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Introduction
In this report I will be Evaluating the importance of knowledge management, by taking an analytical approach to the concept regarding how organisation manage knowledge assets. examining what knowledge management is and its processes that are required for and organisation to develop. And using a framework to establish the knowledge management culture in a case study on American airlines.



























Section1

1. how human decision making in business suffers from limited time, data and information

In the ever so competitive environments of business the key to stay ahead or up to date with external competition relies on how well information is processed and the speed of it.
Having a well organised method of obtaining data and information is essential to making key decisions that help make a business competitive.
Before information systems went into the digital age, they were mainly paper based, and decision making was left to individuals alone (with limited time) to make comprehensive and decisive decisions for their business to perform and thrive. 
 for example, bookkeeping in accountancy.
30 years ago, bookkeeping was done by hand and relied on handwritten receipts, (mainly paper base, e.g. cashflow sheets for the daily takings) that were manually inputted into computers for storage or recorded onto paper-based files stored in folders in storage rooms. 
The retrieval of this information meant that it would take an individual more time to access it as they had to physically get the data / information they needed and had to go through it meticulously line by line to make sure that the information was correct or to find the information that they required(Keely .S 2019).
Paper based systems, while appropriate for its purpose, has its draw backs when it comes to searching for information that is needed, simple tasks like making amendments and copies take a long time and are susceptible to human errors, loss and damage.
Customers using accountancy services rely on the timely accuracy of the information being delivered, by the businesses,
Because of these hindrances precious time that could have been used to make better decisions is taken up by these sometimes lengthy procedures and can lead to errors or poor services by the business, resulting in a negative view by the target audience the business is trying to attract.
The paper-based system slow speed to assist human decision making, has negative impacts on businesses that incorporate it.
 As they are less efficient for
· managing time 
· They are costly
·  limited to the amount of data they can record



This limitation extends to the amount of information available to the individual who must deal with it and the scope the individual will have to make a good decision.
Because of this slow rate to transfer data into information into knowledge that, in today's digital age of fast flow  information and big data, businesses that still use this method are out performed by businesses that use digital information systems, with their better efficiency and accuracy to decipher data.

What is data what is information what is knowledge
· Data is the basic stage that happens before we get information.
· information is processes that come from the data
· Knowledge is the understandings that come from the information and data
To decipher what is data and what is information or knowledge lets break down the following paragraph: 
For example 
I decided to have a warm shower, brush my teeth, moisturise my body, get dressed and get in my car.
Within this paragraph I have made 5 decisions.
· Have a warm shower
· Brush my teeth
· Moisturise my body
· Get dressed
· Get in my car














The breakdown for my decision to have a warm shower would be.
	Data
	Information
	Knowledge

	
	
	

	Towel 
	Removes excess water from skin
	Dries my body after showering

	
	
	

	Flannel 
	Removes dirt and dead skin from body
	Scrubs and cleans skin

	
	
	

	Soap 
	Cleanses and removes dirt from skin
	freshens and cleans

	
	
	

	Hot Water 
	for cleansing body
	Mix with cold water to produce warm temperature water for cleansing

	
	
	

	Cold water 
	for cleansing body
	use to set warm water

	
	
	



When considering what is the data when it comes to taking a shower you must first look at the fundamental requirements that Is needed to take a shower.
1. Towel
2. Flannel 
3. Soap
4. Hot Water
5. Cold water
From understanding these fundamental requirements, you must then look at the process of what they do for the information, e.g. hot water is used for cleansing the body or a towel removes excess water from the skin.

We can get our understanding of the knowledge from these two stages for example hot water and cold water, mixing the two together can produce a warm temperature of water for cleansing. So, it's something that we understand already that we're going to do.








