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Knowledge and Information Management Skills for the Workplace
[bookmark: _Toc78055236]Executive Summary

The study has been carried out in relation to knowledge and information skills for the workplace. Particularly, the focus is put on Tesco Plc. The first section of this study introduces the topic and gives a brief description of information and knowledge management. The introduction also entails a brief background description of Tesco as the company of focus for this study. The introduction is then proceeded with the core parts of this study which include: Importance of information systems to Tesco and a description of their input, processing, and output. The study also looks at the potential challenges knowledge management at the company and makes recommendations to strengthen its practices. Furthermore, how the overall approach adopted by Tesco incorporates Porter’s Generic Competitive Strategy and ways the use of IS/IT has enabled Tesco to achieve a competitive advantage. The main part of the study is concluded by identifying the benefits and challenges realised by Tesco in using ERP. Finally, a conclusion of the study is written.
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Information refers to the responsiveness comprised of knowledge. On the other hand, knowledge deals with the situation of knowing a concept through comprehension or the capture of reality or facts (Hlatshwayo 1). Therefore, knowledge and information management skills deal with the capabilities required to supervise, guide, lead, govern, organise and plan for the two resources for the successful operation of work in an organisation. For the purpose of this study, knowledge and information management skills is related to Tesco as a company. The subject was founded by Jack Cohen in 1919 as a stall of surplus groceries in the East End of London (Tesco PLC par 1). The founder of Tesco, Jack Cohen used his demob money to purchase the initial stock of the day with a belief of extending affordable foodstuffs to all persons. Today, Tesco deals in food and non-food products and services which include electronics, home furniture, health and beauty products and services, and financial services. For Tesco to operate competitively and efficiently, knowledge and information management have been at the core of its operation. Abubakar et al identify that management of knowledge and information involves skills in regards to human resources, technology, the structure of the organisation, and culture (104). In summary, the study focuses on information and knowledge management skills adopted at Tesco PLC.
[bookmark: _Toc78055238]Importance of Information Systems to Tesco 
Improvement of Competitive Advantage.According to Alexander, information systems are great innovations that enable retail companies to attain and build upon their competitive advantage in a commonly based marketplace (11). Through information systems, Tesco can exploit the newly developed ideas continuously with all functions of the business. Presently, competitive advantage is related to the type of information systems the firm has or uses in its operation. Competitive advantage helps in assessing the ability of the firm to avail products as well as services more efficiently and effectively than other firms in the same market. Awamleh and Ertugan further certify that competitive advantage is a key part of any firm to survive in business (2). For Tesco to improve its competitive advantage, it adopts information systems to enable radical changes, neutralise threats and exploit markets. In conclusion, Tesco utilises information systems in improving its competitive advantage over other retail firms in the market.
Management of Customer Relationships.Through the use of information systems, Tesco can manage its relationship with the customers effectively and smoothly. Customer relationship management deals with the practices, techniques as well as systems employed by firms to manage customers (Al-suraihi et al 32). Subsequently, Tesco uses information systems in the analysis of customer behaviours towards its products and services. Therefore, Tesco can ably improve its strategies to achieve its goals. Positive customer relationships are Tesco's gateway to making more profit while building trust in its customers. Despite the complex structure in the retail industry, Tesco can attract new customers and retain them at the same time which helps in development. Foabeh and Achaleke further identify that information system are key for use in a retail firm due to their ability to study the attitude of buyers (67). Therefore, Tesco makes a study of the buyers' attitudes through different surveys and business activities. Conclusively, Tesco uses information systems in managing customer relationships.
Managing Budgets and Sales Goals.Tesco uses the information systems in supporting sales as well as customer service staff which allows the company to unify and coordinate points of contact to the customers. To attain profits and sales optimally, the company has to closely maximise the information systems through the collection, storage, and utilisation of information and knowledge (Al-Suraihi et al 33). Through proper sales management, Tesco gets the ability to track its stock from time to time in the retail business sector. Information systems are key improvers in the management of budgets through the use of software and researching the most affordable equipment to use in the company. Furthermore, information systems empower Tesco to manage its workers and also reduce wastage of resources which helps in the management of budgets (Wood et al. 31). Managing finances in the most appropriate manner forms part of any successful company. Ultimately, information systems have been very important to Tesco through their aid in budget and sales management.
