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Typologies
Typologies are classification systems used to group similar things based on shared characteristics. In knowledge management, typologies help categorise different types of knowledge (e.g., procedural, declarative) or systems for managing knowledge.
Resource Based View (RBV)
The Resource Based View is a strategic management theory that suggests a business can gain a sustainable competitive advantage by possessing valuable, rare, inimitable, and well organised internal resources, such as knowledge, skills, and relationships.
Knowledge Management (KM) Value Chain
The KM Value Chain is a model that outlines the key stages involved in managing knowledge effectively: knowledge creation, storage, sharing, and application. It helps organisation’s structure how they handle and derive value from knowledge assets.
VRIO
VRIO stands for Value, Rarity, Imitability, and Organisation. It is a framework used within the RBV to assess whether a resource (like knowledge or expertise) can provide a sustainable competitive advantage.
Tangible Assets
Tangible assets are physical or measurable resources, such as equipment, documents, financial records, or client files. These can be easily seen, touched, or quantified.
Intangible Assets
Intangible assets are non-physical resources, such as brand reputation, expertise, client relationships, and intellectual property. These are often more difficult to measure but can be highly valuable.
Key Performance Indicators (KPIs)
KPIs are specific, measurable metrics that help evaluate how effectively an individual, team, or organisation is achieving its objectives. In knowledge management, KPIs track performance such as client retention, data accuracy, or training hours.
Information System (IS)
An Information System is a structured system for collecting, storing, managing, and distributing information. IS can be digital or manual and support decision making, coordination, and operational efficiency.
Transaction Processing System (TPS)
A TPS is a type of information system that records, processes, and stores daily transactions, such as appointments, sales, and payments. It ensures accuracy and reliability in routine business operations.
Enterprise Resource Planning (ERP)
ERP refers to integrated software systems that manage core business processes, such as inventory, scheduling, finance, and customer service in a centralised platform. ERPs improve coordination and data visibility across an organisation.
Customer Relationship Management (CRM)
CRM systems are tools used to manage a business's interactions with current and potential clients. They help store client information, preferences, and communication history to personalise service and improve customer satisfaction.
Knowledge Management System (KMS)
A KMS is a digital platform designed to support the creation, storage, sharing, and retrieval of knowledge within an organisation. It centralises access to procedures, client records, training materials, and best practices.
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In today’s fast-paced and information-rich world, the effective management of knowledge is increasingly recognised as a critical driver of organisational success. Knowledge management (KM) refers to the systematic process of creating, capturing, sharing, and effectively using knowledge to achieve strategic objectives. Whether in large corporations or small, client focused enterprises, KM enables consistent service delivery, supports innovation, and enhances decision making. This assignment explores the fundamental concept of knowledge, distinguishing between its various types such as procedural, declarative, semantic, and episodic and how these manifest at both individual and organisational levels. It also evaluates how a strong knowledge management culture can benefit a small business, using Graceful Nails and Beauty as a case study. The report outlines the business case for KM, the methods of creating and storing knowledge, and the tools needed for implementation. Furthermore, it applies the Resource Based View (RBV) to define knowledge assets and suggests measurable performance indicators, while also considering the security and ethical handling of information. Ultimately, this assignment demonstrates that knowledge, when actively managed, becomes a powerful and sustainable competitive advantage.
[bookmark: _Toc198372137]Evaluating the concept of knowledge management
[bookmark: _Toc198372138]Knowledge as a whole
Knowledge can be stored, created and implemented in life and especially within the workplace. There are four types of knowledge, these are procedural knowledge, which is the knowing of the process and applying it again and again (Sus and Drew, 2023). Declarative knowledge, which is the awareness of facts, concepts and information which can be declared via communication (Kumar, 2024). Semantic knowledge, which is the meaning of words, concepts and their relationship with other elements and understanding of the world (Smith, n.d.). Then finally, Episodic knowledge, which is the recollection of specific personal events, including when and where they occur (tutor2u, 2020). All four categories can fall into the following three categories.
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This refers to the knowledge, skills, and experiences that employees accumulate personally. It's often gained through experience, training, and informal learning. However, it can be difficult to apply to the workplace because an employee might have a set of specialised skills or deep understanding of a particular aspect of the job, which they may not easily pass on to others in the workplace unless they actively try.
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This is the collective knowledge shared across an organisation. It includes documented information such as procedures, data, reports, guidelines, and practices. Organisational knowledge is essential for the overall functioning of the organisation as it ensures consistency, standardisation, and efficiency. It is typically more explicit by being formalised and documented, making it easier to share across the organisation.
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Individual knowledge contributes to organisational knowledge when employees share their insights, experiences, and problem-solving strategies. When individuals pass on their knowledge, it enhances the overall knowledge pool of the organisation. On the other hand, organisational knowledge supports employees by providing them with a framework and resources to perform their tasks effectively. The flow of knowledge between individuals and the organisation improves overall efficiency, decision-making, and innovation, creating a collaborative environment where both individual and collective knowledge are valued and nurtured.
