
Task 1
Q1. What are the key forms of knowledge that KCA create and share across their business operations?
Ans. KCA is one of the largest Australia’s manufacture , marketers and sellers of personal care, family care , health care and other related products .The Key forms of knowledge that adopt or create by KCA and Knowledge share across the market , publically , employee wise as given below:
· Manufacturing Knowledge
· Marketing Knowledge
· Sales Knowledge
· Corporate Knowledge
Manufacturing Knowledge: - In manufacturing Knowledge we need to design patents and licenses over products, Procedure to produce and use latest technologies, Innovation (R & D Center), Supply chain and information, 
Marketing Knowledge: - Competitors Knowledge, Customer, and consumer preferences; knowledge on environment social and community issues.
Sales Knowledge: - CRM and related data and knowledge including sales data, market share and knowledge about customer preferences and trends;
Corporate knowledge: - Financial data and information, management information, HR Information and data knowledge.
A knowledge sharing culture is an environment where individuals are willing to disseminate information regardless of the size of the organization. In order to do so, individuals must adhere to the norms, values, attitudes and beliefs established by the organization. When these aspects of the knowledge sharing are breached, information will not reach the intended audience and will thus cause a knowledge transfer bottleneck. In order to improve a knowledge sharing culture, a structured plan should be followed. Here are a few elements of a plan that should be taken into consideration by managers if they need to re-design their culture:

· Stress the need to share
· Promote trust
· Beware of information overload 
· Have the correct tools
· Change the sharers
· Report small problems 
· Build a solid relationship with your vendor
When considering effective knowledge management, a variety of factors and needs must be assessed to find the most beneficial form for the knowledge. Knowledge to find the most beneficial form for the knowledge
· Process Driven Application
· Automated data integration
· Data Capture and workflow solutions
· Purpose built databases
· Content life cycle management
· Automated document and classification solutions
· Document content and imagine solutions
· Secure file sharing
· Optical Character recognition
· Social analytics and engagement solutions
· Integrations of enterprise search
· Business Intelligence

Q2. Explain KCA’s benchmarking process. How did the benchmarking process lead to cultural change at KCA?
Ans.  Benchmarking is the process of company one’s business processes and performance metrics to industry bests or best practices from other companies. Dimensions typically measured are quality, time and cost. In the process of the best practice benchmarking management identifies the best firms in their industry, or in another industry where similar processes exist and compare the results and processes of those studied to one’s own results and processes. In this way, they learn how well the targets perform and more importantly, the business processes that explain why these firms are successful.
Benchmarking is used to measure performance using a specific indicator resulting in a metric of performance that is then compared to others. The benchmarking and associated knowledge management process involves a number of elements:
All KCC plants have access to a collect database which details all the equipment operated by each of the plants around the world. In this way, KCA plants can ensure that they are benchmarked against comparable plants and identify those plants which use similar or identical equipment and production processes.
“Common performance measures” were initially developed by KCC central office to ensure standardized data collection and reporting procedures for each plant. The focus is on three key measures of the efficiency and performance of the production process: waste, delay and speed. The methods for collecting data at each plant were checked and certified by a visiting team from KCC central office.
Each plant routinely enters performance data on each of the measures and receives a monthly report on the plant’s comparative performance. The reports are reviewed at monthly meetings attended by the operations manager and the asset team leaders. The reports serve to identify where potential improvements need to be achieved by highlighting superior performance on particular measures at particular plants. 
Knowledge about sources of performance improvement is then acquired through the operation of the global working groups. These global working groups, constituted by operations managers from plants all around the world, have been designed by KCC as ongoing bodies for sharing often very detailed information on production processes and techniques.
In addition to facilitating knowledge sharing about best practice methods and specific solution, the benchmarking initiative has also led to a number of cultural changes. One operations manager noted that prior to the program commencement in 1997 there was a general belief that plant performance was pretty good. The benchmarking highlighted that extent to which it was possible to improve efficiency. He also noted that the process had led to a new level of transparency in production data and information: standardized performance data was now available to plants across the world and to all employees as well. KCA mills are aiming to build on the success of the benchmarking initiatives by further extending their knowledge harnessing to improve the gathering and utilization of shop floor production and process knowledge. It was noted that KCC’s benchmark mills overseas are distinguished by management spending significant amounts of time on the shop floor. This is seen to facilitate improved communication on the shop floor and to improve regular feedback from workers on the effectiveness of process innovations.

