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Within this report I will be discussing the importance of knowledge management systems, Knowledge Management is the process of gathering information eliciting it and codifying it so that it may be distributed throughout the organisation. Acquiring and turning tacit information into explicit knowledge is a crucial step in this process. In any organisation, knowledge is the foundation for all decisions made. The knowledge management of the organisation is essential to the success of your business's whole operation, including customer interaction, service enhancement, and product creation. 
According to research, knowledge may exist in two forms: explicit and tacit knowledge (Polanyi, 1966).  Explicit information is transferable and formalised, making it simple to express (Nonaka 1994; Anand et al. 2010). Documents like as manuals, production plans, rules, processes, predictions, inventory levels, and market intelligence data can all be considered forms of explicit knowledge. Contrarily, tacit knowledge is difficult to conceptualise, subjective, and a component of a person's experience; it manifests itself in behaviour or actions and is frequently somewhat ambiguous (Venkitachalam and Busch 2012). This kind of knowledge encompasses attitudes, beliefs, and mental models and has a significant cognitive component. Through shared experience, it evolves interactively over time, through shared experience innate "know-how" is mirrored in the unique abilities that come from learning by doing (Mooradian 2005). The philosopher Polanyi (1966) describes tacit knowledge as knowing more than we can tell or as knowing how to do something without thinking about it
I will be using it in a practical sense, two organisations that will be discussed are British Airways and Virgin Media a brief background on both organisations will be given outlining their main organisational activities then prepare a swot analysis in relation to their knowledge management system I will also highlight any similarities/differences in the context of knowledge management existing in these organisations based on the swot analysis and literature research a critical evaluation of both organisations Knowledge Management Systems. 
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British Airways
British Airways stands as a renowned and pioneering airline, tracing its origins back to the 1974 merger between British Overseas Airways Corporation and British European Airways. Recognized as the UK's flag carrier, B has carved its place as a global leader in the aviation industry, offering a wide network of domestic and international flights. With a fleet of modern aircraft and a commitment to service excellence, British Airways has established itself as a prominent player in the competitive airline market.
The airline's commitment to quality service and innovation is evident in its significant milestones. For instance, British Airways was among the first airlines to introduce fully flat beds in business class, revolutionizing long-haul travel comfort. Moreover, its loyalty program, Executive Club, has attracted and retained a vast customer base by offering rewards and benefits for frequent flyers.

Notably, British Airways' influence extends beyond its service provision. The airline has weathered industry challenges, such as economic downturns and global crises, and demonstrated resilience and adaptability. As an illustration, the company implemented cost-saving measures and restructuring strategies to navigate through turbulent times, showcasing its ability to evolve in response to changing market conditions.
British Airways has also shown dedication to sustainability, actively engaging in initiatives to reduce its environmental impact. This includes the adoption of more fuel-efficient aircraft and the implementation of eco-friendly practices to mitigate its carbon footprint.
The success and longevity of British Airways can be attributed to its commitment to innovation, customer service, and adaptability in an ever-evolving industry.
its main organisational activities are:

· Passenger Services
· Cargo Operations
· Engineering and Maintenance 
· Frequent Flyer Programs 
· Corporate Responsibility
· Innovation and Technology 

Virgin Media
Virgin Media has been a prominent player in the UK telecommunications industry, providing a wide range of services including broadband, television, mobile, and fixed-line telephone services. Established because of the merger between Telewest, NTL, and Virgin Mobile in 2006, the company has established itself as a leading provider in the market, offering innovative and bundled services to millions of customers across the United Kingdom.
Virgin Media's key strength lies in its ability to offer bundled packages that integrate multiple services, such as broadband, TV, and mobile, providing customers with convenience and cost savings. The company has set itself apart by providing high-speed internet access through its fibre-optic broadband network, catering to the increasing demand for faster and more reliable connectivity in today's digital age.

Moreover, its television services, offering a wide array of channels and on-demand content, have been a significant draw for customers seeking varied entertainment options. The inclusion of exclusive content and partnerships with various media companies has further solidified its position in the market.
Virgin Media's mobile services have also contributed to its success by offering competitive packages and leveraging its infrastructure to provide mobile services to its customers.
Continuing to expand and upgrade its network infrastructure, Virgin Media has aimed to deliver cutting-edge technology and better services to its customers.
Its main organisational activities are:

· Broadband and Internet Services 
· Television Services
· Mobile Services
· Fixed-Line Telephony 
· Content and Entertainment
· Business Services
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British Airways

Strengths
Large operating Experience and Expertise: British Airways has decades of experience in the airline industry, which has led to the development of a large amount of internal knowledge and expertise on best practices for customer care, operating protocols, and safety measures.

