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Knowledge plays a crucial role in various aspects of life, including personal development, professional growth, decision-making, problem-solving, innovation, and societal progress. Knowledge acquisition enables individuals to expand their understanding of the world, broaden their perspectives, and enhance their critical thinking skills. It empowers individuals to make informed choices, improve self-awareness, and pursue continuous learning. In today's fast changing and competitive business scene, knowledge is widely recognised as a critical asset for businesses. To emphasize the significance of knowledge in driving productivity and overall organizational performance, Peter Drucker (1993) stated, "The most valuable asset of a 21st-century institution...will be its knowledge workers and their productivity."  Nonaka and Takeuchi (1995) suggest that to sustain a competitive advantage, businesses must actively cultivate and exploit knowledge. They argue that knowledge generation and sharing within organisations is essential for innovation and progress.  According to the American Productivity and Quality Centre (APQC), knowledge-intensive organisations outperform their rivals in terms of revenue growth, profit margin, and market share. According to the findings of the study, knowledge-driven practises and good knowledge management contribute considerably to organisational performance. The World Economic Forum's Future of Jobs Report emphasises the growing role of information in the labour sector. It anticipates that by 2025, demand for analytical thinking, creativity, and active learning would be much higher, reflecting the growing importance of knowledge-based skills for businesses. As McKinsey and Company (2017) stated in a report that “Companies that prioritize knowledge creation, sharing, and effective knowledge management are better positioned to adapt to changing environments, outperform their competitors, and achieve long-term success”.  Many companies have implemented knowledge management systems and processes to capture, organize, and share knowledge within the organization. These systems may include databases, intranets, collaboration tools, and knowledge-sharing platforms. By centralizing and making knowledge easily accessible, companies can facilitate learning, collaboration, and innovation.
	During the last decade, the business field began to see and exploit knowledge as a weapon for competitive advantage.  The notion of knowledge management (KM) gained prominence around this time. However, in the twenty-first century, knowledge and, by extension, knowledge management have been a driving force for any nation's social, economic, and educational growth. Because of the benefits it provides, knowledge management (KM) has become a priority for organisational competitiveness and advantage. According to Jelenic (2011), the value of knowledge management in organisations is that it fosters innovation, supports the free flow of ideas, raises revenues, lowers costs, and improves efficiency and effectiveness.

1. [bookmark: _Toc150128727]Company Overviews
1.1 [bookmark: _Toc150128728]Virgin Media
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Description automatically generated]Virgin Media is a British telecommunications company that offers customers in the United Kingdom broadband, television, and mobile services. Virgin Mobile UK joined with NTL: Telewest in 2006 to form the firm, which has since grown to become one of the leading broadband providers in the UK. Virgin Media had around 5.3 million internet users and over 3.3 million mobile consumers as of September 2021. The company also provides a variety of TV services, including Virgin TV 360, a subscription-free streaming service. Liberty Global, a US telecommunications firm with operations in Europe and Latin America, owns Virgin Media. On June 1, 2021, Virgin Media Business and O2 Business merged to form a customer-first business that combines mobile and fixed connectivity services in one location.Figure 2. Virgin Media O2 Logo
Figure 1. Virgin Media Logo

“Our objective is simple: to improve the United Kingdom.” (Virgin Media&O2 Business).


The company also provides mobile services, including pay monthly and pay as you go plans, as well as the latest smartphones and tablets. Other activities include customer support, marketing, and partnerships with various content providers, such as Netflix and Amazon Prime Video, to offer exclusive programming to customers.


Internally, Virgin Media has a strong focus on innovation and technology, continuously investing in its network infrastructure and developing new products and services to meet the evolving needs of its customers. The company also places a strong emphasis on employee well-being and corporate social responsibility, supporting various charities and community initiatives through its Virgin Media Foundation.
Virgin Media uses various knowledge management strategies and tools to manage information and improve its operations. One approach the company uses is to create and maintain a central knowledge base, which contains documentation, guides, and procedures related to different aspects of the company's products and services. This knowledge base is available to employees across the company to help them resolve customer queries and issues efficiently. In addition, Virgin Media uses data analytics and business intelligence tools to gather and analyse customer feedback and usage data to gain insights into customer behaviour and preferences. This information is used to inform product and service development and improve the customer experience.