Q3. Explain why KCA needs to constantly create and share knowledge?
Ans. Upgrade the knowledge and sharing the knowledge is the need of every business to survive in the long run. A business required to the share knowledge to internal employees, external stakeholders, Shareholders, Government, Partners, Funding bodies etc. Knowledge sharing has always been a challenge for organizations. Its importance has grown in recent decades for three related reasons. 
Knowledge appears to be an increasing proportion of many organizations total assets. 
Organizations have moved away from hierarchical methods of control toward more decentralized organization structures and increased employee involvement. This has resulted in more creativity by frontline employees and subunits, but fewer obvious organization paths through which the transfer can occur.
Finally .advances in information technology has created new means of knowledge transfer. Innovations such as lotus Notes, the internet and intranets all hold the potential for increased diffusion of innovations. However, technology alone cannot solve the problem of knowledge transfer; organizational structures and practices must facilitate and motivate transfer.
Second, organizations have moved away from hierarchical methods of control toward more decentralized organizational structures and increased employee involvement. This has resulted in more creativity by frontline employees and subunits, but fewer obvious organizational paths through which the transfer can occur. Finally, advances in information technology have created new means of knowledge transfer. Innovations such as Lotus Notes, the Internet, and intranets all hold the potential for increased diffusion of innovations. However, technology alone cannot solve the problem of knowledge transfer; organizational structures and practices must facilitate and motivate transfers.
Knowledge transfer is only valuable when it is integrated into a set of policies for knowledge generation and capture. In what follows, we analyze the process of knowledge transfer and outline steps that managers can take to increase information flow within their organizations.
The components of knowledge Transfer 
In Principle, knowledge transfer can be broken down into distinct stages. We have chosen five steps to describe the process
· Idea Creation
· Idea Sharing
· Idea Evaluation
· Idea Dissemination
· Idea Adoption
It’s essential to avoid important knowledge or skills being held by only a few people, because if they leave or retire that expertise could be lost to your business. If you have efficient ways of sharing knowledge across the business, it will be more widely used and its value and effectiveness are likely to be maximized.
Knowledge sharing: - Consider the best ways of sharing new ideas and information with your staff. You may already have regular meetings when you can brief employees and ask them to share ideas and best practice. You could consider holding innovation workshops at which staffs are given the freedom and encouragement to think of ways in which the business could improve.
It can also be a good idea to create a knowledge bank containing useful information and instructions on how to carry out key tasks. Putting this on as intranet is ideal as it will encourage staff to post news or suggestions.
Knowledge Management: - Technology alone isn’t answer to sharing knowledge- It has to be managed carefully so that information is channeled properly. You decide to appoint a senior manager as knowledge champion for your business.
Incentives and Training: - Remember that offering staff incentives to come up with suggestions for how the business can be improved is often an effective way of getting them to use and share knowledge. Don’t forget the importance of training in spreading key knowledge, skill and best practice across your business.

