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[bookmark: _Toc8594872]Introduction
	In our modern era, knowledge management (KM) is important for a company to business sustainability and enhancing performance of the business. Knowledge management is the methods utilise to capture, distribute and apply knowledge for the leverage of the business and enhance its performance. It is simply managing the business when having a better understanding on the value of business. Knowledge management is an organised application of knowledge in the organisation and applying it to resolve business. Given the significance of knowledge management to company performance and efficiency. It is important that a company manage its knowledge effectively. When there is a poor knowledge management, employees make the same mistakes again and again not getting the concepts needed to be productive. An effective knowledge management system minimises expenses and increase efficiency by having accessibility, accuracy and availability of knowledge in a business organisation. The important advantages of knowledge management in a company are recreating faster the existing knowledge, getting the correct information, mistakes are minimised, having an informed decision, consistency of standard and providing better service (Maund, 2018). 
	The purpose of this report is to have a better understanding on the importance of knowledge management at Tesco. Hence, the connection and distinction between data, information, knowledge and wisdom are going to be discussed. The application of different tools to identify knowledge assets are to be evaluated. The importance of valuable information is going to be evaluated. The necessary steps and techniques of knowledge cycle that involves knowledge acquisition, knowledge retention, knowledge transfer and knowledge integration are vital components of knowledge management. Lastly, the evaluation of the current framework and recommendations on how to improve it are to be included on this report. 

[bookmark: _Toc8594873]Overview of Tesco
	Tesco is a public limited company which comprises of retailing groceries and general merchandise. It is the biggest retail supermarket in the UK. The company was founded in 1919 by Mr Jack Cohen. During the 1930s, Jack transformed grocery business by developing food warehousing and new concepts on inventory of stocks. Through the years, the company keeps on expanding through innovation and creativity such as the introduction of self-service shop. The company presently employs about 480,000 workers and it has 6,550 shops worldwide (Tesco, 2019).

[bookmark: _Toc8594874]Relationship Between Data, Information, Knowledge and Wisdom
	Data is raw such as number, character or description. It has no meaning and useless on its form. For instance, 05051970 is just a random number without context. However, if it is viewed as a date, it can be recognised as 5th of May 1970. It has no a meaning. The data has been transformed into information. Information is a processed data which can be measured, visualised and analysed for a particular purpose. Processing of data can comprise of asking important questions such as who, what, where and when. Information can be converted into knowledge by asking how is the information, processed collected data, significant to the organisation. Knowledge is a concept on the  combination of experience and information on understanding the application of it. By asking how are set of information connected to each other add more meaning or value. For example, the collected processed data of different birthdates, it can determine the age distribution and frequency of a certain area. It can be useful on marketing a product such as baby foods. With the information available, the probability of selling it successfully can be determined. However the knowledge and insight can be utilised to make a decision and apply it to be transformed as wisdom. A knowledge applied in action is called wisdom. Wisdom is the highest stage of DIKW model as shown in figure 1. For it to be achieved, it needs to answer questions such as ‘what is best’ and ‘why do something’. Thus, data and information are similar on looking back to the past, while knowledge and wisdom are related with the action in present and the achievable goal in the future. To connect it with our example, we processed a gathered data on different birthdates of a particular region. Afterwards, the age of individuals who are residing there are identified and analysed if there is a market for baby products. Looking also for other factors such as competition and experience on launching a new product. The launching of product can be applied using all the acquired knowledge. Thus, the availability of new knowledge , the company can climb up the wisdom and benefit to competitive advantage by the support of its decision from its database (Lobov, 2018).


