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1. Introduction
Knowledge is one of the most valuable assets within modern businesses. In today’s rapidly changing business environment, organisations must adapt to changes in technology, customer expectations, competition, and government policies. Businesses that effectively manage knowledge are more likely to improve efficiency, maintain competitiveness, and achieve long-term success.
Easy Lay Carpets is a carpet retail and installation business that relies heavily on product knowledge, customer service, supplier relationships, and employee expertise. The company operates in a changing landscape where consumer demands, health and safety regulations, environmental policies, and digital technologies continue to evolve. To remain competitive, the business must ensure that valuable knowledge is collected, stored, shared, and implemented effectively.
Knowledge Management (KM) refers to the process of identifying, creating, storing, sharing, and using knowledge to improve organisational performance. Effective knowledge management enables businesses to improve decision-making, reduce operational errors, increase productivity, and enhance customer satisfaction.
This report evaluates the concept of knowledge management and explains the relationship between data, information, and knowledge. It also examines the relationship between individual and organisational knowledge and develops a framework for a knowledge management culture within Easy Lay Carpets. Furthermore, the report establishes a business case for the collection and distribution of knowledge, identifies current systems for storing information, defines current knowledge assets, develops key performance indicators, and explains systems required to protect business information.

2. Evaluation of Knowledge Management
2.1 Definition of Knowledge Management
Knowledge Management is the systematic process of collecting, organizing, storing, sharing, and applying knowledge within an organisation. According to Davenport and Prusak (1998), knowledge management helps organisations use knowledge effectively to improve performance and innovation.
Knowledge exists in two main forms:
Explicit knowledge
Tacit knowledge
Explicit knowledge refers to information that is documented and easily shared, such as training manuals, sales reports, policies, and procedures. Tacit knowledge refers to personal experience, skills, and expertise that are more difficult to document.
Within Easy Lay Carpets, explicit knowledge includes product catalogues, installation guides, and customer invoices, while tacit knowledge includes employee experience in fitting carpets and advising customers.
Knowledge Management Model for Easy Lay Carpets
A Knowledge Management (KM) model provides a structured framework for how knowledge is created, captured, stored, shared, and applied within an organisation. Implementing an appropriate KM model will help Easy Lay Carpets improve efficiency, customer service, employee performance, and decision-making.
For Easy Lay Carpets, the most suitable model is the SECI Knowledge Creation Model developed by Nonaka and Takeuchi (1995). This model explains how knowledge moves between tacit knowledge (personal experience and skills) and explicit knowledge (documents and procedures).
The SECI model consists of four stages:
 Socialisation (Tacit to Tacit)
Socialisation occurs when employees share knowledge through observation, discussion, and practical experience.
Application in Easy Lay Carpet Experienced carpet fitters
mentor new employees.
Sales staff share successful customer service techniques.
Team meetings allow employees to discuss installation challenges and solutions.
Benefits
Transfers practical knowledge.
Supports employee development.
Improves teamwork and collaboration.

 Externalisation (Tacit to Explicit)
Externalisation occurs when personal knowledge is documented and converted into organisational knowledge.
Application in Easy Lay Carpets
Creating installation manuals.
Developing customer service guides.
Recording best practice procedures.
The challenge of combination is managing large volumes of information. Poor data quality may lead to incorrect conclusions and ineffective decisions.

Internalisation (Explicit to Tacit)
Internalisation occurs when employees apply documented knowledge and gain experience
Knowledge is only valuable when applied. If employees fail to use the information available, organisational learning will be limited.
Why the SECI Model is Suitable for Easy Lay Carpet retail and installation industry relies heavily on employee experience, technical skills, and customer interaction. Much of this knowledge is tacit and held by experienced staff member.


2.2 Importance of Knowledge Management in Business
Knowledge management is essential because businesses operate in highly competitive and rapidly changing environments. Organisations that fail to manage knowledge effectively risk losing valuable expertise, reducing efficiency, and making poor decisions.
For Easy Lay Carpets, KM can improve:
Customer service, Product knowledge, Installation quality, Employment training,Communication,Sock management, and Business decision making.

