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Knowledge management system is one most important process used in companies. These systems process data, which are numbers and raw facts into meaningful information that is then stored as important knowledge that can be used across the company (Bouthillier and Shearer, 2002).  Companies are greatly benefitted from this approach as they get the chance to know about a lot of things from the people and the previous data of the company. Employees of the company are able to make their own decisions for various problems and improve  collaboration, coordination and understanding  of processes (Bouthillier and Shearer, 2002).  Companies in the market gather the data from consumers which are stored in databases so that they can be accessible at any time. This report will include the knowledge management systems of Emirates and British Airways and the strategies they follow for managing the knowledge in the company. At the end of the report, some knowledge management systems of other companies and recommendations for Emirates and British Airways will be given for the improvement of the company.     
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Emirates is one of the most renowned companies and the 4th largest in the world with its headquarters situated in Dubai. The company started their business in 1985 and after its initiation of the business, they have become one of the most popular companies in the world for their exceptional service and global extension of their business. Emirates not only operates an airline business in their company, but they also have other businesses under the roof of the Emirates group (Tobisová et al., 2017). The airline business of the company has become so famous among the people in the world due to their unique service to customers who can go to 150 destinations of the six continents of the world. The company also offers diverse travel classes in their planes and customers globally can choose their preferred class. In different classes in their airplanes, people can get various types of services that will give them unique experiences in their journey (Banerjee, 2013). The company also has a cargo service, and they transport different types of goods and products worldwide through their cargo planes. Emirates also offers tourism services with multiple packages across the world. These offers include hotel booking, transportation and other necessary travel services.
British Airways initiated its journey in 1974 with headquarters situated near Heathrow Airport in London. The company has created a great role in the airline industry, and it has changed the shape of the global aviation industry. The company provides domestic and international services to customers around the world (Jarvis, 2014). They also carry various types of goods in the cargo services of British Airways and companies from various countries can transport goods through their service. The company maintains their aircraft highly with regular inspections of the aircraft so that the passengers don’t have to face any problems during their flight. The company has also made a collaboration with the One World Alliance and through this collaboration, the company can provide a wider range of destinations. They also provide customers with various types of services during their travel and that’s why they have become so popular among people around the world (Jackson and Tozer, 2020).            
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British Airways has been doing their business for a long period. During the operation of the company, they have acquired so many people in the company and they all have different types of knowledge available to them which helped the company to grow their business. Based on the knowledge management system of the company, the TOWS analysis is given below in a table:
	Threats
	Opportunities

	· The company has retained many experienced staff over-time, losing such employees could pose a threat to losing company’s tacit knowledge (Szuster, 2008). 
· The airline industry has become very competitive with the high rise of small budget airlines like EasyJet. Ryanair and Loganair.
· There are a lot of companies that have started their business and from them, the company is facing pressure. That’s why the company is investing in the knowledge management system so that they can compete with the companies in the market.    
· The regulations of the government are changing and updating, and so British airways must comply with this as this could hinder data management (Shen, 2022).   
	· British airways is in a position to hire the best talents from across the globe that will help boost and expand the level of service they provide to customers.
· When the company hires people who are experienced, they will share their knowledge with other people inside the company and this will help them to mitigate various issues within the (Wiig, 2012). 
· They can collaborate and merge with technological companies to create new innovative solutions.
· The existing employees of the company can make various decisions by sharing their knowledge with others and this will help them to learn a lot of things from the people in the company.  

	Weaknesses
	Strengths

	· Outdated systems can create problems during operations.
· Continuous changes in information systems can cause employees to resist adoption and change. 
· Multiple services being used can pose a threat to data security handling sensitive information. (Helms and Nixon, 2010).  
· Being a huge company, its hierarchy and work structure can restrict knowledge sharing and create further barriers to affective functioning.
	· The company has been established for a long period and holds vast amount of knowledge which helps them in solving various types of problems inside the company. 
· The British airways Executive club loyalty programme has more than 13 million members joined.
· The company has invested in high technological infrastructure through which they are able to share different types of knowledge within the company. This helps employees to understand company processes better (Selase, 2018). 
· The Yammer Enterprise is a social networking app system that connects 41000 BA employees to connect from all departments and facilitates the management of projects (Tckhakaia, Cabras and Rodrigues, 2015).
· Financially the company is stable and can afford capital to invest further.
· Employees have access to tacit knowledge from past and present experience which helps them to get important insights into the airline industry in depth.  
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Emirates has been doing their business for a long period of time and in the meantime they have faced so many problems. Based on these problems they have changed the strategies inside the company and the company has again gained popularity amongst customers. The TOWS analysis of Emirates is given below:
	Threats
	Opportunities

	· The airline industry is very competitive, and the company might face challenges from other companies in the market. Other existing companies in the market might arrange for skilled people in their company and this will help them to become more competitive in the airline industry.
· Fast growing technology systems can become a threat for Emirates if it is not kept up with evolving changes and so it is vital, they keep updating to stay competitive (KANBUR and KARAKAVUZ, 2017). 
	· The company could analyze the data in the market and thus they will be able to get important insights from them and this will help them to get an advantage in the airlines market. The customer's data will help the company to know about the preferences of the people and thus they will be able to provide things based on the needs of the people, like tailor-made services. 
· The company can collaborate with various companies in the world which will help them to share the knowledge with various people in the world. Emirates employees will also be able to learn many things from other experienced people which will enrich their knowledge (Vieira and Loures, 2016).
· The company has a good IT infrastructure inside the company, and they can use this to implement cutting-edge knowledge management for the people in the company. Thus, the employees will be sharing real-time data with others in the company and all employees will be greatly benefitted.   

