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[bookmark: _Toc831936523]Introduction 
Knowledge Management is how a business collects, shares, and uses information to run smoothly and improve over time. It can include written rules like safety procedures, or things people learn from experience, like how to speak with customers or handle problems. In today’s world, businesses face constant changes, especially with new technology, customer expectations, and government rules. That’s why Knowledge Management is more important than ever it helps businesses stay organised, follow the rules and offer good service to their customers.
For a business like Lextan, which runs sunbed salons, it’s important to manage knowledge well. Staff need to know the correct way to clean sunbeds, explain safety rules to customers, and follow health and safety laws. If the company doesn’t manage its knowledge properly, some staff might not follow the same rules, and this could lead to mistakes, unhappy customers, or even legal problems. Government policies, like the GDPR and health regulations, mean that Lextan must keep up to date with how it stores customer data and trains employees. These policies are always changing, so it’s important that the company keeps adapting.
The workplace also needs to change as new rules come in. If the company doesn’t update its training or systems, then staff might keep doing things the old way without realising it’s wrong. For example, if the law changes how long someone can stay on a sunbed, then all employees need to know that quickly. Having a good knowledge management system means staff can easily access this kind of information and apply it in their day-to-day work.
The purpose of this assignment is to look at how Knowledge Management works at Lextan and to see what can be improved. It will show how data, information, and knowledge are different and why all three are important. It will also look at the difference between what one person knows (individual knowledge) and what the company knows (organisational knowledge), and how sharing knowledge between staff can help the whole business do better.
This report is split into three main parts. First, it explains what Knowledge Management is and why it matters, especially for Lextan. Second, it looks at how Lextan can build a better knowledge-sharing culture and make sure staff have the tools they need. Third, it looks at how the business can measure success and keep important knowledge safe and protected. Overall, the report shows how better knowledge management can help Lextan improve training, follow the law, offer better service, and grow as a business.


[bookmark: _Toc1788628454]1. Evaluating the Concept of Knowledge Management 
Knowledge Management is how a company collects, shares, and uses information. This information can be anything from how to clean a sunbed properly, to how to talk to customers, or even how to follow health and safety rules. For a business like Lextan, which operates sunbed salons, Knowledge management is very important. It helps the company keep high standards, make sure staff are trained well, and give customers a good experience.

[bookmark: _Toc1625559104]What is Knowledge Management?
Knowledge Management is the way a business handles its knowledge, which can be split into two main types: explicit and tacit. Explicit knowledge is written down and easy to share, such as training manuals, company policies, and health and safety guides. Tacit knowledge, on the other hand, comes from personal experience, like knowing how to reassure a nervous customer or spotting when a sunbed isn’t working properly. Good knowledge management helps make sure all staff understand what they’re doing and can learn from each other to keep the business running smoothly.
[bookmark: _Toc1938818162]Why is Knowledge management Important for Lextan?
Lextan is a sunbed company, so it needs to make sure all its salons follow strict safety rules. It also needs to make sure that customers have a safe and pleasant experience. Here’s why it matters for Lextan:
Following Laws and Rules: Sunbed use is regulated. All staff need to know and follow the rules to avoid legal problems. Training Staff: New employees need to be trained the same way across all salons. It helps make training easier and more consistent. Better Customer Service: If staff know how to deal with different customer needs, the experience is better. Sharing Good Ideas: When one salon figures out a better way to do something, it will help share that idea with other salons.

[bookmark: _Toc1944113385]How knowledge management Works at Lextan Now
Lextan is already using the Knowledge. This is what we have in place.
Training on the Job:  Day 1staff members are shown what to do by someone more experienced like a manager. Cleaning and Safety Rules: There is a Dailey cleaning rota written down and followed at all salons. Customer Information: Customer details are saved on their account, so staff know what they like which sunbed they would prefer. Group Chats or Emails: There is a WhatsApp group lextan uses to ask questions or share updates or problems that have happened in the salon.
These are all good, but without a proper system, problems can happen forgetting rules, doing things differently, or missing chances to improve service.