Effective Training Programmes: The business is recognised for providing thorough training to all its staff members, guaranteeing that they are knowledgeable about operating processes and customer service, which promotes the transfer and retention of information.

Weaknesses
Potential Stored Information: Big businesses such as British Airways may have problems with information that is kept inside departments, making it difficult for important knowledge to be shared easily throughout the organisation.

Outdated procedures and legacy systems may make it more difficult to share information effectively. This might make it more difficult to simplify knowledge management procedures and adjust to new technology.

opportunities
Innovation knowledge sharing platforms: Investing in cutting-edge knowledge management systems or platforms, such as contemporary knowledge management systems or AI-driven systems, can allow British Airways to improve information sharing and worker collaboration.

Using developing Technology: By putting emerging advanced technology like artificial intelligence (AI), machine learning, or data analytics to use, knowledge management skills might be improved by making it easier to extract and share important insights.

Threats
Data Security and Privacy Issues: Given the delicate nature of airline operations, there is a danger of data breaches or privacy issues when advanced knowledge management systems are used.

Competitive Pressure and business Changes: The airline industry is changing quickly, and there may be intense rivalry. This might mean that new knowledge management approaches need to be quickly adopted, which would require a large investment of time and resources.
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Virgin Media
Strengths
Advanced technology: Virgin Media operates on a high-speed fibre optic network, offering faster and more reliable internet access compared to some competitors, providing a competitive advantage.

Broad Service Portfolio: Virgin Media offers a comprehensive range of services including broadband, TV, mobile, and fixed-line telephone, providing customers with bundled offerings, thereby enhancing convenience and customer loyalty.


Weaknesses 
The costs associated with combining disparate corporate cultures and back office IT systems may result in further problems down the road that might harm the company in the long run.

Mobile Market Competition: In the mobile services segment, Virgin Media faces intense competition from well-established mobile network providers, challenging its market share and growth potential.

Opportunities
5G Implementation: Utilizing the potential of 5G technology for mobile services could provide a competitive edge and attract tech-savvy customers.

Technological Advancements: Continual investments in upgrading and leveraging new technologies can improve service quality and reliability, keeping up with customer demands.

Threats 
Cybersecurity Threats: The risk of cyberattacks and data breaches poses a threat to customer data security and the company's reputation.

Competition in Telecom Sector: Intense competition from other major telecom companies and emerging disruptive technologies could threaten market share and profitability.



Differences:

Nature of Operations: British Airways, as an airline, manages complex flight operations, safety protocols, and customer service within the aviation industry, focusing on flight schedules, maintenance manuals, and global regulations (Chaffey, 2019). On the other hand, Virgin Media manages telecommunication services, including network infrastructure, technical support, and customer service protocols specific to the telecommunications industry (Laudon & Laudon, 2016).

Information Sources: British Airways' KMS would likely involve aviation-specific information from aviation authorities, weather data, flight routes, and aircraft maintenance records (Boeing, 2019). Virgin Media’s KMS is more likely to revolve around technical specifications, customer service databases, content licensing agreements, and market trends in the telecommunication sector (Laudon & Laudon, 2016).

Similarities:

Centralized Knowledge Repository: Both companies utilize centralized repositories to store and manage crucial information and knowledge, enabling quick access for employees across various departments (Alavi & Leidner, 2001).

Employee Training and Development: Both companies emphasize training programs to ensure employees are well-versed in their respective operations. They use their KMS to facilitate employee training and development in different areas of their operations (Alavi & Leidner, 2001).