	Weaknesses
	Strengths

	· Emirates is a big company, and they have a complex hierarchy. The Management information system (MIS) can be restricted, causing delays in the flow of information which can also get lost in the process of movement affecting Decision making processes. 
· Emirates has a diverse workforce that operates globally and so the implementation and utilization of knowledge management systems can be interrupted by different cultures and environments (Russ, 2023).
· Vast data and sensitive data storage of customers and the company comes with many high risks as incorrect actions can breach data security systems that will eventually damage Emirates’ reputation.
· Frequent changes and updates to knowledge management systems can create resistance to technology adoption for employees which can also pose huge security threats and impact knowledge sharing processes.
	· The company has made many changes regarding technology inside the company. Customer relationship management systems (CRM) helps Emirates gather customer information and preferences and evolving industry trend information which are stored and retrieved accordingly to improve services (Obeidat and Aldulaimi, 2016).
· Knowledge management systems (MIS) are used to develop training programmes to improve employee skills and knowledge so they can offer exceptional services worldwide.
 (Avdimiotis et al., 2009). 
The Emirates Skywards loyalty programmes for frequent travelers have many benefits.
· The company also recruits people that are highly skilled, and these people help others in the company in solving various types of problems that arise inside the company. Thus, the existing employees of the company greatly benefitted by experienced staff.
· Emirates Decision support system (DSS) can manage quicker responses to customer needs and changing market trends allowing the company to stay ahead of changes.
· Emirates IT systems are shared with the company IBM Business Analytics which gives the advantage of mitigating risks and increasing operational efficiency across the organization.
· Emirates has a very high social media presence that has created huge brand awareness (Nataraja and Al‐Aali, 2011).
· The Agile MIS infrastructure is used for collaboration across various teams in the company to speed up operations and production.
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 Emirates has made a framework for knowledge management processes from acquiring, managing, transferring, and sharing this knowledge with the people in the company. Initially, the company gathers all the information they get from their day-to-day operations inside the company and among these, the main information is the feedback from the passengers that use the services of the company.  Value chain is a concept which focuses on the activities that a company goes through to deliver a valuable and worth product or service to its customers (Kaplinsky and Morris, 2000). It consists of multiple chain activities that go through different phases of production including marketing and sales until it is reached to its customers.
 Every phase of a value chain requires the need of knowledge management systems as this supports the chain of events to keep coordinated with each department, streamline operations by utilizing valuable knowledge, maintain and create better supplier relationships, improve product development by acquiring customer preferences, reduce risks and enhance services through training and skills development (Danskin et al., 2005).
Inbound logistics- covers the maintenance of the aircraft and parts and equipment that are needed. 
Operations- This stage focuses on the collection of the data from daily operational activities of the company which are the schedule of flight, crew management, preference of the customers, data management, safety of the people, airport services like baggage and boarding activities. Mis systems are very important here as they organize all this information to facilitate further processes in other levels.
Outbound logistics- covers external activities such as cargo and luggage handling and customer services from boarding to landing.
Marketing- this phase is very important as it involves selling the service through many channels, direct sales, travel agents, online and third-party deals. This phase also covers promotional offers and advertisements that will create brand awareness. To be able to reach the target market CRM systems are vital with supporting information to create services on demand.
Service- this stage tests the overall service that has been created involving the service provided by crew during the flight like food, entertainment, and satisfaction. It will also include the handling of complaints, and feedback from customers. This stage also manages flyer programmes like their Sky rewards loyalty programme.
Emirates gather this information in a document, evaluate and analyze it and based on this they arrange for training programs for employees which helps them to provide good experience to customers, create offers and marketing strategies. The company captures all its knowledge information in a central system so that the employees of the company can retrieve the data when they want for their need. The employees of the company are also able to make their decisions based on the knowledge of the previous expertise and thus they can create unique value for customers, and this also helps the company to gain more brand awareness and reputation in the market. Information is also gathered by staff whilst on duty on the flight, these experiences help correct flaws and understand what could be done better to improve their services (Al-Khouri, 2014). 
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British Airways has been operating for many years. Their operations and services are improved and changed time-to-time based on the information they gather and analyze from past experiences, complaints, and feedback. This information supports the company to create long-term strategies to remain highly competitive in the market (Tckhakaia et al., 2015). Most airlines carry out similar basic activities but differ during stages of marketing and service. This is where companies gain competitive advantage. 
Inbound logistics covers similar operations as Emirates such as Aircraft maintenance and the preservation of parts and supplies that are required for the supply chain. 
Operations- stage also covers the scheduling of flights, staff, airport operations and pre-flight activities like check-in luggage and boarding. Re-checking of any repairs and maintenance needed before take-off that could go against regulations.
Outbound logistics deals with passenger satisfaction and services received and any transportation of cargo.
