


[bookmark: _Toc13654101]Executive Summary
This report will delve into the importance of knowledge management within the future impact of BREXIT on the current markets in the PESTLE environments. This report looks at M&S and Dominos SWOT of their knowledge management, and focusses on Dominos Knowledge Management system using the Knowledge Management Value Chain. The report concludes that knowledge management is a vital aspect for any organisation as it allows all employs to develop their skills, knowledge and ability in the organisation. It is evident that all information is not knowledge and that knowledge must be applied correctly to be useful. An area of development for Domino’s is communication in the organisation, as limitation in communication between management and individual stores has been identified.
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[bookmark: _Toc13654102]1.0 Terms of Reference
This report will delve into the importance of knowledge management within the future impact of BREXIT on the current markets in the PESTLE environments. Certain companies are expressing interest in migrating and investing to European cities, in countries such as Germany and Holland as they believe that the present knowledge and talent will be able to be properly progressed to maintain market leading status. 
Government are not the only group that is concerned about the loss of key people within the sector. High street banks, retailers, manufacturers and public sector organisations may see a lack of competitive advantage over UK or world competitors for resources such as human, physical and financial.
This report looks at M&S and Dominos SWOT of their knowledge management. Then, it will be focused on Dominos Knowledge Management system, and Knowledge Management theories will be applied. Next, HR will be looked at, and recommendation on the gap of knowledge management will be given.
The report was compiled by Knoviq limited submitted 12 July 2019.


[bookmark: _Toc13654103]2.0 Procedure
To compile this report, books, journals, and online sources were used.
An interview was conducted with M. Walker, store manager of Dominos Neath, on the knowledge management value chain  
Dominos annual report and corporate website were used to get company information.



[bookmark: _Toc13654104]3.0 Findings
3.1 [bookmark: _Toc13654105]Introduction to organisations 
[bookmark: _Toc13654106]Domino’s pizza, Inc.
Domino’s pizza is a food service industry that was established in 1960 in Michigan, USA by James Monaghan, Tom Monaghan and Dominick DiVartin. It had a net worth, as of January 1st, 2017, of $214.68 million. In Britain, the first Dominos franchise to open was in 1985 and now has grown with over 1,100 Dominos shops (Dominos, 2019a).
Location
The headquarters is in Michigan. USA. The number of Domino shops worldwide is 16,000, in more than 85 countries (Dominos, 2019b).
Staff Profile
The key people are David A. Brandon (Chairman) and Richard Allison (CEO). The number of employees, as of January 1st, 2017, is 14,100 (Bloomberg, 2019).
The job qualifications required in a Dominos:
· Store manager- will need GCSE and experience £10 .50 per hour.
· Customer Service Assistant- will need GCSEs. Min wages
· Pizza Chef- will need a Food hygiene certificate, and in-store training is provided.
· Delivery driver- will need a clean licence, in-store training is given.
· Front- End Software Development Team Leader- will need a BA degree in graphic design and understanding of the SOLID Principles of software development. £  Negotiable
· Store Ordering Co-ordinator will have experience of working with Microsoft Dynamics AX   £22000.00 - £23000.00 per annum
· Data Warehouse Developer Having experience of working as part of a BI / Data Warehouse team. £49000.00 - £50000.00 per annum
(Dominos, 2019c).
 [image: ].
Source: (change work now, 2019).
This is a job advert for in Store Crew. As it shows, Dominos value people who are hardworking with a positive attitude and the willignsess to succeed, rather than formal education.
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Source: (change work now, 2019).
This is a Store Manager job advert. This also shows in a higher rank of employment, where they value experience over qualifications.
[image: ]
Source: (change work now, 2019).

This is an application form for Dominio’s jobs. This is the same application for higher and lower roles employees.
It says about the company that they value hardworking, motivated people who are willing to achieve and thrive in the workplace, and value people not the qualifications.

SWOT of knowledge management
	Strengths
The convenience of digital ordering, and improved home entertainment – which give a large volume of customer information
Moodle pages.
Dlearn.
Tacit Learning, through training.
Give employees to grow and get promoted 
	Weaknesses
A breakdown in communication, between head office and shop staff.

	Opportunities
Continued growth in digital ordering channels.
	Threats
Staff leaving with embedded knowledge.