Customer Service Integration: Both companies leverage their KMS to improve customer service by providing efficient solutions and support. British Airways uses KMS for passenger assistance, while Virgin Media employs it for technical issue resolution (Boeing, 2019; Laudon & Laudon, 2016).
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British Airways Critical evaluation
As a prominent airline, British Airways is expected to need a sophisticated Knowledge Management Systems to handle huge and complicated aviation operations, safety regulations, and customer service. For flight scheduling, crew management, safety procedures, and aircraft maintenance, the airline industry relies largely on precise and up-to-date information. The Knowledge Management Systems for British Airways would have the following elements:
Flight Operations Management refers to systems that manage flight schedules, route planning, crew scheduling, and real-time flight data. These systems keep activities running smoothly and securely (Boeing, 2019). Knowledge Management Systems would include safety protocols, maintenance records, regulatory information, and safety manuals required to comply with severe aviation rules and standards (IATA, n.d.). Customer Service Integration: To improve customer experience and assistance, the Knowledge Management Systems may include databases for customer preferences, frequent flyer information, and feedback tools.
British Airways uses a knowledge management system in value chain analysis, which entails the adoption of a competitor analysis system- the system creates a framework that establishes a clear distinction to support activities that can detect rival advantages (Bajj, 2023). British Airways uses Knowledge Management in operations such as product and service preparation and aeroplane scheduling. The use of Knowledge Management in British Airways has enhanced services such as assurance and security of customers' luggage, speedy checks, and the use of comprehensive digital technology in a wide variety of business activities (Bajj, 2023).
While British Airways has a comprehensive Knowledge Management System, its efficiency and success largely depend on the integration of various systems, technological resilience, and adaptability to changing industry standards and regulations.
Strengths:
Efficiency: The KMS certainly improves operational efficiency by delivering real-time data and faster communication, allowing for more informed decision-making.
Safety Compliance: Ensures tight aviation standards are followed by providing the necessary paperwork and methods to ensure a high degree of safety.
Weaknesses:
Technology reliance: Any technical breakdowns might possibly interrupt business. Over-reliance on technology may be dangerous in the event of system collapse.
Complexity and Integration: Managing a large volume of complicated data and integrating several systems may be difficult.


Virgin Media Critical Evaluation
​Virgin Media has a customer-first philosophy for both individuals and businesses; customer happiness is critical to long-term growth and putting customers first at all times. Virgin Media has an embedded environmental policy that serves as the primary policy and guides the environmental goals. The policy is designed to decrease environmental effects via the use of goods and services that enable environmental advantages. Virgin Media (2008)​ 
Virgin Media invests heavily in software for nearly every aspect of customer insight, including emerging technologies such as AI, machine learning, Blockchain, Autonomous Database, or cloud-based ERP, HCM, CRM, EPM, Purchasing, or Treasury applications (Virgin Media, 2010).
Virgin Media, as a major telecommunications company, has a robust Knowledge Management System to manage a wide array of technical information, network infrastructure, customer service protocols, and content licensing agreements.
The Knowledge Management System of Virgin Media is anticipated to be rich in technical data pertaining to network infrastructure, system setups, and product specifications (Laudon & Laudon, 2016). Every aspect of  Virgin Media may suffer from sudden disconnect or become affected by variability and the intermittence of the internet connection​ (Virgin Media, 2010)​.


Strengths:
Technical Data Repository: Technical data on network infrastructure, system setups, and product specifications are anticipated to be abundant in Virgin Media's KMS (Laudon & Laudon, 2016).
Customer Service Integration: To improve customer assistance, the KMS might include a database for customer profiles, issue resolutions, and historical service data.
Weaknesses:
Technical Complexity: Managing a diverse set of technical data and interconnecting disparate systems may provide difficulties, perhaps resulting to complexity inside the KMS.
Dependence on Technology: Any technical failures or system outages may affect customer service and network operations.
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British Airways

British Airways, like many major organisations, may benefit from ongoing enhancements to its Knowledge Management Systems to increase operational efficiency, safety, customer service, and overall airline sector competitiveness. Here are some suggestions about how to improve British Airways' Knowledge Management Systems:

Implement an integrated information management platform that integrates diverse information systems. This would make crucial data such as flight itineraries, crew management, safety standards, and customer information more accessible. Better decision-making and operational efficiency are facilitated by integration (Boeing, 2019).

Improved Collaboration Tools: Implement collaboration tools and platforms that enable real-time communication and information sharing among multiple departments, crew members, and ground personnel. In critical situations, these tools help increase coordination, response times, and decision-making (Boeing, 2019).

Introduce artificial intelligence and data analytics technologies to predict maintenance requirements, optimise fuel use, and forecast demand. This invention has the potential to simplify operations and lower costs (Boeing, 2019).

Mobile Crew Solutions: Create mobile applications that allow crew members to easily access manuals, safety procedures, and real-time flight information. These technologies help improve decision-making on the go and provide rapid access to vital information (Boeing, 2019).

Continuous Training Programmes: Provide comprehensive training to staff on the usage of new systems and best practises for efficient knowledge management on a regular basis. Training programmes guarantee that personnel are competent in utilising the KMS (Boeing, 2019).

