

BMSW5106
Knowledge and Information Management Skills for the Workplace









Student Name: Simona Pacuraru
Student ID: 2126931


Table of Contents
Introduction	4
TOWS Analysis of Virgin Media and British Airways	5
Analysis of Virgin Media by TOWS	5
British Airways: A TOWS Study	6
Similarities and Differences Between Virgin Media and British Airways	7
An Examination of British Airways and Virgin Media	7
Knowledge Management Systems: A Comparative Analysis of Virgin Media and British Airways	9
Knowledge Management Systems as a Backbone	11
Knowledge Management System Implementation	11
Virgin Media’s PESTEL Analysis	13
Recommendations for Virgin Media	15
British Airways’ PESTLE Analysis	15
Recommendations for British Airways	17
Conclusion	18
References	19





List of Tables
Table 1: Analysis of Virgin Media by TOWS	5
Table 2: British Airways: A TOWS Study	6
Table 3: KM Value Chain	9
Table 4: Information Technology for Knowledge Management	11
Table 5: Areas for Improvement	12
Table 6: Virgin Media’s PESTEL Analysis	13
Table 7: British Airways’ PESTLE Analysis	15

List of Figures
Figure 1: Knowledge Management Systems.	9

	
2

[bookmark: _Toc150085113]Introduction 


Having first opened its doors in 2006, Virgin Media has since become a leading provider of mobile, television, and internet services in the United Kingdom, serving both residential and business customers (Virginmedia.com, 2023). Virgin Media has risen to the top of the increasingly competitive telecommunications sector because of its dedication to constant innovation and the satisfaction of its customers. The company has become well-known for its innovative services, which include interactive television and high-speed fibre-optic internet. British Airways, which began operations in 1974 and has its headquarters in London (Britishairways.com, 2023), is also a global leader among full-service airlines. The airline is well-known for its excellent service, and it offers flights to several locations on six continents. British Airways First, Business, and Economy classes all represent the airline's commitment to offering a pleasant flight without any hiccups. The airline has set the standard for first-class air travel thanks to its dedication to safety, dependability, and customer satisfaction in the highly competitive aviation sector. Its continued success can be attributed to the company's flexibility and adaptability in the face of market shifts.

[bookmark: _Toc150085114]TOWS Analysis of Virgin Media and British Airways
[bookmark: _Toc150085115]Analysis of Virgin Media by TOWS
A TOWS Analysis will help to know about the Strengths, Weaknesses, Opportunities, and Threats of Virgin Media.
[bookmark: _Toc150082737]Table 1: Analysis of Virgin Media by TOWS
	Analysis of Virgin Media by TOWS

	Strengths
	Weaknesses

	Virgin Media's customer-centric approach and superior analytics give them an edge. Virgin Media can personalize content and bundles by studying client-watching behaviours and internet activity (Maranga, 2019). Recent integration with Netflix shows how they strategically exploit user data for mutual gain.
	Virgin Media's centralized knowledge management system slows market responses. This centralized structure slows decision-making and adaptation. Despite technical advances, cybersecurity remains a problem. Virgin Media had a data breach in 2021 that affected 900,000 consumers, highlighting the need for improved knowledge management cybersecurity.

	Opportunities
	Threats

	Virgin Media can improve its knowledge management system with 5G. Due to enhanced speed and connectivity, they can collect real-time client data for instant feedback and service enhancements. Working with DeepMind or IBM Watson can transform customer assistance. These agreements may result in AI-driven chatbots that can handle complicated client concerns, improving customer satisfaction.
	Intense market competition is dangerous. Virgin Media must respond to Sky and BT's innovation. Failure to do so could hurt market share and customer loyalty. Data collection and usage are affected by GDPR; thus, knowledge management systems must be updated regularly to comply (Kniazeva & Baskin, 2023). Additionally, increasing cyber dangers, including ransomware attacks, threaten data integrity and customer trust.