[bookmark: _Toc13654107]Marks and Spencer 
Main activities, overview
Marks and Spencer (M&S) is a retail industry, and is a public limited company. It was established by Michael Marks in 1984, as a market stall in Leeds, and has a net income of £37.3 million, as of 2019. In 1894, Marks and Spencer went into partnership with Thomas Spencer, and this is how Marks and Spencer was invented. The brands Marks and Spencer uses are: Per Una, Autograph, Limited Edition, Blue Harbour, M&S Collection, Classic and M&S Energy and M&S Bank (owned by HSBC) 
(Marks and Spencer, 2019).
M&S Company is built on providing core value of quality, trust and high level of service for customers.

Staff profile
The key people are Archie Norman (the chairman) and Steve Rowe (Chief). The number of employees, worldwide, as of 2018, is 80,787.
M&S employ a diverse number of employees that provide a variety skill and all kinds of backgrounds. M&S have created a work placement program which aids people who have certain obstacles in getting employed. For example, single parents, homeless people, people with health conditions and disabilities. They help employees to lean, grow and develop 
Customer service Assistant wage range: £7-10 per hour- will need GCSEs
Section Manger wage rage £21k-32k pa- will need a MBA.
Store Manager Wage rage 26k-67k pa- will need a degree.
(Marks and Spencer, 2019).

Location
The Headquarter is in London. There are several other locations of the Marks and Spencer shop, as the number of shops this year (2019) worldwide is 1463 (Marks and Spencer, 2019). Most of the shops are in the United Kingdom.

SWOT of knowledge management
	[bookmark: _Hlk12376692]Strengths
In 2003, Marks and Spencer rolled out a knowledge sharing portal, across the company in 600 IT departments. This helps by improving communication, and easy access of information, through the hierarchy system.
	Weaknesses
The staff leaving with embedded knowledge without training his replacement.

	Opportunities
Knowledge Management is an important part of customer relationship management. Using a KM system will help Marks and Spencer track how customers shop and any difficulties they may face, and how they interact with products and services.
	Threats
 Marks and Spencer spend money and time into creating new ideas such as Meal Deals, once successful other companies opted to do the same.


[bookmark: _Toc13654108]3.3 Knowledge management value chain
Knowledge management highlights some certain features of an organization, such as the transfer, application of knowledge, structured development and dissemination. The Knowledge Management Value Chain model was developed by Mathieu Weggeman to be utilised by the management of an organisation’s knowledge (Berends et al, 2011).
[image: https://www.toolshero.com/wp-content/uploads/ToolsHero_Knowledge-management-Weggeman.png]
3.3.1 [bookmark: _Toc13654109]Mission, Vision, Goals & Strategy
Domino’s Pizza Business Vision and Objectives of the Company has a mission which is to maintain the high standards and reputation of the customer service and delivery of pizza throughout its international business chains, providing the best customer experience and product service that can be supplied. 
Dominoes vision is straight forward, they aim to be the best rated pizza business globally in all areas. 
For the investors and entrepreneurs, this means producing a service that provides the highest amount of reward and sustainability in the sector by constantly adapting to the changing environment in their products, partnerships and processes (Dominos, 2019d).


3.3.2 [bookmark: _Toc13654110]Knowledge Development
Available Knowledge
Staff details- This is general information such as their age and where they live. HR will know this about each staff member.
Staff knowledge- This is knowing the staff capabilities and knowing what each staff member can and can’t do.
Data – for example:
· Customer details- This is information on their customers such as how they pay what is popular with customers etc. 
· Sales- This comes down to how much money is made, what the annual sale figures are and where the money is being made.
· Finance- This is the cost of products and then the profit made upon each sale.
· Products- This is what is sold by the company.
· Ordering methods- These are the different ways to order the products such as through the app, online and over the phone.
· Delivery- This is just the way the product is delivered, generally through delivery drivers (cars and motorbikes). Products can also be collected through the store.
· Local info- This is information differs from store to store, with what days being busy in different locations and what products are sold most in different areas.

Knowledge inventory
The definition of Knowledge Inventory is the use of stock taking to pinpoint the knowledge assets located in the business. This process includes the specific and knowledge sources which are very difficult to identify.
Within Knowledge Inventory it is key to use knowledge that is readily available and then further develop it so that it is more of use. With so many sources of knowledge it is also imperative to collate all this information and decide what information is useful. When this is decided it would help massively to organise this data into discrete categories so that it is easily accessible and therefore can be used when it is needed. Knowledge inventory is not just explicit but also tacit knowledge with information embedded into staff knowing how Dominos is run, for example knowing that on Friday afternoon can get busy so that they should stock up.
Some of the aspects of Domino’s knowledge inventory include: websites, annual reports, Moodle, Dlearn and the training given by staff.
Here is an example:
The head of Jarche Consulting, Harold Jarche, defines personal knowledge management (PKM) as a “set of processes, individually constructed to help each of us make sense of our world and work more effectively” (Learning Solutions Magazine, 2019).  PKM is key to an organisation’s knowledge management as employees must integrate with the culture of the business in order to succeed. Domino’s offered Jarche a collaboration on a project that would show a cross functional group to the notion of PKM and put these ideas into use (Learning Solutions Magazine, 2019). This shows that Domino’s invest in their staff and value their staff’s experience and knowledge.