Q4.Explain KCA’s syndicate team approach for knowledge management development. What are the Major benefits of the team approach?
Ans. The whole-team approach also called the team-based approach is a style of project management in which everyone on the project team is held equally responsible for the quality and success of the project. The term is often used in agile software development, lean production and creative teams in advertising and other media. The whole team approach recognizes that in order for the team to be successful. Members cannot operate in isolation. Each team member must know and appreciate every other team member’s strengths and skills. Each team member must also be willing to switch roles when the need arises and remained focused on the success of the project, doing whatever is necessary whether or not it’s technically “their job”
In agile development, this means that everyone on the development team is equally responsible for quality.” The focus of agile development is producing high –quality software in a time frame that maximizes its values to the business. This is the job of the whole team, not just testers or designated quality assurance professionals. Everyone on the agile team gets “test infected.” Tests, from the unit level on up drive the coding help the team learn how the application should work. One of the Team has been adopted by KCA that is Called Cross-Divisional teams 
The development of new, increasingly integrated relationships between the divisions of KCA itself has been consolidated through the introduction of cross divisional learning communities in the form of category management teams. These teams include representative drawn from divisions such marketing , sales , operations, finance and Human Resources and meet regularly to develop strategies around specific product areas. The Category development teams:
Develop Category development plans which set out goals, strategies and timelines;
Are charged with the responsibility of ensuring that their plans reflect the interests of a wide range of internal and external stakeholders.
Create the foundations for teach communities that facilitate the sharing of knowledge and information from the perspective of the different divisions which have an interest in the particular product category.
Major Benefits of the Team Approach
Creativity Increases: - Group Brainstorming is a process that can produce incredible results. If a larger number of people look for a solution to something, everybody comes up with their own vision of the best way of doing something. A team can decide which idea is best and develop it in detail together.
Speed: - When it comes to work, people have different strengths and weakness. If a team is tackling a certain project together, the workload can be delegated among team members efficiently and acc. to their skills. 
Save Time: - A group work can also be the benefit of saving time.
Effect on worker Morale: - When working closely as a successful team, people spend more time together and get to know each other. This creates good relationship in the working environment. They feel proud of their work and of the fact that they contributed to the team project, which makes them feel good about themselves.
Effect on Individual Responsibility:- Even if teamwork ultimately produce a result which is a product of group efforts, all team members feel obliged to deliver to their highest abilities. In a team, everybody has a clear understanding of the fact they are responsible for a specific task and that the entire ream is depending on them doing a good job.

Q5. In your view, what are key strengths and weaknesses of the system?
Ans. Acc. To our views the Knowledge development system is very important for the growth of organization. The Key strengths of the Knowledge development system as given below:-
· Enabling better and faster decision making
· Making it easy to find relevant information and resources
· Reusing ideas, document and expertise
· Avoiding redundant effort
· Avoiding making the same mistakes twice
· Taking advantage of existing expertise and experience
· Communicating important information widely quickly
· Promoting Standard, Repeatable Processes and procedures
· Providing methods, tools, templates , techniques and examples
· Making scarce expertise widely available
· Showing customers how knowledge is used for their benefit
· Accerlating delivering to customers
· Enabling the organization to leverage its size
· Making the organization’s best problem –solving experiences reusable
· Stimulating innovation and growth
Weakness of the system
· Extracting information from workers who possess valuable company knowledge can also be a difficult and lengthy process.
· This system is the lack of company strategy to fully utilize the information that it collects. Without an implementation strategy or goals in place for the knowledge gathered, the information remains dormant and useless.
· This system is very complex and hard to understand for the average worker and training workers to use it as costly.
· When employees fail to collect and input data into knowledge management systems properly, the organization cannot take full advantage of the system’s major benefits.
· Social Impact
· Information Capacity
· Information Security













Task 2
Knowledge management plan:

Executive summary- Kimberly CLARK Australia is the most leading manufacturer’s marketers and sellers of personal care, family care, health care and other products. Kimberly CLARK is primarily in the manufacturing, marketing and selling high volume consumer products into the retail market. KCA is highly competitive in business environment. Business has high market share for mostly their products, products are highly like by the customers as business sells the high quality products and established a good brand  
 
Aims and objectives-  the aim of the KC is to develop the strong knowledge management plan to acquire the accurate knowledge to make improvement and innovation in product and process  and maintain the status and retain the loyal customers and attract the new customers  
The need for knowledge management (purpose and outcome)- KCA needs diverse knowledge as  it manufacture , market and sell products widely  across new eland and Australia.
Manufacturing knowledge – business needs the information about patent , license , product innovation , processes and technologies , supply chain data and information.
Marketing knowledge – business needs the information about the competitors product, policies, prices , consumers and their preferences , environmental and social issues.
Sales knowledge: CRM and related data and knowledge including sales data, about the latest trend, customer preferences, and market share etc 
Corporate knowledge-knowledge regarding the management information, financial information and HR information.

Knowledge creation (what knowledge needs to be created): KCA needs the accurate, timely, reliable information and data  
Local market knowledge- as KCA deals in manufacturers marketers and sellers of personal care, family care, health care and other products so business needs to have the knowledge about the customer preferences, choice, liking towards their personal and health care. Their preferences are determined by the community and culture. It also needs the information about the competitor activities and trends in the market in order to remain competitive and make improvement in the current system. Business need to access the information on the environmental, social and community.
Research and development knowledge: research and development is important to make continuous innovation and upgrade the system and make improvements. It includes the research information about the new product offering as well as production process and latest manufacturing techniques and new production technologies.

