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Benefits and Drawbacks of KM to organisations
Knowledge management is a process to share individual perspective, ideas and information with other people. (Gray, et al. 2004).
[image: ]
(Garfield, 2019) & (Newman, 1999)

KM in Marks and Spencer
Marks and Spencer in 2003 has rolled out an information sharing portal which is used to share knowledge and ideas to be more efficient. The aim of this was to improve communications between employees of all levels as well as having all the knowledge available to make a quicker decision. (Thomas, 2003).
Although the main aim of M&S was to improve communication and boost efficiency there are a few drawbacks to this system as not everyone is motivated or willing to share the knowledge. In addition to that some people are reluctant to change and find the system complex and hard to understand. 
[image: ]

(Thomas, 2003).





Benefits and Drawbacks of KM to M&S Customers

Knowledge management is an important part of customer relationship management. KM assists M&S to better understand the needs of the customers making it relatively easy to find information when responding to customers, analysing trends and solving customer problems. Some of the main benefits are:
· Presenting to customers how KM is used for their advantage
· Showing widespread expertise in the field 
· Speed of delivery of a product or service to customers 
Some of the drawbacks are:
· Not being able to demonstrate knowledge to benefit customers
· Delayed response in solving customer problems 
(Garfield, 2014)
M&S believe the key principle in sharing knowledge is to avoid previous mistakes. (M&S, 2016).

M&S has introduced a networking tool Yammer to share knowledge and interact with other colleagues within the organisation. (Jones, 2016).
[image: ]The main element of the Value chain that is beneficial to customers is service. M&S provide consistent service as they believe it will help maintain loyalty of customers. (M&S, 2009).
 Some of which are:
· Shop your way
· Free delivery and returns over £30
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from each other” (Gray, et al. 2004).

Some of the benefits and drawbacks of KM System are:

“KM is much more than just information systems at the heart of KM is
the motivation and willingness of people to share knowledge and learn
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« Enhanced organisational agility

* Quick decision making

* Resolving problems quickly

* Innovative ideas

 Develop better strategies

« Identifying market trends earlier than competitors

+ Incorporating KM in the current process and
information system

+ Discovering techniques to capture and record
business knowledge

* Inspiring and motivating people to share and apply
their knowledge constantly.

(Garfield, 2019) & (Newman, 1999)
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Benefits and Drawbacks of KM in Marks and Spencer
Benefits Drawbacks
« Enables staff to easily access and have upto | = User Acceptance
date information which enables improved « Extracting knowledge from people 0
decision making. + Complexand hard to understand

* Boosts efficiency

* Improved communication between different
hierarchies.

+ Top down support

(Thomas, 2003)
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