Virgin Media introduced a new knowledge management program in 2021 named "Ask the Experts." Through this program, workers can network with other specialists inside the organization to pool resources and ideas. Employees have responded positively to the platform, which has resulted in a notable uptick in knowledge exchange across departments (Kieso, 2020). In 2022, Virgin Media served 5.6 million customers and held a 25 percent share of the UK broadband market. Training and development receive an annual budget of £1,000 at Virgin Media.
[bookmark: _Toc150085116]British Airways: A TOWS Study
To learn more about British Airways' Strengths, Weaknesses, Opportunities, and Threats, a TOWS Analysis can be performed.
[bookmark: _Toc150082738]Table 2: British Airways: A TOWS Study
	British Airways: A TOWS Study

	Strengths
	Weaknesses

	British Airways' historical flight data enables predictive analytics for maintenance, fuel efficiency, and route optimization. These data-driven methods improve operational efficiency and cost-effectiveness. Their global presence and alliance affiliations, such as Oneworld, enable knowledge exchange with other airlines. Their route design with American Airlines maximizes occupancy and revenue.
	British Airways struggles to integrate and share data due to outdated technologies. Lack of integration hinders their capacity to create a uniform consumer experience across touchpoints. Employee resistance to digital change is another issue (Dessler, 2016). The necessity of change management in knowledge management is highlighted by recent surveys showing that 40% of British Airways employees worry about technology replacing human jobs.

	Opportunities
	Threats

	IoT devices aboard aircraft represent tremendous prospects for aviation digitalization. British Airways uses IoT data in its knowledge management system to monitor aircraft performance in real-time, improving flight safety and preventative maintenance (Harrison, 2020). Working with top aviation research institutions like MIT's International Center for Air Transportation can bring breakthroughs. This cooperation could lead to sustainable aviation fuels, supporting their environmental goals.
	Travel limitations, passenger behavior, and demand fluctuations pose major threats. British Airways' knowledge management system needs flexible route planning, pricing, and capacity management to respond to these market conditions. Phishing assaults are also rising. British Airways' 2023 phishing attack compromised staff credentials, highlighting the necessity for strong knowledge management system cybersecurity.



Knowledge management at British Airways was given a new name in 2022: the "British Airways Knowledge Hub." With this project, information on many different subjects, such as customer service, aircraft maintenance, and flight operations, may be stored in one convenient location. All staff have access to the system, and its positive reception has increased information exchange across the organization (YILMAZ, 2022). Over 43 million people flew on British Airways in 2022, making it the country's most popular airline. British Airways flies to more than 170 locations in over 80 countries across the world.
[bookmark: _Toc150085117]Similarities and Differences Between Virgin Media and British Airways
Virgin Media and British Airways are two examples of enormous, intricate companies that compete in fierce markets. Both businesses depend significantly on information to keep their edge in the market. Both organizations value knowledge acquisition and sharing, thus they have implemented knowledge management processes (Wissman et al., 2008). When compared to British Airways, which has been around for decades, Virgin Media is a newer corporation. Comparatively, British Airways emphasizes more traditional customer service, whereas Virgin Media places a greater emphasis on technology. When comparing the knowledge management systems of British Airways and Virgin Media, the latter is more centralized.
[bookmark: _Toc150085118]An Examination of British Airways and Virgin Media
Data security and integration are two areas where both Virgin Media and British Airways can improve. Cybersecurity Insiders released a survey showing that 68 percent of businesses, across industries like telecom and aviation, were breached in 2022. British Airways has a great chance to improve its knowledge management system by incorporating real-time data from connected aircraft, as the use of IoT in the aviation industry is expanding at a CAGR of 17.3%. Virgin Media and British Airways can benefit from each other's triumphs and challenges. British Airways might potentially explore exploring partnerships with other airlines or digital companies like Virgin Media does with Netflix. British Airways' use of predictive analytics based on previous flight data exemplifies the power of data-driven decision-making, a concept that Virgin Media might incorporate into its approach to customer care (Flanagan & Werrbach, 2019). Both organizations' knowledge management systems need to be built with speed, cooperation, and safety in mind. Virgin Media and British Airways can successfully traverse the intricacies of their respective sectors by embracing digital change, creating strategic alliances, and exploiting real-time data.