Knowledge harnessing and sharing (how the knowledge will be used)- knowledge sharing is important for the KCA , it is supposed to share the  knowledge with the internal and external stakeholders such as employees, shareholders, customers , retailers, suppliers, funding bodies, government etc. business needs to communicate much with the staff and the customers to fulfill their need of knowledge . Customer needs more information, data and knowledge, KCA needs to fulfill their expectations and needs to make them satisfied and keep the customer with the business for the long time. Business needs to have strong communication between organisation, inter divisions to work closely to make the customer happy and satisfied.

Knowledge management processes (how the knowledge will be created)- KCA is a customer focused and employee focused origination , business needs the diverse information and knowledge to run efficiently so business used the meetings and emails to share the knowledge and communication with each other to collaborate with each other . Management team use to meet regularly to update and share the knowledge and emails are used all the time to interact with each other or share any information instantly to anyone.
Staff learning and development needs and plans- an individual development plan is prepared by the employee in partnership with his supervisor. Plan is based on the need of the employee. His position and the organization need. training and development are important for the improvement of performance of individual in business .as  business used to make changes in the production process or system , there is need to make the staff capable to adapt and implement that change . Business can use on the job or off the job training depend upon the type and time and budget of training and mainly urgency of the training. 
On the based on the knowledge collect about the performance of the each employee, their self-assessment, their performance is evaluated against the performance measure and gap is identified to cover the loop holes .business need to assess the training need of the staff by observation, conducted test, performance measure etc., then consider the training options and communicate the training program according to the need of the training. KC learning and development program  contribute in supporting and improving better communication provide knowledge to key personnel it helps to retain loyal employees and assist in retain knowledge. With a large and diverse employment file, business needs to carefully mange its development knowledge relating to the skills, competencies and training of its staff. Career development plans includes annual development meeting of all the staff , career development team that contain the information on skills , competencies , qualification , development goals of all its employees .


Knowledge management resources- business use the resources are as follow:

· Cross functional project teams 
· KM training and education 
· Storytelling 
· Mentoring 

 The managing director conducts the annual meetings where information about the product and development, financial information, market intelligence, recent success information is provided. Business provides this information in videos and these are available on the company website. moreover training session are conducted to provide the information and knowledge and discuss the various topics regarding product , market and sales etc. business use the technology such as internet , intranet  to communicate the information widely .ongoing  coaching , mentoring , storytelling is use to share with them and make them  inspire to use the information.
Evaluation of knowledge management system- evaluation of knowledge management system is important as knowledge management is important in making strategies and plans for the business. Success of the business depends upon the right strategies which are based on right knowledge so it is important to share the knowledge with the right person. Workshops and surveys are conducted to explore the measuring, interpreting, analyzing result to improve the knowledge management system. Company uses the benchmarking technique to evaluate the knowledge management system.
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Q1. Describe the concept of knowledge management in your own words.
Answer: Knowledge management is the process to capture the knowledge, distribute it and using it effectively. In other words, it’s efficient handling of information and resources within an organisation. It refers to a multi-disciplinary approach to achieving organisational objectives by making best use of knowledge.  Knowledge management efforts typically focus on organisational objectives such as improved performance, competitive advantage, innovation, the sharing of lessons learned, integration and continuous improvement of the organisation
Q2. List legislation, codes of practice, and national standards relevant to knowledge management
Answer: The legislation, codes of practice and national standards that are relevant to knowledge management are  Privacy and confidentiality legislation, freedom of information legislation, AS 5037:2005 Knowledge management- A guide, Organisational policies and procedures, for example records management, information management, customer service, commercial confidentiality, organisational operations, and existing data and information systems.
Q3. List and briefly describe three key benefits of knowledge management.
Answer: Some of the Key benefits of knowledge management are as follows:
Enabling better and faster decision making:   A knowledge management environment provide the basis for making good decisions by delivering relevant information at the time of need through structure, search, subscription and support. Collaboration brings the power of large numbers, diverse options, and varied experience to bear when decisions need to be made.
Reusing ideas, documents, and expertise: Once an effective process is developed, others can reuse the idea, document and expertise. When the members of an organisation have figured out how to solve a common problem, know how to deliver a recurring service, or have invented a new product, the same solution, service and product can be replicated by the entire organisation. Just as the recycling of materials is good for the environment, reuse is good for organisation because it minimises rework, prevent problems, saves time and accelerates progress.
Providing methods, tools, templates, techniques, and examples: Methods, tools, templates, techniques, and examples are the building blocks supporting repeatable processes and procedures. Using these consistently streamlines work, improves quality and ensure compatibility across the organisation.