Security Measures: Improve cybersecurity to protect sensitive flight and customer data. To reduce cybersecurity threats, use strong encryption, frequent security audits, and personnel training (Boeing, 2019).
Regulatory Compliance Updates: Ensure that the KMS is in accordance with changing airline laws and standards. Update the system on a regular basis to meet the most recent safety and operational standards (Boeing, 2019).
Customer-centric knowledge Sharing entails putting in place systems that record customer preferences, comments, and interaction history. This data may be utilised to personalise client care, increasing customer satisfaction and loyalty.
Continuous Improvement and Feedback Loops: Create a system for workers to offer feedback on the KMS. Analyse feedback to find areas for development and update systems based on user recommendations and experiences on a regular basis (Alavi & Leidner, 2001).
Data-driven Decision-making: Promote a data-driven decision-making culture by using the KMS to gather, analyse, and apply data to influence strategic choices, operational improvements, and resource allocations (Boeing, 2019).


Virgin Media
Improving Virgin Media's Knowledge Management Systems is critical for optimising its telecommunications operations, customer service, and overall competitive position in the market. Here are some suggestions for improving Virgin Media's Knowledge Management Systems:


Unified Data Repository (Laudon & Laudon, 2016): Create a centralised and comprehensive database that incorporates technical specifications, network infrastructure data, customer service records, and content licencing agreements. A centralised repository streamlines information access and maintains organization-wide uniformity.

Implement powerful search and retrieve features inside the KMS to provide staff with rapid and efficient access to required information. Advanced indexing, semantic search, and natural language processing capabilities may be included in these tools (Alavi & Leidner, 2001).

Introduce collaborative systems that enable real-time communication and information sharing among different departments, enabling improved coordination, problem-solving, and creativity (Laudon & Laudon, 2016).

AI & Automation: Integrate AI-powered automation for customer service assistance and technical issue solving. Implement chatbots or artificial intelligence-driven systems to handle common consumer requests, freeing up human resources for more difficult concerns (Alavi & Leidner, 2001).

Security and data protection measures should be strengthened in order to protect client information. To prevent possible cybersecurity threats, provide strong encryption, frequent security audits, and personnel training (Laudon & Laudon, 2016).

Integrate Customer input: Create mechanisms to collect and analyse customer input and preferences. This information may be utilised to improve goods, personalise services, and increase overall consumer happiness (Alavi & Leidner, 2001).

Employee Training and Knowledge Sharing: Train employees on how to utilise Knowledge Management Systems tools and best practices for effective knowledge management on a regular basis. To maximise the potential of the KMS, foster a culture of sharing knowledge and experiences among workers (Alavi & Leidner, 2001).

[bookmark: _Hlk150209943]Continuous System Updates: Update and maintain the Knowledge Management Systems on a regular basis to react to changing industry trends, regulatory changes, and customer demands. Implement a systematic approach to system enhancements based on feedback and technology breakthroughs (Laudon & Laudon, 2016).

Tools for Analytics and Reporting: Create systems for analysing and reporting data in order to get insights. These technologies can help organisations adapt to market changes by assisting in decision-making, spotting patterns, and projecting trends (Alavi & Leidner, 2001).

Invest in studying and incorporating innovative technologies to future-proof the KMS. Exploring the possibilities of 5G technology or the Internet of Things (IoT) for enhanced services and operations might be part of this (Laudon & Laudon, 2016).
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Knowledge management is the process of obtaining, organising, and disseminating information inside a company. It contrasts between explicit (transferable and structured) and tacit knowledge (personal, experienced).
Knowledge is essential for making decisions and running a business successfully.

British Airways:
Established as a global leader in aviation, focusing on quality service, innovation, and adaptability in a competitive industry.
Operational activities span passenger services, cargo operations, engineering, frequent flyer programs, corporate responsibility, innovation, and technology.

Virgin Media:
A major player in the UK telecommunications industry, offering bundled services and emphasizing high-speed internet access, television, mobile, and fixed-line telephone services.
Organizational activities include broadband and internet services, television services, mobile services, fixed-line telephony, content, and entertainment, and business services.

Both organisations have strengths and weaknesses that are crucial to the future of both businesses (SWOT) Analysis and Knowledge Management systems are keys to identifying the issue and finding a solution, and applying plan strategies enables organisations to transform their weaknesses into strengths, and using software data allows companies' employees to interact effectively, and acquire information faster, and save time.

This report offers a swot analysis along with a critical evaluation of British Airways and Virgin Media in the context of knowledge management and gives specific suggestions for enhancing the Knowledge Management Systems for both companies, focusing on areas such as integrated information platforms, collaboration tools, AI integration, security measures, customer-centric approaches, employee training, continuous improvements, and data-driven decision-making. Both organisations need to continue improving and creating new ideas and strategies within their Knowledge Management Systems to improve business and maintain good customer satisfaction.
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