1.2 [bookmark: _Toc150128729]Siemens
[image: ]Siemens is a German multinational conglomerate that operates in various industries, including energy, healthcare, transportation, and manufacturing. The company was founded in 1847 and has its headquarters in Munich.Figure 3. Siemens Logo


Siemens' main organizational activities include the development and manufacture of products and solutions related to energy, automation, digitalization, and healthcare. The company operates in more than 200 countries and has over 300,000 employees worldwide. Siemens is known for its focus on innovation and technology. The company has a strong commitment to research and development, with numerous research centres and collaborations around the world. Some of its notable products and solutions include wind turbines, medical imaging equipment, trains, and industrial automation systems.
In terms of knowledge management, Siemens has implemented various strategies and tools to manage and leverage information across the organization. One approach is to create and maintain a central knowledge management platform that contains documentation, best practices, and other resources related to different aspects of the company's operations. The platform is designed to facilitate knowledge sharing and collaboration across teams and locations. Siemens also provides employees with access to various training programs and resources, including e-learning modules, mentoring, and on-the-job training. The company has also implemented social collaboration tools to encourage knowledge sharing and collaboration among employees, as well as data analytics and business intelligence tools to help employees make informed decisions and improve the company's operations.

2. [bookmark: _Toc150128730]Knowledge Management System
A knowledge management system (KMS) is a platform or set of tools that are used to manage, store, and share information and knowledge within an organization. KMSs can be formal or informal, and they can take many different forms, including databases, wikis, intranets, and social collaboration tools.  According to Alavi and Leidner (2001), a KMS is "a multi-disciplinary approach to achieving organizational objectives by making the best use of knowledge" (p. 107). A KMS can help organizations to identify, capture, and codify knowledge, as well as to distribute and apply that knowledge throughout the organization. The goal of a KMS is to create a more efficient and effective organization by leveraging its knowledge assets.
There are many benefits to implementing a KMS within an organization. Some of these benefits include:
- Improved collaboration and communication among employees
- More efficient and streamlined business processes
- Reduced duplication of effort and knowledge
- Increased innovation and creativity
- Better decision-making through improved access to information and data
However, implementing a KMS can also be challenging. Some of the main challenges include:
- Resistance to change among employees
- Difficulty in capturing and codifying tacit knowledge
- Ensuring that the KMS is user-friendly and accessible to all employees
- Maintaining the quality and accuracy of the knowledge contained within the KMS
To address these challenges, organizations must carefully plan and implement their KMS. This may involve conducting a needs assessment, identifying key stakeholders, defining the scope and goals of the KMS, selecting appropriate tools and technologies, and developing comprehensive training and support materials for employees (Chua and Goh, 2004).
Overall, a well-designed and effectively implemented knowledge management system can help organizations to better leverage their knowledge assets and improve their overall performance and competitiveness (Liao et al., 2003).
2.1 [bookmark: _Toc150128731]KMS of Virgin Media

One of the approaches Virgin Media O2 uses is to create and maintain a central knowledge base, which contains documentation, guides, and procedures related to different aspects of the company's products and services. For example, the knowledge base may contain articles on how to troubleshoot common customer issues or how to implement new features of the company's products. The knowledge base is available to employees across the company, including its customer support teams, to help them resolve customer queries and issues efficiently. Virgin Media O2 also fosters a culture of continuous learning and development by providing employees with access to various training programs and resources, including e-learning modules, coaching, and on-the-job training. Employees are encouraged to share their knowledge and expertise with each other through internal communication channels and collaboration tools, such as social media and discussion forums.
For example, Virgin Media O2 Business programme “Connect More”, that came out with the idea to help the society with digital skills, because in today's increasingly digital environment, 'getting online' is essential to daily living. It can refer to everything from communicating with loved ones to applying for a job, scheduling a doctor's appointment, or purchasing a rail ticket. The programme is delivered by their staff volunteers, who offer their time to help our public sector customers and community organisations acquire digital skills and confidence. Every employee is allowed to volunteer 5 days per year and must complete digital champions training [image: A group of people sitting at tables in a room with computers

Description automatically generated]to assist others through drop-in sessions or workshops.
Figure 4. Virgin Media O2 Business employee volunteer helping to tackle digital exclusion in Greater Manchester