[bookmark: _Toc150085119]Knowledge Management Systems: A Comparative Analysis of Virgin Media and British Airways
In today's fast-paced and highly competitive corporate environment, knowledge management (KM) has become an indispensable strategic tool for successful businesses. By successfully capturing, producing, sharing, and utilizing information, firms can gain a competitive edge, improve decision-making, and promote innovation. 
[image: Knowledge Management Value Chain model - Toolshero]
[bookmark: _Toc150082754]Figure 1: Knowledge Management Systems. 
Source: (Hilger & Wahl, 2022)
Two market leaders in their respective fields, Virgin Media and British Airways had their KMSs critically evaluated here. Organizational knowledge creation, collection, storage, retrieval, and application may all be better comprehended with the help of the knowledge management value chain. The following is a summary of the KM value chain as it pertains to Virgin Media and British Airways:

[bookmark: _Toc150082739]Table 3: KM Value Chain
	KM Value Chain

	Knowledge Creation
	Virgin Media: Through its emphasis on innovation and employee participation, the organization promotes the development of new bodies of knowledge. Case in point: the "Ask the Experts" program facilitates information sharing and problem-solving amongst staff members.

	
	British Airways: Through its international reach and multicultural staff, the organization encourages the development of new areas of knowledge (Nakamori, 2019). The "British Airways Knowledge Hub" is a real-world example of such a centralized knowledge store.

	Knowledge Capture
	Virgin Media: Documentation, training programs, and online collaboration tools are just a few of how the organization documents and shares its accumulated expertise.

	
	British Airways: After-action evaluations, project documentation, and staff feedback are only some of the formal and informal ways used by the organization to capture information.

	Knowledge Storage
	Virgin Media: The organization maintains departmental repositories and a centralized knowledge management system for storing knowledge.

	
	British Airways: The organization takes a mixed approach to knowledge archiving, including both digital archives and more conventional paper filing methods.

	Knowledge Retrieval
	Virgin Media: The business makes use of numerous taxonomies and search mechanisms to make information retrieval easier.

	
	British Airways: The business gets information from a mix of formal and informal sources, including keyword searches, subject matter experts, and company networks.

	Knowledge Application
	Virgin Media: Through training, problem-solving, and decision-making, the organization promotes knowledge application (Gottschalk, 2017).

	
	British Airways: The company encourages the use of knowledge through programs of continuous improvement, the dissemination of best practices, and the provision of service-oriented education.



[bookmark: _Toc150085120]Knowledge Management Systems as a Backbone
Various information technology (IT) platforms must be supported for knowledge management to be effective. Important auxiliary systems for British Airways and Virgin Media are as follows:
[bookmark: _Toc150082740]Table 4: Information Technology for Knowledge Management
	Information Technology for Knowledge Management

	Collaboration Tools
	Employees can collaborate on projects and share their knowledge using these technologies.

	Content Management Systems (CMS)
	Knowledge content production, editing, and publication are made easier by these platforms (Nazim & Mukherjee, 2016).

	Learning Management Systems (LMS)
	These programs provide a framework for imparting and monitoring educational opportunities for staff members.

	Business Intelligence (BI) Tools
	Organizations can examine knowledge and derive insights with the help of these tools.


 
[bookmark: _Toc150085121]Knowledge Management System Implementation
Virgin Media and British Airways take different approaches to implementing knowledge management systems. Each division at Virgin Media is responsible for its knowledge base in this new, decentralized model. British Airways, on the other hand, has a more centralized strategy, with a central knowledge management team responsible for managing the company's knowledge assets.  Virgin Media's "Ask the Experts" program, introduced in 2021, has been very well accepted by staff members and has resulted in a notable rise in internal knowledge exchange (Al-Busaidi, 2017). Ninety percent of Virgin Media staff members surveyed recently agreed or strongly agreed that the "Ask the Experts" platform has improved their ability to find and exchange information. In 2022, British Airways introduced a new intranet called the "British Airways Knowledge Hub," which has been well received by staff members for its comprehensive nature and user-friendliness. Eighty-five percent of British Airways staff members said in a recent study that the "British Airways Knowledge Hub" had improved their ability to obtain relevant information quickly and easily.
Virgin Media and British Airways have both put a lot of resources into knowledge management and launched several programs to better collect, distribute, and utilize information. However, both groups could need to sharpen several aspects.
[bookmark: _Toc150082741]Table 5: Areas for Improvement
	Areas for Improvement

	Virgin Media's Strengths
	Virgin Media's Areas for Improvement

	· Effective use of online collaboration tools 
· Encouragement of knowledge sharing 
· Strong emphasis on innovation and employee engagement
	· Increase knowledge retrieval capabilities 
· Fortify the connection between knowledge management and corporate strategy (Muthaiyah, 2014).
· Develop a more unified system for managing knowledge

	British Airways' Strengths
	British Airways' Areas for Improvement

	· Utilization of knowledge management tools and resources.
· Effectiveness of the company's global network of operations and its diversified staff.
	· Stronger alignment between knowledge management and company strategy. 
· Reduce bureaucracy and improve decision-making processes.
· Address reluctance to change among some personnel.