3.3.3 [bookmark: _Toc13654111]Knowledge sharing
Sharing knowledge can improve the staff by training them to work better and faster.
Domino’s use a Learning Management System (LMS) called Moodle to share knowledge (Webanywhere, 2019). Staff at any level can access the Moodle to share their views on how to do any aspects of their work better, and learn from other employees. The system is widely available to staff through the Electronic Point of Sale system in all stores. Each employee has their own password to access Moodle so that they can share their own views (Webanywhere, 2019).
3.3.4 [bookmark: _Toc13654112]Applying knowledge
Applying the correct knowledge to training staff is key to have successful employees by give them formal knowledge constructed in accordance with known rules and procedures (Robinson et al, 2004).
Staff are formally trained through Dlearn, which is an online training system which uses video and text to train users in, for example, health and safety, pizza making and customer service (Walker, 2019). After online training, staff shadow a senior employee to make sure that they understood the module and can do the task practically.


3.3.5 [bookmark: _Toc13654113]Evaluating knowledge
The employee has three months’ probation, allowing them to showcase their knowledge and their ability. If they succeed the expectation, they will start more permanent based work, however if they do not meet to the standard after the training and knowledge, learnt from Dlearn and hands-on approach, the staff will ask either ask for improvement or the employment will be terminated (Walker, 2019).


3.4 [bookmark: _Toc13654114]Supporting systems i.e. IT
TECHNOLOGY & ONLINE:
Dominos have done well to keep their company innovative and tech savvy by featuring online ordering in over 75% of their stores internationally. Using the online system AnyWare gives the customers 15 digital ways to order, allowing to order almost anywhere at any time. The practicality shows as Dominos generates more than 65% of their sales via digital ordering. Along with the practicality for customers it also reaches a wider audience and generates are larger number of sales because of it (TechCrunch, 2019).
Dlearn
In order to make significant savings, Domino is using DLearning as a tool to ensure ways for saving to occur (Knight and Howes, 2003).

3.5 [bookmark: _Toc13654115]The six knows 
Amidon and Skyrme (1997) created the six knows, which can be used for applying knowledge. 
This framework has been used to support and identify certain areas essential to performance.
Know how - the ability is to perform a task people can understand better and therefore be able to relay the information instead of learning from a handbook.  Knowledge how coincides with knowledge development in Weggeman’s theory. A flexible learning portal that is applied in Dominos is called Dlearn which allows Domino’s employees to develop their knowledge as part of the global community. Domino believe training is essential for success, therefore the company provides personalised learning experiences as this will cater to the different learning abilities and suited to the relevant platforms. All the training is monitored and recorded, this will support management as they will be able to access required information and utilize the information, 
Know who is an aspect that delves into the ability to communicate with the correct people. As well as, being able to handle specific problems and knowing who to ask. This understanding correlates to knowledge sharing in Weggeman’s theory. For example, if the staff want to arrange holidays they will have to know who to contact – generally the store manager. This hierarchy allows knowledge to pass through the staff and get to the right people.
Know why investigates the value system and the purpose of the organisation. The company find ways to satisfy customers and according to Weggeman’s theory this would be suggested as applying knowledge. Regarding Dominos, they aim to become the number one pizza chain. This goal drives decisions about providing the best possible customer service and training highly efficient staff.
Know that demonstrates the importance of training, with these formal channels, employee are able to develop or learn the required skill for their position. As suggested in the previously, Domino is highly invested in the quality of training and provide the Dlearn training gateway as it is easily accessible and fast paced for all employees to access. 
Know when the ability is to navigate knowledge gained and utilise in the correct manner. This would be observed through daily task and initial observation. The store manager must know when a member of staff is improving or if the training isn’t working. They must decide when to keep staff on or promote them.