[bookmark: _Toc1777385296]1.1 The Relationship Between Data, Information, and Knowledge
Most business, including Lextan understanding the difference between data, information, and knowledge is very important.
Data refers to unprocessed facts that have no meaning on their own. For example, Lextan may record 100 bookings on Monday, 150 on Tuesday, and 300 on Friday these numbers are just data. When this data is sorted and looked at it becomes information. By observing that Fridays are the busiest and Tuesdays are quieter, we gain insight from the data. Information becomes knowledge when it is combined with experience and used to make decisions. At Lextan, the manager might notice this pattern and use that knowledge to schedule more staff on Fridays or offer special discounts on Tuesdays to attract more customers.

[bookmark: _Toc1773679998]How Lextan Turns Data into Knowledge
Lextan collects data every day, including the number of customer bookings, tanning session durations, customer feedback, and product sales such as creams, lotions or tan shots. This data is first collected through the company’s booking system, which records everyone's minutes and purchases. The data is then organised by day, time, or customer type to turn it into useful information, such as identifying peak hours or best-selling products. Managers look at this information and combine it with their experience for example, noticing that customer satisfaction drops on rainy days, they might discover that staffing levels are too low during bad weather. Using this knowledge, they can make informed decisions like adjusting staff schedules, launching promotions, or improving employee training to enhance service quality.
[bookmark: _Toc1436101066]Data Protection in Knowledge Management  
As part of this process, Lextan must handle all customer data responsibly. Under the UK GDPR and Data Protection Act 2018, personal data (like names, bookings, and feedback) must be:
· Collected fairly, with customer awareness
· Stored securely in protected systems
· Accessed only by authorised staff
· Kept accurate and up to date
· Deleted when no longer needed
· Available to customers who wish to access or delete their own information
Protecting data helps Lextan stay compliant with the law and builds customer trust ensuring that the knowledge used to improve services is managed ethically and safely.

[bookmark: _Toc1462248104]Real-Life Example at Lextan
Let’s say Lextan gets this real data from customer reviews:
Lextan collects individual comments like “Too much waiting time” and “Had to wait 15 minutes” as data, recognises a pattern of long waits as information, understands from experience that this affects customer satisfaction as knowledge, by adding more sunbeds to improve the overall experience.
[bookmark: _Toc1721812062]1.2 Individual vs. Organisational Knowledge
In a company like Lextan, both individual and organisational knowledge are important. Individual knowledge is the personal experience, skills, and understanding that each employee has. Organisational knowledge is the combined knowledge of all employees, stored and shared across the business. When staff at Lextan share what they know such as how to explain tanning packages to new customers, how to handle a complaint, or how to clean sunbeds quickly their personal expertise becomes part of the wider company knowledge. This shared knowledge helps all salons run more smoothly and consistently, even if staff change over time.
[bookmark: _Toc2137502535]How Personal Expertise Builds Organisational Intelligence
If a salon assistant at Lextan finds an easier way to explain sunbed safety rules to nervous first-time customers, and she shares this with her team or records it in a training document, that useful tip can now help all new employees. Over time, when more staff contribute these helpful ideas, Lextan runs smoothly This is known as organisational intelligence the company learns, adapts, and improves through the shared experience of its people.

