shared with others relating to guidance on systems, tools, standards or procedures for managing knowledge. 

	
	1.6 Explain best practice principles and techniques for effective knowledge management
	Best practice is a method or technique which is consistently producing superior results and can reliably continue to lead to desired results, to be used as a benchmark. 
Best practice involves:
· Valid and reliable information being shared and available readily to those who require it
· Establishing and maintaining communication channels which are adapted to people’s needs 
· Building a shared understanding and  purpose
· Legal compliance in line with organisational policy and professional codes
· Information being  presented clearly, accurately and in a timely manner

	
	
	In this criterion the learner is required to provide evidence that he or she has identified five ‘guiding principles’ which would constitute best practice in a specific organisational context and explained why each one has been selected. In addition, he or she has selected one ‘principle’ and described how this is applied in a work based sector related to the above context.

	
	1.7 Describe strategies to manage tacit and explicit knowledge
	Nonaka in the 1990’s introduced the two concepts, making the distinction that explicit knowledge was to be found in documents and tacit knowledge being found in personal and experience- based knowledge. The former is more likely to be recorded and coded. Botha et al (2008) suggested that tacit and explicit knowledge should be seen as a ‘spectrum’ rather than as definitive points. 

Strategies for managing explicit knowledge are based on storage, retrieval and modification processes. Making sure the right people have good access to the right information at the right time. Botha et al state that explicit knowledge is to be found in databases, memos, notes, documents etc. 
Tacit knowledge, referred to as ‘know how’ by Polanyi (1966) is found in the minds of all human stakeholders and is described by Gamble and Blackwell (2001) as the embedded knowledge that is locked in processes, products, culture, routines, artifacts or structures.

Strategies for managing tacit knowledge include e.g. establishing routines, rules, processes, manuals, codes of conduct and ethical statements. It is important to consider that although this knowledge can exist in explicit sources (a rule in a rule book) the knowledge itself is not explicit. 

	
	
	In this criterion the learner is required to provide evidence that he or she has described one organisational strategy for managing explicit knowledge, confirming why the information has been considered as being categorised as being explicit. The learner is also required to describe one organisational strategy for managing tacit knowledge, confirming why the information has been considered as being categorised as being tacit.

	2. Be able to identify knowledge to be managed within an organisation


















	2.1 Identify the criteria against which knowledge will be managed








	Selection criteria against which, knowledge will be managed within the organisation include answers to the following questions, for example:
· Is it in line with latest concepts and strategies, techniques and good practice knowledge management?
· Are there appropriate standards, systems and tools available to support the level of knowledge management required?
· Have legal and ethical considerations e.g. intellectual property been made?
· Will there be added value to the organisation?
· Will it be accessible to all who require it?
· Is it protected by policies and procedures relating to confidentiality, communication, retrieval and storage systems and other key organisational requirements?

	3. 
	
	In this criterion the learner is required to provide evidence that he or she has identified five criteria against which knowledge will be managed, with clarification on key implications for each criteria. 

	4. 
	2.2 Engage colleagues in identifying the knowledge to be managed
	Consultation with colleagues establishes the nature, type and level of knowledge to be managed in the organisation.

	5. 
	
	In this criterion the learner is required to provide evidence that he or she has engaged colleagues, on three occasions, identifying the knowledge to be managed, supported by a range of appropriate documentation. 

	6. Be able to manage knowledge within an organisation

	3.1 Implement actions in accordance with the knowledge management plan
	[bookmark: _GoBack]The knowledge management plan documents a series of actions to be undertaken, in agreement with the principles established and linked to organisational policies and procedures. 

	
	
	In this criterion the learner is required to provide evidence that he or she has selected relevant parts of the knowledge management plan and implemented two actions explaining the relevance of each action. 

	
	3.2 Adhere to security processes for the collection, storage and retrieval of knowledge
	Security processes are designed to ensure that knowledge management is collected, stored and retrieved as safely as possible in line with legal requirements, industry regulations and organisational codes of practice. 

	
	
	In this criterion the learner is required to provide evidence that he or she has identified one example each of collection, storage and retrieval processes.
Showing, in each of the above cases, how security processes have been adhered to in a brief explanation. 

	
	3.3 Evaluate the extent to which current knowledge management systems and processes are fit for purpose
	‘Fit for purpose’ means that it is important to recognise the difference between ‘data and information’ and ‘knowledge’, which according to Dyer (2000) in an article in News Archive should be information that is ‘contextual, relevant and actionable’.  

	
	
	In this criterion the learner is required to provide evidence that he or she has briefly evaluated the extent to which two examples of current knowledge management systems used in the organisation are fit for purpose and listed the key advantages and disadvantages of each example. 

	
	3.4 Recommend improvements to processes and systems to manage knowledge
	Specified improvements are intended to increase the usefulness and value of processes and systems.  

	
	
	In this criterion the learner is required to provide evidence that he or she has (following on from the two examples identified in section A.C. 3.3) made a minimum of two recommendations, in order to improve the processes and systems to manage knowledge. In each of the selected examples, stated how specifically the planned improvement will provide a solution to identified system shortfalls.

	
	3.5 Assess the likely impact and implications of the loss of knowledge
	‘Impact means having an effect on’ and this could apply to people and systems. There will be an effect when knowledge is lost. The severity of the loss links with a discussion in A.C.3.3 about ‘knowledge management’ being different to ‘data and information’. When knowledge is lost i.e. having been taken away, the implications are potentially far reaching and it is the context and specific example that is required, in order to establish the extent of the loss. 

	
	
	

	
	
	

	
	
	In this criterion the learner is required to provide evidence that he or he has explained, in a brief overview, why the loss of knowledge in the organisation has implications. In addition, he or she has identified a specific example and assessed the impact of the loss on four stakeholders (e.g. individual staff members, teams, organisation, and clients). 
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