Q4. What are the key organisational barriers to knowledge sharing? Briefly describe at least five such barriers in your own words.
Answer: The key organisational barriers to knowledge sharing can be divided into three categories: individual, organisational and technological. 
Individual knowledge sharing barriers can be as follows: Differences in experience level of employees, poor verbal/written communication and interpersonal skills, age differences, lack of time and interaction between knowledge sources and recipients, use of strong hierarchy, position-based status and formal power, low awareness and realisation of the value and benefits of possesses knowledge to others, apprehension of fear that sharing may reduce or jeopardise people’s job security, lack of time to share knowledge, and time to identify colleagues in need of specific knowledge, gender differences, differences in education levels, lack of social network, lack of trust in people because they misuse knowledge or take unjust credit for it.
Organisational knowledge sharing barriers: Lack of leadership and managerial direction in terms of clearly communicating the benefits and values of knowledge sharing practices, shortage of formal and informal spaces to share, reflet and generate new knowledge, Lack of transparent rewards and recognition systems that would motivate people to share more of their knowledge, Communications and knowledge flows are restricted into certain directions, existing corporate culture does not provide sufficient support for sharing practices, deficiency of resources that would provide adequate sharing opportunities, size of the business.
Technological knowledge sharing barriers are: lack of integration of IT systems and processes impedes on the way people do things, lack of technological support, lack of compatibility between diverse IT systems and processes, reluctance to use IT systems due to lack of familiarity and experience with them, lack of training regarding employee familiarisation of new IT systems and processes, lack of communication and demonstration of all advantages of any new systems over existing one etc.
Five of the barriers are explained as follows:
Reluctance of use IT systems: Some employees are reluctant to use IT systems due to lack of familiarity and experience with it. And IT plays a very important role when it comes to sharing knowledge.
Lack of reward and recognition: Employees do not like to share knowledge in some companies if there is not any particular reward or recognition system so people are not really motivated to share knowledge. 
Deficiency of resources: Adequate resources are very important to generate opportunities to share knowledge among employees. 
Individual differences: Age group, difference in experiences and corporate culture of that workplace plays a big role when it comes to sharing knowledge. 
 Lack of time : if there is lack of time to share knowledge, and time to identify colleagues in need of specific, it’s hard to share knowledge in the organisation. 

Q5. What is the Australian Standard for Knowledge? Briefly describe key features of the standard.
Answer: AS 5037-2005 is the Australian Standard guide for knowledge in Australia.
This Australian Standard was prepared by Committee MB-007, Knowledge Management. It was approved on behalf of the Council of Standards Australia on 7 September 2005. This Standard was published on 10 October 2005.
The key features are as follows: The Australian Standard AS5037-2005 defines three key elements for the delivery of effective knowledge management: people, Process and infrastructure. The right mix of these elements is crucial and fundamental to business success. The key feature of the Australian Standard AS5037-2005 is the Map/Build/Operationalise Cycle for knowledge management. The standard defines the stages as follows:
Mapping: involves the analysis and investigation of the current knowledge environment
Building: focuses on building experiences and linkages between people, process and infrastructure
Operationising: moving from experimentation and building to implementing and operationalizing


Knowledge Management http://www.knowledgepoint.com.au/knowledge_management/index.html http://www.providersedge.com/kma/km_articles_case_studies.htm http://hbr.harvardbusiness.org/2007/07/the-knowledge-creating-company/es  
Learning and Team Building http://cpd.conted.ox.ac.uk/lnat/ http://humanresources.about.com/od/coachingmentoring/Coaching_Mentoring_Consulting_Learning_Organi zations.htm http://humanresources.about.com/od/involvementteams/a/twelve_tip_team.htm   

