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Executive Summary

The importance of knowledge management in terms of Tesco’s knowledge assets, is paramount and cannot be overstated. Suffice to say that any mismanagement can have severe repercussions and/or implications for the organization and those responsible. It requires resilience, perseverance, and the capability of implementing sustained change. (Morgan, n.d.). The concept of knowledge management is the process of creating, using, sharing, and maintaining an organization’s information and knowledge. Two themes - knowledge management and competence-based approaches to strategic management - highlights different types of organizational knowledge. These two themes are vital for understanding the processes that can transform knowledge into organizational capabilities and competences.” (Sanchez, 2008). “Because we live in the digital age, we have more information more readily available at our fingertips, together with more ways of interrogating, organizing, processing, and creating new things with it.” (Chatfield, n.d.). 
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Introduction

The purpose of this report is to provide the reader with an understanding of the importance of information management in relation to Tesco’s management of its’ knowledge assets. Information management can be described as the conversion of data or information into knowledge and the management of the knowledge acquired. Also, to demonstrate an understanding of the key knowledge management processes that are required for the organization to develop. Additionally, developing a framework for establishing a knowledge management culture within Tesco. Tesco presently has a marketing strategy focused upon meeting the demands of its’ customers’. Because of this the company has implemented appropriate knowledge and management systems to provide material to make effective managerial decisions based on past, present, or future performance. As such, the report is essentially an evaluation of the concept of knowledge management. According to the Oxford dictionary an evaluation is “the making of a judgement about the amount, number, or value of something.” (Evaluation, 2021) 
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Benefits of using information systems

The image below is of a DIKW pyramid which is a model that is used to help comprehend complex subjects.
                                        [image: ] 
                            (The DIKW model for knowledge management and data value extraction, 2021) (figure 2)
A DIKW pyramid is often employed by data analysts to help them explain what they understand about the evolution of data into information, knowledge and eventually into wisdom. Doing this enables data analysts to develop an understanding of the structural and functional relationship between data and wisdom.  
At the base of the pyramid there is data, which can be large or small in its’ amount. But the data on its’ own has no meaning because data only consists of either measurements or raw values. Before being processed and transferred into information, data is simply raw facts or observations of no value.
Some examples of what constitutes data are. 

· The recording of a fact or event.
· Facts obtained by observation or research, and recorded
· Non-random numbers, symbols, words, or values
· Non-random facts

Therefore, using the series of non-random numbers as an example of a type of data that Tesco finance staff manages, confirms that ‘advances in technology has provided the possibility of storing and retrieving large amounts of data for decision making purposes. (Scragg, 2001). Data can be either hard data (referred to as quantitative) or soft data (referred to as qualitative data). Hard data is collated to measure a situation or an object, and this is often achieved by utilizing figures. Soft data is focused on the characteristics of a situation or object. 

The second tier in the DIKW pyramid is information. Information is data with the additional element of context. Context itself is supplemental data which provides meaning to the original data set. Supplemental data can be considered as ‘who’, ‘what’, ‘where’, ‘when’? Because of this, both data and information are often objective by nature.  Essentially, information can be viewed as being data that has been processed to now have meaning. 
Some examples of what constitutes information are. 
· Data that has been interpreted and understood by the recipient
· Data that has been processed for a reason.
· Data that has been processed to add meaning
Some examples of where information can be found, are.
· Till receipts
· Driving licenses
· Wage slips
An example of how Tesco benefits from obtaining information are.      
· The removal of doubt due to the certainty of information, enabling better decision-making by managers as they are now making ‘informed’ decisions.
Barbara Hearn and colleagues (1992) have argued that information broadens a team’s vision of practice and the issues with which they must grapple. To ensure that information that has been collected is of use for the task at hand, a frontline manager is responsible for the evaluation of that information to determine its’ usefulness. (HEARN, 2017)
The process of transforming data into information is captured in the following images. Until some context is placed on the data – during the transformation process – it highlights the fact that the data is meaningless and useless by itself. 
[image: ]
[image: ](PowerPoint slide No 20, Week 1 BMSW 5106) (Figure 3)