DIKW Model
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Figure 1
[bookmark: _Toc8594875]Organisational and Individual knowledge in the Workplace
	Individual knowledge is the information thought by an individual as justified truth and retained in his/her memory and it can be retrieved in a cognitive structure while organisational knowledge is the type of company asset when a group of individuals combined their knowledge in a company, that knowledge can offer organizational advantages compare to other companies in a similar field. It is directly related to efficiency and productivity of organisation. It is crucial that business organisations needs to manage their knowledge effectively. The objective of the company is to gather individual knowledge for sustainability and practical applications. Thus, converting tacit knowledge into explicit knowledge. Tacit knowledge is a knowledge obtained from personal experience that is not easy to express whereas explicit knowledge is a knowledge that is documented, written and easy to be shared. For example, in a in-store bakery at Tesco, there are procedures evolved from years of experience of the company in operation from different workers, there is a standard way of defrosting frozen baked products based on the experience of individual. It is well-documented and updated from time to time (Priti, 2011)

[bookmark: _Toc8594876]Identifying Knowledge Assets
	In a retail industry, the value of organisation is based on its assets. Normally, in the annual report, revenues and profits are being reported. However, when it comes to knowledge assets, the value of it is difficult to gauge. Nevertheless, knowledge assets can make or break the business in our modern era. It is important that knowledge assets are strategically important to be deployed. 
	Prior to identifying knowledge assets. It is appropriate to define knowledge assets to set parameters on it, Knowledge assets are the knowledge drivers of an organization’s success. Moreover, it can be from people, processes and technology. It can be tacit and explicit knowledge. For example, the leadership skills of high performing managers. However, once it was written on the guidelines on how to be a good manager. It transforms from tacit to explicit knowledge. The interesting part of knowledge asset is that if it is structured, the easier it is to share knowledge within the organisation. It can be shared into different channels such as internet but not all knowledge is easy to codify like experience or expertise. With experience, some knowledge are not valuable with the advancement of technology like the old method of ordering at Tesco. The purpose of knowledge management is to identify and separate worthwhile and useless information. For the useful information, it is vital to convert it to explicit from for practical purposes. However, it is not easy to capture tacit knowledge to explicit form. For identification of important knowledge assets, K- needs analysis may assist the company to segregate and develop knowledge in a strategical way. 

[bookmark: _Toc8594877]Knowledge Needs (K-needs) Analysis
	The primary objective of a K-needs analysis is to pinpoint what knowledge the company has on people, process and technology. hence what knowledge will be required in the future to achieve aims and objectives of the company. For example, it is an opportunity identify knowledge gaps for training and development. If the ratings on customer service is low and the reviews are not meeting the expectation of the company. Some people may need an additional training to use the handheld device for the location and availability of products. Rude customer service assistants should be trained on how to treat customers. Leadership training and development is necessary for all the potential candidates for management positions. If the sales are declining, the company must make a way to boost its revenue. If customer buying behaviour is changing, the company must shift its knowledge to fulfil the need of it. This analysis is crucial for future development and sustainability of the business (Sharma, 2007).

[bookmark: _Toc8594878]Knowledge Management Cycle
	The process of converting information into knowledge within an organisation is called knowledge management cycle. There are four stages of knowledge management cycle which are knowledge acquisition, knowledge retention, knowledge transfer and knowledge application which are illustrated in the figure 3 below.
Knowledge Management Cycle

Figure 3
[bookmark: _Toc8594879]Knowledge Acquisition
	Butterworth (2005) argues that the means of capturing and sourcing knowledge from external sources is called knowledge acquisition. This is important to remain competitive in the market. The sources could be from competitors, suppliers, partners, consultants and customers. 	For example, the company can employ new workers to have new ideas through the absorption of existing employees. When it comes to hiring new store manager, the company can hire managers who have previous experience eon managing retail industry. The good thing about this is it may bring other way of doing things that may be more efficient than the existing system at Tesco. Different backgrounds and work experience of its workers are going to bring new knowledge in the company. Trainings and development of its workers are external by sponsoring an employee to study or to be trained on its field of expertise. Hiring a consultant may save the company on bad investment. This may cost a lot of money and the absorption of the information is essential. Sometimes it needs to codify the information for practical purposes. Moreover, knowledge can be embedded on purchasing machineries and equipment. The provider of oven or coffee machine at Tesco has an instruction on operating it properly. 
	There are times that knowledge is embedded in a codified form. An example to illustrate this is the type of acquiring knowledge from purchasing of service from Dunnhumby Ltd which is a customer science company, employed by Tesco during 1990s to create a databank of customer information through Tesco Club Card. To acquire a club card, the potential customers must fill in his/her personal information like gender, age, address, number of people in your home and even dietary requirement in household. Every time the customer presents the club card to a checkout, the grocery items purchased is gathered along with the location, time and date of transaction. In return for swiping or scanning the card, customers are given rewards for points and even discount by giving a discount voucher for the customer. Moreover, the company even sends a tailored advertisement thru the email of the customer. Dunnhumby are analysing data of about 700 million customers worldwide to observe buying behaviours of its customers (ClubCard, 2019). If there is a price changes, the company can analyse the effect on its customers. The company can stock more items if the products are more in demand or stock less for the items not selling well. The space can be utilised for other grocery items. Tesco could also devise another way to promote its products by reducing the price or increasing its quality. Together with the demography of the area, customer data from Tesco club card would make the company to make a strategic decision to enhance store performance and efficiency. 