Improved Marketing Techniques.Tesco utilises information systems in marketing its products both offline and online. Marketing techniques used by Tesco include social media marketing where the marketers at Tesco utilise social media for the spread of promotion or information to the market (Anglia Ruskin University 12). By using the information systems in marketing, the company can increase brand awareness among current and potential customers. Furthermore, marketing using information systems enables the promotion of Tesco's brands and the whole company as a whole. Information systems marketing techniques allow Tesco to quickly and easily respond to the changing needs of the markets (Queiroz and Oliveira 2). The marketing process deals with strategic dimensions through the providence of the company with guidance in identifying new opportunities. Certainly, Tesco can easily maintain its competitive advantage and increase profits over time. In summary, Tesco utilises information systems in marketing all its brands to the target markets all over the world. 
[bookmark: _Toc78055239]Information systems Implemented by Tesco and Description of the input, processing, and output of the Systems 
Oracle Retail Warehouse Management Information System.Oracle retail warehouse management information system is essential in supporting new sales channels, reducing inventory expenses, improving productivity of workforce, and integrating warehouse operations. The system inputs information in regards quantity of items, targeted customers, and all activities in the warehouse (Oracle par 2). Information processing is carried out through picking and distributing to enable flexible configuration of the DC. The warehouse management information system has the item level as well as location level that enables processing of the item or product that was initially input. For instance, the received bulky items are processed for storage in specific areas and distribution at pallet level (Oracle par 5). The processed information is output for example the systems can output patterns of how to arrange the merchandise that was bought. The system also outputs the way forward of operations from the manufacturing area to the area of distribution or the store to the customer. In conclusion, the system enables Tesco to organise, store and release products into the market.
Electronic Transactional Processing System (EPOS).Figure 1 shows the electronic point of sale information system used by Tesco. The EPOS at Tesco uses scanners, keyboards, weighing scales as well as card readers to input information. The inputs using infra-red scanners include product barcodes, vouchers, and staff discount cards, and also loyalty cards (Kalam 5). The inputs are also in the form of quantities, refunds, cash tendered, and manual functions using keyboards. The input data is then processed for example in the scanner, the barcode ascertained by the barcode software. The scanner carries out the reading of the barcode then transfers it to the electrical pulses. The software carries out further reading and transfers the signals then turns those to text that can be read. The salesperson then uses the readable text in finding and displaying the product. After processing, it means the information has to be output and this is enabled through the use of receipts (Suriyantphupha and Bourlakis 89). The processed information can also be output through VDU communications for example cashier’s computer screen. 
[image: ]
[bookmark: _Toc78055287]Figure 1: Electronic Point of Sale at Tesco
Source: Kalam (5)
Customer Relationship Management System.Figure 2 shows the customer relationship management system which considers four parts that include: strategy development, creation of value, integrating multi-channel process and assessing the performance (Tinnsten 3). The information input is a strategy that enables the development of customer relationships for example customer care, marketing and distribution strategies. The information is then processed to enable for scrutiny of which strategies are effective for improvement in customer relations. The processing is carried out from the value creation area where the output from the strategy development process (Tinnsten 4). Programs are formed and delivered for the extraction of value which determines what value the company can get from the customer and what the consumer can get from the firm. After creating value, integration of the multichannel process occurs where a choice of what channel to take is confirmed and then it is output. The output channel is then used and monitored through the performance assessment process.
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[bookmark: _Toc78055288]Figure 2: Information Management of the CRM from input, processing to output
Source: Tinnsten (4)
Point of Sale System (POS).Point of Sale deals with an information system that allows for transactions by use of cash registers. Within POS, the cash registers are added to the supporting software (Nasution par 2). The point of sale design enables the provision of better services to customers in the form of the price calculation, several goods bought, and the amount of goods not dependent on manual records. Data using a point of Sale system is input using hardware which includes a computer, barcode scanner, receipt printer, label printer, and cash drawer to mention but a few.  The information input is a form of barcodes, quantities of products, and the amount of income. The information is then processed using software that carries out billing, processing orders, monitoring sales, and reporting inventories (Nasution par 3). The software outputs data concerned with inventory programs, marketing solutions, and loyalty programs. In conclusion, the majority of the operation by use of Point of the sale in sales management is carried out by registers.
[bookmark: _Toc78055240]Tesco’s Potential Knowledge Management Challenges 

Information Scarcity.In Tesco just like other organisations, the management does not occur independently. It certainly means that numerous factors lead to the management of knowledge goals as well as the facilitation of knowledge-associated actions (Rezaei et al. 1). Therefore, the knowledge can become scarce due to factors associated with leadership, support from senior management, human resource practices of the organisation, structural, technological, and climate changes. Moreover, the customer needs to keep on changing from time to time which can make knowledge scarce for Tesco. Knowledge may be in the form of studying the culture, behaviours, and needs of the customers. Information scarcity may also arise due to scarcity in financial resources to use the outsourced expertise (Yawson 235). Furthermore, people have developed the urge to be more confidential with information and thus do not release it more often for researchers which increases the scarcity of knowledge. In conclusion, knowledge management may potentially get challenged due to scarcity of knowledge.
