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[bookmark: _Toc56670839]Introduction
Knowledge management refers to the proper flow of knowledge and information in the business. Almost every organisations are depended on the information; whether it is customer’s information, whether it is internal. Depending on the flow of information, the businesses operate their activities in the industry. The report thus shows the various aspects of KM practice in Zopa and how they are utilising IT and KM practice for sustainable competitive advantage in the market. 


[bookmark: _Toc56670840]1. Necessity of information systems for Zopa
The information system is a cohesive system of collecting, storing and utilising data through various processes to achieve the goal of the individual or business through providing relevant information (Milne and Parboteeah, 2016). The modern business data can be collected from the customers surfing on the website, cookies and surfing behaviour. In the case of P2P businesses such as Zopa, a P2P lending company, information of the borrower and lenders plays a key role in managing and operating the business. 
[image: Zopa Review for Investors (Peer-to-Peer Lending) - Foxy Monkey]
Figure 1: Business operation of Zopa (Bholat and Atz, 2017)
For safeguarding the lenders, Zopa collects past credit information of the borrower from different sources. In the initial stage, the company conducts soft credit search using their two credit reference agencies named – Equifax and Callcredit which provides the past borrowing information of the individual. Using this, the company can predict the chance of approving the loan and the estimated interest rate that could be demanded by the lender. After the initial stage search, the borrower’s application of loan comes into consideration and the hard credit search is done through TransUnion agency which cumulates the credit information and files for the lender's review (Bishop, 2020). 
If the lender and borrowers become willing to facilitate others through loan and interests they go into an agreement of loan for the desired period. Zopa collects the service fees from both the borrower and lender as the repayment goes through the ISA of Zopa account of the clients (Wang and Kogan, 2018).  In the whole process of the business, being an online company, Zopa has to mainly rely on the information of the clients to serve their needs. Thereby managing the information system is one of their major tasks in their daily operations of the business. So, the information of the clients helps the businesses by –
· Connecting appropriate borrowers and lenders. 
· Helping the borrowers to get their loan. 
· Classifying the risky borrowers from the less risky ones. 
· Safeguarding the lenders from defaulted borrowers. 
· Managing the database of their client’s information. 
· Setting the service fees for the clients. 
· Maintaining the reputation of the business. 
Zopa is depended on the credit-related information of the borrowers and lenders using which the company associates them at the desired rate which the parties think suitable for them. Using the appropriate information system, they can manage a large amount of data of the clients which helps them to make a crucial decision for their business. 
[bookmark: _Toc56670841]2. Evaluating the information systems of Zopa
In the business environment, information systems refer to the processor model with which the companies gather the data of the customers, process and summarise them in a way that becomes meaningful to the individual. In the online P2P lending business, information system plays a great role in managing and delivering the right pieces of information to the right person (Barberis and Arner, 2016). Among the various types of information systems available, Zopa uses three types of systems. They are given below. 
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Figure 2: Types of Information Systems (Borchardt, Kwast and Weigel, 2014)
The transaction processing system (TPS)
TPS are the daily information of the clients that are provided to Zopa by the individuals. For example, the number of people applies for a loan on the website of Zopa are managed using TPS to help the manager in making detailed information to make it available to the lenders. 
Management information system (MIS)
MIS refers to information that is more summarised and direct retrieved from the TPS and delivered to the dedicated parties. In the case of Zopa, the summarised information of the borrowers regarding their worthiness accumulated from the credit reference agencies is delivered to the potential investors to evaluate their investment opportunities. 
Decision support system (DSS)
DSS focuses on the detailed information about the individuals that assist the top management to make a major decision for the company. The internal information of the TPS and MIS are gathered in detail so that the CEO of Zopa can make innovative changes in their business. These types of information are more explicit in that it gives the market research information of the target market using their usages of services and feedback of the individuals (Gonzalez and McAleer, 2014).  
Executive support system (ESS): ESS is the upper-level information of the customers of Zopa that are the accumulation of TPS, MIS and DSS. Such market research information collected and managed through DSS are the key factors of making major business decisions. ESS is especially summarised for the CEO and top management of the business. For instance, using the ESS, the CEO of Zopa planned to open a new bank under the UK bank licences as the demand for their service increases over time. 
Describing the input, processing and output of MIS
Every information system collects the data as input and processes them for final output. In the case of Zopa, these steps are described below for their MIS. 
Table 1: Input, process and output of MIS in Zopa
	Inputs
	Processes
	Outputs 

	Credit history of borrowers from credit agencies (e.g. Equifax, Callcredit), borrower’s basic personal information (e.g. name, address, credit amount etc.).
	Verifies the information and do a hard search through TransUnion agency to evaluate the creditworthiness of the borrower. 
	Creates a credit profile of the borrower for stakeholders (e.g. potential investors). 