In short, individual knowledge enriches organisational knowledge, and organisational knowledge helps individuals do their jobs better. Both must be aligned and actively managed to ensure the organisation stays competitive and adaptable.
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In the dynamic and trend-driven beauty industry, cultivating a strong knowledge management culture is vital for delivering consistent quality, ensuring business continuity, and development innovation. For Graceful Nails and Beauty, a self-employed nails and beauty therapy business, knowledge is a strategic asset that underpins personalised service, product choices, treatment techniques, and client satisfaction. This framework lays out a comprehensive approach to developing a knowledge management culture tailored specifically for small-scale, high-touch service provider.
This report aims to demonstrate the business case for knowledge collection and sharing, outline the requirements for the creation, storage and implementation of knowledge, define current knowledge assets through the lens of the Resource-Based View (RBV), and develop performance indicators with clear systems for protecting the confidentiality, integrity, and availability of information. By embedding knowledge management into everyday operations, Graceful Nails and Beauty can achieve sustained competitive advantage, professional growth, and a seamless client experience.
[bookmark: _Toc198372144]1. Establishing the Business Case for the Collection and Distribution of Knowledge
In a small, client centred business such as Graceful Nails and Beauty, every interaction, treatment, and transaction contributes to a body of knowledge. This includes client preferences, medical concerns, treatment outcomes, seasonal trends, supplier recommendations, and aftercare strategies. However, without a structured approach to collecting and distributing this knowledge, it’s value remains underutilised.
The business case for investing in knowledge management is complex. Firstly, structured knowledge improves consistency of service delivery. A client returning after 4 weeks for a manicure or lash service will expect the same level of personalisation and care as before. This can only be achieved if past preferences and product responses are recorded and easily retrievable via client record cards.
Secondly, it enables continuous improvement. Capturing feedback about product effectiveness or service flow allows for reflection and refinement. This supports not only skill enhancement but also better decision-making in areas such as product purchasing, service offerings, or marketing strategies.
Thirdly, knowledge management ensures compliance and professional standards. Beauty therapy involves risks such as allergic reactions or contraindications. Keeping accurate treatment records and staying updated on regulatory changes reduces liability and supports ethical practice.
Fourthly, from a strategic perspective, knowledge is a key resource. According to the Resource-Based View (RBV), a firm’s competitive advantage stems from its internal resources that are valuable, rare, inimitable, and organised. Knowledge, especially when it reflects the therapist’s unique approach and relationships, meets these criteria.
Lastly, collecting and distributing knowledge supports business resilience. In the event of illness, personal leave, or plans for future expansion (such as hiring another therapist), having structured, accessible knowledge enables continuity without compromising quality or brand identity.
Therefore, the business case rests on improved quality, enhanced efficiency, greater compliance, strategic differentiation, and operational continuity.
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Establishing a knowledge management culture requires understanding the life cycle of knowledge, through storage, to implementation in daily practice.
Creating Knowledge
Knowledge creation occurs through client interactions, training, product trials, professional networks, supplier briefings, and personal reflection. For Graceful Nails and Beauty, this includes noting specific client allergies, observing how different nail varnishes perform over time, or identifying the most effective facial technique for particular skin types.
Knowledge should be documented as soon as possible to preserve accuracy. This may involve writing post-treatment notes, updating client records (digital or paper), summarising product trial results, or maintaining a reflective journal after attending a webinar.
Storing Knowledge
Efficient storage is critical for retrieval and future use. Currently, storage systems may include:
· Paper-based records: Physical consultation forms, appointment books, supplier pamphlets.
· Digital photos and videos: Stored on a mobile phone to track results or demonstrate techniques.
· Cloud storage: Google Drive or Dropbox for storing manuals, spreadsheets, client forms, and supplier documentation.
· Booking and scheduling systems: Software like Fresha or Booksy, which may include treatment notes and reminders.
Moving forward, using and implementing a structured and organised system such as  Knowledge Management System (KMS) (Insider, 2023), can provide a centralised repository. This should include searchable treatment protocols, client histories, supplier contacts, price lists, feedback logs, and educational materials. The system must be secure, regularly backed up, and accessible on multiple devices.
Implementing Knowledge
The value of knowledge lies in its application. For example, reviewing client notes before a session enhances the client experience. Similarly, using insights from seasonal booking patterns to adjust working hours or promote relevant services ensures business responsiveness.
A Customer Relationship Management (CRM) system can help automate and personalise communications based on client data (Jones, 2024). A Transaction Processing System (TPS) ensures accurate financial and appointment data (Bhattacharyya, 2023), while an Enterprise Resource Planning (ERP) system could integrate scheduling, inventory, and financials (Anderson, 2023), although this may be simplified for a sole trader’s scale.
All systems must be designed with ease of use and security in mind, ensuring that knowledge is implemented efficiently and ethically.
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The RBV framework suggests that firms achieve a competitive edge by leveraging unique resources (Reiling, 2022). For Graceful Nails and Beauty, knowledge assets form the core of this advantage. These assets can be classified into tangible and intangible resources, each playing a strategic role.
Table: Knowledge Assets of Graceful Nails and Beauty According to RBV
	Tangible Assets
	Description

