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[bookmark: _Toc148828348]Introduction
This is an individual report on knowledge management (KM) which delves into knowledge management (KM) systems, KM value systems, and KM supporting systems concerning two chosen case study firms- British Airways and Airbus. British Airways, a part of the International Airlines Group, is a flag carrier and one of the largest airlines in the United Kingdom. Founded in 1974, the airline has its headquarters at Waterside, Harmondsworth, and primarily operates from its two major hubs—London Heathrow Airport and London Gatwick Airport. With a global network that spans over 84 countries, British Airways aims to be the airline of choice for premium services (British Airways Plc., 2022). The airline's product offerings encompass various travel classes, including First, Business, Premium Economy, and Economy, complemented by on-board services and an expansive frequent flyer programme, the Executive Club (British Airways Plc., 2022). Airbus, on the other hand, is a European multinational aerospace corporation headquartered in Leiden, the Netherlands, with significant operational facilities in several European nations, including the United Kingdom. Established in 1970, Airbus has positioned itself as a global leader in aerospace, with a product range that includes commercial aircraft, helicopters, defence and space vehicles, and associated services (Airbus, 2022).
[bookmark: _Toc148828349]An analysis based on the chosen organisations’ TOWS analysis concerning KM
[bookmark: _Toc148828350]The TOWS analysis knowledge management within British Airways
	
	Strengths
· Robust KM systems, including CRM and ERP platforms (British Airways Plc., 2022).
· Effective collation of tacit and explicit knowledge (Coller, Helms Mills, and Mills, 2016).
· Strong commitment to continuous learning and skill enhancement.
	Weaknesses
· Potential silos of knowledge leading to departmental information hoarding (Thambi and O'Toole, 2012).
· Risk of data overload, complicating decision-making processes (Rao, 2012).
· Challenges in quality control to ensure the accuracy of stored information.

	Opportunities
· Leveraging advanced data analytics tools for better insights (Abualoush et al., 2018).
· Strengthening KM processes through AI and machine learning.
· Expansion of collaborative tools for real-time knowledge sharing.
· Initiatives to convert the tacit knowledge of seasoned employees into explicit formats.
	Strengths/Opportunities (SO)
British Airways can capitalise on its robust KM systems, including CRM and ERP platforms, to further leverage advanced data analytics tools, providing deeper insights for better decision-making (British Airways Plc., 2022; Abualoush et al., 2018). By harnessing its commitment to continuous learning, the airline could spearhead KM enhancements through AI and machine learning, positioning itself at the forefront of aviation industry innovation (Coller, Helms Mills, and Mills, 2016; Lange et al., 2015).
	Weaknesses and Opportunities (WO)
To combat the risk of information silos and the challenge of data overload, British Airways might explore AI-driven tools and real-time collaborative platforms. These can break down departmental barriers and filter critical data for streamlined decision-making respectively (Thambi and O'Toole, 2012; Rao, 2012).

	Threats
· Rapid technological changes demanding frequent system updates (Coller, Helms Mills, and Mills, 2016).
· Cyber-attacks targeting KM systems and data breaches.
· Potential loss of tacit knowledge with employee turnover (Coller, Helms Mills, and Mills, 2016).
· Growing competition in the aviation industry demanding faster KM adaptability.
	Strengths and Threats (ST)
Given the rapid technological changes in the aviation sector, British Airways should consider adapting its strong KM systems to anticipate and quickly integrate new tech updates. Furthermore, its effective collation of tacit and explicit knowledge could be pivotal in curbing potential threats like data breaches by fostering a culture of cybersecurity awareness and training (Mills, 2017; Rao, 2012).
	Weaknesses and Threats (WT)
Addressing the issue of potential knowledge loss due to employee turnover requires urgent attention. By converting more tacit knowledge into explicit formats, the airline can mitigate this risk. Additionally, recognising the dependence on multiple systems, British Airways should prioritise ensuring these systems integrate seamlessly, thus reducing potential vulnerabilities from technical glitches or inefficiencies (Rao, 2012; Lange et al., 2015).