	Data
	Information
	Knowledge

	
	
	

	Toothbrush
	 removes debris and stains
	brushing my teeth cleans and remove debris and stains

	
	
	

	Toothpaste
	Deep cleanses teeth and remove stains
	Using toothpaste will assist cleanses my teeth and remove stains from them

	
	
	

	Mouthwash
	removes plaque from teeth and freshen breath
	Using mouthwash helps remove plaque and freshen breath

	
	
	

	Water
	 cleanses and remove debris and toothpaste residue
	Using water will washes and cleanse out mouth form the toothpaste residue and debris

	
	
	

	Towel
	removes excess water from face
	Use a towel to dry my mouth area from the excess water used



The data for brushing my teeth would be the basic requirements needed for brushing teeth
6. Toothbrush
7. Toothpaste
8. Mouthwash
9. Water
10. towel
Whereas the process here is the purpose of using the toothbrush (it removes debris and stains) and the knowledge is the reason why, brushing my teeth with the use of a toothbrush will clean and remove the debris from your teeth.










	Data
	Information
	Knowledge

	
	
	

	moisturiser
	relieves and moisten dry skin 
	apply moisturiser to skin after showering

	
	
	

	dry skin
	yes
	use moisturiser to remedy dry skin



The decision I made to moisturise my body the data would be
11. Moisturiser is needed
The process for understanding the information is the moisturisers function of relieving dry skin and moisten,
The knowledge is that I know that after I have had a shower and dried my skin, I need to relive my skin by applying fresh moisturiser to protect against dry skin.




















	Data
	Information
	Knowledge

	
	
	

	trousers
	to cover my legs 
	Put on trousers protect and cover my legs in public

	
	
	

	shirt
	cover my chest
	Put on a shirt protect covers my chest

	
	
	

	jacket
	to cover my shirt
	Put on a jacket to cover my shirt and provides extra protection against weather

	
	
	

	shoes
	to cover my feet
	Put on shoes to cover and protect my feet when I'm outside



Here the data of my decision for getting dressed
12. Shirt
13. Trousers
14. Shoes
15. jacket
An example of information here is that I need shoes to cover and protect my feet, from my understanding (knowledge) I need shoes to protect my feet when I go outside.















	Data
	Information
	Knowledge

	
	
	

	car key
	needed for entry to car
	Required for entry to car

	car door
	entry for car
	gains entry to car

	car lock
	needs to be open by car key
	The car key is used to open car lock as it releases door to gain entry to the car

	opened door
	allows entry to car
	car door is open to allow entry to the inside of the car

	close door
	seal entry to car
	door is closed from entry to inside of car

	get in
	entry into car
	inside of car



And here the data for getting into my car 
16. Car key
17. Car door
18. Car lock
19. Opened door
20. Closed door
21. Get in
And here the information is derived from the data e.g. I need the car key for entry to the car, as my knowledge is that the car key is used to open the lock on the door of the car that releases it so I can fulfil my decision to get into my car and go to wherever I please.
 












3. Tacit and explicit knowledge
In a game of cards, a player mainly uses tacit knowledge, dependant on his/her skill level they would use their experiences of previous competition to think their way through the game, but also explicit knowledge is also used as the game would have been documented or information of the rules could have been shared at first to learn the game.
What is tacit knowledge
Tacit knowledge is the unseen knowledge base of an organization or individual which has been gained through experiences, skills, techniques, processes of thinking for solutions, or their understanding of commitment required, which is not so easily transferable to another person or organization.
An example of tacit knowledge is that of an experienced barber, who has the competences to cut and style any head. yes, anyone can buy and turn on a clipper to cut hair, but can they produce the level or quality that only through personal trials and errors, along with commitment to the art craft has the barber gained the skills to perform precise hair styling techniques that are not conventionally taught in barbering school.
Explicit knowledge is knowledge that can be seen, as it has been broken-down and arranged systematically to understandable instructions, consisting of data, information, documents files or records that are easily transferable and easy to learn.
An example of explicit knowledge are how to do videos that provide knowledge that can be visibly seen and are easily assimilated, as they have visual demonstrations presenting data, information about whatever specific subject that need to be learnt  by an individual or organisation in a recorded form that is easily accessible by its file.
 how to do videos are easy to make and can be shared the knowledge within them can be learnt and practiced.