[bookmark: _Toc155495765]Integrating RBV and VRIO into Knowledge Management at Lextan
The Resource-Based View (RBV) holds that a business can gain a competitive advantage by using resources that are rare, valuable, difficult to replicate, and well-organised. Employee skills and knowledge are important internal resources that can help Lextan stand out from competitors. Other businesses find it difficult to copy how employees manage time slots, provide customer service, or promote items like tanning creams, particularly if these practices are the result of years of internal training. 
According to the VRIO method, these resources offer a lasting benefit: 
Important: Employee expertise raises client satisfaction, efficiency, and service quality. Rare: Each employee has a unique background, particularly those with extensive experience or a thorough understanding of client actions.
[bookmark: _Toc492068528]The Six Knows of Knowledge Management Change this 
Lextan can better understand and manage its knowledge by applying the Six Knows:
1. Know-what - Basic facts and information, such as how to operate sunbeds or describe different tanning packages.
2. Know-how -Practical skills, like managing bookings efficiently or explaining safety procedures to customers.
3. Know-why - Understanding why certain procedures exist, such as the importance of hygiene and customer health.
4. Know-who -Knowing who to ask for help or who holds specific knowledge, such as senior staff or area managers.
5. Know-when -Timing decisions, such as when to offer discounts or when to add staff during busy hours.
6. Know-where - Understanding where to find information, like shared documents, training folders, or policy guides.
Encouraging employees to share and access these different types of knowledge helps Lextan work more effectively across all salons.
[bookmark: _Toc532369327]The DIKW Model (Data, Information, Knowledge, Wisdom)
The DIKW model shows how Lextan turns new data into smart decisions by organising it into information, applying experience to gain knowledge, and using that knowledge to improve business strategy.
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[bookmark: _Toc2060964753]2. Developing a Framework for a Knowledge Management Culture.
[bookmark: _Toc1498269795]2.1 Establishing a Business Case for Knowledge Management
Customer happiness, efficient operations, and compliance to health and safety laws are critical in the competitive industry in which Lextan Sunbed Salon operates. An organised knowledge management system helps the salon to achieve its goals by:
Establishing an organised data management system will help Lextan Sunbed Salon stay consistent across all its locations, improve employee training and development, guarantee industry compliance, and increase customer engagement by providing knowledgeable service which will lead to increased sales and business success.

[bookmark: _Toc994748635]2.2 Creating, Storing, and Implementing Knowledge
Lextan needs to set up effective systems for knowledge development, storage, and application to maximise sales.
Digital databases in tanning salons store purchases and skin type data, employee manuals outline UV exposure risks and equipment use, compliance records track safety and hygiene standards, and customer feedback surveys identify service strengths and improvement areas.
To help build a stronger knowledge-sharing culture, Lextan could use the Amidon Knowledge Management Model. This model helps businesses use their knowledge to improve and grow. It focuses on creating, sharing, and using knowledge in a way that helps everyone work better together. It also shows how important it is to connect people, processes, and technology so that the right information gets to the right people when they need it. For example, by using this model, Lextan could make it easier for staff to share helpful tips or stay updated on safety rules. This would help the whole team learn from each other and make the business run more smoothly. See below
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Another useful approach is the Skyrme Knowledge Management Model, which focuses on using knowledge to add value to a business. The model shows that knowledge should be taken from different sources, stored in systems like databases, and shared through communication and training. It also highlights the role of leadership and technology in making sure knowledge is used effectively. For example, Lextan could use this model to improve how training materials are shared online, how customer feedback is collected, and how managers encourage staff to share ideas. This helps make sure that useful knowledge isn’t lost and can be used to improve services in all salons.
Lextan can improve knowledge management by setting up a shared digital platform that stores important information like standard operating procedures, frequently asked questions, and training materials. This makes it easy for staff to find and use the knowledge they need. New employees should also complete structured training courses to help them learn about salon rules, UV exposure safety, and how to provide great customer service. To keep everything up to date, salon managers should regularly review and update this knowledge, especially when there are changes in tanning technology, skincare products, or health advice.

[bookmark: _Toc426911076]2.3 Defining Knowledge Assets in the Workplace
At lextan, knowledge assets are the systems and people that help the business run smoothly and deliver a consistent customer experience. These assets include both tangible resources (like booking systems and training) and intangible knowledge (like staff experience and customer service skills).
Lextan has many important knowledge assets that help run its salons correctly.  the online system keeps track of customer preferences, and purchase history, allowing staff to personalise the customer service as in how long they can go on a bed for. Company policies and procedures, including staff handbooks which they can go back and fore to check Policys and tanning safety guidelines, and hygiene rules, ensure consistency across all salons. Employees bring a great experience from working with customers, handling salon operations, and solving daily challenges. Training materials, including online courses and hands on guidance, help new staff learn customer service, tanning equipment use, and sales tactics. Customer feedback is collected regularly to improve service, covering aspects like staff interactions, wait times, and overall satisfaction. Internal communication through group chats and emails allows teams to share updates, advice, and best practices efficiently.
[bookmark: _Toc1583750780]3. Developing Key Performance Indicators (KPIs) 
[bookmark: _Toc213105332]3.1 Identifying Information Requirements
To make KPIs, businesses first need to understand what kinds of information are essential for their daily operations and long-term success. This process involves asking: What do we need to know to run our business well and make smart decisions?