	Credit profile, borrower’s information, information regarding the application of the loan.
	Manager evaluates the applications regarding their creditworthiness, classify them and make them comprehensive for the investors.
	Matches the potential investors with the borrowers who need the loan at their desired price. 

	Transaction records, the customer’s history of credit and the investor’s information.  
	Based on the transaction information (e.g. the loan transaction), the manager charges fees for Zopa’s service. 
	Deducts the service fees from what the borrowers pay and the investors receive as a source of revenue. 




[bookmark: _Toc56670842]3. Explaining the reason for different functions and levels in the structure of Zopa
The organisational structure is one of the most important matters of the business that sets the authority of the employees in a business. Generally, there are four types of structure – functional, product, customer and geographic structure (Ahern, Leavy and Byrne, 2014). As a P2P lending company, the business has to maintain the functional structure where the employees are divided based on their expertise. 
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Figure 3: Business model of Zopa (Wang and Kogan, 2018)
The major reason for maintaining the structured and functional business hierarchy is to manage their large database of information of the clients optimally.  Zopa collects credit information of the borrowers and creates a credit profile based on the assessment of the validity of the information (Olson, Johansson and De Carvalho, 2018). After that, that information is transferred to the lenders who considered as potential investors of Zopa. By maintaining different levels and functions such as – HR, finance, marketing, accounting and R&D, Zopa tries to provide continuous services to the people.  
For instance, the HR department of Zopa helps to manage the manpower of the organisation, operations manager helps to gather and validate the credit information of the borrowers, the sales manager advertise the service of Zopa, R&D provides market information that the top management can use to generate a strategic plan for the business. The operations manager has to a lot of work from gathering the information of the clients to making it comprehensive for the potential investors (Emekter et al., 2015). By dividing the different functions of the business, Zopa can manage their information and use it in an optimal way to provide continuous service to their customers.
Ways in which computer-based information system can support the managers of Zopa
Computer-based information system (CIS) refers to the use of computer and its components to gather, process and deliver a relevant piece of information to the managers and clients. Some of the benefits of CIS in the operations of Zopa are pointed below. 
· Using the CIS, the manager of Zopa can manage their data in a centralised form meaning that they can collect and access the data of the clients from the one-stop location. Examples of central database solutions are MySQL, Microsoft SQL, and PostgreSQL (Milne and Parboteeah, 2016). 
· As CIS can store millions of data with accuracy, the manager can store the data and use them later for analysis purpose of the business. Also, using this system. The analysis and calculation of the service fees become accurate and fast at the same time. 
· The computer can continue doing repetitive tasks for an infinite time without getting bored like normal people. So, the repetitive tasks such as promotional emails, service fees calculation (if it was predetermined as a percentage), recording the employee’s entry and exit information etc. can be stored easily with computers. 
· CIS are more reliable than in some particular tasks where normal people can be tired of doing that again and again. In the case of Zopa, recording the loan request and filing the credit information submitted by the borrowers can be recorded with zero error (Gonzalez and McAleer, 2014). 
[bookmark: _Toc56670843]4. Discussing Zopa’s potential knowledge management challenges and recommendations to strengthen them
Knowledge management (KM) is an integrated approach to identify, capture, evaluate and share the information assets of an enterprise. Upon successful management of knowledge in an organisation can lead to greater success for that organisation (Howard, 2020). In the case of Zopa, KM plays a very significant role as the P2P lending company is most reliable on the IS of the company. However, some potential challenges can be faced by Zopa in KM which are illustrated below.
Ease of access issues
In KM of Zopa, the information flows from the lower to upper management of the organisation. Having vast information of the clients makes it complex for a proper flow and ease of getting the proper information for decision making in KM of Zopa. Thus, it also hinders the knowledge sharing of the peer groups (Lin, Prabhala and Viswanathan, 2013). 
Changing technology issues
As the technology is advancing day by day, Zopa has to adopt new technologies to make their service fast, reliable and accurate to the customers. The frequent change in technology makes it harder for the employees of Zopa to adopt the new machine in their internal KM. 
The environment of knowledge sharing issues
