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Introduction
Zopa is a well-established and accredited UK based peer to peer lending company. They have different components within their business that allow them to have a competitive advantage against all other competitors. Zopa has differentiated features within the business that aid its reputable image and attraction for service users. They have adopted information systems to successfully manage and facilitate the key functions and processes of the business. All these different features allow Zopa to maintain their competitive edge against others within the industry. This report has evaluated and discussed the range of systems and practices that Zopa adopts to create their outstanding image and provide the best service and experience for its service users, and also how they consider the knowledge management practices that are used and how they store and manage information through different mediums effectively. 



Information systems 
Information systems are pivotal in a business like Zopa. They need all levels within the business to work and interact together to allow the business to work successfully. Information of the borrowers and lenders is transferred from different parties and therefore needs to be done in the most accurate way, if the wrong information is passed this can have different results for the borrowers. Zopa is a lender and layers all levels within the business, they need to be interacting with each other to transfer the right information. The right financial information is necessary, so that the interest rates are not higher than what it should be. An information system is a collection of people, business processes, information and information technology that is organised. They successfully make inputs into outputs to achieve a particular goal. These information systems increase knowledge within the organisation. They also increase decision making, problem solving, communicating, and coordinating, which is all positive for the business (Huber, Piercy, McKeown, 2008). Information and data is necessary in a business, such as, Zopa. As information is the way the business is run. They can use this information to access, create, find, store, and transform information. It can be suggested that without the information system the company would not be able to run efficiently. 
All companies require some sort of information and data storage, they should be able to process this data effectively. Organisations use information for functions, such as, planning, controlling, organising and decision making. Therefore, information is critical for the operation of a successful business (Walsham, 2015). Particularly, in the changing world today, every aspect is connected to information and data and how we handle this information. This information helps businesses to run successfully. Globalization has meant that businesses need to use information technology to expand their market to customers around the globe. Globalization is around the internet and they use computer networks, which is known as E-commerce, this is technically information systems which are likely to create the business value (Huber, Piercy, McKeown, 2008). There are many information systems that businesses use to create business value. These information systems interact with each other to effectively run the business, which is the lending to the borrowers. This information helps Zopa to come to a right interest rate which is affordable for the borrowers and this is all done effectively through the information systems. 
Information systems implemented by Zopa 
Information systems allow avenues for analysing and improving the business functions. A information system is components that work and function together towards one shared goal, through this inputs and outputs are created. Systems do not work alone they work with other components and other agencies. Systems are complex entities and are composed through other subsystems. When a system is formulated with one or more subsystems, it is known as a supersystems.  Subsystems support these supersystems in helping them facilitate and transfer the knowledge. We can say Zopa has a supersystem in place as they deal with confidential information and a vast amount of information all which is done online. Zopa works with external agencies and partners transferring confidential information, therefore we can say that Zopa utilises supersystems. 
There are also some organisations that interact with all elements that are beyond the system boundary in the environment, this is called an open system. They accept input and respond to it. There are some information systems that do not interact with their environment, this would not fit into the description of Zopa and what they do. 
Subsystems are known as systems that closely dependent on each other and these are called close-coupled systems. The outputs of one system are the direct inputs of the other system. We can suggest, Zopa are implementing a close-coupled system, as they work closely with a credit reference agency. This agency is necessary for the functioning of the business; therefore, they are interrelated and highly dependent upon each other. As borrowers and lenders agree on the interest rate, the agency is necessary to do the credit check. Zopa needs to work with external agencies to facilitate the transacting process. As there is no bank involved, Zopa works with these external agencies to ensure that banks cannot get involved. They do the baking function themselves with external agencies. 
There are decoupled systems, and these are less dependant upon each other. These systems have more freedom to deal with their own activities. When there is no dependency on another agency, they have more autonomy to do their own functioning and can control their own inputs and outputs. We can suggest, in some ways Zopa is also a decoupled system as they are not reliant on many external agencies but just one. They do not have too many subsystems that are attached; therefore, they are quite independent to carry out their own activities. Zopa adopts Close coupled systems as they are attached with an external credit check agency, Coupling is how closely subsystems are linked to each other. They share extensive information with each other and are highly dependent upon each other. 
Moreover, Zopa also adopts Decision Support Systems (DSS), mangers within the organisation use detailed data which they use for analysis. For example, when the borrowers and lenders come together and agree a mutual interest rate. 
Zopa’s structure composed of different functions and levels
Organisations require information systems as a tool for decision making (Wijaya, Prabowo, Kosala, 2017). Zopa is the first ever peer to peer lending company, they offer not only loans to the borrowers but also help with investments and savings. They help investors and normal everyday consumers to manage their money effectively. They also have their own bank. In 2020, Zopa received their full bank license, therefore they could offer money more quickly to people and have included a credit card that places the consumer in control of spending. Consumers can also save with Zopa as they have included Fixed terms savings that is with FSCS protection, through these consumers are able to save effectively with Zopa (Zopa.com). Many functions and levels are necessary to facilitate these different tasks. There are numerous aspects that make this company. There is lending, investment and savings, therefore different levels are needed to delegate the tasks of each function in the best possible way, because the company Zopa even has its own bank there are so many platforms to this business carrying out different tasks, functions and levels. The company is expanding year by year and have more functions adding to their business, therefore it is essential to keep these levels and structures of the business. 