The third tier in the DIKW pyramid is knowledge. Knowledge is information with the added element of experience. Experience can be gained either first or second hand. First-hand experience relates to personal life and/or work experiences. Second-hand experience can be gathered from studying books in the manner of a school or university student. When knowledge is acquired, it enables people to apply subjective expertise because different people will have different experiences which influences their comprehension of information.
 At the top of the DIKW pyramid is wisdom. Wisdom is knowledge combined with action. Wisdom is the determining factor when people decide what they will or will not do.  Wisdom is also subjective because it is dependent upon our interpretation of prior knowledge. Of the four elements contained in the pyramid, wisdom is separated by the fact that it is concerned with future action. The first three tiers on the pyramid, data, information, and knowledge, are all established in the past tense.  
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Input, processing, and output of information system

Due to their implementation and utilization of information systems, Tesco has benefitted from the acquired knowledge of customer’s shopping habits and preferences. Tesco primarily employs the customer relationship management system to chase customer interactions through email and telephone from the contact center. The system also serves to provide the company with the opportunity to develop a knowledge base of how the products such as, food, drink, clothing, electronics, are selling. The system is also tailor-made for obtaining customer feedback/complaints/suggestions. This in turn creates an opportunity for the company to adjust products and services to suit customer requirements and/or preferences. Because the human psyche – and our own thoughts - are unpredictable, it is best to employ proven methods to analyze information. (Cottrell, n.d.).

Tesco has started playing background music in many stores with playlists tailored to the age profile of each outlet’s shoppers. It has also introduced juice bars, which vie with bananas as the best-selling product in some stores. Steve Blair, the retailer’s convenience transformation director, said the retailer was reinvigorating its Express chain with several initiatives designed to make the stores more appealing. “The Express environment hadn’t been refreshed for some time,” he said. (2021). Manufacturers and retailers are using information systems to create products and services that are customized and personalized to fit the precise specifications of individual customers. This is made possible due to the collation of information. Paying testimony to the importance and benefits of information systems. 

The following image provides a description of how the customer relations management system is used by Tesco.


                                  [image: ]

(Describe the input, processing, & output of the customer relationship management system - Google Search, 2021) (Figure 4)

The purpose of implementing a customer relationship management program is for Tesco to implement best practice and ensure the systematic management progression that will ensure the maximum impact and benefit of its’ customer relationship management program. According to Peterson “Group identity can be fractionated right down to the level of the individual” (Peterson, n.d.). The three uses of customer relationship management systems are. 


· Operational
· Analytical
· Collaborative

An operationally focused CRM system usually includes. 

· A sales force automation module to influence prospective clients/customers into conversion and record all interactions. This reduces duplication of team effort and keeps customer communication seamless. 
· A marketing automation module to deliver, track, and measure social media advertising campaigns, some companies adopt a scoring system for segmenting customers and customer targeting.
·  A service automation module allows the company to manage ticketing systems, helpdesks, and other customer service options it provides. Many CRM systems – such as the system Tesco employs - have some analytical tools incorporated by default. 

Because of this, companies such as Tesco that intend to carry out ongoing analysis would probably opt for the more analytically biased customer relations management systems. As opposed to collaborative systems which are more suited to companies that form part of a wider supply chain and are dependent upon a cohesive approach. Companies are afforded the opportunity for information-sharing and data-sharing at every point in the supply chain so all parties can collectively strive for continuous improvement and increase responsiveness to their customers’ requirements. Due to the amount of data, they are managing, these are the most sophisticated CRM systems. Taking into consideration the fact that there will always be some information that needs to be kept confidential, permission-based access will sometimes need to be in place.