By effectively managing knowledge, the business can respond quickly to customer demands and industry changes.
2.3 Benefits of Knowledge Management
Improved Decision-Making
Managers can use accurate information and previous experiences to make informed decisions regarding stock levels, pricing, and staffing
. Efficiency will increase because employees can access procedures and information quickly, reducing wasted time and operational errors. Good customer services and Knowledge sharing enables staff to provide consistent advice and recommendations to customers.
The development of employees through training systems improves employee skills and confidence.
Businesses that use knowledge effectively are more likely to outperform competitors.

2.4 Challenges and Limitations of Knowledge Management
Despite its advantages, KM also presents challenges. Of high costs
Implementing digital systems and employee training can be expensive for small businesses.
Employees may resist new systems or be unwilling to share knowledge.
Large amounts of information may become difficult to manage effectively.
Businesses may become overly dependent on digital systems.
Valuable tacit knowledge may be lost if experienced employees leave.
Critical Evaluation of Knowledge Management
Knowledge management provides significant benefits but requires effective leadership, technology, and organisational culture. Many businesses invest in digital systems but fail to encourage employee participation. Technology alone cannot guarantee successful KM.
Easy Lay Carpets must develop a culture that values communication, collaboration, and continuous learning. Employees must feel encouraged to share knowledge and contribute ideas.
Critically, tacit knowledge remains one of the biggest challenges in KM because practical experience cannot always be fully documented. Carpet fitting techniques, customer interaction skills, and problem-solving abilities are often learned through experience rather than manuals.
Overall, KM is essential for improving efficiency and competitiveness, but success depends on balancing technology with employee involvement and organisational culture.

3. Relationship Between Data, Information and Knowledge
3.1 Definition of Data
Data refers to raw facts and figures that have not been processed or interpreted.
Examples within Easy Lay Carpets include:
Daily sales figures, Customer contact details, Stock quantities ,Installation times,


3.2 Definition of Information
Information is processed data that has meaning and context.
Examples include:
Monthly sales reports, Customer purchasing, Installation times.
Knowledge is understanding gaining information and combining it with experience
Understanding which carpet styles sell best during different seasons
Knowing how to solve installation problems efficiently
Understanding customer preferences
3.3 Relationship Between Data, Information and Knowledge
Data becomes information when it is organised and analysed. Information becomes knowledge when employees interpret and apply it.
Example 
Data: 50 laminate flooring orders sold in one week
Information: Laminate flooring sales increased by 25% compared to last month
Knowledge: Increase laminate flooring stock to meet growing demand
This relationship demonstrates how businesses transform raw facts into
organisational knowledge.

3.4 Critical Analysis of the DIKW Model
The relationship between data, information, knowledge, and wisdom is commonly explained through the DIKW hierarchy.
The model is useful because it demonstrates how organisations move from collecting data to making informed business decisions. However, critics argue that knowledge creation is not always linear. Employees often use intuition and experience without relying entirely on formal data analysis.
For example, experienced staff at Easy Lay Carpets may predict customer preferences based on experience before reviewing sales reports.
Despite these criticisms, the DIKW model remains useful for understanding the development of organisational knowledge.

4. Relationship Between Individual and Organisational Knowledge
4.1 Individual Knowledge
Individual knowledge refers to the knowledge, skills, and experience possessed by employees.
Carpet fitting expertise, Customer service skills, Sales techniques.

4.2 Organisational Knowledge
Organisational knowledge refers to knowledge that is shared and embedded within the business.
Business procedures, Training manuals, Customer databases, Instillation guidelines.
Knowledge sharing ensures that valuable expertise is transferred throughout the organisation.
Benefits include:
Improved efficiency, Reduced mistakes, Better customer services, Faster employee training .

4.3 Critical Analysis
Many organisations struggle with knowledge sharing because employees may fear losing job security or competitive advantage.
At Easy Lay Carpets, experienced carpet fitters may possess valuable tacit knowledge that newer employees do not have. Without proper mentoring and communication, this knowledge could be lost.
Therefore, the business must create a supportive culture that encourages collaboration and continuous learning.

5. Framework for a Knowledge Management Culture
5.1 Creating a Knowledge Sharing Culture
Easy Lay Carpets should encourage:
Open communication, Team collaboration, Continuous learning, 

5.2 Leadership and Employee Roles
Managers should:
Encourage teamwork, Provide training opportunities, Reward knowledge sharing.
Employees should:
Share expertise, Participate in training, Support their colleagues.