[bookmark: _Toc8594880]Knowledge Retention
	Knowledge retention comprises on how to capture knowledge in the company for future used. This is the place where knowledge can be accessed. The real challenge for Tesco is how to promote retention of its crucial knowledge. One of the barriers of knowledge retention is losing key employees and it is not easy to capture their knowledge. Knowledge retention should be related with the operation of the management on how to deal with it. The company may transfer his/her tacit knowledge into explicit knowledge by documenting or write down of what the key employees know. On the other hand, a potential successor can shadow a key employee and learn what is valuable to the organisation. another program to retain the valuable knowledge is to offer a consultancy position for key employees and train individuals to tretain knowledge within the organisation. For example, an IT expert is working in the company for many years. He is leaving the company in few months and the key worker is leaving together with his skills and experience inside the company. It is important for the company to retain his knowledge on the IT department. There are various methods to retain the knowledge in the company by shadowing the key employee and document everything for future use. Training and development should be the focus while preparing for the key worker to leave. However an additional program can be implemented to have a knowledge retention such as implementing reward system to sharing knowledge, enhancing teamwork, develop mentoring program, job rotation, training and development program. 
	When it comes to storage and protection of database after acquiring, it is crucial that it can be accessed only by key employee.  The database that has been acquired through Tesco club card and the customer online account need to be secured. If it goes to the wrong hand, the consequences are grave to the company and to its customers.  Customer data is a powerful tool, but breach of privacy may cause the company financially and its reputation. If it goes to competitors, the worth of the information may be reduced. 

[bookmark: _Toc8594881]Knowledge Transfer
	Knowledge transfer occurs whenever knowledge is diffused from one individual or group of individuals within the company. It could be transformed through socialisation, education and learning. Tesco have a central role on transferring knowledge within the organisation. If the transfer goes beyond the organisation, it may not be beneficial to the organisation. When knowledge transfer happens, one party acquires valuable knowledge. The recipients must have absorptive capability. The transfer of knowledge involves a learning process to be successful. Trust and motivation are factors involved in knowledge transfer. For instance, cross training with different department might diffuse different skills in the organisation. this might be useful for emergency purposes or promotions (Suliman, 2013).
	Technology and knowledge transfer can be facilitated through the exchange of data. It could be distributed through the touch of a button but for security purposes, it needs to de codified. The growing accessibility of technologies like videoconferencing, email and virtual project room make tacit knowledge transfer possible even without face-to-face communication. However, there might be issues on trust because of lack of human interactions. Training s could be done in the web portal of the company. Watching videos are now integrated in the formal structure of giving instruction (Jennex, 2014).

