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Introduction
Knowledge is important in every workplace. At Tesco F&F and the checkout area, employees need knowledge to help customers, manage stock, operate tills and follow company procedures. Knowledge Management (KM) is the process of collecting, sharing, storing and using knowledge to help a business work better. This report explains how Tesco can use knowledge management to improve efficiency, customer service and employee performance.





Executive Summary 
The retail sector is experiencing rapid transformation due to changing customer expectations, digitalisation, workforce flexibility requirements, evolving government policies regarding data protection, employee development and customer service standards. To remain competitive, organisations must effectively manage their knowledge assets. This report develops a strategic knowledge management action plan for the F&F department and checkout department multi-skilled workplace environment. The report evaluates the concept of knowledge management and examines the relationship between data, information and knowledge. It also explores how individual knowledge contributes to organisational knowledge and business performance.
A framework is proposed to improve knowledge capture, storage, sharing and implementation across the department. The report identifies existing knowledge assets and information systems currently used within the workplace and recommends improvements through structured training, digital knowledge repositories and performance measurement systems.
The proposed strategy aims to improve operational efficiency, reduce training costs, enhance customer service, increase employee engagement, and support compliance with information security requirements.














Evaluation of Knowledge Management
Knowledge Management is the process of making sure employees have the right information and knowledge when they need it. 
In Tesco F&F and the checkout area, knowledge management means sharing useful information so everyone can do their job better. It helps workers serve customers, find answers quickly, make fewer mistakes, work together and learn from more experienced staff. There are many benefits of knowledge management. It helps customers get help faster, keeps track of stock more easily, helps new workers learn their jobs and makes sure everyone works in a similar way. It also helps staff make better decisions. 
However, there can be some challenges. Some workers may not want to share what they know, information can become outdated and incorrect, and the systems used to store information can cost a lot of money.
Overall, knowledge management helps Tesco work more efficiently and keeps customers happy.





Relationship Between Data, Information and Knowledge
Data
	Stage
	Meaning
	Example

	Data
	 The disadvantages facts that have not been organised.
	300 women dresses

	Information
	Data that has been organised and given meaning.
	Women's denim dress was the best-selling item this week upto 50% increase in sales.

	Knowledge
	Understanding gained from information and experience.
	More denim dresses should be restocked more frequently to meet customer demand as this is a good seller.


Relationship Between Data, Information and Knowledge

The data shows Number of clothing items sold and number of customers using checkouts. The Reports shows the best-selling clothing items and the busiest checkout times. Knowledge is Knowing which products need restocking first and how to reduce queues at checkouts.


Relationship Between Individual and Organisational Knowledge
Individual Knowledge
Individual knowledge is knowledge that is held by one person and is based on their skills, experience and understanding. For example, a checkout operator may know how to solve a problem with a till, while an F&F employee will know exactly where certain stock is stored. This type of knowledge is valuable because it helps employees complete their tasks efficiently and support customers when issues or enquires happen. Knowledge is often gained through training and experience and can improve when employees learn from others. (The National Archives, 2025).

Organisational Knowledge 
Organisational knowledge is knowledge that is shared across the whole business so that all employees can access and use it. In Tesco, this includes company policies and procedures, training guides and stock management systems. Organisational knowledge helps employees work in a consistent way and ensures that important information is not lost when staff leave the company. Sharing knowledge across the organisation can improve teamwork, decision-making, and overall business performance. Tesco benefits when employees share their individual knowledge with others because it helps create organisational knowledge. This allows everyone to work more effectively, solve problems more quickly, and provide better customer service. Tesco benefits when employees share their knowledge with others so everyone can work more effectively.












Tacit and explicit knowledge in Tesco role 
	Knowledge Type
	Examples in Tesco F&F Role
	How it Contributes to Organisational Knowledge


	Tacit Knowledge (personal knowledge gained through experience)
	Understanding customer preferences, recognising popular clothing styles, handling customer complaints effectively, knowing the best way to organise displays, teamwork skills, and time management during busy periods.
	Employees share their experiences and practical tips with colleagues, helping improve customer service, sales performance, and team effectiveness.


	Explicit Knowledge (documented and easily shared knowledge)
	Tesco policies and procedures, F&F merchandising guidelines, training manuals, health and safety regulations, stock management systems, and customer service standards.
	Provides a consistent way of working across all Tesco stores and ensures important information is available to all employees.


	Organisational Knowledge (knowledge shared across the business)
	Company-wide policies, training resources, stock control systems, performance targets, and best practice guidelines developed from employee experiences and documented procedures.
	Enables employees to access and use shared knowledge, improves decision-making, supports teamwork, and ensures business continuity when staff leave.