Marketing and sales- The CRM systems support with sufficient information that helps British airways to create packages and services to meet customer needs. Customer interactions help the company understand evolving trends and platforms such as social media channels like Facebook and Instagram that could help increase sales and marketing strategies that will reach out customers worldwide.
Services- ensuring a valuable in-flight service and customer experience and making sure feedback and complaints are responded to. Here the Executive club loyalty programmes is managed by retaining, rewarding, and attracting new customers.
British airways acquire valuable information that is profiled and stored securely to create personalized detailed customer profiles to allow a better understanding of customer needs. This aims to create services that would target a personalized market and be able to send promotions and offers with tailor-made packages that would attract and engage customers. The acquired knowledge also helps to respond quicker to queries and issues that could arise during service delivery (Salah and Abou-Shouk, 2019).
[bookmark: _Toc149392812]Deployment of Knowledge Management Systems in Organizations
Every company would assess their knowledge needs before implanting a knowledge management system. Virgin Media’s critical knowledge is customer support information, technical documentation, and market research. According to specific requirements, this company would choose knowledge management system software. To create new content, digitize existing documents, and categorize them appropriately, this company would organize its knowledge content. They train their employees to use knowledge management systems effectively in order to become more efficient. Virgin Media trains employees to understand how to access and contribute to the knowledge base. Virgin Media would implement access controls and security measures to protect sensitive information. Collaboration and Knowledge Sharing are also vital for Virgin Media company (Virgin Media, 2021). Virgin Media encourages employees to contribute their expertise. Establishing mechanisms for users to provide feedback on the content is a great way to improve the content of employees. 
Airbus maintains a centralized knowledge repository which helps employees to find information quickly. This strategy helps them to do their job more effectively. Collaboration tools also help them to facilitate communication and collaboration among employees. To help employees identify subject matter experts within the organization, they might use an expertise locator system. To deliver and track employee training and development programs they might use a learning management system (Anjum, 2017). This helps employees update the necessary skills and knowledge for their roles. Protecting sensitive information and implementing security, access control is crucial for a company like Airbus. allowing employees to access critical information from anywhere and offering them mobile and remote access to its knowledge management system can help to improve productivity.
Centralizing Knowledge Repository also helps this company to find information quickly. By using a document management system Siemens company organize and manage documents. Expertise in Locator Systems is also useful for this company. knowledge sharing and problem-solving by connecting employees with the right individuals are promoted by this system. Cultural Emphasis on Knowledge Sharing is also very important for Siemens company. To improve its knowledge management systems, Siemens collects feedback from employees (Kashif et al., 2013). 
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Emirates and British Airways follow so many steps for the development of the knowledge management system in the company. Yet they are able to take new strategies in the company which will help the company to better manage knowledge systems. Both companies can consider the following recommendations:
A very important factor is tacit knowledge. This type of knowledge holds many benefits for the company and its employees and must be accessible. As this knowledge is gathered from the personal experience, it can be only shared through certain ways 
· The companies can arrange for knowledge-sharing programs which will help employees to know about different things and the companies should also arrange for a recognition program for experienced staff so others can become more inspired to gather knowledge from the expertise. This will motivate other employees to join in knowledge sharing activities. 
· To motivate employees, companies can recognize hard work and reward them for the service they deliver and best practices.
· Companies should promote a knowledge sharing culture in which the people in the company can receive the help and support needed during solving problems and making decisions.
· The companies should also make the security system inside the company stronger so that no third party can access the data of the company. If any other person outside the company gets the data then they might misuse them, and this will cause a great loss in the reputation of the company.
· British Airways and Emirates should use advanced data analytics systems in the company so that they can analyse the data of customers they collect during their operations. The use of data analytics will help them to finish their task quickly and they will be able to make decisions and get important insights from the data within the industry.
· Invest in employee training and development that will help deliver excellent customer service and understand how to resolve conflicts. Training can improve safety measures and flight regulations and any changes and adoption training.
· Often meals are an issue during flights. Mergers and collabs with local chefs and caterers to enhance in-flight services by offering diverse menu options and dietary needs. 
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The report covers some of the main knowledge management systems of both airline companies. It includes a value chain for the important stages of production that take place before a valuable service is delivered to customers. The stages involve a core understanding of knowledge and how it is managed across the organization. It can be concluded that both airline companies are using the knowledge management systems that are supporting the business in keeping a competitive edge in the market such as the CRM system. This system can be regarded as a vital technological tool for both companies as it gathers relevant and sufficient information that enables them to create services to meet customer needs. The companies should continue to update all knowledge management systems and programmes across the organization for the betterment of production, services, training for employees, the retention and attraction of new customers and for the sustainability of the company.
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