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	Strengths
· Comprehensive multi-faceted KM approach integrating technological, cultural, and procedural norms ensuring efficient operations and sustained innovation (Kannan, Aulbur, and Haas, 2012).
· Extensive repositories of both explicit and tacit knowledge (Tzortzaki and Mihiotis, 2014).
· Robust KM value chain encompassing acquisition, storage, dissemination, application, and evaluation stages (Krenz et al., 2014a).
	Weaknesses
· Potential knowledge silos due to the organisation's vast size and operation diversity, leading to sub-optimal cross-functional collaborations (Krenz et al., 2014b).
· Data complexity and overload, which might overwhelm systems and require advanced analytics solutions (Anjum, 2017).
· Dependence on multiple technological platforms, possibly leading to integration challenges (Airbus, 2022).

	Opportunities
· Further harnessing of AI and machine learning to automate knowledge capture and dissemination processes (Litvaj and Stancekova, 2015).
· Expanding and promoting Communities of Practice to boost internal knowledge-sharing and collaborative innovation (Tzortzaki and Mihiotis, 2014).
· Integration of newer, more agile technologies to improve KM value chain adaptability (Kannan, Aulbur, and Haas, 2012).
	Strengths/Opportunities (SO)
Airbus's comprehensive KM approach and its robust value chain offer a springboard for integrating AI and machine learning, further refining their processes (Litvaj and Stancekova, 2015). Their vast knowledge repositories and cutting-edge technologies can support expanding Communities of Practice, fostering internal collaboration and driving innovation (Tzortzaki and Mihiotis, 2014). Given their technological prowess, Airbus can also explore partnerships with tech vendors to design KM solutions tailored for aerospace challenges (Airbus, 2022; Kannan, Aulbur, and Haas, 2012).
	Weaknesses and Opportunities (WO)
To address potential knowledge silos and integration challenges, Airbus could incorporate agile technologies, making the KM value chain more adaptable (Kannan, Aulbur, and Haas, 2012). Enhanced Communities of Practice can also foster cross-functional interactions, breaking down silos (Tzortzaki and Mihiotis, 2014).

	Threats
· Elevated cybersecurity risks due to the sensitive nature of aerospace data and intellectual property (Anjum, 2017).
· Rapid technological changes in the KM domain demand continual system upgrades and employee re-training (Krenz et al., 2014b).
· Competitive pressures from other aerospace giants aiming to achieve or surpass Airbus's KM prowess (Litvaj and Stancekova, 2015).
	Strengths and Threats (ST)
Leveraging their advanced technological platforms, Airbus can develop more stringent cybersecurity measures to protect sensitive aerospace data (Anjum, 2017). With their history and experience, Airbus can create strategies to ensure the retention and transfer of tacit knowledge, countering potential losses during workforce transitions (Tzortzaki and Mihiotis, 2014).
	Weaknesses and Threats (WT)
Airbus should prioritize continual training to navigate rapid technological changes in KM, ensuring employees stay adept (Krenz et al., 2014b). Addressing data complexity with tailored analytics solutions can mitigate overload issues and enhance decision-making processes (Anjum, 2017).
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Knowledge management (KM) in both British Airways and Airbus reveals distinct yet overlapping practices that drive operational efficiency and innovation in their respective sectors.
Similarities in their KM approaches emerge from the emphasis both companies place on technological integration. Both British Airways and Airbus deploy cutting-edge technologies, such as ERP, CRM, and BI tools, to facilitate the management and dissemination of their diverse knowledge assets (Litvaj and Stancekova, 2015; Kannan, Aulbur, and Haas, 2012). The two giants also grapple with challenges associated with large operational scales, notably potential knowledge silos and the need for continuous training to optimise the use of sophisticated KM systems (Krenz et al., 2014a; Tzortzaki and Mihiotis, 2014).