Organisational knowledge is knowledge that is shared across the whole business so that all employees can access and use it. In Tesco, this includes company policies and procedures, training guides and stock management systems. Organisational knowledge helps employees work in a consistent way and ensures that important information is not lost when staff leave the company.
Tesco benefits when employees share their individual tacit knowledge with others because it helps create organisational knowledge. For example, experienced F&F colleagues may share successful merchandising techniques or customer service approaches, which can then become part of training materials or best-practice guidelines. This allows everyone to work more effectively, solve problems more quickly, provide better customer service and improve overall business performance.






Business Case for Knowledge Management
A business case explains why a company should spend money on something and how it will benefit the business. Tesco staff use knowledge management because it helps employees access and share important information more easily. Knowledge management can improve customer service by helping employees answer customer questions quickly and correctly. When staff have the information they need, they can provide better support and create a more positive shopping experience.
Knowledge Management 
To create a knowledge management culture, Tesco should follow four steps
	Create Knowledge
	Making new information and skills
	Training staff, holding meetings, using customer feedback, learning from experience
	Helps workers improve and learn new things


	Store Knowledge
	Keeping information in a safe place
	Tesco intranet, training tools, documents, stock systems
	Makes it easy to find information when needed


	Share Knowledge
	Giving information to others
	Team talks, training sessions, online systems, mentoring
	Helps staff learn from each other


	Use Knowledge
	Using information in daily work
	Improving service, managing stock, solving problems, making decisions
	Helps Tesco work better and more efficiently



Creating a Knowledge Management Culture at Tesco
To build a strong knowledge management culture, Tesco follow four important steps creating, storing, sharing and using knowledge. The first step is to create knowledge. Tesco can do this through staff training, team meetings, asking for customer feedback and the experience gained by employees while carrying out their daily tasks. These activities help employees learn new skills and develop useful knowledge that can benefit the business. The second step is to store knowledge so that it can be accessed when needed. Tesco can store information on computer systems, training systems, company documents and stock management systems. Keeping knowledge in one place helps employees find accurate information quickly. The third step is to share knowledge with others. This can be done through team briefings, training sessions, online systems and mentoring from experienced employees. Sharing knowledge helps staff learn from each other and work more effectively as a team. The final step is to use knowledge. Tesco can use the information and experience it has collected to improve customer service, manage stock more effectively, solve workplace problems, and make better business decisions.
By following these four steps, Tesco can create a culture where knowledge is shared and used effectively, helping the business become more productive and successful.


Dikw applied to Tesco F&F

[image: ]

The DIKW (Data, Information, Knowledge, Wisdom) model shows how Tesco F&F uses data to make better decisions. Data such as sales, stock levels, customer visits, returns, and online orders are collected and turned into useful information like sales reports, stock updates, customer feedback, and trend reports. Staff then use this information to build knowledge about products and customer needs, helping them answer questions and solve problems. This knowledge is combined with experience and judgement to make smart decisions, improve customer service, and plan for future fashion trends.



Current Information Storage Systems
Tesco uses several information storage systems to help manage and organise important business data so employees can work more efficiently and make better decisions.
Tesco Intranet
One key system is the Tesco intranet, which is an internal platform used by staff. It stores company policies, procedures, and updates so employees always have access to the latest information. This helps ensure that everyone follows the same rules and works in a consistent way across the business.
Training Systems
Tesco also uses training systems to store employee learning records. These systems keep track of staff training progress and completed courses. This allows managers to see what training employees still need and helps ensure all workers have the correct skills for their roles.
Point of Sale (POS) Systems
Point of Sale (POS) systems are used in stores to record sales and customer transactions. These systems store data about what products are sold and when they are sold. This information helps Tesco analyse customer behaviour and improve sales strategies.
Stock Management Systems
Stock management systems are also important because they track inventory levels in real time. This helps Tesco know when products are running low so they can restock quickly and avoid losing sales due to empty shelves.
HR Systems
Stores employee information and training records. Human Resources (HR) systems store employee information such as personal details, job roles, attendance, and training history. These systems help Tesco manage its workforce effectively and ensure accurate records are kept for all staff.
Overall, these systems help Tesco store, organise, and use information more effectively, improving decision-making, efficiency, and customer service.

