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1. Introduction

The Coffee Works Project is an independent UK based coffee shop that provides excellent
service, high quality coffee and is sustainable. The business is maturing and more competition
and customer expectations increase. For the sake of improving customer experience, enhancing
operational efficiency, and boosting employee satisfaction, an organization must continue to be
ahead and an effective Knowledge Management (KM) is crucial. This report analyzes The
Coftee Works Project’s current KM practices and provides a strategic plan for KM
implementation which is useful for optimized operations. Based on the relationship between the
data, information and knowledge, the report analyses the existing knowledge assets and the gaps
in existing process. Additionally, it discusses how KM leads to continuous improvement within
the business. Some of these are key recommendations we can implement in our KM to let it have
a good flow of information including a digital knowledge sharing platform to centralize all
knowledge, regular customer and employee’s mechanism and reviewing to gather feedback to
use executives to determine the decision and employees training to practice the KM to practice to
share knowledge and check the KM effectiveness through KPI. The project will create these
initiatives which will enable the use of knowledge assets to help The Coffee Works Project grow

in the long term, optimize, and build customer loyalty sustainably.

2. Understanding Knowledge Management Concepts

2.1 Relationship Between Data, Information, and Knowledge

A widely accepted framework, Data-Information-Knowledge-Wisdom (DIKW), is used to
identify the transformation from raw data to action-based wisdom (Ferreira et al., 2021). The
hierarchy essentially shows how the basic data can transform itself into the wisdom to enable

choices, actions, and the strategic planning in businesses.

e Data is raw, unprocessed facts and figures which means little on their own. For the

context of The Coffee Works Project, this data could be numbers of customers served on



a daily sales number, or inventory counts. For example, our daily sales data like ‘100

cups of coffee sold ‘is only a number without context.

e Raw data becomes information through processing and organisation so users know what
they are receiving. Analysing the sales data, the coffee shop might observe that "60% of
daily sales are generated through coffee beverages", which will help understand what the

consumers prefer.

e [t is the understanding of knowledge based on information and understanding the pattern
and trends. This trend becomes valuable knowledge of the team at The Coffee Works
project which analyses the sales data over time when they realise peak in coffee sales on
weekends (Hermina, 2024). When this pattern is associated with customer behavior like
more social gathering or more leisure time, they can plan out staffing schedules, revise

marketing strategies and inventory to align with the customers’ demand successfully.

e Wisdom takes it further by making educated decisions on the basis of previous
knowledge. Wisdom, here, would mean that we have applied historical sales data and
customer insights to predict the future trends such as some seasonal changes in the menu,

a loyalty program and have increased the sales and satisfaction of the clients.

In being able to transform or translate data to knowledge, The Coffee Works Project could
sharpen its competitive advantage for its operational efficiency and customer service in the

coffee shop industry.

2.2 Relationship Between Individual and Organisational Knowledge

Knowledge in the organisation can be divided into tacit and explicit knowledge and each one

plays an important role in the success of the organisation.

e The term "tacit knowledge" refers to the information that individuals have not yet
received explicitly, without the need of verbal communication or the assistance of other
individuals. Tacit information is found in the research of Contreras Medina et al., (2020),
from staff members and baristas working in The Coffee Works Project. Through
engaging with baristas, we can understand how baristas know how to develop the best
coffee cup through brewing, how they modify the brewing process for certain beans, and

how they change how they brew for customer's preference. The type of information upon



which this is based is hard wired, and stuff like that is usually difficult to record or
transmit, because it is personal experience stuff. Take notice that tacit knowledge
includes a barista’s ability to speak with clients, to remember the orders she has just

made, to even recommend new products to them.

e One definition of explicit knowledge is that it is information that can be simply codified,
written down, and disseminated. Standard operating procedures (SOPs), recipes, and
other documents are included in this document (Fadila et al., 2023). It also contains firm
policies and training manuals. Written coffee recipes, staff training manuals, operating
checklists, and customer feedback reports are examples of explicit knowledge that are
collected and maintained at The Coffee Works initiative. Having access to this kind of
information is much simpler, and it can be standardized across the whole organization.
For instance, the information about the formula of their coffee blend or the training
program for new staff is made clear, which guarantees that the goods and services are of a

constant quality.

e It is a resource that exists collectively in the culture, processes, and systems of an
organisation. This resource is known as tacit and explicit organisational knowledge. In
order to ensure the overall success of the company, it is essential that the incorporation of
individual knowledge, both tacit and explicit, into the organisational knowledge pool be
carried out in an effective manner (Hijazi, in the year 2023). Tacit information is
exchanged among employees at the Coffee Works Project, and explicit knowledge, such
as standard operating procedures and reports on customer feedback, is shared and
produced by the company in order to direct the processes that are used in the running of
the business. The trick is to capture tacit information, which is unique to each person, and

to send this information to the rest of the people.
KM’s Role in Combining Individual and Organisational Knowledge

The epistemological role of knowledge management (KM) functions as a knowledge integration
tool, i.e. tacit and explicit knowledge integration, to help the expansion of organisations. The
transfer of tacit knowledge between employees at The Coffee Works Project could be formalised
by means of implementing a formal Knowledge Management (KM) system. For example,

baristas can gather together for team meetings, mentoring programs and other kinds of informal



sessions for knowledge sharing for things like best practices, how to talk to customers, brewing
techniques etc. These sessions can be held in different places. This permits a conversion of tacit

knowledge into an information pool that may be employed as a base by others in their work.

