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[bookmark: _Toc1092937643]Introduction
Knowledge management (KM) is the process of gathering, locating, capturing and sharing collective knowledge with the wider society (Tiwari, 2022).  Effective knowledge management enables businesses to implement ideas for organisational competence by using the obtained knowledge to understand the needs of their customers and business environment (Jennex, 2007).  The knowledge within the workforce of any organisation is likely to increase through capturing, storing and sharing the employee’s knowledge and experiences.  
Knowledge society has become valuable in the 21st century leaving behind the era of natural resources such as land and agriculture.  Co-ordinating and exploiting organisational knowledge resources create a benefit and competitive advantage in business (Drucker, 1999).  Reported in the Harvard Business Review, Peter Drucker had anticipated this much earlier and became convinced that knowledge was a more crucial economic resource than land.  He believed increasing the productivity of knowledge workers was the most important contribution management needs to make in the 21st century (Wartzman, 2014).
This report delves into the aspects of Knowledge Management Systems used by Virgin Media and Emirates Airline, two very well-established companies and how they use these systems. The report will look at the SECI model by Nonaka, et al (1994) of how knowledge is converted within organisations and compare the similarities in conversion in the respective businesses.  A look into the Data Information Knowledge Wisdom (DIKW) pyramid and whether this is relevant within organisations and discuss the advantages of KM in organisations along with a TOWS Analysis of the KM systems identified.  The report will include recommendations to outline the primary areas to be developed in its KM systems and a conclusion of what has been discussed throughout the report.


[bookmark: _Toc1652300771]Overview of Organisations

Virgin Media is a telecommunications company founded in 2007, their aim is to provide telephone, television, and internet services in the United Kingdom, with 11,785 employees (Virgin Media, 2023).  Putting their customers first they partnered with O2 in 2021 becoming UK’s largest, most reliable mobile network and broadband provider (Virgin Media O2, 2023).  In the information provided on their website they have 46.2 million connections across broadband, TV, mobile and home phone and a mobile network that covers 99% of the nation.  They are a business committed to innovation and transforming the outlook for the future of seamless connectivity.  Their main competitors are Sky and BT who also provide similar services within the UK.
Emirates Airline is widely known for its air transportation operating many fleets of aircrafts.  Operating its first flights in the 80’s it became a competitive business as the early 90’s saw the popularity in air travel (Benny, 2021). The article in The Gulf News reported by Benny (2021), reported in its first 5 years of business, Emirates network had grown to 14 destinations. The company is headquartered in United Arab Emirates and takes flights over 6 continents.  They are service providers of passenger transportation, cargo services, online booking, cancellation, cabin service, in-flight entertainment, and dining, amongst others.  In 2020 they were named the largest international airline after recovering from the Covid-19 pandemic (Emirates, 2023).  The group reports an annual profit of AED 10.6 billion for its 2022-23 results which was its most profitable year.  Their main competitors are Qatar Airlines, KML and Turkish Airlines who are also flying regularly in the same airspace and regions.
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In an article in the ‘Journal of Knowledge Management,’ it is stated that knowledge management is a formal, directed process of establishing what information the organisation has that can be beneficial to the business in which then it can conceive a plan to make this information readily available (Smith, 2001).  Business Information Systems (BIS) allow managers to gather data and process this into information to achieve the best possible outcomes for their organisation (Bocig, Greasley and Hickie, 2008).  There are two types of data, quantitative and qualitative.  Researchers prefer to gain information and knowledge from qualitative data as it is explorative and descriptive.  Both types of data enable organisations to focus on gaining insights whether for marketing or sales purposes (Graue, 2015).  However, extracting knowledge is not an easy task especially as not all knowledge can be transferred into written form, the experiences and thoughts of individuals can be lost or never attained (Mohajan, 2017).  
Knowledge is categorised as tacit knowledge and explicit knowledge.  Tacit knowledge refers to the technical knowledge, skills, and abilities one gains through experience which is difficult to document or communicate in words (Peroune, 2007).  It is very much like riding a bike, you cannot transfer your skill of riding one onto someone else, it is a skill that must be learned through action, practice and experience.  Stenmark (2001) stated that tacit knowledge is not easily articulated and thus remains in the minds of people and only manifests through their actions.  Explicit knowledge is objective and is clearly documented in a tangible form, serving as a resource for others (Maravihas and Martins, 2019).  These can be policy directions and formal documents and can be highly detailed.
According to Hadad (2017) there is a special value in an employee with knowledge in the business and economy of today's world, it generates profit.  Apart from the physical inventory, it is made up of the intellectual knowledge of the staff.  Hadad (2017) suggested these skills and capacities of human capital should be managed by organisations to drive innovation. 