 4. categories of computer-based information systems
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Categories of a computer-based information systems
· TPS = Transaction processing systems
TPS comprises computer hardware and software specifically designed for transactions that systematically performs necessary transactions, vital to the running of the business. For example, payrolls, production, orders for sales, reservations. Deliveries. by creating databases of their information for the use of other information systems interrelated.
 Transaction processing produces valuable input into many other systems in an organization, such as management information systems
For example, a wholesaler may use a TPS to records the data and information of the daily activities of sales orders and generates a database with information in a daily report for the management information system containing information on numbers of orders for sales and returns, stock levels, delivery times, clocking in and out times of employees and customer details.










· MIS = Management information systems
Management information systems comprises of people, software, databases, devices and procedures, organised to provide reports on the routine day to day activities of the business from systems like the TPS, for managers to monitor and make tactical decisions on the performance of the operations. Reports on daily sales, orders or production efficiency.
Example, computer manufacturers, stock control.
Managers will need to know the levels of stock used  to produced their product daily, from raw material to the  end product, to ensure they have the right amount of stock at the right time to keep production going (infoentrepreneurs.org stock control and inventory), gaining an understanding when to make reorders, purchases or deliveries to ensure efficiency of its operations. 
· DSS = Decision support system 
Decision support system are systems designed to focus on specific problems of the organisation, using procedures databases and devices with software that focuses on assisting effective decision making for managers, by performing deep analysis of the data from the TPS and producing suggestions based on its findings to assist in problem solving of issues.
For example, when applying for a loan, loan company verifiers use DSS to help decide to grant a loan or not, by checking the applicant details and cross referencing them with credit databases which generate information and creates a report  on the applicant which the verifier can use to make a decision based on the loan companies' procedures to grant the loan or  not.
bank loan officer verifying the credit of a loan applicant or an engineering firm that has bids on several projects and wants to know if they can be competitive with their costs.
· ESS = Executive support systems 
Executive support system are systems that summarise the data from all levels of the organisation, into a simplified report that senior managers can use to make strategic decision for the organisation tactically and operational.
Example, introduction of a new product 
Based upon information received from all level systems TPS, MIS, DSS “senior managers can have a simplified clear look at the organisation operations with an overall summary of all its activities (webopedia.com Executive Support System)”, that they can use to make future strategic predictions or decision to introduce a new product or not for the organisation based on the information presented on their current status.  






 5. why do organisations have a hierarchy structure and How having a CBIS can support managers at each level within an organisation.
The reason why organisations have structure with different levels and specialties is to gain a clear chain of command for the business they conduct that allows information to flow productively and efficiently. By Having a clear chain of command there is a common understanding within the business where a decision is made and how they are communicated throughout the business.
It also provides clear understanding of control factors within the business e.g. people that must report to you or you to them,
Organisational structure clarifies job roles or specialties, e.g. managers, supervisors, executives, or graphic designer, electrician it allows people to know what you do with in it, and what you are accountable or responsible for, whilst also clarifying the key functional components of the organisation, e.g. HR,  finance , or specialist department that you are part of.
Due to the levels of activities and the amount of data that is needed to be processed, organisations divide their chain of command by hierarchy, this is done so that a specific person can place their full attention on the key functional area that keep the business operating productively and efficiently.
Computer based information systems help support managers at different levels to optimise the productivity of the organisation by providing reports on the analysis of the business performance levels. 

            [image: ]                     