Many businesses acknowledge the fact that their customers’ knowledge is a major contributory factor to the increase in their value. As such, businesses will regularly review their Customer Relationship Management (CRM) systems. 
 (Croteau and Li, 2003).
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Knowledge assets & Competitive advantage

The phrase knowledge asset was first used in the year of 2003 and is used to describe a businesses’ cognitive resources. (2021). A knowledge asset is a collection of explicit knowledge centered on a particular subject. Explicit knowledge means that which is stored in a document, file, report, or article, for example. Knowledge assets pull together electronic documents about a particular area of interest into one place, so that it can be easily shared with others. Before beginning a project, it is a good idea to find out what knowledge assets there are within a team / department / organization, as this can help inform your approach. Knowledge assets can be accessed as and when needed throughout the duration of a project. As well as accessing knowledge assets that others have created, there should also be an aim to develop your own throughout the project by pulling together into one place all relevant documents, files, reports etc. 




There are four major ways that Tesco gains a competitive advantage over its rivals.

1. Cost leadership
2. Differentiation
3. Defensive strategies
4. Strategic alliances

The motto “Every little helps” indicates that Tesco has adopted a business strategy of cost leadership.  Because of the vastness of its operations, Economies of scale is the main competitive advantage that Tesco utilizes the most. 

In addition to the four major ways of gaining an advantage are the six factors of competitive advantage. 
1. Price
2. Location
3. Quality
4. Selection
5. Speed/turnaround
6. Service
Because of their unique position as a market leader, Tesco has advantage over its competitors due to numerous factors. Factors such as instant brand recognition which validates the company’s position as one of the largest and most profitable supermarket and retail outlets in the world. Another factor which keeps Tesco at the forefront of its’ industry is their access to resources that are unavailable to their competitors. Accessing these resources enables Tesco to manufacture and market products at a lower cost. Products that Tesco can afford to have produced by a highly skilled labor force that can be situated in unique geographic locations where they can further enjoy the privilege of having access to new technologies. For this approach to be successful, Tesco would have to explore each option individually to ascertain the requirements of adopting a particular approach. Exploring the options in this way will enable the organization to consider the pros and cons associated with each option. (Burns, 2007).
PORTER’S COMPETITIVE FORCES MODEL
One of the most popularly used models for comprehending competitive advantage is Michael Porter’s competitive forces model. This model provides a general view of a company such as Tesco, its competitors, and the company’s environment. Porter’s model is all about the company’s general business environment. In this model, five competitive forces determine the success (or lack) of the company. Porter’s competitive forces model suggests that some company strategies are naturally decided by the competition with competitors. But also, by four other business elements that are relevant to its business. These four elements are suppliers, customers, new market entrants, and substitute products. (Laudon and Laudon, n.d.).
                       
                                   [image: ]
                                                   (porter's five forces model - Google Search, 2021) (Figure 5)

Primarily, Tesco is using the customer relationship management system to chase customer interactions through email and telephone from their contact center, and to generate a knowledge base of the information on products such as, food, drinks, clothing, electronics, financial services, and frequently asked questions.



Six types of Information Systems
· Transaction Processing Systems. ...
· Office Automation Systems. ...
· Knowledge Management Systems. ...
· Management Information Systems. ...
· Decision Support Systems. ...
· Executive Support System.

An example of how Tesco develops a competitive edge over competitors due to the IS it has adopted is the success of its Clubcard scheme. The scheme affords Tesco the opportunity to provide its customers the chance to make significant savings on selected products at periodic intervals. The scheme also allows customers to receive money-saving vouchers which are issued as a reward for accumulating points each time a purchase is made. The Clubcard scheme encourages customer loyalty and can lead to improvements in customer retention. The following image is that of a quarterly statement issued to me as an active Clubcard member. It is to keep me updated as to the rewards I have earned.

[image: ]
                                      (Clubcard member statement) (Figure 6)
  
To devise and implement an information system an organization such as Tesco would begin by.