[bookmark: _Toc1513722615]Knowledge Economy
The 21st century service sectors are driven by the knowledge and digital economy and are always searching to increase the productivity of knowledge workers (Shujahat et al, 2019).  Knowledge economy is the driver of economic development, and the role of the knowledge worker is heightened in this context (Hadad, 2017).  
There is a high importance drawn towards the knowledge workers productivity, it drives innovation.  This was the finding in the study by (Shujahat et al, 2019), workers use the ICT, Big Data and CBIS (Computer based information systems) and other knowledge management elements to increase productivity which leads to innovation.  The use of digitalised management systems plays a big part in the success of organisations.  CBIS has four components, Hardware, Software, database, and networks.  Databases are used to store data and is a collection of files and is shared across different teams in organisations (Rainer and Prince, 2022).  The hardware is the physical structure of the system such as the computer itself, tablets or a cash till.  The software is the computer programs used for programming and networks refer to the interconnection of the computer devices to share or distribute data.  Having access to these resources makes decision making helpful for managers, as CBIS allows for large amounts of data to be processed in a short amount of time.  
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The Knowledge Management Life Cycle by Meyer and Zack (1999) depicts how information is circulated internally and externally in organisations.  Information is captured through the acquisition phase, and goes through its refinement stage, which is analysing the data or interpreting it to information.  The third phase is to store the information, fourth is to distribute and finally maintain this information, such as amending or updating (Evans, Dalkir and Bidian, 2014) (See Image 1).





Image 1.  This is a representation of the Knowledge Management Life Cycle
 by Meyer and 	Zack (1999)
[image: ]
Source: Author
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The Data-Information-Knowledge-Wisdom pyramid exemplifies the progress of raw data to becoming valuable insights.  The pyramid is a hierarchy chain, starting at the bottom with much data, and reaching to higher levels as it progresses (Van-meter, 2020) (See image.2).  Data in its raw form makes it hard for managers to take decisions, once the data is processed and has become knowledge, the less chance of a risky decision to be made.
In the paper by Van-Meter (2020), it was questioned whether the increase of the vast accumulation of data increases wisdom in humans.  It is assumed that the data and information gathered has value and there are no allowances for the effect of false and inaccurate information.  Wisdom is much complex and should not be mistaken for being ‘knowledgeable’, the pyramid assumes once data, information and knowledge has been attained, wisdom is attained.  Yet wisdom is a rare quality.  Van Meter suggested that a linear framework does not make sense, a direct line between data to information cannot be drawn let alone from data to wisdom.  




Image 2. DIKW Framework adapted by Cannas et al (2019)
[image: ]
Source: Cannas et al, (2019)
[bookmark: _Toc160700643]The SECI Model by Nonaka et al (1994)
The SECI model distinguishes four knowledge dimensions and the conversion process (see Image.3).  The back-and-forth dialog between tacit and explicit knowledge initiates knowledge and amplifies it (Farnese et al, 2019).  The transfer of tacit-to-tacit knowledge is considered experiential in the socialisation dimension (Spencer, 1997).  In business organisations it is the personal interaction with people, either customers or work colleagues, and primarily a process between individuals.  The combination or dissemination process refers to documented explicit knowledge transferred to explicit knowledge.  Nonaka believed this to be useful for information technology and today we see this process conveyed in meetings, databases, and email.