Outdated Structures and Resistance to Change.To build knowledge, Tesco has to depend on information technology. In the long run, the infrastructure may also become less comprehensive due to the changing factors in the market (Kiros et al. 23). Moreover, structures of the industry affect ways of conducting operations which affects the creation and sharing of knowledge. The hierarchical structure of the organisation may affect the individuals over time which affects the management of knowledge. As identified earlier, knowledge management is affected by leadership and coordination among the managers of the organisation (Rezaei et al. 3). The smooth flow and usage of knowledge depend on the organisation structure, therefore an outdated structure means a barrier to knowledge management. In addition to an outdated structure, individuals may lack motivation and thus resist change. Therefore, Tesco has to potentially face the consequences of an outdated structure in case it does not update it more often. In conclusion, an outdated organisational structure limits the level of knowledge management.
[bookmark: _Toc78055241]Recommendations to Strengthen Tesco’s Knowledge Management Practices from the Knowledge Acquisition-Retention-Transfer Perspectives 

Establishment of Internal and External Management Committees.Tesco should establish knowledge management systems committees and externally for the creation of organisational values that are continuously reliable. The external knowledge management committees would be responsible for acquiring knowledge from the markets and other businesses in the same market (Rezaei et al. 4). The external committees should include researchers, managers, and sales personnel. To retain the knowledge, the internal committees can effectively scrutinise the knowledge outsourced to ascertain its uniformity and importance to the operations of the organisation. Transferring the knowledge should highly depend on both teams that is to say the external and internal committees (Kiros et al. 25). Knowledge transfer is carried out inwardly among the employees and outwardly to the customers. By utilising the external internal committee technique, Tesco would be able to increase its competitive advantage and manage the business operations more effectively. In conclusion, it is recommendable that Tesco adopts the external and internal committees in managing knowledge.
Change in Organisational Structures.An organisation structure entails the shape and determination of the internal structure of relations prevalent in the organisation. Furthermore, the organisation structure gives an illustration of the divisions as well as units in the branches for carrying out the firm activities (Alawamleh and Kloub 84). For Tesco to acquire up-to-date and reliable knowledge, the organisation structure has to be well organised. Not only the main organisation structure but also all its regional structures have to be set out systematically to cater for any risks involved in operation. An effective organisation structure can easily enable for retaining of data within and outside the firm as a team. This is because knowledge can easily flow from top management to the bottom for comprehension of business operations (Alawamleh and Kloub 6). Furthermore, an efficient organisation structure enables shape and mould Tesco in the transfer of knowledge. This is because the organisation structure acts as a network for the movement of information from one party to another. In summary, Tesco should revise its organisation structures more often to enable proper knowledge management.
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Cost Leadership.The cost leadership strategy is more associated with low-cost in the form of business activities could also be referred to as low pricing, low input, designing of products and the economies of scale (Ali and Anwar 42). In particular, cost leadership deals with operation at less costs while earning profits. Tesco utilises this strategy in preserving market leadership position through ensuring efficiency in its value chain. The company puts focus on availing affordable and easily accessible products and services (Ali and Anwar 43). Furthermore, Tesco offers discounts and coupons to its customers to attain a cost leadership position for a better competitive advantage. In conclusion, cost leadership deals with a strategy that targets middle-income earners.
Differentiation.Differentiation deals with developing unique products or services to attain competition over other firms. Therefore, Tesco uses this strategy to distinguish its products and services from other organisations through quality innovations (Ali and Anwar 43). Differentiation enables Tesco to offer customers more valuable products through adding special features, brand images, better distributors, and proper advertisement (Islami et al par 6). Tesco has used differentiation through consideration of the health concerns of the customers. Furthermore, the company heavily advertises its brands and uses celebrity endorsements as a form of differentiation. Through product and service differentiation, the company earns a competitive advantage easily.
Focus Strategy.Focus strategy focuses on a specified target or segment of the market. If the first two strategies do not work out appropriately as required, the company adopts the focus strategy (Ali and Anwar 44). Furthermore, the strategy is implemented for time-limited products or services. Tesco adopts the focus strategy in low cost and making an offer of the best value of its products. Through the focus strategy, Tesco concentrates on a specific group of the market to serve. Furthermore, the focus is also put on the attributes of the product. In conclusion, the focus strategy enables Tesco to adopt centralised and specified strategies.