	Client treatment records
	Physical or digital records detailing client history, allergies, preferences, and outcomes.

	Product manuals and usage logs
	Documents specifying product ingredients, expiry dates, and results from client treatments.

	Appointment books and financial records
	Physical and digital logs of transactions, client visits, and revenue streams.

	Supplier contact lists and brochures
	Information on product vendors, training opportunities, and pricing.

	Intangible Assets
	Description

	Personal expertise and technique
	The therapist’s refined methods for applying treatments and responding to client needs.

	Client relationships and trust
	Loyalty built through empathy, consistency, and understanding of client preferences.

	Brand reputation
	The business’s identity as trustworthy, professional, and results oriented.

	Observational insights
	Understanding gained from daily practice, such as how certain skin types react to specific treatments.

	Health and safety knowledge
	Up-to-date understanding of hygiene standards, contraindications, and risk management.


Many of these intangible resources are difficult to imitate, contributing to sustainable competitive advantage. By documenting and integrating them into practice through systems, the business strengthens its RBV-aligned foundation.
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To ensure the success and continuous improvement of knowledge management at Graceful Nails and Beauty, it is important to measure progress through relevant Key Performance Indicators (KPIs). According to Twin (2025) Kpi’s “gauge a company’s overall long-term performance versus a set of targets, objectives, or industry peers”. Simultaneously, systems must be in place to protect the confidentiality, integrity, and availability of the knowledge collected.