(1) Clearly defining what they require the system to do?
(2) Listing any potential hurdles/roadblocks they may encounter.
 (3) Asking CRM supplier to meet the requirements for any training that is necessary for the staff team. 
(4) Tailoring the system to suit Tesco’s needs to pay dividends for the company.  

Doing this and sharing it with others that can benefit is a good starting point. It will make the day-to-day project tasks more efficient and everyone in the team can easily access what is needed but makes it accessible for others too so they can benefit from the learning gathered throughout.  Any member of the team can search and access knowledge assets. It is not necessarily one person’s responsibility, but a shared role. Regardless of the approach that is taken, ensuring there is clarity about who is responsible for sharing the knowledge asset and implementing the knowledge gained through it, is essential to make sure that the most value is gained. Along with accessing them, the creation of knowledge assets for a project can be a shared role within teams. The selected approach will probably be dependent upon whether the knowledge assets sought are internal or external to the business.   

Typically, the first place to access knowledge assets is internally through the
organization’s Content Management System (CMS). A content management system enables those without specialized technical knowledge to create, manage, and modify information on a website (What Is a Content Management System (CMS)? 2021). Examples include a shared drive, an intranet facility, or a dedicated software program such as Alfresco or SharePoint. It is also possible to search for knowledge assets externally e.g., case studies and data reports. It is imperative to know how to store a knowledge asset to ensure it is accessible to those that need it. Also thinking about other users that would benefit, as well as considering the organization’s guidance on content management. 
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Enterprise Resource Planning (ERP) – The challenges
Enterprise resource planning (ERP) refers to a particular type of software that Tesco uses to manage its day-to-day business activities such as accounting, procurement, project management, risk management and compliance, and supply chain operations (2021). Failing to view the whole process from the right perspective is, in fact, an
indication of the first challenge, that is, the culture of the organization and the people who make decisions on behalf of the customers. Enterprise resource planning is the integrated management of main business processes, often in real time and mediated by software and technology. (Gica - ERP, 2021). The previously referenced Clubcard scheme that Tesco operates would have fallen under the umbrella of ERP, prior to its inception. While the scheme has largely been a success for the company, it has not been without its challenges. 

One of the major challenges it faced was simply that of the unpredictability of human nature. Many people are creatures of comfort, and many have shopping habits that the organization needs to be observant of, and responsive to. Although this initiative could have signaled the beginning of the end for the supermarket checkout – meaning that automation could eventually eliminate millions of retail jobs – they are seen to be attractive to time-pressed shoppers who frequent busy stores. Before rolling out the Clubcard scheme the Tesco chief executive, Dave Lewis, said the technology could be rolled out across the supermarket chain but there were important aspects to consider, including whether people would simply walk out without paying. (Tesco trials 'shop and go' app in till-free store, 2021). Lewis’ concerns echo the sentiment that business success depends on the creation and application of profitable strategies. “A strategy is a plan for how a business intends to go about its own performance and outdo that of its competition.” (Glackin, n.d.).
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Implementation of New ERP
Sonetto is a rule based multi-channel product information management solution targeted at business users (2021). Tesco uses Sonetto to manage product information for electrical and wine categories. This allows the business to provide online customers with content-rich, customer-centric information and demonstrates a Business-to-Customer (B2C) application of business rules. To capitalize on the increasing demand by consumers for health and dieting information and services, Sonetto was implemented by Tesco.com to enable business users to create dynamic rule-based linkages between recipes, ingredients, and products. “This demonstrates a Business-to-Employee (B2E) application.” (Sarraf, 2021). To devise and implement a new ERP Tesco should incorporate the following steps.
· Step 1 - Create an expert project team designated to the implementation of the new ERP.
In addition to high performing managers the team should consist of the most knowledgeable and best employees from sales, customer service, purchasing, accounting, and H/R to ensure that the expertise held within the organization is maximized.
· Step 2 - Hold a team meeting with the newly formed team to review current business processes.
Prior to commencement of the meeting Tesco should provide all team members with access to information from all relevant departments concerned with implementing the new ERP. The purpose of this meeting is to consider ways of improving the company’s current business operations with the objective of determining which operations can be improved upon.  
· . Step 3 - Finalize the objectives.
Production of a tangible document which details the reason(s) for implementing the new ERP, the business operations which are affected, the improvements that will be made, time constraints and everything that is associated with the implementation of the new ERP.
· Step 4 - Define the capabilities of the ERP.
Consider the specific requirements of Tesco and analyze the possibilities that the new ERP holds in relation to tailoring the system to the specific requirements of the organization. Evaluate ERP features. Review ERP software’s capabilities. Assess all manual procedures that are to be incorporated into the new ERP system. From the results of this assessment the company should then produce a list of requirements that will be met by the ERP system. 