E.g. an operations / first line managers can be supported by a TPS, by recording and producing detail reports of the daily activities to support managers for essential decision on the operational section of the business, it gathers the data generated by this section and converts it into useful information  e.g. Numbers of orders placed, stock level, so managers can make quicker decisions to keep operation functional, where units and turnover speed is too high or fast for a manual system to record and process all the data in a timely manner, helping boost the effectiveness and efficiency of the business.
Middle managers are supported by the MIS which uses the data from the reports of the TPS generating information on the performance of the operations section and other functional sections of the business, producing information for these mangers to assist monitoring and making tactical decisions such as ensuring that raw materials are readily available for the operations section to produce the products or services of the business, so that the functional section of the business can run smoothly and effectively from accurate and intime information.
The DSS also supports the middle manage by providing analytical information of the business, by sifting through the information of the business, and producing suggestions for decision making, e.g. past records of performance levels of product sales to gain an understand of which product to place more attention on if there is a underperforming issue.
The DSS also suggests previous solutions that have been tried and tested, to help supports the middle managers tactical decision to their solution of a problem that may be reoccurring. 
Due to the large amounts of data and information these systems take away the manually tedious and time-consuming efforts to probe through vast levels of data and information from each section of the business and help assist making decisions more quickly.
The ESS supports the senior level managers, by providing a summary of all the sections of the business’s activities and their performances, from the information derived from all computerised information's systems of the business, the TPS, MIS and DSS, usually displaying  it findings in a one screen / single report, that senior level managers can quickly access, to make strategic, decision and predictions on the next direction of the business. 
E.g. “It provides access to all the organizations business and departments data while providing analytical tools and performance assessment predictors “ It can Provide information on the businesses health / performance to gauge, the timing of adding a new product or expanding the business based upon the  results the ESS has produced, reducing time consuming meetings with managers from all sections of the business.








Section 2- Case Study

1. How American Airlines incorporated Porter’s basic competitive strategies of ‘cost leadership’ and ‘product differentiation’.
Cost leadership
American airlines identified that the method for making reservations were not changed for almost 20 years from the 1930;s, the handwritten process for booking reservations for seats was not only time consuming but also highly at risk of inaccuracies because of human error and costly to process which reflected in the price offered to customers. Identifying these inadequateness, American airlines owner and IBM owner saw an opening in the industry to exploit (sabre.com Sabre-History), American airline set out to be the low-cost provider of reservations. Echoing porters generic strategies to be the cost leaders in the airline industry, Understanding that the economies of scale of the airline industry was broad, used also by travel agents, hotels, car rental companies and the customer themselves and that since the 50s all companies that made reservations for seats utilised the handwritten process, they realised the industry was stuck. And there was a sustainable advantage to exploit, they wanted to be the 1st to automate the service.
Differentiation
They set about revolutionising the reservation process by introducing technology to replace the handwritten system by jointly working alongside IBM to produce software to handle the reservation process, to make the system more accessible by both customer, airlines and other companies that use it.
The fact that the system was never digitalised gave American airline automated system S.A.B.R.E. ( semi-automated business research environment) its uniqueness as this service was distinctly different from all the others at the time, by providing the ability to make reservations for seats online, than having to go into a travel agent and physically fill out forms.
S.A.B.R.E.  as a product itself was unique, not only for being the 1st online reservation system, but its uniqueness attracted and changed the way external companies and customers made reservations since its launch in 2000, due to its ability to provide automated services, reduced cost, attracting customers by its lower prices, accessibility and efficiency to make reservations as they could now be done in real time immensely reducing the waiting times for confirmation of seats.








 2. how did SABRE provide American Airlines with a competitive advantage? 
To evaluate the effective advantage S.A.B.R.E gained American airline, the use of porters 5 forces has been used to analyse the benefits that the system provided the airline over its competitors. “Developed by Michael. E porter (Porter M.E. 1980 Competitive Strategy: Techniques for Analysing Industries and Competitors)”.
Rivalry among existing competitors
Being the first to revolutionise the seat reservation system, American airline was able to gain an advantage over their competitors, the root causes for their advantage was the uniqueness of the S.A.B.R.E. software as at the time.
Barrier to entry and substitute of threat
At the time S.A.B.R.E. was introduced, no other provider in the industry had an automated service or a product like S.A.B.R.E., and the fact that it took “40 million dollars to develop, which equates to 350 million dollars in today market considering inflation (Abdaal .T the technology that changed air travel 2018)” meant that it was extremely expensive to own one, plus the fact that it was an exclusive product, gave an additional advantage as only the developers at IBM and American airlines knew how to operate it.