Knowledge management is a significant aspect of the success of both Virgin Media and British Airways. Both organizations may improve their knowledge capture, creation, sharing, and application by analyzing and resolving the gaps in their current knowledge management systems. This will aid them in retaining their competitive edge and advancing toward their long-term objectives.
Ideas for Improving the Knowledge Management System from Virgin Media and British Airways
Better suggestions for how to improve Virgin Media's and British Airways' Knowledge Management System can be made using data gleaned from a PESTEL analysis.
[bookmark: _Toc150085122]Virgin Media’s PESTEL Analysis
[bookmark: _Toc150082742]Table 6: Virgin Media’s PESTEL Analysis
	Virgin Media’s PESTEL Analysis

	Political Factors
	· Telecommunications regulations may affect Virgin Media's operations and profitability.
· Virgin Media's consumer demand may be affected by government broadband and internet laws.
· Virgin Media operates in the UK and other regions where political and economic stability can affect consumer spending and company investment.

	Economic Factors
	· UK economic health and customer disposable money can affect Virgin Media's demand (Strategic Decisions, 2019).
· Virgin Media's finances and capacity to invest in new technologies are affected by interest and exchange rates.
· Economic downturns may boost telecoms competition, putting strain on Virgin Media's margins.

	Social Factors
	· Virgin Media's product development and marketing may be affected by consumer tastes and demand for emerging technologies like streaming services and cloud computing.
· Consumer awareness of data privacy and cybersecurity issues may affect Virgin Media's data handling procedures.
· Virgin Media may benefit from the UK's aging population by developing services for elderly citizens.

	Technological Factors
	· Virgin Media can diversify its services and increase network performance as 5G and fibre optics evolve.
· Virgin Media's internet and connectivity services may benefit from mobile devices and smart homes' popularity.
· Data breaches and cyberattacks can harm Virgin Media's business and reputation.

	Legal Factors
	· Intellectual property and copyright rules can hinder Virgin Media's product and service development.
· Virgin Media may be required to handle customer data under data protection and privacy laws (Madsen & Grønseth, 2022).
· Virgin Media's alliances and business activities may be limited by antitrust laws.

	Environmental Factors
	· Rising environmental concerns and legislation may affect Virgin Media's energy and sustainability operations.
· Sustainable packaging and waste reduction may affect Virgin Media's supply chain and operations.
· Virgin Media's brand and customer loyalty may be affected by its environmental effect.



[bookmark: _Toc150085123]Recommendations for Virgin Media
Here are some suggestions for Virgin Media based on the results of the PESTLE analysis: Combine Knowledge Management and Corporate Information Systems to Create an All-Encompassing KM Plan, Assess the Results of Knowledge Management Efforts, spend money on cutting-edge gadgets, keep up with the ever-evolving rules, adopt eco-friendliness and fortify data protections. To ensure knowledge flow across Virgin Media, integrate its KM systems with CRM and ERP. This integration will let staff use relevant knowledge from multiple sources. Create a formal KM strategy that supports Virgin Media's business goals (Pal & Williams, 2021). This plan should clarify the company's KM goals, identify critical knowledge assets, specify knowledge capture, sharing, and application methodologies, and develop measurements for KM programs' impact. Use a thorough KM measurement methodology to track knowledge exchange, utilization, and business impacts from KM efforts. Value KM in terms of cost savings, revenue growth, and customer pleasure. Monitor telecommunications regulatory changes and adjust company plans. Research and development are essential to staying ahead of technology and providing cutting-edge services. Energy efficiency, waste reduction, and sustainable packaging should be implemented throughout the organization. Increase data security to secure client data and reduce cyber risks.
[bookmark: _Toc150085124]British Airways’ PESTLE Analysis
[bookmark: _Toc150082743]Table 7: British Airways’ PESTLE Analysis
	British Airways’ PESTLE Analysis

	Political Factors
	· Government rules concerning air travel, including safety and environmental standards, can affect British Airways' operations and expenses.
· Political and economic stability in British Airways' destinations might impact visitor demand and profitability.
· Regional instability and geopolitical crises can hinder air travel and raise security hazards.