 Computer-based information systems are the heart of the business, Zopa. These information systems assist the managers to run the business successfully. These managers can use the information and transfer this information to the correct channels within the business. The term peer to peer is the interaction between the two parties and there is no need for a middle party (Milne, Parboteeah, 2016). Zopa uses computer networking where the computer acts as a client or a server to other computers on the network. Managers can use this computer networking to run their tasks and functions effectively to meet the needs of the business. Managers require these computer-based information systems as they have many different functions within the business. For example, borrowers and lenders do not need to go through the banks but can deal directly with each other via a central marketplace. Through this, Zopa has its own marketplace and this is all dependant through computer-based information systems. Computer and information systems are everywhere in public and private organisations. Managers can use these information systems to increase their personal effectiveness and the organisations. Mangers can obtain information which reduces uncertainty within the environment (Kraemer, Danziger, and Dunkle, 1993). Managers use this computer-based information which can assist decision making and can have an impact within the business. 
It is suggested that some managers have become dependent upon computer-based information and it has become very important for managers to run their operations (Kraemer, Danziger, andDunkle,1993). Therefore, computer-based information allows and provides managers a competitive advantage. Overall, technology in general can allow managers to become much more efficient and technology is used to improve efficiency and how information is processed (Kimble, McLoughlin, 1995). 
Zopa’s potential knowledge challenges
Knowledge management is a process that accompanies development, retrieval, storage and dissemination of information and the expertise within an organisation to improve and support the business performance (Gupta, Iyer, and Aronson, 2000). Knowledge is important within the organisation and it should be managed appropriately within the business. For knowledge management to work it requires all levels of the Zopa company to work together. Many organisations are facing increased global competition and a more advanced consumer. Therefore, it is important for companies to stay competitive and they must be innovating continuously by reducing their costs and expanding their knowledge. Organisations have become to streamlining their processes. This is where knowledge management takes place (Gupta, Iyer, and Aronson, 2000). Knowledge management is necessary for a company like Zopa to maintain a competitive edge within the market. It is important for Zopa to manage knowledge and information properly for the functioning of the business. The departments in Zopa need to be working together for the dissemination of information and this needs to be dealt with in a sensitive manner. 
[bookmark: _Hlk53867532]It is suggested from the knowledge-based theory of the firm that knowledge is the organisational assets that allows sustainable competitive advantage in their business environments. Some businesses have barriers to transfer and replicate the knowledge. Many organisations are now developing and expanding information systems that are designed to facilitate, share, and integrate knowledge (Alavi, Leidner, 1999). Zopa may need to reduce any barriers that they have to transfer and replicate the knowledge. Zopa should make this transfer of knowledge easier between departments. Thus, it will allow Zopa to become much more efficient and productive and is likely to provide Zopa a competitive advantage. If Zopa can capture, codify, and disseminate knowledge, they will be able to decrease the required know-how for its managers whilst improving the effectiveness and efficiency of its functions (Alavi, Leidner, 1999). 
knowledge management for Zopa and recommendations 
Zopa can strengthen their knowledge management practices through making it accessible for people to search for what they are looking for and encourage individuals to share their knowledge. Zopa should also try to maintain their technological platform and continuously develop themselves to stay up to date with the ever-changing technology. Zopa can also measure the knowledge contribution and reward active users. There should be more dialogue and communication through emails and video conferencing systems. Zopa may also store abundance of data into data warehouses for analysis and retrieval. Within the knowledge transfer, trust is important as confidential information is being transferred from party to party. Therefore, trust is pivotal with companies like Zopa and necessary for a successful transaction to proceed. This trust could be obtained via repeated transactions or build through experience with Zopa. Trust is essential for this sort of knowledge management practices. Therefor trust should enable Zopa to grow in reputation and succeed against their competitors, if services users feel that they can trust Zopa completely. 
Zopa and Porter’s generic competitive strategy
It is important for a successful firm to have a competitive behaviour and we look at Michael Porter’s model. Porter’s model is seen to be a convenient approach to the firm’s competitive advantage and strategy (Ormanidhi, Stringa, 2008). It is important for an organisation to achieve a long-lasting position in its environment and these are known as generic strategies. Porter states there are 3 keys ways in which a firm can achieve a sustainable competitive advantage. This can be through, cost leadership strategy, differentiation strategy and focus strategy (Tanwar, R., 2013). It is important for organisations to have competencies, this can be key to their competitive advantage (Cardy, Selvarajan, 2006). Zopa, too has certain competencies that allow them to be ahead of their competitors. Porter has stated a firm is achieving its competitive advantage when their costs exceed their earnings (Singh, 2012). Zopa makes more profits than cost, therefoe they are a firm who has a competitive advantage. Porter also suggests if firms are unable to grasp a competitive advantage, they have low chances of survival (Kinyuira, 2014). 