In Zopa, the management has to face in creating an environment for knowledge sharing. It is perceived that sharing knowledge contributes to the greater success of the company. The people behind the data management sometimes feel unwilling to collect and stores data accurately and share them to the upper management because of lack of motivation. 
Collaboration issues
Working in a physical place may create collaboration among the teams, but in a remote place, it is not likely to happen. In the current situation, the employees of Zopa have to work remotely which reduces the collaboration of the KM of Zopa.  The increasing number of remote workers in Zopa makes it complex for them to create and recognise their collaboration. 
Recommendations for Zopa
For overcoming the above challenges, Zopa can follow some steps or measures to mitigate these challenges. The recommendations are given below. 
· For solving the problem of finding the right type of information, Zopa can add CIS where they can put the internal knowledge searching section to find the desired information of the individuals. 
· Zopa can also arrange training and coaching method to teach the employees about the new technologies adopted in their organisation so they can better utilise them properly. 
· To encourage people to share their knowledge and experiences, Zopa can ensure the gamification process to identify active individuals in knowledge sharing. By doing this, the manager can identify the most active individual and recognise them for better knowledge and efforts. 
· The manager of Zopa can ensure the collaboration of the employees by clearly identifying different stages of ideation process so that the team members remain updated and engaged with the teams. 
[bookmark: _Toc56670844]5. Evaluating the competitive advantage of Zopa using Porter’s generic competitive strategy 
Porter’ generic competitive strategy helps the organisation to identify the optimal strategic plan for the competitive advantage in the market.  In the case of Zopa, the company has a better record of sustainable management and competitive advantages in the market because of the company’s innovative approaches. Further discussion is supported by Porter’s generic strategy theory for Zopa. 
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Figure 4: Porter's generic strategy (Emekter et al., 2015)
The cost leadership strategy refers to the reduction of the cost or price of the products and services to gain the lion share in the market. On the other hand, the differentiation strategy refers to any kind of innovation in marketing, distribution, production, manufacture or even in the product line that makes the company different from others. However, the focus strategy mainly concentrates on the target market or segmentation strategy to make the new changes available only to a particular segment of the customers (Borchardt, Kwast and Weigel, 2014).  In the case of Zopa which is a lending company based on the online website had got the attention of the borrowers and lenders on the UK. 
The traditional banks require a lot of time to file for the loan and the banks investigate the information of the individual which may take long or short time depending on the bank (Serio, 2020).  With Zopa, the individual can submit their loan request and credit information online without their physical presence at that time. The company allows the lender and borrower to physical confront themselves when they both perceives the deal to be lucrative. The loan amount is transferred to the bank within five working days from the loan approval (Howard, 2020). Being able to serve quicker and interaction between the clients refers to its differentiation strategy.  Also, the cost leadership strategy of Zopa is that it charges less than the bank to arrange the loan for the borrowers which makes it attractive than the banks. 
The use of IS/IT to gain a competitive advantage of Zopa
The extensive use of IT can be seen Zopa as the company was established as an online business. The use of information technology in their business has connected the clients and brought the differentiation.  For instance, the company collects the information e.g. credit information of the borrowers through an online website. Using new technology, the company access and manage the database of the clients, crosscheck them with the credit rating agencies to make digital credit profile of the borrowers (Olson, Johansson and De Carvalho, 2018). 
The investors access their data online and make their decision. The company enables the connection between the lenders and borrowers through the digital database system making it more fast and reliable to the clients. Thus, the use of information technology or system helps them to pick differentiation leadership and achieve competitive advantages.  
[bookmark: _Toc56670845]6. Identifying the benefits of the progress of IT in the KM practice of Zopa
KM practice plays a significant role in any organisation especially for those businesses which are mostly depended on the information provided by the clients and third-parties. IT helps Zopa in knowledge acquisition, retention and transfer process. The benefits of the progress of IT in Zopa are described below from acquisition-retention-transfer perspective of KM practice. 