However, differences arise in their specific areas of focus. Airbus, with its robust KM value chain, leans heavily on both explicit and tacit knowledge repositories, underlining the importance of its experienced workforce (Tzortzaki and Mihiotis, 2014). On the other hand, British Airways, as previously discussed, focuses on external knowledge acquisition from customers, using feedback to refine its services.
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The KM Value Chain refers to a systematic framework that guides the collection, storage, dissemination, and application of knowledge within an organisation, transforming raw data into actionable insights for decision-making and enhanced performance (Laudon and Laudon, 2014).
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British Airways, a premier airline, has always been at the forefront of leveraging its vast data reservoir to streamline operations and enhance the customer experience. Utilising the KM Value Chain, the airline undertakes specific strategies to capture, store, disseminate, and apply knowledge throughout its operations (Thambi and O'Toole, 2012).
Knowledge Capture: British Airways extensively employs both external and internal mechanisms to acquire data. Externally, the airline heavily relies on market research and surveys to gauge customer preferences, monitor market trends, and stay abreast of competitor strategies (Coller, Helms Mills, and Mills, 2016). Internally, the organisation taps into the reservoir of its employees' expertise, documented guidelines, and performance metrics through robust feedback systems (Abualoush et al., 2018). By amalgamating both internal and external data sources, the airline maintains a comprehensive overview of its operational landscape. Such diversity in data sources bolsters decision-making by ensuring holistic considerations (Mills, 2017). However, over-reliance on quantitative data might overlook qualitative insights, which are equally vital in an industry driven by customer experience (Rao, 2012).
Knowledge Storage: British Airways' commitment to structured data storage is evident. The airline deploys data warehousing for large data sets and document management systems to archive formal documents like SOPs, ensuring easy retrieval and protection against data breaches (Lange et al., 2015). Centralised data storage facilitates data integrity and security, ensuring that insights derived are both credible and protected (Laudon and Laudon, 2014). On the other hand, over-centralization might pose a challenge, especially if system outages occur, leading to potential decision-making delays (Easterby-Smith and Lyles, 2011).
Knowledge Dissemination: For distributing knowledge, British Airways uses an intranet portal, offering real-time updates to its workforce. Moreover, specialised training modules are regularly rolled out, ensuring that employees across verticals are on the same knowledge plane (Thambi and O'Toole, 2012). An integrated dissemination approach guarantees that every stakeholder, irrespective of their function, has access to the necessary knowledge, fostering a cohesive organisational culture (Abualoush et al., 2018). However, one limitation is that constant updates might overwhelm employees, causing information overload, thus diminishing the actual utility of shared knowledge (Rao, 2012).
Knowledge Application: The culmination of the KM Value Chain in British Airways lies in its application. Strategic insights shape business trajectories, like technology adoption or market expansion, and feed into operational aspects like flight scheduling and customer service optimisation (Mills, 2017). A proactive application of knowledge places British Airways at a competitive advantage, allowing for agile responses to industry changes (Lange et al., 2015). On the other hand, over-dependence on historical data might hinder innovative approaches or risk-taking, potentially sidelining unconventional yet beneficial strategies (Easterby-Smith and Lyles, 2011).
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Airbus, a global titan in the aerospace sector, places significant emphasis on its Knowledge Management (KM) Value Chain to ensure operational efficiency and foster innovation. Recognising the complexity and the stringently regulated nature of the aerospace industry, Airbus has intricately woven its KM processes to cater to its unique demands (Krenz et al., 2014a).
In its Knowledge Capture phase, Airbus prioritises engagement with both internal and external experts. Such collaboration encompasses a spectrum of professionals, from aerospace engineers to compliance experts, thereby enriching the knowledge pool (Handzic, Ozlen, and Durmic, 2016). Further bolstering this, Airbus deploys advanced analytics and specialised data mining, meticulously sifting through vast arrays of data, from operational logs to test results (Yin, Chen, and Zhao, 2019).