In addition to explicit kinds of knowledge that may be included in a central system, such as an
internal database or digital base, the knowledge may then be disseminated within the entire
workforce. Some of these explicit forms of knowledge are recipes, feedback from the customers,
training manuals, etc. The use of knowledge management principles by The Coffee Works
Project may create a more cohesive labor force which can then access and contribute to the
organization’s knowledge pool. This will permit some tacit knowledge to be combined with
explicit information and to improve collaborative atmosphere. An example of such an
integration leads to ongoing learning, improves knowledge gaps, and results in higher

operational efficiency and higher customer service.

If the Coffee Works Project is able to properly manage both its tacit and explicit knowledge, it
will be able to enhance its decision making and optimize its internal processes, among other

things.

3. Developing a Framework for a Knowledge Management Culture

Step 1: Business Case for Knowledge Management

Why KM Matters

In the coffee industry, Knowledge Management (KM) is crucial in making a business efficient as
a whole, given that it resides in a service industry. Implementing such a robust KM system for
The Coffee Works Project will not only facilitate smooth operations, but will also help achieve
specific areas like customer experience, employee satisfaction, operational efficiency, and

innovation.

e Customer Experience: KM can help The Coffee Works Project to understand customer
preferences, respond to customer’s concerns in a prompt and personal manner, and
improve the customer experience (Purnama, and Puspitowati, 2024). This then enables

the coffee shop to boost its service delivery, developing new products that the consumers



demand, and ensuring that the customers receive similar services or retain loyalty to the

shop.

Employee Satisfaction: KM creates an environment where employees can share their
best practices, insights, and knowledge and hence employee satisfaction. By having a
knowledge sharing culture, employee morale gets enhanced and your team always learns,

giving them higher levels of job satisfaction and less turnover rates.

Operational Efficiency: KM practices improve operational efficiency, streamline
business processes, remove redundancy and improve workflow. Looking at this in terms
of inventory management, sharing knowledge on this will help cutbacks on waste, the
same goes for an efficient staff training manual to make sure that every employee

performs in top shape so everyone in the whole workplace is being productive.

Innovation: An innovative atmosphere is possible with a well-organized KO system
(Yulianto et al., 2025). In this way, the business can keep up with the ever changing
market by being competitive and adaptable, and employees and customers can provide

ideas for new products, services, or improvements.

Strategic Importance of KM

The strategic importance of KM at The Coffee Works Project comes from how it can help

sustainable growth, customer loyalty and creativity for competitiveness. The coffee shop industry

is very competitive in the UK as it is, but it is important to come up with trends and keep a close

level of service (Nurochman et al., 2022). KM can play a role in gathering up the valuable

knowledge from customers, employees and industry trends so that they can be integrated into

business operations.

By creating a culture of knowledge sharing, The Coffee Works Project can:

Achieve sustainable growth by using knowledge to enter new markets or launch new

product lines.

Strengthen customer loyalty through personalised offerings, ensuring repeat business

and positive word-of-mouth.



e Stay competitive by leveraging internal knowledge and external market insights to

differentiate itself from competitors.

Business Case Rationale

As more and more people consume high quality coffee with a customer centric service, The
Coffee Works Project should consider KM to maintain and improve market position.
Incorporating KM into the business will lead to improving the company’s internal efficiency as
well as increasing relationships with customers and employees (Contreras-Medina et al., 2024).
For the business, KM will be vital in exploiting its current assets to minimize its risk of losing

contact and understanding of changing consumer preferences.
Step 2: Available Knowledge / Knowledge Inventory
Tangible and Intangible Assets

The value of knowledge must be disconcerted into tangible and intangible assets in order to
understand similar value in The Coffee Works Project. These assets become the main stem of the

business, on which the business ‘competitive advantage is based.

o Tangible Assets: These are physical resources that contribute to the operation of The

Coffee Works Project. Key examples include:

o Brewing equipment (e.g., espresso machines, grinders) that enable the

production of high-quality beverages.

o Coffee blends sourced locally and ethically, which differentiate the café from

competitors (Hinojosa Salazar, 2023).