Cost leadership is where the firm intends to become the lowest cost producer within the industry. Zopa can reduce its cost therefore they are able to retain customers and reduce the threat by other competitors with a substitute service. Zopa is a unique service and is differentiated with their interest rate agreement between borrowers and lenders, thus they adopt cost leadership. Zopa is also able to differentiate through this interest rate agreement, as they are unique within this service, allowing them to be ahead of competitors. Finally, focus strategy is identifying and serving a target very well. This can be a group of buyers, sellers, product range, etc. through this Zopa can achieve cost leadership and differentiation. 
Porter’s five forces are used as a framework for analysing competition within the industry. These are five competitive forces which are: 
1. Threat of new entrants to a market
2. Bargaining power of suppliers
3. Bargaining power of buyers (“customers”)
4. Threat of substitute products
5. Degree of competitive rivalry
These five forces make an industry’s structure. If there is abundance amount of investment on IS/IT this then decreases the risk of new entrants coming into the industry because of high start up costs. Zopa has invested into IS, so this allows them to be above than their competitors, they have clearly established themselves to obtain this position, hence they are disrupting the typical bank lending environment. The internet also has low barriers to entry; thus, it is easier for Zopa to establish themselves on an online platform. Zopa must have been an early player within the market and aware of all the IS/IT systems therefor were able to exploit the online platform to their best interest. 
Threat of substitutes- investment in IS/IT assists rapid product differentiation and rival products then become fewer perfect substitutes and hence less attractive to customers. Other competitors are then unable to offer these sorts of services to its users, as Zopa has a differentiated platform. Therefore, it is impossible for other competitors to offer substitutes to their customers and Zopa can maintain its competitive edge. With differentiation an industry/ market is known to be unique, as they can tailor products to specific customers or offer an exceptional quality of service. We can suggest, Zopa is also at the top of competitors, as they offer a unique service to their customers. This is where borrowers and lenders communicate together to set an agreed interest rate. This is the differentiated aspect, and through this Zopa can obtain a competitive edge. 
The power of buyers- there are new information systems, with these Zopa can enter new markets or sell into existing ones more effectively and efficiently, this decreases the risk of a market being overpowered by a small number of buyers. 
The power of suppliers- external databases are used to expand suppliers, therefore this can reduce pricing and the risk of lower quality of service as suppliers look to increase their profit revenues. When Zopa works with external agencies for the credit check, they are building up their suppliers around them. Therefore, this reduces pricing for Zopa and through this Zopa has more advantages and can maintain their competitive edge.  The internet has also allowed creating links to suppliers via extranets. 
Rivalry between existing competitors- when there is heavy investment in IS/IT this provides a better service and experience to customers than other competitors. Zopa has invested in IS/IT and thus can offer their customers the best experience and a good service. Again, therefore Zopa can maintain their competitive advantage against other competitors. investment in IS has perks of lower prices 

Enterprise resource planning (ERP)systems,
Firms use enterprise systems to incorporate business processes in manufacturing and production, finance and accounting, sales and marketing and human resources in an individual software system. These enterprise systems deal with many operations in an organisation and facilitate and manage reporting tasks. They are designed for the internet and are built for speed and scale. Enterprise systems use internet technology to connect the business with supplier, customer, and other external parties. Zopa has external agencies and customer on the online platform, therefore adopting enterprise systems within the business. Enterprise systems also provide one central place to store the information for all parties and users. There is also a common interface where all users can share knowledge and information with different parties, regardless of where the data is located. Enterprise resource planning are enterprise systems that support the processes and functions within the business. 
Advantages and Challenges of having ERP Systems
Enterprise resource planning systems provide many benefits and facilities to the entire enterprise. They help the organisation to share and transfer the knowledge, data, and information across all the units internally and externally of the enterprise. When data is shared between different departments it helps to achieve many different objectives (Abd Elmonem, Nasr, and Geith, 2016). With enterprise resource planning, Zopa can share and transfer its data, knowledge, and information across all their different departments, it allows Zopa to be more efficient and effective. We can suggest, this also reduces cost within an organisation. Enterprise resource planning also utilises cloud computing which has changed the IT industry. The cloud computing was introduced to offer competitive advantage to an organisation via flexibility, scalability, and independence in IT capabilities (Salleh, Teoh, Chan, 2012). Cloud computing offers many advantages and in turn reduces cost for the business, allowing Zopa to maintain its competitive advantage. ERP systems involve management functions and mic to produce products with efficiency and effectively (Wijaya, Prabowo, Kosala, 2017). 


Conclusion 
Zopa has acquired a successful image within the lending industry, to the extent that they have even disrupted traditional norms or bank lending. Hence, they have surpassed the banks lending function with their success. They are more than able to target their customer effectively and specialise their service for these customers. This specialisation allows them to be unique and different, thus, competitors are unable to keep up with them. Zopa has effectively integrated information systems and subsystems to achieve functions of the business. We can suggest, these key practices have provided the position and status they have today within the industry. 
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