For Knowledge Storage, Airbus champions secure and organised systems. Its employment of encrypted databases ensures that pivotal documents – whether they be technical blueprints, safety protocols, or compliance records – are safely stowed (Anjum, 2017). Complementing this is their establishment of knowledge repositories that archive more than mere documents; they serve as the bedrock for storing project chronicles, best practices, and invaluable lessons learned (Kannan, Aulbur, and Haas, 2012).
The Knowledge Dissemination in Airbus is no less structured. Utilising intranet portals, the company harmonises its expansive units, ensuring a congruent operation across its vast empire (Kivits and Furneaux, 2013). Yet, the jewel in its dissemination crown might be its Communities of Practice. These forums, often transcending geographical barriers, become hotbeds for problem-solving and ingenuity, with stakeholders collaborating to tackle specific challenges (Krenz et al., 2014b).
When it comes to Knowledge Application, Airbus demonstrates sagacity by incorporating Decision Support Systems, particularly in areas demanding intricate decisions, fusing both explicit and tacit knowledge (Litvaj and Stancekova, 2015). Furthermore, the ubiquitous presence of Standard Operating Procedures ensures that knowledge translates into actions that champion both efficiency and compliance (Krenz et al., 2014a).
Despite its strengths, Airbus's reliance on stringent KM processes might sometimes stifle rapid adaptability, potentially making it less agile in response to immediate industry shifts. Also, the sheer volume of knowledge managed could risk dilution or oversaturation, challenging stakeholders to discern the pivotal from the peripheral (Kivits and Furneaux, 2013).
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Knowledge Management (KM) Support Systems refer to a range of Information Technology (IT) tools and platforms designed to facilitate the various stages of the Knowledge Management Value Chain—namely capturing, storing, disseminating, and applying knowledge (Sanchez, 2003).
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British Airways, one of the world's leading airlines, employs a suite of supporting systems to bolster its Knowledge Management System (KMS). At the forefront of this is the Enterprise Resource Planning (ERP) system, which plays a pivotal role in amalgamating disparate functional domains such as finance, operations, and human resources into a cohesive interface, thereby serving as a fulcrum of organisational knowledge (Hislop, Bosua and Helms, 2018). Beyond just integration, ERPs in British Airways further augment process efficiency, streamlining tasks ranging from inventory management to scheduling. The utility of ERP is also evident in its capability to bolster decision support, where it becomes instrumental in harnessing data for strategic decisions (Thambi and O'Toole, 2012).
Parallelly, British Airways harnesses Customer Relationship Management (CRM) systems to optimise customer engagement. These systems serve as repositories for a plethora of customer data, enabling tailored marketing initiatives and enhanced service delivery (Rao, 2012). The dynamic feedback loop, integral to CRMs, acts as a conduit for continuous improvement, informed by direct customer insights (Farooq, 2019).
Complementing the above is the domain of Data Warehousing and Business Intelligence. British Airways, given its expansive operational footprint, amasses vast troves of data. Data warehouses become essential in consolidating these datasets, while Business Intelligence tools sift through this aggregated data to distil actionable insights (Gao, Chai and Liu, 2018). Whether it's deciphering patterns in operational hiccups or understanding market shifts, these tools empower British Airways with the knowledge to make informed strategic decisions (Dalkir, 2017). Yet, while these systems indubitably enhance British Airways' KMS, it's imperative to acknowledge potential pitfalls. Reliance on such intricate systems could occasionally impede agility, and data, though abundant, might risk overwhelming stakeholders, challenging discernment of the vital from the voluminous (Coller, Helms Mills, and Mills, 2016).
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The interconnection between Knowledge Management (KM) and supporting systems is pivotal for companies with the intricacy and scope of Airbus. Notably, the Document Management Systems employed by Airbus contribute substantially to regulatory compliance. The aerospace sector, marked by rigorous regulations, necessitates Airbus to retain expansive, compliant records addressing international aviation norms, environmental stipulations, and safety standards (Krenz et al., 2014a). Beyond mere storage, these systems empower Airbus professionals, from engineers to project managers, to swiftly access vital documents, thereby enhancing decision-making efficacy (Handzic, Ozlen, and Durmic, 2016).
