Assessment task 1:

Q1. What are the key forms of knowledge that KCA create and share across their business operations?

KCA’s knowledge needs are very diverse. The key forms of knowledge they create and share across their business are as follows:
· Manufacturing knowledge: patents and licenses over products, processes and technologies, products and process innovation, supply chain data and information
· Marketing knowledge: information and knowledge on competitors, markets, consumers and their preferences knowledge on environmental social and community issues.
· Sales knowledge: CRM and related data and knowledge including sales data, market share, knowledge about customer preference and trends.
· Corporate knowledge: financial data and information, management information, HR information, data and knowledge.

Q2.Explain KCA’s benchmarking process. How did the benchmarking process lead to cultural change at KCA?

KCA has incorporated a process in which to share information about how the global plants are doing as well as their own, in order to be able to focus on three measures of the efficiency and performance of the production process- waste, delay and speed.
By benchmarking their performance against other KCC mills across the world, KCA mills have been able to significantly improve their production efficiency.
Monthly meetings are held between operations managers and the asset team leaders to review the performance reports. Knowledge about sources of performance improvement is then acquired through working groups who meet face to face and maintain regular contact between meetings regarding information or process changes. All of the changes are communicated down the ranks to the people on the shop floor, delivered by the operations manager then feedback is given on proposal process changes. 
KCA have also experienced a cultural change, noted by one of the operations manager prior to the program commencement there was a general belief that plant performance was pretty good. Efficiency was improved by the benchmarking and this shows the extent in which it was possible to increase. The process had also led to a new transparency in the data and information that was now available to all the plants and employees.

Q3. Explain why KCA needs to constantly create and share knowledge

KCA constantly needs to create and share knowledge as they are driven by a strong determination to present a positive and progressive corporate image to its staff, the market and the community. They want to improve communication between all in order to build on their strong customer relationships. They understand customers will often want access to market data and reasons for specific timing for product launches or advertising or even performance and profits of KCA, this is a great way for them to build on relationships.

Q4. Explain KCA’s syndicate team approach for knowledge management development. What are the major benefits of the team approach?

Employees from KCA can participate in the management development program which in the end will provide them with a qualification. The participants in the program work in a syndicate team which is made up of the employees drawn from various divisions and sites of the organisation. Each team is set a specific work problem that relates to KCA, they work on their problems and develop a solution. The benefits from the syndicate team are as follows:
· Real KCA problems are address and solved by the syndicate teams: the ROI is measured by estimating the value of the solution against the investment in the training.
· The program enables KCA to directly capture all the immediate benefits of the training: whereas KSA had previously found that its staff undertaking MBA’s or management training would share their experiences and knowledge with students from other organisations, knowledge is now retained and used within KCA.
· The work of the syndicates is based on knowledge sharing practices.
· The functioning of the syndicate teams makes a major contribution to the development of knowledge flows and networks that can be relied on by employees when future problems, issues and tasks arise.
· Participation in team problem-solving tasks helps employees understand the impact of their decisions and their work on other parts of the business thereby contributing to a better understanding of the ‘big picture’ of KCA.

Q5. In your view, what are key strengths and weaknesses of the system?

The knowledge management system at KCA seems to be a very successful one. The retention of the staff is extremely high with employees’ average length of service being 9 years.
Knowledge is gained by great communication which KCA seem to have mastered. The only problem lies with competition because it is so high; KCA needs to keep up to date with the levels of customer service, upgrading technology, processes and products too. KCA is always vulnerable to the entry of new competitors so the imperative for KCA is clearly to ‘stay ahead of the game’.


Assessment task 2:

Executive Summary

Knowledge management plans are an advantage in today’s markets; those who have one introduced will have advantages such as faster innovation, improved customer service, knowledge loss reduction and enhanced productivity. The following knowledge management plan is for Cafe Paradiso, after studying their business plan it is known that the business is looking at being taken over by Brendan and Margaret Elliott, they are looking at the advantages of the business and how it they will be able to increase their market share.       

Aims and objectives

This report is being done to add value to the company by using the processes and technology of previous businesses to the best of the business’ advantage so the company makes a profit. 
The aim is to continuously improve the performance of the business through the improvement and sharing of organisational knowledge throughout the organisation.

The need for knowledge management

Knowledge is to be shared throughout the organisation in order to enhance the existing processes and bring knowledge from past experiences to increase the market share from 35% to 40% and make a company profit.
The business vision is to be the cafe of preference for Mountain Glen Shopping centre customers; this will mean gaining more cliental through knowledge shared of the industry and area.

Knowledge Creation

In the hospitality industry staff plays such an important part of the business, so the knowledge of making healthy and tasty food should be controlled by the chef and senior management.