[bookmark: _Toc8594882]Knowledge Application
	Jennex (2014) argues that knowledge acquisition, knowledge retention and knowledge transfer would be useless if it is not used for the advantage from the company. Knowledge application is when the availability of knowledge is utilised on decision-making and execute the decision. It gives the company a sense of direction and routines to solve an issue. The manager can assess the store situation and decide on resolving issues. For example, the manager can do the schedule by considering the skills needed for each department. Another example is when the bakery is short of staff, if the manager has a training on the bakery, he could lend a hand.
	One of the things that revolutionised the success of Tesco is its Tesco card loyalty scheme. Together with the monitoring of sales and the buying behaviour of it customers, the company can decide on its inventory, stocks, number of employees, advertisements and even on strategical planning of the company. The company may observe the buying behaviour of its customers. For example, if the customers are regularly buying baby products, Tesco is going to analyse its data and make a decision on offering varieties of items for babies. Another example to illustrate it is when a customer is regularly buying cooking oil and it suddenly stops. Tesco can offer vouchers for it or analyse the reason behind it if the product has a price increase or the quality of it is not good. However, more research needs to be done because the reason might be external factors such as competition, moving a house or financial reason. Moreover, if there are many cases for this, it is more likely the reason is not personal but it can be resolved by the company itself. Another case is on its inventory, the availability. All warehouses have capacity and some items have short shelf life. With this reason, it is vital to order correctly. Overstocking may not be practical because the capacity is limited and it involves more labour hours. On the other  hand, if the stock is not sufficient, availability and sales may be affected. Since orders are practically a daily operation, it is strategic to make the order correctly. However there are some barriers like theft, waste disposal and customer feedback. The manager need to consider this by putting in the system on lost, damage, broken and disposed goods as a part of inventory for decision making. 
	Tesco has a centralised IT department. Every transaction has been recorded from the till. With these transactions, customer can also utilise Tesco cards form analysing a personal buying behaviour of an individual. Moreover online transaction can also be observed on change of  platform use for shopping. With all the data gathered from the transaction, orders can be automated and the sales target can be projected. Based on this data, the corporate management can send report to a particular store its sales target and the maximum number of labour hours needed with respect to the sales of the company. Monitoring and controlling can be done on its waste disposal. The waste disposal must be proportional to the sales. If the store is not meeting its target, there is something wrong on the people working on it. Most likely, it has not been rotated or reduced on time. With so many stores to manage, an automated system to monitor and control grocery items is beneficial to the company.
[bookmark: _Toc8594883]Knowledge Management Barriers
	There are many challenges that need to be considered on the flow of KM. The challenges could be security, getting people motivated, keeping up with technology, trusting each other and keeping the data accurate. For example, in terms of security, knowledge should be protected and can be accessed only with employees who have proper credentials. With respect to getting people motivated, job satisfaction must be enhanced. Furthermore, the technology in the company must be updated. Trusting each other is important for the transfer of knowledge and the source of data must be reliable. If all of these barriers are to be addressed. Knowledge flow would be smoother that leads to efficiency and productivity of the company. 

[bookmark: _Toc8594884]Recommendations
	When Tesco launched the Tesco loyalty card, it revolutionised the performance of the company. However, during recent years, there is no innovation on its club card to gather customer data. As a result, many people are not utilising it every time they purchase from the store. This might give incomplete data. The company could partner to many businesses not similar to Tesco to utilise Tesco card for vouchers like cinema or restaurants. There are also instances that customer service assistants on the till does not ask or recommend Tesco card for its customers. Another way to retain skills or talents are increasing the pay of its workers to prevent key employees to go to its competitors. Furthermore, the corporate management needs to put more emphasis to modernise the technology considering that knowledge management plays a vital role for the success of the company. There should be a culture of trust and respect to maximise knowledge management cycle within the organisation.

[bookmark: _Toc8594885]Conclusion
	An application of good knowledge management at Tesco, the company may increase productivity and improve its performance. Data is just a random number or letters. Once data has been processed, it has a meaning and it becomes information. With the combination of experience and information, knowledge can be acquired on how to utilise the information to give the company a competitive edge. Wisdom is the practical application of the knowledge. Knowledge assets are the driving factors of a successful organisation. It could be from people, system or process. K-needs analysis is determining the knowledge gap and resolving it for strategic purposes. There are four stages of knowledge management cycle which are knowledge acquisition, knowledge retention, knowledge transfer and knowledge application. The barriers for information flow need to be managed to have a smooth operation of the business. A deeper understanding on knowledge management would make the business to have a competitive edge in our modern era.
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