Key Performance Indicators
1. Client Retention Rate: This reflects how well personalised service and knowledge of preferences are being applied. A high rate suggests effective use of client records and treatment feedback.
2. Revenue per Client: Monitoring this KPI shows whether knowledge is being used to add value through upselling, product recommendations, or bundling of services.
3. Treatment Error Rate: Tracking issues such as allergic reactions or dissatisfaction indicates how well health knowledge and client data are being used to tailor services.
4. Digital Record Accuracy and Completion: Evaluates whether the business is consistently documenting client visits, feedback, and outcomes.
5. Training and Knowledge Development Hours: Indicates commitment to updating and expanding the knowledge base.
6. Inventory Turnover: Reflects how product knowledge influences purchasing decisions and service efficiency.
7. Client Feedback Scores: These help assess the effectiveness of knowledge implementation in service delivery.
8. Appointment No-show Rate: Helps determine whether client communications (supported by CRM systems) are functioning effectively.
Information Required
To support these KPIs, the business requires:
· Accurate and complete client histories.
· Product usage data and results.
· Financial records and treatment bookings.
· Supplier updates and training certificates.
· Client feedback and review analysis.
This data must be timely, reliable, and usable for planning and service adjustments.
Systems to Protect Confidentiality, Integrity, and Availability
Confidentiality involves protecting client and business information from unauthorised access. Data should be stored in password protected systems, with sensitive files encrypted. Physical records must be locked securely. Client consent for data usage should be clearly documented and stored.
Integrity ensures the accuracy and reliability of information. Data entry procedures must be standardised, and information verified regularly. Avoiding duplication, maintaining clear naming conventions, and implementing audit trails will uphold data integrity.
Availability requires that authorised users can access knowledge when needed. Cloud-based systems with mobile access and offline backups ensure that information is available during service delivery, emergency scenarios, or equipment failure. Ensuring software updates and routine maintenance is also crucial for preventing downtime.
Together, these practices form a robust information security framework that supports trust, operational efficiency, and legal compliance, particularly under the UK’s GDPR regulations.
[bookmark: _Toc198372148]Conclusion
The comprehensive evaluation of knowledge management (KM) presented in this assignment demonstrates the profound importance of effectively managing knowledge assets within a small, client-focused business such as Graceful Nails and Beauty. In the modern service industry, where trust, consistency, and innovation are essential to business sustainability, knowledge is not merely an operational tool but a core strategic asset. This conclusion summarises and reflects on the main findings of the report while reaffirming the significance of knowledge management in achieving both immediate service excellence and long-term competitive advantage.
Knowledge, as discussed throughout, is not a singular or static concept. It exists in multiple forms like procedural, declarative, semantic, and episodic and manifests in both individual and organisational capacities. Understanding the typologies of knowledge enables businesses to identify how information flows through their daily operations and how it can be improved, reused, or expanded. Procedural knowledge forms the basis of repetitive treatment techniques, declarative knowledge enables client consultations, semantic knowledge strengthens communication, and episodic knowledge captures experience based intuition and judgment. Recognising these variations ensures that knowledge is not oversimplified and that its management is tailored to its type and usage.
The interplay between individual, organisational, and relational knowledge further supports the idea that KM is a dynamic and reciprocal process. Individuals bring unique skills and insights, but these become truly valuable to the organisation only when shared, captured, and systematised. At the same time, a strong base of organisational knowledge provides the tools, procedures, and context that individuals rely upon to deliver high-quality service. At Graceful Nails and Beauty, this synergy is particularly relevant. The sole practitioner’s individual knowledge developed through training, practice, and client interaction must be formalised and accessible to ensure consistency, compliance, and growth potential. For example, having structured treatment records allows for personalised experiences that enhance customer satisfaction and loyalty.
The business case for implementing knowledge management at Graceful Nails and Beauty is supported by several critical benefits. Firstly, it enhances consistency in service delivery, a major factor in client retention. Clients return to beauty therapy providers not only for the treatments but for the assurance of care, understanding, and familiarity. Capturing data about individual client preferences, allergies, and previous treatments ensures that each service feels bespoke and safe. Secondly, KM promotes continuous improvement. By documenting product results, client feedback, and service outcomes, the business can adapt and evolve, staying aligned with current trends, regulations, and expectations.