Knowledge acquisition
Knowledge acquisition refers to the recording of the data and information of the business including the stakeholder’s information (Lin, Prabhala and Viswanathan, 2013).  The term knowledge also refers to the skills and experiences that the team members of Zopa gather while conducting their normal day to day tasks. The daily transactions of the company occur through a systematic database system such as a website through which they collect the information regarding a borrower. It is their first phase of acquiring knowledge about the borrower. 
The online website, blogs, credit agencies and review portals help them to collect the history of the borrowers and investors which is used for further conversion of explicit knowledge for the top-level management.  The use of beacons and cookies of the users, Zopa collects the preferential information of the customers to offer promotional messages to them. Thus, the progress of technology helped them to access the more vast information and knowledge of their customers to make it more comprehensive for decision making. 
Knowledge retention
Knowledge retention refers to the storing and controlling the dissemination of the data of a particular organisation. Zopa uses a flat-file database system such as spreadsheets to stores the valuable information of the clients. Zopa also uses hypertext database system such as the online website of their company to store the data in the cloud server. In technology has advanced and the RDBMS has brought a relationship among the department of the company and the data storage of Zopa. 
The centralised DBS helped them to store a large chunk of data in a small space of the company which lower costs. Besides, the company can use the cloud storage service provided by many IT companies to reduce the space usage of the physical environment of Zopa (Milne and Parboteeah, 2016). The advancement of the technologies thus helped them to save time, space and cost of the company in managing and storing the data which eventually affected the KM practice positively. 
Knowledge transfer
Knowledge transfer can also be referred to as knowledge sharing of the company which can happen in inside and outside the company. The advancement of the technology in communication helped the online lending companies to flourish through the use of “click and share” method of transferring the data to the desired receiver. The types of data collected by Zopa are converted into tacit knowledge from explicit knowledge so that they can be made use for deciding for Zopa. 
The knowledge can thus be shared using email and reports to the managing bodies. The advancement of DBMS helps the top management to access the information from the DB. Using the internal DB, Zopa can transfer the information in no time within the departments of the company. Hence, the progress of technology helps the manager to easily transfer the information and experience within their peer groups. 
[bookmark: _Toc56670846]7. Explaining the implementation of ERP systems in Zopa
Enterprise Resource Planning (ERP) is an integrated system of the business that used to manage the business process from different aspects. ERP systems use the technology to manage the business operations from one centralised point (Olson, Johansson and De Carvalho, 2018). Zopa can use the ERP system in the business to manage its business operations. For example, they can use project lifecycle management to plan for the project and determine the time need for the completion of the project. The use of ERP system and software can help Zopa to manage the information database using the software tools. To manage the data of the customer’s feedback and their queries, CRM software can be used to store and reply to the customer’s queries which lies under the ERP system. 
The advantage of implementing ERP in Zopa is that it will improve the efficiency of the business by optimising the business process, accurately delivering the data, reduction of time, and the elimination of unnecessary data in the DBMS of Zopa (Milne and Parboteeah, 2016). For example, Zopa can reduce the time of applying for loan, validation and approval of the loan within the quick time which will increase their reputation in the competitive market. 
However, there are some disadvantages of which the first is the implementation of the ERP system in Zopa will be costly as they have solely depended on the IT system (Emekter et al., 2015). Besides, the use of an ERP system is difficult for the employees if they do not have the experiences or proper education of operating the ERP software. Zopa, therefore, needs to train the employees about the new ERP software which will further increase the cost of the business which reduces the effectiveness of the ERP system as a whole. 
[bookmark: _Toc56670847]

Conclusion
Managing knowledge is one of the main concerns of today’s business world especially for the business like Zopa. For the appropriate KM strategy, Zopa needs to adopt new technologies which will help them to apply the practice of KM and ensure potential growth of the business. By applying the KM practice, Zopa can achieve a competitive advantage in the market in both a cost-effective and differentiated way.  
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