Image 3. Adaptation of the SECI model [image: ]									Source: Author
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The role of knowledge management in organisations is to collect information and convert it into ‘explicit’ knowledge, however as discussed ‘tacit’ knowledge is not easily documented.  Virgin Media realised this when 150 colleagues were near to retiring and decided they needed to capture years of personal knowledge (TechSmith, 2023).  Training and development are part of what employees can expect at this company, however, knowledge gained through personal experience was what they knew they could not administer through online or in-person training sessions.  They invested in TechSmith Snagit to record simple, informative videos which could be shared across the company.  Virgin Media has an internal social network for colleagues and decided videos would be a more engaging way to capture and share knowledge.  1500 employees were given access to Snagit to record videos easily and share with colleagues, information, and knowledge of daily processes.  This process is like the socialisation stage from the SECI model as it allows for tacit knowledge of one employee to be followed by another through experience, it may even be documented.
As part of collecting customer information, Virgin Media uses CBIS such as databases.  The information held are, customer names, home and e-mail addresses, contact numbers, product information and any requests that were made via forms on their website (Virgin Media Business, 2023).  Similarly, Emirates Airlines uses databases for customers, with information regarding flight bookings made and other related requests.    Big data analytics plays a significant role in converting the data to information and Emirates Airlines has invested highly in their Information Technology systems (Mohamed and Al-Azab, 2021).  Data regarding passengers eating habits, such as items sold would be recorded and analysed to generate information or insights that would later be used to enhance the customer experience.  These data can be recorded as categorical or numerical data which would then be processed into information that would be used to extract and apply or utilise.  The use of Databases is a widely used tool in the world of business, it is easily manageable and allows for businesses to record and obtain information (Xue, 2017).  Databases and Big Data depicts the DIKW pyramid, as it requires the input of data to which then becomes information that is transferred as knowledge to those who utilise it.  It would take 
The UAE is known for its commitment to innovative technology and innovation and has launched a new in-flight system whereby all cabin crew receive an iPhone 13 or iPad Air.  The devices have been configured with custom Emirates Airlines App, to improve and streamline passenger service on-board (Emirates, 2023).  It also allows employees to access the centralised hub, which provides employees of updates to policies and other information in one shared system.
As a provider of broadband and Virgin TV, Virgin Media constantly use information to manage customer behaviour.  They collect data regarding customer interests and location to make informative decisions on what offers to provide their customers.  This enables them to attract and retain people nationwide and is part of their Customer Relationship Management (CRM) (Lemon and Verhoef, 2016).  CRM plays a crucial part in why organisations collect data as ultimately this enables them to stay competitive in the market and enables them to make decisions for the future of their business.
Business Information Sytems such as Transaction Processing Systems (TPS) and Office Automation System (OAS) are used to help with organisation processes.  OAS such as emails enable managers to attach files, videos and other documents and use to share explicit knowledge internally and externally (Al-Mamary, Shamsuddin and Aziati, 2014).  The sharing of policies on the business website allows to share explicit knowledge in organisations.  Virgin Media allows their customers to view policies and practices on their web site (Virgin Media Business,2023).  This transfer is the similar process portrayed in the SECI model of knowledge conversion.  The dissemination process is explicit knowledge to explicit knowledge, like policy directions customers can read, understand, and capture knowledge about the services they are using.  This enables them to be more informative without having to contact the organisation.  This is an advantage for the company as it can store vast amount of information and minimise the work force required to handle such practices.
[bookmark: _Toc726243112]TOWS Analysis of the use of Computer Based Information Systems
Threats
In an event of a breach, many records and personal information may be compromised.  This has been the unfortunate case at Virgin Media, in which personal information had been accessed without permission.  This information was for marketing activities which included customer names, addresses and phone numbers (Virgin Media, 2023).
Software is always updating, and the rate of innovation is faster than before.  Newer organisations are more likely to adapt faster to modern technology than older ones and therefore businesses should adopt to latest information management systems to stay competitive (Murphy, 2023).
In the article in Business Tech Weekly, disruptions to network systems can cause failure in offering a good customer service, such events pose a threat to the organisational processes (Antonenko, 2023).   The article suggested that I.T resilience ensures business continuity in times of security threats and unplanned outages by implementing strategies to backup systems and other disaster recovery plans to allow businesses to recover quickly from such events.
Opportunities
Information network tools allows businesses to grow and use different strategies during uncertain times. During the covid pandemic nearly all organisations were reliant on information systems and network.  The digital transformation has been the strategy for 70% of companies surveyed for the Forbes magazine (Rainer and Prince, 2022).  This can leverage business strategies to develop new business models.
Weaknesses
The Database system with proper business tools requires high investment, it is costly and requires time and resources to install and design (Duarte, Cunha and Craveiro, 2013).  It also requires training and execution to support and maintain the database system, without adequate knowledge of this it can breakdown frequently, consequently leading to information loss.
Strengths
The strength of database software is that it enables businesses to establish effective communication with customers (Business Partner Magazine, 2020).  It allows employees to manage and update customer information in one place and improves efficiency.  CBIS allows for efficiency as it carries out tasks and operations in much shorter time than manually organising (Harvard Business Review, 2023).  A customer may call Virgin media either to upgrade their contract or to cancel a subscription.  When the handler takes this call, they would need to ask a few questions to the customer to obtain their records which would allow Virgin media to view the customers history with themselves and allow the handler to make informative decisions on how they can help the customer. 
[bookmark: _Toc576252973]Recommendations