Furthermore, knowledge management is essential for ensuring professional standards and compliance. Beauty therapy involves potential health risks such as allergic reactions or contraindications with certain treatments or products. Accurate and up-to-date knowledge, both in terms of clinical understanding and client-specific considerations, minimises these risks and supports ethical service delivery. In this regard, knowledge acts not only as a business tool but also as a protective measure for both client and practitioner.
From a strategic viewpoint, the assignment applied the Resource-Based View (RBV) to illustrate how knowledge contributes to sustainable competitive advantage. The RBV emphasises that resources that are Valuable, Rare, Inimitable, and Organised (VRIO) are the foundation of long-term success. At Graceful Nails and Beauty, these resources include not only tangible assets like client records and product manuals but also intangible assets such as practitioner expertise, client relationships, and a strong reputation. These intangible elements are particularly powerful because they are difficult for competitors to replicate. By managing these assets effectively through documentation, secure storage, and systematic application the business aligns itself with the RBV and positions itself for strategic growth.
The practical implementation of KM requires robust infrastructure and clearly defined processes. Knowledge must be created, stored, and applied systematically. In the context of Graceful Nails and Beauty, knowledge creation takes place during every client interaction, through training, and through engagement with suppliers and professional communities. However, knowledge only becomes truly valuable when it is captured and stored in accessible formats. The report highlighted several methods of knowledge storage, including traditional paper records, digital files, booking software, and cloud-based storage platforms.
To maximise efficiency and security, transitioning to a more structured and integrated Knowledge Management System (KMS) is strongly recommended. A well organised KMS would allow the therapist to store treatment protocols, product information, client histories, and supplier contacts in a searchable and secure environment. Integrating a Customer Relationship Management (CRM) system would further enhance client engagement and personalisation by tracking communications, appointment preferences, and feedback. Additionally, implementing Transaction Processing Systems (TPS) and simplified Enterprise Resource Planning (ERP) features such as inventory tracking and financial reporting would streamline operations and support growth.
One of the most important takeaways from this assignment is the emphasis on information security. The value of knowledge is only realised if it is protected, accurate, and accessible. The report outlines a three pronged approach: confidentiality, integrity, and availability. Confidentiality is achieved through encryption, password protection, and client consent procedures. Integrity involves ensuring the accuracy and consistency of records, reducing duplication, and using standardised naming conventions. Availability ensures that knowledge is accessible to authorised users when needed, through cloud-based systems, regular backups, and routine maintenance. Together, these principles create a strong information management framework that aligns with both operational needs and legal requirements, such as GDPR.
To measure the success and ongoing development of knowledge management practices, a set of Key Performance Indicators (KPIs) has been recommended. These include client retention rates, treatment error rates, training hours, feedback scores, and data accuracy. By tracking these indicators, Graceful Nails and Beauty can assess the effectiveness of its KM initiatives and identify areas for improvement. For example, a drop in client retention might prompt a review of how well client preferences are being documented and acted upon. Similarly, tracking inventory turnover can reveal whether product knowledge is being effectively applied to purchasing decisions.
Ultimately, knowledge management is not a one time initiative but a continuous, evolving process. It requires a commitment to learning, documenting, reflecting, and sharing. For a small business like Graceful Nails and Beauty, KM provides a pathway to scaling up services, maintaining high standards, and building lasting client relationships. It also offers resilience in the face of disruption whether due to illness, market changes, or expansion by ensuring that the knowledge that drives the business is not locked in the practitioner’s head but is formalised, stored, and ready to be applied by others if needed.
This assignment has shown that by embracing a strategic and structured approach to knowledge management, Graceful Nails and Beauty can transform everyday tasks and insights into long-term assets. These assets, managed through modern systems and guided by performance metrics, will enable the business to operate more efficiently, differentiate itself from competitors, and meet the growing expectations of clients. Knowledge, when viewed not just as information but as a living, dynamic resource, becomes the heartbeat of the business shaping decisions, empowering services, and sustaining growth with professionalism and grace.
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