CIS8017 Assignment 2 2007 – Continuation of first Case Study – See Part 2 below
Maximum Word Count of Group Submission: 3000 words

Instructions: 

For Part 2 you are required to use the knowledge developed in Modules 1-9 to underpin your assignment.  As with the first assignment your submission is to be presented in report format with a covering letter addressed to the CEO, Ms Littleton.  Results will be allocated based on a combination of the quality of your individual contribution to your group’s discussion and on the quality of your group’s submission, see marking guidelines.  See further instruction at the end of the extended Case Study.
Please note to enable your individual contribution to be assessed by myself and the course markers,  each student must post at least two discussion items to this topic area which clearly contributes to the development of the group assignment.
CASE STUDY

Global Connections designs, manufactures and distributes a wide range of electronic equipment for commercial use.  Support is provided to its world-wide divisions by Transnational Support Section (TSS).  TSS has support staff in a number of country groupings who are available by phone or email 24x7.  Global Connections is experiencing a rapid increase in sales and TSS wants to maintain a high level of customer support as the customer support demands increase.  However it plans to do this by improving its current operations rather than increasing staff numbers. 
Current Issues

TSS recognises that its current operations could be more efficient.  The company has encouraged competition between employees in the past by way of bonus incentives to individuals who satisfactorily complete the most number of customer support contacts.  As a result individual staff or staff groupings tend to carefully guard their local repository of problem solutions so they can maintain their competitive advantage in the bonus stakes.  TSS has recognised that this local storing of knowledge is not the best strategy for the organisation and wants to do something about it.  They have heard something about the advantages of Knowledge Management and have engaged your group to investigate their current practices and make recommendations with a view to implementing a KM system at TSS.

TSS brief is for you to investigate the current situation and make recommendations about what actions should be taken to develop a cooperative knowledge sharing working environment between the sections. 
You have completed an initial analysis of the company and have identified the following issues:

· Lack of a global repository storing problem solving solutions

· Very generous monthly bonus scheme for individual staff performance

· Confusion about roles and responsibilities of personnel

· Little consistency of process between Divisions

· Poor documentation of company procedures within and across Divisions

· No standard measures of customer satisfaction

· High competitiveness within and between Divisions
Part 2

Following the submission of your report TSS has articulated their strategic goals for the next five years.  
· Be a market leader in offering international support services for commercial use electronic equipment

· Have a secure, efficient and effective electronic storage facilities 

· Have a ‘state of the art’ 24 hour help service  

· Be considered by their customers as a leader in the support services they provide

· Expand their current international business by 10% per year

CEO you have now been asked to continue and further develop the knowledge management environment.
Your task over the next five weeks is to extend your current recommendations to define:
a knowledge management strategy that aligns with their recently defined business strategy, 

a knowledge management platform, and

guidelines for the company to conduct a knowledge audit and analysis.

Other Requirements:

You should use the knowledge learned in Modules 1-9 to underpin the development of your report.  In addition you should source supporting evidence from at least two academic papers from the list of journals given in additional sources.  You may also find it useful to access information about commercial support services (call centres) to inform your knowledge about the practical aspects of this system.  The knowledge gained from these sources should be used in your report using your own words and cited using the Harvard referencing standards.

State any assumptions that are not made explicit in your report at the beginning of your posting.  Please keep these brief as most reasonable assumptions students make are self explanatory and apparent and don’t need further expansion.
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