Due to the software's cost reducing capabilities, American airlines were able to enter a price war with their competitors, and gain an competitive advantage over them, especially because of the broad scale of economies that the application was used for and low customer loyalty amongst brands, customer were easily influenced to switch to due to the attraction of lower prices American airlines was able to offer and speed of service “taking a 90 minutes process down to only a few seconds (IBM.com sabre)”.
Bargaining power of suppliers
The uniqueness of “S.A.B.R.E for American airlines being the first automated system (Naqvi M.A. and Jia .H Computer Reservation System, tourism 2015) ” meant that they were the only provider of the system using it at the time, this gave them strength over the distribution of the product,  again being the only suppliers also made them unique to customer increasing the demand for the brand because of its efficiency and low cost
Buyer power. 
With every other competitor charging similar prices due to the cost of running a manual system, which was reflected in the price, human error played a big influencer on buyer power, as customer wanted value for money.
The fact that the S.A.B.R.E. was automated and digitalised appealed to customers as the human frailty for error had been greatly reduced, and reliability for service was unrivalled by the previous manual system , influenced buyers, to use the S.A.B.R.E  as their number 1 option to make reservation of their seats through American airlines, dominating the buyer to the brand and creating a trend of loyalty of customers at the time.



3. Why did American airlines lose its competitive advantage?
Although S.A.B.R.E. gave American airlines the competitive advantage over its competitors, a major factor it was the actual software that provided it for them. The use of the system and ownership of it belonged to S.A.B.R.E although it was founded by American airlines. This placed American airlines under pressure as the number of competitors was high especially that many were of equal or similar size, e.g. “delta airlines, Alaska airlines, united airlines, southwest airline and air France (craft.co American-airlines competitors)”
Due to the success of the system S.A.B.R.E. became in huge demand and expanded its services to travel agents, hotels and who were also able to make seat reservations, providing the customer with more options to do business with and access to making reservations at any time as the system was now online.
Once S.A.B.R.E. began expanding its services the product was no longer unique for American airlines, as it opened the market for customers sparking price wars which then intensified against American airlines when S.A.B.R.E. which levelled the field for supplier power by the late 80’s.
American airlines reacted to this by making their systems more efficient by adopting new services that S.A.B.R.E. developed for yielding management and crew scheduling.
Although American airlines benefited from these new services, other companies of similar size were able to adopt them also, which again hampered their competitive advantage, as they were also able to conduct the same improvements to their businesses and still compete with the price wars.
Conclusion
Because the airline industry growth is slow it was quite easy for other companies of similar sizes to compete with American airlines, especially for the fact that since the 1950 S.A.B.R.E. has had the competitive advantage from the factor of bargaining power, as at the time they was the sole company supplying automated services for reservation and remained the market leaders  into the 90s, coupled with the large amount of competitors of similar size, it was only a matter of time before they caught up with American airlines, as the option to have the system was also accessible to them, as they also had the capital to purchase and enter the same level of service, along with having the same amount of experiences as some of American airlines competitors have been trading in the airline industry similar if not equal lengths of time, making them equal substitutes for potential customers, and diminishing the uniqueness of the product as it became standardize throughout the industry especially by 2000 with its full online capabilities.







 4. How information systems are essential and transforming business today

Information systems today are transforming the way how business is conducted by companies, organisations and small businesses.
Businesses are now in the age of big data to keep up with competitors the speed and accuracy that data is now processed is essential for businesses to have a competitive chance or edge in their rapidly changing industry.
With demands of customers changing rapidly, businesses are using information systems to respond and sense these demands, using automated systems for logging, storing, processing, analysing, and monitoring the daily activities throughout the business.
They have dramatically increased the efficiency of the productiveness for accessing and retrieving information by bringing together all the resources of the companies technologies e.g. hardware, software, and networks of the company along with other devices that they use to record data e.g. scanners at supermarkets, sorting machines at post offices, or any interfaces that employees or customers use as input of data.
Information systems have now become essential tools for managing business. They sift through and accumulate every bit of the daily data generated by the business amalgamating and converting the data into useful “information for employees and managers to make informed and decisive decisions for the company (lbtc.co.uk information systems transforming business 2019). 
Information system have now changed the way employees and business interact with each other, 
· communication methods = use of email, texts messages, video, online presentations 
· Development of employees = monitoring of employee performances
· Plan and develop new products = problem solving / decision making from analytic reports and tools
· Financing = wage processing, purchasing, accounting,
All these methods are now automated in many businesses that previously had manual systems to process data and information.
Because of the ease of access and speed of retrieval these systems are more efficient and have also dramatically reduced cost through time saving innovation.