“The initiative is so important to spread digital inclusion and
ensure nobody gets left behind in an increasingly digital world”.
Louis, volunteer from Reading



Also, data analytics and business intelligence tools are also leveraged to gather and analyse customer feedback and usage data to gain insights into customer behaviour and preferences. This enables Virgin Media O2 to make data-informed decisions about its product offerings, services, and customer experience. More, Virgin Media O2 partners with various content providers, such as Netflix and Amazon Prime Video, to offer exclusive programming to customers. This allows the company to stay up to date with the latest trends and offerings in the industry. To conclude, Virgin Media O2 Business's knowledge management strategies help the company to efficiently manage and leverage information, develop its employees' skills and knowledge, and improve the customer experience. 
2.2 [bookmark: _Toc150128732]KMS of Siemens
Siemens is a global corporation that promotes knowledge management through various approaches, including the use of digital tools, data analytics, and organizational culture. Siemens has implemented several knowledge management systems that help the organization in managing and leveraging its knowledge more effectively. 
One of the knowledge management systems implemented by Siemens is a collaborative platform called Siemens Community. This platform is designed to facilitate knowledge sharing and collaboration among employees across different departments and locations. The Siemens Community platform provides access to a wide range of tools and resources, including wikis, blogs, discussion forums, and shared documents. Through this platform, employees can share their knowledge and expertise with each other, ask and answer questions, and collaborate on projects in real-time.
Building information modelling (BIM) aids decision making throughout a construction project's lifecycle. The process-driven improved cooperation collects and organises data, allowing all stakeholders' activities to be coordinated and informed. BIM objects allow for precise digital design planning and analysis. Aside from that, they supply the static data that serves as the foundation for operational efficiency. Their vast range of BIM-data-enriched objects, which contain critical information such as interdependency, interactions, geometry, classes, and attribute linkages, benefits all stakeholders to varied degrees.
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Figure 5. Siemens Building information modelling (BIM) Programme

BIM enables businesses to plan and construct buildings with more knowledge, as well as realise major benefits during the operating phase. All of this improves profitability over the entire building lifecycle, resulting in real benefits for investors, planners, contractors, tenants, and operators.
Siemens uses various data analytics tools to gain insights into its customers and markets. For example, the company has implemented a centralized data analytics platform called MindSphere, which collects and analyses data from sensors and machines used in the company's industrial offerings. The insights gained from this platform help Siemens to optimize [image: A blue and white logo

Description automatically generated]its operations, improve its products, and provide better services to its customers. 
Another tool that Siemens is using is Siemens Xcelerator, which is an open digital business platform that helps companies accelerate their digital transformation more easily, quickly, and at scale. Access a curated portfolio of connected devices and software, a strong partner ecosystem, and a large marketplace.Figure 6. Siemens Xcelerator Logo

Roland Busch, President, and CEO of Siemens AG said: “Siemens Xcelerator will make it easier than ever before for companies to navigate digital transformation – faster and at scale. By combining the real and the digital worlds across operational and information technology, we empower customers and partners to boost productivity, competitiveness and scale up innovations.” 
“Our leading portfolio is transformed towards more open applications, with more cloud-based and as-a-service solutions and IoT-enabled hardware that can be constantly upgraded. At the same time, collaboration will reach a new level with a growing ecosystem of partners.”
Also, Siemens invests in employee development and training to ensure that employees have the necessary skills and knowledge to perform their jobs more effectively. The company offers a range of training programs, including e-learning modules, classroom training, and on-the-job training. Siemens also provides employees with access to a central knowledge management platform that contains documentation, guides, and procedures related to different aspects of the company's operations. Finally, Siemens' knowledge management systems enable the company to efficiently manage and leverage its knowledge assets, develop its employees' skills and knowledge, and stay competitive in its various industries.
3. [bookmark: _Toc150128733]TOWS Analysis
TOWS Analysis is a strategic planning tool that helps organizations to identify and analyse their internal and external factors and develop actionable strategies based on their analysis. TOWS stands for Threats, Opportunities, Weaknesses, and Strengths. Published in a paper called The TOWS Matrix A Tool for Situational Analysis by Heinz Weirich in 1982, TOWS analysis is based on the idea that organizations can develop effective strategies by aligning their internal strengths and weaknesses to external opportunities and threats. Through this approach, organizations can identify their unique competitive advantages and align their resources and capabilities to achieve their goals.
TOWS analysis can be conducted in various settings, including business planning, marketing, and organizational development, among others.
3.1 [bookmark: _Toc150128734]TOWS Analysis of Virgin Media O2 business
	Threats
	Opportunities