3.6 [bookmark: _Toc13654116]Blacker
Blacker (1995) modelling knowledge can be applied to Knowledge development. REF
Embrained Knowledge is from external and internal knowledge sources covering both tacit and explicit knowledge. An example of this is regarding Domino is to apply the skills gained to practice and ensuring that all aspect of the job role is met. 
Embodied knowledge is storing the information in specific and easily retrievable physical formats and in people through training.
Enculture Knowledge is using appropriate knowledge transfer is practical problems of transferring knowledge from one part of the organisation to another- Domino modelling expectation by having staff shadowed by more experienced staff.
Embedded culture refers to the knowledge that is secure in processes and structures. Knowledge is embedded either formally through management. The challenges in managing. Embedded knowledge- Observation, Moodle, Dlearn module and 3 months observation (Hajric, 2019).

3.7 [bookmark: _Toc13654117]Explicit and Tacit Knowledge
Nonaka and Takeuchi (1995) explored Explicit and Tacit Knowledge, which can be used for knowledge sharing. 
Explicit Knowledge is the ability to have access to knowledge and that the information stored; and that the knowledge is reviewed, updated or discarded. It is considered simpler in nature and cannot contain the rich experience of know-how. For Domino’s, due to the increase in technology it is crucial that employees are aware of the continually changing ways of ordering and being able to know how to use these formats. Domino’s share explicit knowledge by online by using the Dlearn system to train employees in relevant skills and knowledge. 
Tacit knowledge is a knowledge that refers to intuitive as it is experience based. Tacit is the most valuable source of knowledge. As through practice employees gain experience and then become a value member in the organisation. It is important that the employees are aware of their role and know how to be successful through practicality. Through the various training programs, such as the mentoring and shadowing, more experienced employees are able to share knowledge through demonstrating a range of relevant skills (Praxis, 2019). 
3.8 [bookmark: _Toc13654118]Wig
Karl Wig (1997) was one of the first to acknowledge and work with knowledge management, he was also one of the first to use this to put together a series of texts that were managed related on a certain topic. The structure Wig uses is through three pillars and a foundation. He suggests that the foundation of knowledge management is made up on the way knowledge is created, the way it is used for problem solving and how it is manifested cognitively as well as in culture and technology. On top of this foundation he puts three pillars which are the exploration of knowledge, its value assessment and its active management (innovators, 2019).
Along with this Wig also talked about the four success factors; the factors include, knowledge and resources, opportunities, environment and motivation. There have been many studies that have proved with good motivation to the employees, productivity increases (Armstrong and Baron, 2004; Martin, Whiting and Jackson, 2010). With an increase of productivity from each employee results in a more successful company or business. 
Domino understand the importance of acknowledging praise to their employees, as Wig suggested this is one aspect of future proofing their employees. All positive reinforcements will lead to better workers and the willingness to strive for excellence. This will not only provide success for the employees but the company too. The Global Awards is an annual awards ceremony, granting recognition to the franchise team members that succeed in having incredible sales with astonishing work put into their jobs. By providing recognition like this, employees will feel content in the organisation they work for as they know that their work will be acknowledged and rewarded. 

3.9 [bookmark: _Toc13654119]The role of HR in knowledge management
Domino’s gather their information from its MIS and HR departments through staff training programs in order to inform and educate their staff with the vital aspects of their job roles. To ensure a raise in performance and sales level in the company. It is vital to apply this form of knowledge management as a professional practice as everything throughout the company can be monitored.   

3.10 [bookmark: _Toc13654120]Knowledge Gap
Higher management conduct four store inspections per year, mainly for health and safety, but there is limited communication otherwise. The communication and especially direct communication between the Head office and staff are very limited which causes problems such as the staff not being able to retain information from the head office, resulting in loss of key knowledge for the staff. There is a lack of communication throughout the organisation and therefore a lack of awareness. Due to this issue, some franchise have begun to create social media for a form of communication throughout the company. By doing so, has built an area of sharing knowledge as well as building a community amongst employees. However, the higher management have still not amended the lack of communication which is needed for any establishment.

[bookmark: _Toc13654121]4.0 Conclusion
In conclusion, knowledge management is a vital aspect for any organisation as it allows all employs to develop their skills, knowledge and ability in the organisation. The organisation also benefits from this as they can see the areas that are working and areas which required changes. All the data gathered is utilized to strengthen the company. From this, it has been evident that all information is not knowledge and that knowledge must be applied correctly to be useful. An area of development is communication in the organisation, as limitation in communication between management and individual stores has been identified.




[bookmark: _Toc13654122]5.0 Recommendations
The recommendation will be to bridge the gap between head office and staff, this is as the communication between the two is poor, with Head Office only visiting their shops a mere four times a year, two of the visits only to check the health and safety. With direct communication from the head office so limited many of their requests and key information could be misconstrued resulting in staff not being able to effectively implement these ideas. Along with this staff may begin to feel undervalued because of the little attention they receive. 
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