5.3 Communication Systems
The business should implement:
Staff meetings, Shared digital folders, Internal messaging systems, Training workshops, 

5.4 Continuous Learning and Development
Employees should receive:
Product training, Health and safety updates, customer service training Digital skills development.
6. Business Case for the Collection and Distribution of Knowledge
Knowledge is a valuable organisational asset because it improves business performance, supports innovation, and increases competitiveness. In the carpet retail and installation industry, businesses must respond quickly to changes in customer preferences, supplier costs, technology, and government regulations. Easy Lay Carpets can improve operational performance and maintain a competitive advantage by effectively collecting and distributing knowledge throughout the organisation.
6.1 Improving Efficiency
One of the main reasons for implementing knowledge management is to improve efficiency within the workplace. Employees who have access to accurate information can complete tasks more effectively and avoid mistakes.
For example:
Carpet fitters can access installation guidelines and health and safety procedures.
Sales staff can access product specifications and pricing information quickly.
Managers can monitor stock levels and customer demand more efficiently.
Without effective knowledge sharing, employees may duplicate work, waste time searching for information, or make avoidable mistakes. By introducing clear systems for knowledge collection and distribution, Easy Lay Carpets can improve productivity and reduce operational costs.


Efficiency improvements can provide long-term financial benefits; however, businesses may initially face challenges such as training costs and employee resistance to new systems. Smaller businesses often have limited resources, making it difficult to implement advanced knowledge management technologies. Despite this, the long-term benefits of improved productivity and reduced errors generally outweigh the initial costs. Customer service is extremely important within the carpet industry because customers often require advice regarding product quality, durability, colours, measurements, and installation methods. Effective knowledge management enables employees to provide accurate and consistent information to customers.
Examples include:
Accessing product information during customer consultations.
Sharing previous customer experiences and feedback.
Using installation knowledge to recommend suitable flooring options.
Knowledge sharing also helps staff resolve customer complaints more effectively. If employees understand common customer issues and previous solutions, they can respond more professionally and efficiently. Good customer service can improve customer satisfaction and encourage repeat business. However, poor communication between departments can negatively affect service quality. For example, if installation staff are not informed about customer requirements, mistakes may occur. Therefore, effective communication systems are essential for successful knowledge distribution.

6.2 Supporting Decision-Making
Businesses rely on accurate information to make effective decisions. Easy Lay Carpets must regularly make decisions regarding:
Pricing, Supplier selection, Product ordering, Marketing strategies, Staffing levels
Knowledge management systems allow managers to analyse sales trends, customer feedback, and financial reports to support decision-making.
For example:
Sales data may show increased demand for laminate flooring.
Customer feedback may identify problems with a specific supplier.
Financial reports may indicate areas where costs can be reduced.
Managers can use this knowledge to improve business performance and profitability.
Although data analysis improves decision-making, managers must also use experience and judgement. Data alone cannot fully explain customer behaviour or market conditions. Therefore, businesses should combine data analysis with employee expertise and practical experience.
6.3 Adapting to Government Policies and Industry Changes
The business environment is constantly changing due to government regulations, environmental policies, and economic conditions. Easy Lay Carpets must adapt to:
Health and safety regulations, Consumer protection laws, Environmental sustainability requirements, Data protection regulations such as GDPR
Knowledge management systems help ensure employees are informed about legal requirements and company procedures.
For example:
Employees can receive updates regarding health and safety procedures.
Staff can access GDPR policies relating to customer information.
Managers can monitor changes in flooring industry standard
Businesses that fail to adapt to government policies may face financial penalties, legal action, or reputational damage. However, keeping employees updated requires continuous training and communication. This can increase operational costs and require significant management time.

6.4Competitive Advantage
Knowledge management can provide Easy Lay Carpets with a competitive advantage by improving innovation, customer service, and operational efficiency.
Businesses that use knowledge effectively are more likely to:
Identify market trends quickly, respond to customer needs, improve employee performance, Develop stronger supplier relationships
For example, customer feedback may help the business identify popular flooring trends before competitors.
Competitive advantage is difficult to maintain because competitors may adopt similar technologies and strategies. Therefore, Easy Lay Carpets must continuously improve its knowledge management systems and encourage innovation within the organisation.

7. Creating, Storing and Implementing Knowledge
Knowledge management requires businesses to create, store, and apply knowledge effectively. Easy Lay Carpets must develop systems that support each stage of the knowledge management process.