5. Three major new information system trends. 
New information systems
· Cloud computing 
Cloud computing is a data centre to conduct business over the internet
Businesses today are realising that accessibility to data is essential for their employees to increase efficiency and their effectiveness, utilising a “1 stop hub so that employees or customers can access the businesses resources and information, with high security for the information it holds, it provides both storage and computing services for businesses (linchpinseo.com trends in the information technology industry)”.
Pros of cloud computing
1. Cloud computing allows for all the businesses operation to be conducted within its environment, which helps to reduce cost for business owners as it eliminates the need to have all the physical bulky machinery and servers that a company would have to conduct their business.
2. It provides a centralization of the company's data, with ease of access remotely allowing employees and managers to work away from the office, it also allows project management to be facilitated as all departments can access the required information and interact with each other in real time.
3. There is also no maintenance cost for software, as all software needs are catered for by the cloud reducing further cost for the business.
Cons of cloud computing
1. Without an internet connection you cannot connect to the cloud as it is totally dependent on the internet to gain access to its services, also the connection needs to be good for it to operate effectively.
2. Because of the remote location of the cloud facility, “businesses have minimal control over hardware or software configurations and functions for the applications or devices (Mukherji. S and Srivastava. S Pros and Cons of Cloud Computing Technology 2015) they use with the cloud.










Big data analytics

Pros of big data analytics
1. Big analytics is technology that analyses large amounts of data to uncover hidden information by examining the data of the business to discover patterns and insights beneficial to the business.
2. Being automated It allows for large amounts of data to be analysed quickly compared to traditional methods, providing answers immediately.
3. Big data analytics technologies reduce cost by offering storage and analytic tools maintained by services like “cloud and Hadoop (sas.com insights analytics big data analytics)”.
Cons of big data analytics
1. Big data analytic can be intrusive and needs to be in accordance with data protection legislation, “an expert in analytics is needed in most cases and are rare to find (Hussain, A. and Roy, A., 2016. The emerging era of Big Data Analytics. Big Data Analytics).
2. It “needs to be real time data to be more effective than periodic (ciklum.com pros and cons of big data 2019)” meaning that somebody must be employed to monitor it and make sure that the information collected is of value.
















Artificial intelligence A.I
Pros of artificial intelligence
1. Artificial intelligence is technologies that help machines learn, sense, understand and carry out the appropriate actions e.g. organize, store and retrieve information, reducing less routine for its user by performing tedious and repetitive tasks on their behalf.
2. They can perform analytical work making their own judgements to problem solve issue the user or the A.I. identifies reducing workloads for the employee or customers and cost for companies as they can replace and be more efficient than human beings especially with repetitive tasks..
3. They can substitute a human being to undertake risky work reducing harm or threat to life.
Cons of artificial intelligence
1. “Artificial intelligence has the capability to be ethically immoral towards workers from the agricultural and manufacturing industrywide (Tripathi, A., 2017. Artificial Intelligence: Its Pros and Cons), as with advancements in the technologies, these workers are now at risk of being made obsolete by artificially intelligent robots, that unlike human beings need no rest and eliminate the risk of human error with their accuracy.
2. Artificial intelligence doe does not understand ethics or morals, they cannot understand fairness or have compassion, so they cannot handle sensitive situations comprehensively if complex situation arises such as ethical dilemmas, as they can only think logically, so, they are currently limited to specific tasks. E.g. organizing and calculating.
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