Skills and competencies- they will need hospitality experience and potentially barista experience if coffees are needed.

Organisational knowledge- management will need to have cafe or restaurant management skills.

Legislations and Rules- privacy act, code of conduct, occupational health and safety.

Team dynamics- the team structures will need to be put in place, with management and their responsibilities, team leaders, baristas, front of house, chefs, and kitchen hands.

Inventory Control- this will be how the cash is controlled, this will be done by management on the POS with either cash or EFPOS.

Knowledge Harnessing and Sharing

Knowledge will be used to improve current processes and decrease cost; it will be shared throughout the company employees so everyone is aware of the structure of the business.
It will benefit the organisation by the following:
1. Enable better and faster decision making
2. Making it easy to find relevant information
3. Reusing ideas, documents and expertise
4. Avoid making the same mistake twice
5. Communicating important information quickly
6. Promoting standard , repeatable processes and procedures
7. Accelerating delivery to customers
8. Stimulating innovation and growth

Knowledge Management Processes

Cafe Paradiso want to retain two key staff members when they take over the business, these staff will then share knowledge and train new staff in order to run the business and be as successful as they can with fantastic customer service.
Knowledge within the company will be created by practice and training in the management of the business, Brendan and Margaret Elliott have a lot of previous experience from successful businesses they have owned in the past, they will bring this knowledge and share it through best practice.


Staff learning and development needs and plans

There are a lot of things that new staff will need to be as successful as the current key staff. Customer service training should be provided to all staff as this is the key to a great business. Rules and regulations always need to be explained to staff for them to have the correct knowledge of procedures in order to not get them wrong and be correct first time.
The best way for all of this to be done would be for either Brendan or Margaret to show them examples within their training so they know what is expected. 
The reputation of the business is always at risk if the front of house staff are not trained to the best of their ability.

Knowledge Management resources

Human resources will be a major factor when putting together the company profile and ensuring all staff are addressed with any issues or urgent matters. Financial resource will be something that needs to be managed and kept on top of so that things do not go wrong.
Human resources is the most important resource in this case as the staff need constant training, it is not possible for the company to be successful if this factor is not correct.

Perceived constraints and contingency measures

Financial resource could prove to be a little problem when reaching targets as an experienced chef within this business sector can be very expensive. Mistakes by members of staff can also incur costs within the business that were not expected, this is why staff training is a huge benefit as it can prevent this from happening.

Evaluation of Knowledge Management System

This knowledge management plan will be a huge positive within the business as it will increase the income and improve the quality of service. The management of the cafe will need to keep on top of the staff training so everyone is aware if something has changed, also monthly meetings or emails for issues will be advantageous to ensure any problems are addressed.


Assessment task 3:

Q1. Describe the concept of knowledge management in your own words.

Knowledge management is the process of capturing, distributing and effectively using knowledge.
It is a method of harnessing all of the information and knowledge relevant to the business; i.e. sales practices, consumer preference, implementation strategies and being able to store that knowledge in a way that it can be accessed easily for example, database, procedures or company policies.

Q2. List legislation, codes of practice, and national standards relevant to knowledge management.

· Privacy and confidentiality legislation
· Freedom of information legislation
· Ensure that all knowledge management systems are secure and that they are compliant

Q3.List and briefly describe three key benefits of knowledge management.

· Improve decision making - able to accurately refer to all relevant information easily, so as to aid you in making the correct decisions with all of the information available.
· Acceleration of process - by harnessing information you are able to streamline processes and procedures by sharing relevant knowledge and speed up processes.
· Reduce errors – by ensuring all relevant knowledge is readily available, it makes sure the right info gets to the right people at the right time to make the right decision.

Q4. What are the key organisational barriers to knowledge sharing? Briefly describe at least five such barriers in your own words.

· Technology – internet, hardware (computers etc), IT literacy.
· Content – processes can be difficult to describe, language barriers if a big company.
· Routines and procedures – peoples routines are always the same if things distract these it can change things.
· Organisation – senior staff may think themselves above others – they may not share information
· Personnel – relying on the ability of individuals. They may struggle with certain areas but not admit it.

Q5. What is the Australian standard for knowledge? Briefly describe key features of the standard.

The Australian standard for knowledge is an attempt to codify an area of theory and practice that is noted for its complexity, multi-disciplinary and contentiousness. The standard claims its intentions are to:
· Assist individuals and organisations understand knowledge management concepts and the environment best suited for enabling knowledge activities
· Provide a scalable and flexible framework for designing, planning, implementing and assessing knowledge interventions that respond to and organisations environment and state of readiness.
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