o Customer-facing spaces that provide the atmosphere and environment that

customers expect when they visit the café.

o Intangible Assets: These assets are harder to quantify but are no less important for the

success of the business. Some key examples include:



o Brand reputation: The Coffee Works Project established a solid reputation with

its guarantee of high quality, sustainability and customer service.

o Employee skills and knowledge: Baristas, managers and other staff have a

wealth of tacit knowledge including customer service skills and the way to make

the perfect cup of coffee.

o Customer loyalty: A strong, dedicated coffee customer who keeps coming back
again and again due perhaps to personal relationships with staff or satisfaction on

the quality of the coffee.
VRIO Analysis

The competitive value of these knowledge assets is assessed by using the four criteria of this
VRIO Framework: Valuable, Rare, Inimitable, and Organised. This framework is applied in the

following analysis of The Coffee Works Project’s knowledge assets:

e Valuable: The knowledge that The Coffee Works Project has to offer is valuable to it.
The cafe’s high quality of coffee blends, excellent customer service and their sustainable

practices are what underpins the cafe’s reputation and customer base (Lee et al., 2020).

e Rare: Occasionally there is some knowledge that is rare, for instance proprietary coffee
blends or ways of providing customer service that create a memorable experience. These

create a strong competitive edge.

e Inimitable: The knowledge of the Coffee Works Project is quite inimitable. Unique
customer service techniques, expertise in brewing, and sustainable sourcing help to

differentiate it from competitors, who would find it hard to imitate its combination.

o Organized: The business is organized to efficiently take advantage of these knowledge
assets. Other examples of how MNG ensures that baristas and staff practice best practices
and provide consistent service in support of organisational effectiveness are other

examples.

Identifying Knowledge Gaps



There are some gaps that need to be addressed in terms of knowledge assets that The Coffee
Works Project possesses. The analysis of customer feedback for example is often informal and
not integrated into the decision making process (Hermina, 2024). Other than this, there could be
gaps in staff training across various locations, resulting in a bad practice of the same. This would

enable the business to take better advantage of what it already knew.

Step 3: Knowledge Development and Creation

Methods for Knowledge Creation

The Coffee Works Project must remain engaged in creating new knowledge in order to foster

continuous improvement and remain competitive. This can be done through:

e Customer Feedback: Customer surveys, social media insight, direct customer
interaction all provide insightful data on what customers want, what is not right with the
service, and how happy the customer is with the service. Systematically, the coffee shop
will be able to analyse the customer feedback and adopt its product offers and services to

more suit customer demands.

e Employee Input: Staff employees such as baristas know or have tacit knowledge on the
customer preferences and the operational hurdle they go through (Ankrah et al., 2024).
Regular and informal knowledge sharing sessions for improving the service and

operations the organisation can encourage the employees to share this knowledge.

e Market Research: To compete with the market, The Coffee Works Project can keep an
eye on the activities in the market, and rival's strategies. Here it could include going to
coffee industry conferences, exploring new developments in technology or even

investigating new product offerings.
KPIs for Knowledge Creation

To measure the effectiveness of knowledge creation, it is important to establish Key

Performance Indicators (KPIs). These could include:



e Customer Satisfaction Score: This would indicate the level of satisfaction for customers
based on surveys and online reviews. If the caf¢ is satisfied with the use of knowledge to
enhance customer experience, it implies a high satisfaction score indicating that the café

is using knowledge.

e Employee Turnover Rate: High turnover rate could mean that employee knowledge and
satisfaction are not enough addressed. The Coffee Works Project can use this KPI to
know whether knowledge sharing and training programmers are improving the work

environment (Lim et al., 2022).

e Sales per Employee: Sales per Employee allows The Coffee Work Project to track the
amount of revenue that is generated per employee and can then evaluate its staff training
and knowledge sharing efforts. Typically, the higher the sales per employee of a
company, the more efficient knowledge sharing it enables and the better customer

experience it provides.

Step 4: Knowledge Sharing

Current Systems for Knowledge Sharing
Currently, The Coffee Works Project uses several informal systems for knowledge sharing:

e Internal Communication: Staff communicate internally through email or WhatsApp,

mostly for shift planning, customer updates, and giving feedback.

e Existing Documentation: These include recipes, training material, and feedback from
customers recorded in the forms of physical documentation, but not all employees would

have easy access to them (Nguyen et al., 2023).
Recommendations for Knowledge Sharing

To streamline and improve the knowledge-sharing process, the following recommendations can

be implemented:

o Centralized Knowledge Repository: A platform or an integrated system within the

cloud was implemented by staff to give access to recipes, customer feedback, and



operational tips or other knowledge. In this way, this repository will ensure that all

employees have access to the latest information available.

o Staff Training and Knowledge Sharing: There are a lot of training opportunities for
staff training and sharing their knowledge (Edwards and Kakavelakis, 2021) on
operational tasks but also to share their best practices. Doing so will make sure that tacit

knowledge gets captured and shared among the team.