	- Heightened competition and pricing changes due to consolidation in telecommunications industry
- Regulatory changes that could limit growth opportunities
- Technological advancements that require ongoing capital investments and innovation
- Cybersecurity threats that could challenge the company's reputation and customer confidence
	- Increased demand for high-speed data and 5G technology
- Growing trend toward remote work and the need for remote communication tools
- Increasing focus on digital transformation of businesses 
- Growing demand for cloud, cybersecurity, and IoT Solutions in business environments

	Weaknesses
	Strengths

	- Dependence on specific regions in the UK for service
- Reliance on key accounts to maintain revenue growth
- Limited international presence compared to competitors
- Slow service expansion in new regions
	- Strong brand recognition and trust in the UK
- Broad range of telecommunication products and services
- Strong presence amongst business-to-business customers
- High-quality customer service reputation



3.2 [bookmark: _Toc150128735]TOWS Analysis of Siemens 
	Threats
	Opportunities

	- Heightened competition in technology and engineering industries
- Potential for disruptive technologies that could impact Siemens' core business areas
- Regulatory pressures
	- Increasing demand for digitalization and automation solutions
- Growing need for data-driven decision making across industries
- Proliferation of cloud-based knowledge management systems
- Growing demand for corporate responsibility and sustainability

	Weaknesses
	Strengths

	- Complex organizational structure that can make knowledge sharing difficult 
- Potential difficulty in codifying and sharing tacit knowledge
- Knowledge management efforts may be siloed within individual business units
- Dependence on legacy systems that can hinder knowledge management efforts
	- Culture of innovation and technology leadership
- Global network of research centres and collaborations
- Strong commitment to employee development and training
- Advanced data analytics and business intelligence tools



4. [bookmark: _Toc150128736]Comparison Analysis 
Knowledge management systems are designed to help organizations create, store, share, and use knowledge and information to improve their efficiency and effectiveness. These systems typically include software tools, databases, wikis, and other technologies that enable employees to access and use knowledge across the organization. Both, Virgin Media, and Siemens have strong KMS within their companies. However, their approaches to implementing these systems appear to differ, with Virgin Media taking a more centralized approach and Siemens taking a more decentralized approach. 
Virgin Media has a centralized knowledge management system that is designed to improve collaboration and communication across its various business units. It has a dedicated team of knowledge management specialists who are responsible for creating and maintaining the system. This system includes a variety of tools and technologies such as wikis, chatbots, and forums that enable employees to access information and communicate with each other.
 	Siemens has a more decentralized knowledge management system that is designed to promote collaboration and innovation across its various business units. It relies heavily on social media and other web-based technologies to enable employees to share and access information. Siemens also has various communities of practice that are designed to promote knowledge sharing and collaboration among its employees.
Ultimately, the effectiveness of each company's knowledge management system will depend on factors such as organizational culture, employee engagement, and technological capabilities.  
5. [bookmark: _Toc150128737]Critical Evaluation of KMS