· Step 5 - Evaluate ERP options.
If, like Sonetto, the ERP software package being implemented is already configured to the company’s requirements then there would be no need to make any adjustments. Therefore, an evaluation of the ERP options measured against the company’s present and future business requirements should be carried out. 
· Step 6 - Carry out necessary testing and complete required training.
          Test the database to measure the accuracy of the data it holds. Testing is    imperative to ensure that the information that has been processed through the software is functioning as required, or otherwise. It is also essential to adequately train the staff that are designated to work as part of the team implementing the ERP. An in-house training should be provided and upon completion, retesting of the processes and database should be carried out by the team. It’s best for the organization to perform a final analysis check before completing the next step
· Step 7 - Complete further training as required.
As a safety precaution it is good practice for the company to carry out one final functionality test. The organization needs to keep abreast of any issues that arise pertaining to the ERP and any systemic problems which could affect its’ functionality. Implementation of a new ERP is a continuous and ongoing process which requires constant attention if the company wants to reap the maximum benefit from the ERP.
· Step 8 Launch / Go Live
After ensuring the successful implementation and correct performance of the new ERP, the final step is to launch the ERP by going live.
[image: What Is ERP? | NetSuite]                          
                                                                                                                     (Figure 7)
The image above provides an overview of the stages included in the implementation of a new ERP. Suffice to say that it is dependent upon an individual organization’s specific requirements to determine how the system is configured and ultimately implemented. The timescales involved in the implementation of a new ERP are dependent upon the company and will be determined during initial team meetings.

(8)
Conclusion
Tesco has benefitted from its use of information systems by maximizing the potential of the system(s) it employs when making business decisions. The continued use of existing systems has kept the organization at the forefront of its business sector. The inception of new technologies provides further opportunities for Tesco to either remain as a market leader. Or create even more of a gap between themselves and their competitors. There are no viable alternatives to the incorporation of new technology because we are now in the digital era. 
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ERP Implementation Stages

1. Discovery and planning. To start, pull together
a cross-functional team to determine what,
exactly, the company needs from an ERP system.
This team should identify inefficient processes
and other roadblocks to business growth.

2. Evaluation and selection. Now that the team
has a requirements document, it's time to
evaluate leading offerings and select the
platform that can best resolve existing problems,
meet all departments’ needs and promote the
company’s growth.

3. Design. At this stage, the implementation
team figures out whether the system can support
existing workflows and which processes may
need to change. This i also the time to identify
any required customizations.

4. Development. Internal and/or external technical professionals
configure the software to meet your defined needs and begin
migrating the company’s data to the new solution. Now is also the
time to decide how you will train employees on the system and
begin scheduling sessions and producing or acquiring needed
training materials.

7. Support. Ensure users have everything they
need to take advantage of the new system. This is
an ongoing process and could include additional
configurations, often with the help of the vendor
or specialized consultants.

6. Deployment. Its time to go live. There are
often hiccups early on, and businesses should
prioritize employee training to mitigate resistance
to change. Some firms opt for a phased rollout,
while others push all modules live at once.

5. Testing. This is not a step to be skipped—it's
crucial to make sure everything works as expected
and fix any unforeseen problems. Include users from
across the company when testing the platform
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