Amazon is a company that has excelled in its organisational purpose from the day it projected itself into the market.  According to the paper by Thomas and Chopra (2019) this is due to its application of core-knowledge management and user experience principles to cater to its customers' needs.  Knowledge Management systems have allowed them to effectively codify and and share the key knowledge assets.  The integration of the Big Data and Customer Knowledge Management creates insights for businesses and supports its organisational value.  Emirate Airlines and Virgin Media are both well-established but there is always room to learn from fast-growing businesses like Amazon.  In the paper they suggested a 3-V approach of data analysis to take into consideration when decision making, Variety, Velocity and Volume. Ultimately it is the human experience and information that would determine how Big Data is used and organisations collective knowledge must be digitalised and prioritised to the market demands. 
In the research of Peroune (2007), the importance of learning tacit knowledge and ways in which to make the knowledge readily available was insisted and was agreed upon by other researchers in the field.  The case study looked at the role of peer relationships in the sharing of tacit knowledge within the workplace in which one of its findings was having good trustful peer-relationships in the workplace allows for one to openly pass on tacit knowledge.  However, it was concluded that this is successful if the person acquiring the knowledge asks the right questions or displays the interest to know.  Virgin Media and Emirates Airline can adapt their training techniques, employees should be encouraged and motivated to make the most of opportunities to ask questions or given regular opportunities to collaborate with staff, such as meetings and workshops.
An employee-to-employee network to boost knowledge sharing can be beneficial and has been used within Google.  They use a volunteering approach, where employees can choose to train other workers and thus transfer their knowledge to others (Ocasta, 2019).  Although Virgin Media uses a similar approach to sharing information for employees, having personal first-hand experience and training enables employees to ask for further help, information and guidelines if required.  The trainer may have knowledge of certain aspects which they only remember to disclose it once prompted.  This could be for many reasons such perceiving the information as insignificant. This type of training through employee to employee can help to retain some tacit knowledge.
In the literature review by Xue (2017), it was suggested that sharing knowledge and making it visible encourages employees to foster similar behaviours and build the knowledge infrastructure.  It empowers your marketing skills and enhances sales skills which is the objectives for the business of Virgin Media and Emirates Airline.  The use of company app for all employees at Emirates Airlines is encouraging and enables employees to share and view information, such strategies need to be implemented in other businesses including Virgin Media. The strategy used by Virgin Media and Emirates Airlines to allow customers and other stakeholders to view policies and procedures, products and company data on their websites is an efficient way to transfer knowledge.
Virgin Media’s breach of customer information may catastrophically affect their trustworthiness especially as their intended business is technology (Kshetri and Voas, 2019).   Having all that data also puts businesses in a position of safeguarding.  It should be managed and maintained well so not to lose valuable information neither let it into the hands of someone with bad intentions (Alhassan and Adjei-Quaye, 2017).  They must use more protective servers and increase their human monitoring of information.  These will reduce the likelihood of future breach in the system.  
It is important for managers to gather information in a manner that would suffice the needs of its business goal.  The research of the DIKW by Van-Meter (2020) suggested that the accumulation of vast data does not necessarily result in knowledge neither wisdom as once the data is processed the information gathered may be irrelevant.  When collecting data, rather than mindlessly gathering excessive amounts it is better to be specific.  Having an objective for the data makes the information meaningful.  That does not mean to say that you should minimise it but rather research what your intended outcome is, gather only data that would reach that outcome.  It was suggested that these organisations can try and filter out irrelevant data so that information is useful and correct (Forbes, 2023).


[bookmark: _Toc2086391328]Conclusion
Knowledge management allows managers to acquire data and organise its information for it to be distributed or retained for organisational purposes related to its business.  This report has found that large organisations like Emirate Airlines and Virgin Media use Computer Based Information Sytems to make processing of vast amounts of data faster, which reduces its need for human input to process and subsequently leading to efficiency and competence as discussed in the article by Rainer and Prince (2022).  However, businesses should take into consideration the current demands of the market and take decisions from data analytics accordingly.
Knowledge Management frameworks such as the SECI model is still relevant, its process of transferring explicit and tacit knowledge is visible in the knowledge systems in the organisations of this report.  The report identified many similarities in both organisations on how they manage data and the ways in which they transfer the knowledge gained from these to strengthen their organisations business processes.  Virgin Media have found a way of positively extracting tacit knowledge and keep it documented, this can be cost-effective in the long term as it provides information that can be utilised by all staff. Emirates Airline focus on explicit knowledge transfer, the CBIS allows for passenger information, daily processes, and policies to be transferred and made available and shared across devices.  This enables their cabin crew to provide efficient customer service and the organisation to manage CRM.  The availability and amount of knowledge management systems used is a key indicator for success, it allows for the retrieval of information, and the more tacit knowledge that is gained the more likely the business can be more productive.
Organisations should utilise all resources in providing their employees with as much knowledge, whether that is through online videos and information or one-to-one training to allow for tacit knowledge to be retained.    
These businesses should consider that CBIS systems can be costly and require expertise to maintain, and although information can be breached or misused, investing highly in I.T resilience systems allows businesses to efficiently recover from data breaches and other networking failures if they were to occur.  CBIS systems keep the cost of storing, managing, and processing data low and run insights which enable managers to problem solve and take decisions based on all the information gathered.  However, it would require a highly expertise manager to strategize accordingly and successfully.  Knowledge information systems allow for efficient e-commerce and e-business and is ultimately increasing the success factor for every organisation.
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