Knowledge management systems (KMS) can be defined as "information systems that support the creation, capture, storage, retrieval, and application of knowledge in organizations" (Alavi & Leidner, 2001, p. 107). While KMS can offer numerous benefits, there are also significant challenges to implementing and using these systems effectively. 
One significant challenge regarding KMS adoption and implementation is the risk of "technology push" rather than "demand pull" (Gupta & Sharma, 2018, p. 26). This means that organizations may be too focused on implementing KMS without first identifying a clear need or demand for the system among employees. As a result, employees may not fully embrace the system, leading to low adoption rates and poor utilization. 
Another challenge involves the difficulty of managing tacit knowledge within KMS (Crossan et al., 1999). Tacit knowledge refers to knowledge that is difficult to articulate or transfer to others, such as intuition or personal expertise. KMS may struggle to capture and store tacit knowledge, which is often obtained through experience and cannot be easily documented. 
In addition, KMS may also face challenges related to privacy and security concerns (Dawson, 2017). These concerns may arise due to the sensitive nature of knowledge being stored and shared, especially in industries such as healthcare or finance. Organizations must take necessary security measures to protect their knowledge assets from external and internal threats. Despite these challenges, KMS can offer numerous benefits to organizations, such as increased efficiency, improved decision-making, and enhanced innovation (Alavi & Leidner, 2001). For KMS implementation to be successful, organizations must identify clear business needs, provide adequate training, and support to employees, and ensure proper security measures.
Knowledge management systems (KMS) is a valuable tool for both companies Virgin Media and Siemens, that helps to improve their organizational functioning, but the success of KMS implementation can vary depending on the specific needs and culture of each company.
For Virgin Media, a telecommunications company, KMS could be useful for managing and disseminating technical knowledge related to their products and services. However, Virgin Media also emphasizes a unique and personalized customer experience, which may require more emphasis on managing and utilizing tacit knowledge related to customer preferences and feedback. As such, KMS implementation should be tailored to address both explicit and tacit knowledge management needs. 
Similarly, Siemens, a multinational conglomerate, could benefit from KMS implementation in areas such as project management and technical support. However, given the diversity of Siemens' business operations, it may be necessary to implement different types of KMS in different divisions of the company to meet specific knowledge management needs. Despite the potential benefits, both companies may face challenges related to KMS implementation, including low employee adoption rates, difficulty in managing tacit knowledge, and security concerns. In addition, both companies may need to ensure adequate support and training for employees to effectively use the KMS.
6. [bookmark: _Toc150128738]Recommendations
While KMS has potential to improve organizational performance, it is important for both companies Virgin Media and Siemens to carefully evaluate their unique knowledge management needs and culture before implementing KMS and consider the challenges that may arise during the implementation process. Based on the critical evaluation, some recommendations can be made to improve the companies KMS, like the following:
· Conduct a thorough needs assessment: Before implementing or improving the KMS, it is important to conduct a comprehensive needs assessment to identify knowledge management gaps and define the specific knowledge needs of different departments and teams.
· Ensure active participation of employees: Active employee involvement in the design and implementation of the KMS is crucial for promoting employee buy-in and adoption of the system. Employees can be involved in the development of policies, procedures, and guidelines that govern knowledge management efforts.
· Emphasize tacit knowledge management: Although the company's emphasis on providing a personalized customer experience and service delivery, it is crucial to not overlook tacit knowledge management. 
· Leverage technology effectively:  the companies should leverage advanced technology solutions to improve their KMS, including Artificial Intelligence, Cloud-based solutions, and Big Data analytics to capture, store, and analyse knowledge efficiently and effectively.
· Establish sustainability measures: Implementing a KMS can be resource intensive, and it is important to establish sustainability measures to ensure that the KMS remains relevant and updated. It is recommended to conduct regular evaluations of the KMS and establish continuous improvement strategies to address regular feedback.
· Encourage collaboration: Effective knowledge management is necessary for innovation and growth; Virgin Media and Siemens should encourage collaboration among employees to promote knowledge sharing and transfer. This approach enhances teamwork and enables access to hard-won insights and expertise of colleagues.
· Evaluate progress and remain adaptable: Regular progress monitoring helps in measuring the effectiveness of the KMS. To achieve long-term success, the companies should perform regular evaluations of the KMS and be open to adapt and adjust to keep pace with changing business needs.
7. [bookmark: _Toc150128739]Conclusion
In conclusion, Knowledge management systems (KMS) play a significant role in a company by enabling organizations to manage and leverage their intellectual assets efficiently and effectively. KMS is a tool for capturing, storing, retrieving, and disseminating information within an organization with the intent of improving innovation and decision making. However, a successful KMS implementation requires strategic planning, needs assessments, employee commitment, effective technology adoption, and ongoing support and maintenance. 
Virgin Media's and Siemens knowledge management advanced strategies help the companies to efficiently manage and leverage information, develop its employees' skills and knowledge, and improve its operations and customer experience, which is vital and essential tool for companies operating in the knowledge-based economy of the 21st century.
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