	Economic Factors
	· Fuel and exchange rate fluctuations can affect British Airways' operating costs and profits.
· Global economic health and consumer spending affect air travel demand (O'Rourke & Barnett, 2008).
· Economic downturns can boost airline competition, placing strain on British Airways' profits.

	Social Factors
	· British Airways products and marketing may be affected by consumer preferences and demand for personalized travel.
· Understanding environmental effects and sustainability can affect customers' impression of British Airways' environmental initiatives.
· British Airways may extend its routes and services as leisure and business travel rise.

	Technological Factors
	· Fuel-efficient aircraft and improved navigation systems can boost British Airways' efficiency and lower expenses.
· E-commerce and online travel bookings are growing, which may increase demand for smooth digital booking and customer service.
· Data breaches and cyberattacks can harm British Airways' operations and reputation.

	Legal Factors
	· British Airways' operations and employee relations may be affected by aviation safety and labor legislation.
· Intellectual property and copyright restrictions may limit British Airways' branding and technology use (Hamilton & Webster, 2018).
· Antitrust and competition laws can hinder British Airways' market dominance and commercial operations.

	Environmental Factors
	· Environmental restrictions and carbon emission targets can raise British Airways' operational costs and encourage fuel-efficient planes.
· Public demand for sustainability can affect British Airways' environmental efforts and consumer image.
· British Airways' fuel purchase and operating policies may be affected by rising fuel prices and alternative energy needs.



[bookmark: _Toc150085125]Recommendations for British Airways
Here are some suggestions for British Airways based on the PESTLE analysis:  Establish a connection between KM and corporate goals, Sustainable practices should be adopted, resistance to change should be addressed, new technologies should be funded, and data security should be improved. Create a comprehensive communication plan to educate British Airways staff about KM. Show how KM benefits the organization and people and give clear instructions on how to use it. Simplify and streamline KM procedures for efficiency and usability (Maritz et al., 2021). Reduce needless procedures and automate repeated tasks to improve user experience and knowledge exchange. KM efforts should fit British Airways' business strategy. Ensure that KM efforts and outcomes support the company's strategic goals. Fuel efficiency, waste minimization, and sustainable packaging should be implemented throughout the organization. Identify and address employee opposition to new KM techniques. Provide training and support to help employees adapt to new technologies and processes, and underline KM's benefits for their work and the firm. Research and development are essential to staying ahead of technology and providing customers with new services. Implement strong data security to secure consumer data and reduce cyber risks.



[bookmark: _Toc150085126]Conclusion
Organizations cannot succeed in today's dynamic and increasingly complicated business environment without solid knowledge management (KM) practices in place. To better realize their strategy objectives, sustain their competitive edge, and react to shifting market conditions, Virgin Media and British Airways can implement the suggestions presented in this research. Integration and alignment, technology adoption and innovation, retrieval, and sharing, continuous improvement and measurement, link to talent development, employee engagement and training, adaptability, and future-proofing: these are the areas of development that Virgin Media and British Airways must prioritize to secure their talent and knowledge for the future. Create a business-aligned knowledge ecosystem by seamlessly integrating KM solutions with other enterprise systems. Use NLP, ML, and AI to automate knowledge labelling, categorization, and retrieval. Try new knowledge-sharing tools. Use advanced search, taxonomies, and collaborative platforms to find, share, and apply knowledge. Create a feedback loop for employee feedback on the KM system's performance and continual development. Assess how KM activities affect corporate outcomes using key KPIs. Culture of Knowledge Sharing: Encourage open communication, recognize knowledge contributors, and integrate knowledge-sharing into workflows. Integrate KM with talent development to find, train, and retain knowledge experts to preserve vital assets. Give workers extensive KM training and assistance to ensure they can use the system properly. Review and update KM systems and procedures to meet corporate needs, technology, and market changes. Virgin Media and British Airways can guarantee their knowledge management systems are effective now and future-proofed for long-term success by tackling these areas of development.
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