7.1 Knowledge Creation

Knowledge is created through:
Employee experience, Customer feedback, Sales analysis, Training, Problem-solving activities
Employees develop knowledge through daily workplace activities. For example, experienced carpet fitters may discover more efficient installation techniques or better methods for handling customer concerns.
Staff meetings, Training sessions, Customer surveys, Team collaboration, Observation and practical experience.
Tacit knowledge is often difficult to capture because it exists within employees’ personal experiences and skills. Businesses must encourage communication and mentoring to ensure valuable knowledge is shared.
7.2 Knowledge Storage
Once knowledge is collected, it must be stored securely and organised effectively.
Easy Lay Carpets currently stores information using:
Computer systems, Cloud storage, Paper invoices and receipts, Customer databases, Supplier records, Employee training documents
The business should implement:
Centralised digital storage systems, Cloud-based backups, Password-protected databases, electronic document management systems
Faster access to information. Reduced risk of information loss, Improved communication, better data security.
Digital systems improve accessibility and efficiency, but they also create cybersecurity risks. Businesses must invest in security measures and employee training to protect sensitive information.
7.3 Knowledge Implementation
Knowledge implementation refers to applying knowledge to improve organisational performance.
Easy Lay Carpets can implement knowledge by:
Improving customer service procedures, updating training programmes, improving stock management, developing marketing strategies, Improving installation processes
For example, if customer feedback identifies delays in installations, the business can adjust scheduling procedures to improve efficiency
Knowledge implementation is often the most difficult stage of knowledge management because employees may resist changing established work practices. Strong leadership and employee involvement are essential to ensure successful implementation.
7.4 Current Systems for Storage of Information
The business currently uses several systems to store information, including:
Sales software, Customer contact databases, Paper contracts and invoices, Supplier records, Email communication systems
Although these systems provide basic storage, they may not fully support knowledge sharing and collaboration. Easy Lay Carpets should modernise its systems to improve efficiency and communication.

8. Current Knowledge Assets Within Easy Lay Carpets
Knowledge assets are valuable sources of information and expertise that contribute to business success.
8.1 Employee Knowledge
Employees possess valuable tacit knowledge, including:
Carpet fitting techniques, Product expertise, Customer service skills, Sales experience
Experienced employees are essential because they provide practical knowledge that cannot always be documented.
8.2 Customer Information
Customer data is an important business asset.
Examples include:
Contact details, Purchase history, Customer preferences, Feedback and complaints
This information helps the business improve customer service and marketing strategies.
8.3 Supplier Information
Supplier knowledge includes:
Product pricing, Delivery schedules, Supplier reliability, Product quality information
Strong supplier relationships help improve stock availability and cost management.
8.4 Sales and Financial Records
Sales reports and financial records help managers:
Monitor business performance, identify sales trends, Control costs, Forecast future demand

8.5 Product and Installation Knowledge
Easy Lay Carpets possesses specialist knowledge regarding:
Carpet materials, Flooring products, Installation methods, Health and safety requirements
This knowledge helps maintain high service quality and customer satisfaction.
Knowledge assets provide significant value; however, businesses risk losing knowledge when employees leave. Therefore, Easy Lay Carpets must ensure valuable knowledge is documented and shared effectively.




Information Required by Easy Lay Carpets
Information is essential for effective business operations and decision-making. Easy Lay Carpets requires accurate, reliable, and up-to-date information to manage daily activities, improve customer service, maintain profitability, and remain competitive within the flooring industry.
The business relies on different types of information to support operational, strategic, financial, and legal activities. Effective knowledge management ensures this information is collected, stored, shared, and used appropriately.


Customer Information
Customer information is one of the most important business assets because it helps Easy Lay Carpets understand customer needs and provide high-quality service.
Customer names and contact details,Addresses,Purchase, history Flooring preferences, Installation requirements, Customer feedback and complaints ,Payment information

Purpose of Customer Information
Customer information helps the business: Provide personalised customer service, arrange quotations and installations, manage customer relations, improve marketing strategies, Resolve customer complaints efficiently. Customer information provides valuable knowledge regarding customer behaviour, purchasing patterns, and satisfaction levels. Managers can use this information to improve products and services.