Businesses need different kinds of information to run well and make good choices. One important type is operational information, which includes things like sales numbers and stock levels. This helps businesses see how they’re doing each day, manage their resources, and keep everything running smoothly. Without accurate information, they might face problems like delays, running out of products, or working inefficiently.
Financial information is important for keeping a business stable and profitable. It includes things like income, spending, profits, cash flow, and budgets. Tracking this information helps businesses plan, manage costs, and stay financially healthy. It also helps with taxes and makes it easier to get loans or make decisions about growing the business.
Businesses use market information to stay competitive, spot new opportunities, and refine their strategies. By tracking industry trends, competitor moves, and consumer preferences, they can make better decisions and plan for growth. Keeping and using market data effectively helps businesses work smarter and stay ahead.


[bookmark: _Toc1167220442]3.2 Protecting Knowledge: Confidentiality, Integrity, and Availability
Protecting important information requires strong cybersecurity measures. Confidentiality ensures that only authorised people can access the important data, using encryption, access controls, and secure communication. Integrity keeps information accurate and reliable, preventing changes with audits, and version control.
Availability ensures data and systems stay accessible when needed, supported by backups, disaster recovery plans, and redundancy.
Businesses utilise breach and firewalls to stop threats and safeguard sensitive data and designs. Secure storage and protection make data unrecognisable to unauthorised users. By increasing knowledge of threats like hacking and weak passwords, employee training helps avoid errors. Access controls prevent unwanted access by restricting data use to those who need it. Plans for incident recovery and response enable businesses to promptly address security breaches and resume regular business operations. 
Cybersecurity is an ongoing attempt that helps companies stay safe, safeguard their brand, and prevent expensive delays.
[bookmark: _Toc349844500]Conclusion 
This report has highlighted the crucial role that Knowledge Management plays in supporting the smooth and successful operation of Lextan’s sunbed salons. By collecting, sharing, and applying both explicit and tacit knowledge, Lextan can ensure consistent service, safety, and compliance across all its locations. The ability to transform new data into useful knowledge such as understanding customer preferences allows the company to make better decisions and improve operations daily.
Effective knowledge management helps Lextan train staff properly, deliver a high level of customer service, and stay compliant with industry laws and safety regulations. Knowledge at Lextan exists in many forms: from cleaning rotas and training manuals to staff experience and customer feedback. These knowledge assets support the company in achieving high standards while allowing each salon to run efficiently. The relationship between data, information, and knowledge is key new facts become meaningful only when interpreted and used to guide action. For instance, understanding time management helps managers allocate staff better and reduce wait times.
The report also looked at the difference between individual and organisational knowledge. Lextan benefits when employees share their personal expertise, which helps the company’s overall intelligence and helps maintain consistency even as staff members come and go. Using models like the Resource-Based View (RBV), VRIO framework, and DIKW hierarchy, we see that employee knowledge is not only a valuable internal asset but also a competitive advantage that is difficult for rivals to copy.
To build a stronger knowledge-driven culture, the report recommends that Lextan continue developing its digital knowledge platforms such as shared training portals and update them regularly to reflect the latest policies, safety information, and customer service practices. Training programmes should be in place to ensure that all new employees receive the same high-quality training, while ongoing feedback systems allow staff to continuously improve their performance.
In terms of protecting knowledge, Lextan must also focus on data security. With customer details being collected daily, following UK GDPR and data protection laws is essential. Ensuring confidentiality, integrity, and availability of data builds trust with customers and supports the ethical use of knowledge within the business.
Looking forward, Lextan can improve its knowledge management by formalising its current informal practices, investing in a more advanced digital knowledge-sharing platform, and promoting a culture where staff are encouraged to contribute ideas and insights. This will not only raise performance and customer satisfaction but also help the business remain competitive and innovative in a tightly regulated industry. By treating knowledge as a key asset, Lextan can continue to grow successfully and sustainably.

[bookmark: _Toc2072071144]References (Minimum 10 sources)
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