Another key facet in Airbus's knowledge ecosystem is the deployment of Business Intelligence (BI) tools. These instruments, such as Tableau, transform voluminous raw data into actionable insights, bridging the gap between data storage and knowledge application (Yin, Chen, and Zhao, 2019). For instance, BI dashboards offer Airbus's senior leadership a real-time purview of pivotal metrics spanning project timelines to risk evaluations, thus serving as a cornerstone in strategic decision-making (Tiwari, 2022). However, while these systems undeniably augment Airbus's KM capabilities, their effectiveness hinges on appropriate application and consistent updates to keep pace with the rapidly evolving aerospace domain (Sousa and Rocha, 2019). An overly rigid system may stifle innovation and agility, underscoring the need for a balanced KM approach (Igbinovia and Ikenwe, 2017).
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Business Intelligence and Data Warehousing serve as the foundational pillars of British Airways' decision-making framework. By collating and meticulously analysing data, ranging from flight punctuality metrics to intricate market trends, the airline gains a comprehensive understanding of its operational landscape (British Airways Plc., 2022). Such insights empower the airline to swiftly adapt to changing market dynamics and refine its operational protocols to better serve its customers (Thambi and O'Toole, 2012). Rao (2012) emphasises the role of data in shaping the aviation industry's trajectory, and British Airways, through its astute data analytics practices, exemplifies this notion, driving informed decision-making and strategic foresight.
Additionally, British Airways acknowledges that its vast human capital - from pilots and cabin crew to ground staff - is an invaluable reservoir of experiential knowledge (British Airways Plc., 2022). To harness this, the airline deploys Collaboration and Communication Tools. These platforms foster a culture of knowledge sharing, ensuring that vital insights and best practices permeate the organisation. In doing so, British Airways ensures that each employee is armed with the collective wisdom of their colleagues, leading to enhanced teamwork and effective knowledge dissemination (Abualoush et al., 2018).
While data and interpersonal communications are crucial, there's also an acute need to manage the plethora of digital content in the aviation domain. Content Management Systems, as employed by British Airways, streamline access to a multitude of documents, from intricate operational manuals to vital safety guidelines (British Airways Plc., 2022). This ensures that employees can quickly access, comprehend, and apply the knowledge encapsulated within these documents in their day-to-day roles, fostering operational efficiency (Santoro et al., 2018).
Lastly, the airline's commitment to continuous learning is evidenced by its adoption of Training and Development Platforms. British Airways' e-learning modules, tailored to various operational roles, ensure that employees remain at the forefront of industry developments (Coller, Helms Mills, and Mills, 2016). Whether it's training cabin crew on emerging customer service protocols or acclimating pilots to new technologies, these platforms play a pivotal role in skill enhancement and professional growth (Ferreira, Mueller, and Papa, 2020).
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Central to Airbus's KMS strategy is the art of Knowledge Capture. By employing state-of-the-art sensors and telemetry systems, Airbus ensures the acquisition of real-time data, be it from intricate flight tests or daily operations (Krenz et al., 2014a). Moreover, the value of human expertise is not overlooked. Airbus often draws from a well of expertise, regularly consulting in-house and external specialists, particularly when steering research and development or navigating the labyrinthine challenges of aerospace engineering (Krenz et al., 2014b).
With the knowledge acquired, the challenge of secure and efficient storage looms. Airbus's response is a blend of secure repositories, housing everything from pivotal engineering blueprints to compliance documentation (Airbus, 2022). Recognising the elusive nature of tacit knowledge, Airbus innovatively records the invaluable experiences of its experts, archiving them through video chronicles, expert discussions, and webinars (Litvaj and Stancekova, 2015).
As with any knowledge, its value amplifies when disseminated effectively. Airbus achieves this through its intra-company portals, ensuring process standardisation across its global expanse. Furthermore, comprehensive training initiatives, both digital and physical, ensure that Airbus's workforce remains au courant with best practices and emerging technological trends (Airbus, 2022; Tzortzaki and Mihiotis, 2014).