Although customer information is valuable, businesses must ensure compliance with data protection laws such as the General Data Protection Regulation (GDPR). Failure to protect customer data may result in legal penalties and reputational damage.

Sales Information
Sales information is essential for monitoring business performance and identifying trends. Daily and monthly sales figures, Best-selling products, Seasonal sales trends, Revenue reports, Profit margins, Sales targets
Sales information helps managers: Monitor financial performance, forecast customer demand, manage stock levels, develop pricing strategies, Improve marketing decision
Sales reports transform raw data into business knowledge that supports decision-making.
Sales information is useful for identifying trends; however, businesses must also consider external factors such as economic conditions and competitor activity when making decisions.

Stock and Inventory Information
Inventory information is essential for ensuring products are available when customers need them.
Stock quantities, Product availability, Delivery schedules, Supplier lead times, Damaged or returned stock
This information helps Easy Lay Carpets:
Prevent stock shortages, reduce overstocking, improve supplier management, Reduce waste and storage costs
Stock information supports operational efficiency and customer satisfaction.
Poor stock management can lead to delayed installations, dissatisfied customers, and financial losses. Therefore, inventory information must remain accurate and regularly updated.

Supplier Information
Supplier relationships are critical within the carpet and flooring industry.
Suppliers contact details Product pricing ,Delivery times, Product quality information ,Supplier contracts.
Supplier information helps the business:
Compare prices and quality, manage deliveries, maintain stock availability, Build long-term supplier relationships
Supplier information provides strategic knowledge that supports purchasing decisions and cost management.
Overreliance on a single supplier may create operational risks if delivery problems occur. Businesses should maintain alternative supplier options whenever possible.

 Financial Information
Financial information is essential for monitoring profitability and maintaining business stability.
Income and expenditure report, Cash flow statements, Profit and loss accounts, Tax records, Payroll information.
Managers use financial information to:
Monitor profitability, Control costs, Plan budgets, Make investment decisions, 
Ensure legal compliances.
Financial reports provide knowledge that supports strategic planning and resource allocation.

Financial information must remain accurate and confidential. Incorrect financial reporting may result in poor decision-making or legal consequences
Employee Information
Employee information supports workforce management and organisational development
Employment contracts, Training records, Performance reviews, Attendance records, Health and safety training
This information helps the business:
Monitor employee performance, identify training needs, manage staffing levels, Ensure legal compliance

Employee information supports organisational learning and workforce development
Businesses must handle employee information carefully to maintain confidentiality and comply with employment laws.

Health and Safety Information
Health and safety are particularly important within carpet fitting because employees use tools, adhesives, and heavy materials
Risk assessments, Accident reports, Safety procedures, Equipment guidelines, Employee training records
Purpose of Health and Safety Information
This information helps:
Reduce workplace accidents, ensure legal compliance, protect employees and customers, Improve workplace safety culture
Sharing safety knowledge improves employee awareness and reduces operational risks.
Health and safety procedures must be updated regularly because regulations and workplace risks may change over time.

 Market and Competitor Information
Businesses must understand market conditions to remain competitive.

Competitor pricing, Industry trends, Customer preferences, Economic conditions, new flooring technologies



Purpose of Market Information
Managers use this information to:
Develop competitive pricing strategies
Identify business opportunities
Improve products and services
Respond to changing customer demand
Market information supports innovation and strategic planning.

Market conditions can change rapidly, meaning businesses must continuously monitor external information to remain competitive.

 Legal and Regulatory Information
Businesses must comply with government regulations and industry standards.
GDPR regulations
Consumer rights laws
Employment legislation
Health and safety regulations
Environmental policy
This information helps businesses:
Avoid legal penalties, protect customers and employees, maintain professional standards, Ensure ethical business practices

Employees require access to updated legal knowledge to perform their responsibilities correctly
Failure to comply with regulations may damage business reputation and lead to financial penalties.

Overall Evaluation
Easy Lay Carpets requires a wide range of information to operate effectively and remain competitive. Customer, sales, supplier, financial, employee, and legal information all contribute to organisational knowledge and decision-making.
However, collecting information alone is not enough. Businesses must ensure information is:
Accurate, Relevant, Secure, Accessible, regularly updated
Effective knowledge management systems allow businesses to transform information into valuable organisational knowledge that supports efficiency, customer satisfaction, and long-term success.
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