Barriers to Knowledge Sharing
Some barriers to knowledge sharing may include:

e Time Constraints: Knowledge will not be shared by employees because they are too

busy serving customers.

e Lack of System Integration: A formal KM system fosters integration of knowledge,

making it accessible (Rudawska et al., 2025).
Proposed Solutions:
e Allocate time during staff meetings for knowledge sharing and feedback discussions.

e Use simple tools or software (for example Slack, Google Drive) to have easy access to

the information and easy sharing.
Step 5: Applying Knowledge
Operational Improvements
Knowledge can be applied in several ways to improve operational efficiency:

e Optimising Product Offerings: Customer feedback can be used to introduce or delete
items on the menu. Let’s take for example if customers ask frequently for vegan options,

then the business can enter plant based food or milk items.



o Staff Scheduling: The café¢ can improve both the service levels and employee
satisfaction after using the sales data and customer patterns to adjust the staffing schedule

to ensure the busy time is covered efficiently (Tamsah et al., 2020).

e Inventory Management: Inventory management could be optimized through data
analyzing. Take, for example, when a certain product (say, milk) is running low before
the end of the day, the inventory system can notify the staff to place an order for more

before it ends.

Strategic Application

When knowledge is applied strategically, it leads to better decision-making and greater customer

satisfaction:

e Customer Loyalty: The Coffee Works Project can make its offerings unique as a result
of customer preference and behavior insights and, therefore, keep customers engaged for

a long time to create a loyal customer base.

e Increased Profitability: They can drive their cost cutting efforts, which involve better
inventory management and better staff scheduling, among others, which will lead to
better money making, and more sales growth leading with a more informed menu and

better service to the customer.
GDPR and IP Compliance

e GDPR Compliance: The Coffee Works Project must take care of the handling of data of
customers and employees under proper GDPR regulations (Ahmad et al., 2023). Clearly
this entails whatever it takes to make sure that data collected, processed, and stored is
transparent. It should be explained to customers what their rights are and proper consent

should be given when it comes to personal data.

e Intellectual Property (IP): The coffee shop should not only protect its intellectual

property such as recipes, branding elements (logos, name etc.), but also call for protection



of its main IP assets. These could include trademarking the brand name and logo and

copyrighting the original recipes so no one could copy them.

This paper provides a framework that will facilitate a Knowledge Management culture that will
help to optimise operations, enhance customer service and bring long-term growth to The Coffee
Works Project. This coffee shop becomes competitive in the UK coffee industry by focusing both

on the tangible and intangible knowledge assets and the effective KM practices.

4. Conclusion and Recommendations

In conclusion, the success of The Coffee Works Project is contingent on the success of the
installation of a reliable Knowledge Management (KM) system. By using its important
knowledge assets, such as consumer preferences, staff abilities, and unique recipes, the
organisation is able to improve the customer experience, operational efficiency, and innovation.
Knowledge management (KM) makes this possible. To be able to make wise choices, to improve
the quality of service that it provides, as well as to keep and increase its position of
competitiveness in such a highly saturated coffee sector, the coffee shop needs to run and share

its information properly.
Summary of Key Findings:

The study has revealed that knowledge management might serve customers’ experience well,
employees’ happiness and business operations well. However, while there are some very
important things that have taken place already at the Coffee Works Project, it is not enough of
that knowledge that is getting recorded, shared and used. Using a structured knowledge
management system, the company will be able to help with strategic decision making by utilising

its knowledge better and more efficiently. They will become more efficient in using it as well.
Recommendations:

1. Implement a Digital Knowledge-Sharing Platform: If a digital knowledge sharing
platform is put into place, an environment for establishing culture and streamline
communication between employees will be achieved. Employees will be offered this
platform of receiving, sharing and contributing their information such as recipes,

customer feedback and operational advice.



2. Focus on Collecting and Analysing Feedback: Exchange of Information will have an
Installed Cultural Design and Simplified Communication between workers by the
implementation of a digital platform. This platform will allow the staff to access, share
and add their information which can include recipes, customer’s feedback and operational

advice.

3. Regular Employee Training: To achieve this, regular employee training is provided to
staff so that they can be trained in knowledge management methods, and to encourage

participation in information sharing, and to ensure that such staff continue training their

skills.

4. Monitor and Adjust KM Processes through KPIs: The success of knowledge
management may be evaluated by monitoring and adjusting the knowledge management
process using key performance indicators (KPIs). Consequently, this will guarantee the
delivery of demonstrable increases in customer happiness, staff engagement, and

company efficiency as a result of knowledge management techniques.
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