At the helm of Airbus's operations, Decision Support Systems stand tall, leveraging the KMS to guide intricate decision-making processes. Simultaneously, the company's Standard Operating Procedures are continually refined, drawing insights from this knowledge reservoir (Airbus, 2022). Supporting these endeavours are robust systems like SAP, integrating KM endeavours with business processes, and tools like Tableau, which transform data into actionable insights (Kivits and Furneaux, 2013). Collaboration tools further the cause, facilitating the unhindered flow of information integral to KM's success (Handzic, Ozlen, and Durmic, 2016).
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Introduce Advanced Data Analytics Tools: British Airways should invest in cutting-edge data analytics and artificial intelligence tools to enhance data interpretation accuracy. These tools can provide predictive insights, reduce human errors, and assist in making informed decisions. By ensuring that data interpretation is accurate and timely, the risk of flawed strategic choices stemming from misinterpretations will be substantially reduced (Ferreira, Mueller, and Papa, 2020).
Unified Collaboration Platform: Instead of multiple communication tools, British Airways should consider adopting a unified collaboration platform that integrates various communication channels. This holistic platform would streamline communications, ensuring that knowledge is disseminated seamlessly across departments, reducing the risk of knowledge fragmentation (Santoro et al., 2018).
Regular Training & Dynamic Feedback Mechanism: To address the challenges of training adaptability and effective feedback loops, the airline should implement a continuous learning program. This program would regularly update training modules in line with technological advancements and market dynamics. Additionally, a dynamic feedback mechanism can be incorporated, where employees can provide real-time feedback on training content and knowledge resources.
[bookmark: _Toc148828365]Recommendations for Airbus
Hybrid Knowledge Management Approach: Given the challenges of capturing tacit knowledge, Airbus should adopt a hybrid approach, blending both technological and human-centric methods. Regular face-to-face knowledge-sharing sessions, mentoring programs, and expert-led workshops can complement technological means, ensuring a more holistic capture of both explicit and tacit knowledge. This approach directly addresses the limitations highlighted by Litvaj and Stancekova (2015) by leveraging human interactions to bridge the tacit knowledge gap.
Enhanced Cybersecurity Measures: Airbus must prioritise strengthening its cybersecurity infrastructure. Implementing multi-layered security protocols, continuous monitoring, and regular cybersecurity training for employees can safeguard the company's vast databases. This proactive approach ensures the protection of proprietary information and addresses potential cyber threats that the aerospace industry is susceptible to.
Data Management and Categorization: To combat data overload, Airbus should invest in advanced data management solutions that employ categorisation and tagging. Such systems facilitate quicker retrieval of information and insights. Automated data categorisation, paired with user-friendly interfaces, ensures that decision-makers can efficiently sift through vast datasets, expediting the decision-making process and making the KMS more effective and user-centric.
Top of Form
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The investigation into the Knowledge Management Systems (KMS) of both British Airways and Airbus underscores the pivotal role that knowledge plays in steering organisations in the modern business landscape. For British Airways, the challenge resides not merely in the collection and dissemination of data but in its accurate interpretation, effective collaboration, and swift retrieval of information. Airbus, on the other hand, grapples with the complexities of integrating vast technological networks, capturing tacit knowledge, and safeguarding sensitive data against potential security threats.
To foster development within the KMS, both entities must acknowledge and address these challenges head-on. A hybrid approach, integrating technology with human-centric methods, can bridge the tacit knowledge gap. The deployment of advanced data management solutions can also streamline data retrieval while bolstering cybersecurity measures ensure the protection of proprietary knowledge.
To 'future-proof' their knowledge assets, British Airways and Airbus must be agile in their response to the rapid technological advancements and shifts in the industry landscape. Embracing a culture of continuous learning and adaptability is paramount. Investing in regular training programs, leveraging artificial intelligence for predictive insights, and promoting a culture of knowledge sharing are crucial steps.
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