Knowledge Assets Within the Workplace
Knowledge assets are valuable pieces of knowledge that help Tesco operate successfully. In Tesco, knowledge assets are the valuable information, skills, and experience that help the business operate successfully and efficiently. They support staff in their daily work and help Tesco improve customer service, sales, and overall performance.
Employee knowledge in Tesco includes the skills and experience that staff develop while working in stores or other departments. This includes customer service skills, product knowledge, and practical experience. For example, Tesco employees learn how to assist customers quickly, handle enquiries, and recommend suitable products.
Business procedures in Tesco are the rules and guidelines that employees must follow. These include company policies, staff training guides, and health and safety procedures. They ensure that all employees work safely, follow the same standards, and provide a consistent service in every Tesco store.
Customer knowledge in Tesco is information collected about shoppers. This includes customer feedback, shopping habits, and data from Clubcard loyalty cards. Tesco uses this information to understand customer needs, improve product ranges, and offer more personalised deals and services.
Operational knowledge in Tesco relates to how stores are managed on a daily basis. This includes stock replenishment systems, checkout procedures, and merchandising techniques used to display products effectively. These processes help ensure shelves are stocked, queues are reduced, and stores run smoothly.

Information Requirements of the Business
Tesco needs different types of information to help managers make effective decisions and improve business performance. This information is collected from stores, digital systems, and customer feedback and is used to monitor performance and identify areas for improvement.
Sales information is one key requirement. This includes daily sales figures and data on best-selling products. Tesco uses this information to see which products are popular and which are not selling well. This helps managers plan promotions, manage pricing, and improve product ranges so they match customer demand (Tesco PLC, 2025).
Stock information is also important. This includes current stock levels and products that need reordering. Tesco uses this to make sure shelves stay full and popular items are always available. This helps reduce lost sales and improves customer satisfaction by making shopping easier and more reliable (Tesco PLC, 2025).
Customer information is another key requirement. This includes customer feedback, shopping habits, and satisfaction scores collected through systems like Clubcard. Tesco uses this data to understand customer needs and improve services, product ranges, and store experience (Tesco PLC, 2025).
Employee information is also essential. This includes attendance records and training completion data. Tesco uses this information to make sure staff are trained properly, reliable, and able to carry out their roles effectively. It also helps managers identify training needs and improve workforce performance (Tesco PLC, 2025).
Financial information is also very important. This includes department profits and business costs. Tesco uses this information to track performance, control spending, and make decisions that improve profitability and long-term success (Tesco PLC, 2025).
Overall, this information helps Tesco make better decisions, improve efficiency, and meet customer needs more effectively.

Recommended KPIs for Tesco F&F and Checkouts
	KPI
	Target

	Customer Satisfaction
	Above 90%

	Stock Availability
	Above 90%

	Checkout Waiting Time
	Less than 5 minutes

	Training Completion
	100%

	Employee Attendance
	Above 95%

	Sales Growth
	Increase by 5%

	Customer Complaints
	Reduce by 20%

	Staff Turnover
	Below 15%



These KPIs help Tesco measure success and identify areas for improvement.

Information Security Framework
Tesco must protect information from being lost, stolen, or misused. The three main principles are Confidentiality means keeping information safe so only the right people can see it. In Tesco, this is very important because the company stores information about customers, staff, and business operations. This helps protect people’s personal details and stops information from being used in the wrong way. Tesco also uses passwords for security to protect its computer systems. Employees must type in a password and email before they can access work systems or staff records. This makes sure only authorised people can see important information.
Tesco also gives each worker their own login account. Every employee has a unique username and password, and their access depends on their job role. For example, a checkout worker cannot view private HR information, while managers may have more access to business data. Overall, confidentiality helps Tesco keep information secure and ensures only the right people can access it, which helps protect customer trust and business safety (Tesco PLC, 2025).

Strategic Action Plan
	Objective
	Action
	Person Responsible
	Timescale

	Improve knowledge sharing
	Hold monthly team meetings
	Department Manager
	3 months

	Improve training
	Create online training materials
	Training Team
	6 months

	Improve stock management
	Share best practices across stores
	Store Manager
	4 months

	Reduce checkout queues
	Train staff on queue management
	Checkout Manager
	2 months

	Improve information security
	Provide cybersecurity training
	IT Team
	Ongoing

	Improve customer service
	Use customer feedback to improve service
	Department Manager
	Monthly


This action plan will help Tesco improve efficiency and make better use of workplace knowledge.

Conclusion
conclKnowledge management is important for Tesco F&F and checkout operations because it helps employees work more effectively and improves customer service. By creating, storing, sharing, and using knowledge properly, Tesco can reduce mistakes, improve productivity, and increase customer satisfaction. The recommended framework, KPIs, and action plan provide a clear way for Tesco to build a strong knowledge management culture and improve workplace performance.
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