[bookmark: _Toc78055243]Ways the Use of IS/IT has enabled Tesco to Achieve a Competitive Advantage

Highly Experienced Customer Service.Tesco has gained a competitive advantage through handling customers in a professional and experienced manner. In particular, Tesco has been able to achieve it through the use of information technology which has improved communication (Ayodele 5). Technology is changing how businesses operate all over the world. Tesco has adopted the use of information technology that is designed and re-designed with inputting human resources. Moreover, the firm ably comprehends what the consumers need and in what period (Ayodele 8). Therefore, the company lives up to the expectations of the consumers. In conclusion, information technology has enabled the company to offer customers with better shopping experience hence gaining a competitive advantage.
Improved Marketing Methods.Through information technology, Tesco has been able to gain a competitive advantage over other firms following the improvement of the methods it uses in marketing. Presently, the technologies utilised do not only develop the goods and services but also reshape Tesco as a company and stimulate the current regulatory structures (Polas and Raju 95). The new markets attained are empowered through the innovations in advertising for example the use of websites and social media platforms to connect with the consumers. Moreover, the marketing is carried out with knowledge, ideas and technological based forms which increases the competitive advantage (Polas and Raju 96). In conclusion, IT has helped Tesco to gain a competitive advantage through improved forms of marketing. 
Knowledge Diversity.Tesco has used information technology in attaining more knowledge concerning the consumers and products. Information technology involves the use of cloud computing as well as the internet of things which is collectively known as the cloud of things (Narwane et al. 20). Through the cloud of things, Tesco has been able to manufacture products and innovate services that are knowledge-driven, social, and responsive. By use of information technology, Tesco has been able to carry out extensive research by use of the experts in the organisation through the use of big data (Esmaeilian et al. 79). The technologies used by the company have helped it to attain transparency in the supply chain to enable the management of all operations. Through knowledge diversity, the company has been able to improve its competitive advantage.
[bookmark: _Toc78055244]Benefits of Implementing Enterprise Resource Planning (ERP) Systems with Examples 

Customer Satisfaction.Through the use of enterprise resource planning systems, the company has achieved customer satisfaction. The achievement has been attained through improved levels of planning and management of resources (Manika et al. 12). Moreover, customers are given attention at the right time on each day which has improved the satisfaction attained. For example, the use of ERP has enabled Tesco to respond to queries of customers in a timely, and provide products according to their tastes and preferences (Manika et al. 14). The company is also environmentally sensitive which customers appreciate which includes eco-shopping, reducing wastes, saving water, and conserving domestic energy. In conclusion, the consumers are satisfied by the company's service since it uses ERP systems.
Sustainable and Quality improvement.The use of ERP systems has enabled Tesco to achieve sustainable and quality improvement through limited financing, profitable resource usage, and having better opinions of management (Hashim 187). Tesco uses ERP systems in the provision of products manufactured out of quality resources and yet to be sold out at a reasonable price (Hashim 187). Tesco achieves quality improvement for example through the maintenance of reliable inventories. Tesco PLc acknowledges that each product has a different shelf life and thus considers the right indexes and the time of supply through the use of the product life cycle system Through ERP systems that deal with inventory control, Tesco sells products that are of proper quality.
[bookmark: _Toc78055245]Challenges of Implementing Enterprise Resource Planning (ERP) Systems with Examples 

High Expenses.The enterprise resource planning systems are very expensive to implement and use. Mahmood et al identify that the subscription expenses are high in the implementation of cloud ERP (629). To use cloud ERP services, Tesco needs to subscribe to the services required and has to frequently pay fees as required. Moreover, the subscription fees have been predicted to reach 20% to 30% for every cost of software’s license (Mahmood et al. 630). ERP is expensive to create for example Tesco incurs costs in training, integration, testing, converting data, analysis, consultancy, and replacement of staff. Moreover, the ERP vendors are many who include SAP, Oracle, BaaN, and Microsoft to mention but a few which makes it hard to choose the right vendor.
Conclusion
Throughout the study, it has been identified that Tesco has adopted various information and knowledge management skills for the workplace. The skills used in managing knowledge and information have majorly been technology-based. Therefore, the company has realised various benefits ranging from improved customer satisfaction, sustained quality production, and high competitive advantage. Therefore, the systems have ultimately been helpful to the company. Moreover, Porter's strategies of competitive advantage show Tesco as one that has attained great competitive advantage through the use of systematised techniques in operation. Although the systems also have challenges, Tesco has greatly benefited and thus been able to manage its information and knowledge. In conclusion, Tesco ably manages its information and knowledge through technological-based operation and appropriate structural organisation.
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