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· Executive Summary
This case study is to demonstrate an understanding of the concept and the importance of knowledge management and information in Toni and Guy who is one of the biggest hairdressing salon in the UK. The work will be composed of introduction of my company, description of knowledge management, mission statement, values, marketing, objectives, financial objectives, organizational processes and how information, knowledge is processed in Toni and Guy.





· Introduction
Toni and Guy is a British International chain of hairdressing salons founded in UK in 1963 by brothers, Toni Mascolo and Guy Mascolo. It was first opened in Clapham, London. As of 2017, there are now nearly 500 salons in almost 50 countries. (https://toniandguy.com/salon/covent-garden/about)






1. Providing an evaluation of the concept and the importance of knowledge management in the context of an organizations knowledge assets.

1.1 What is Knowledge management 
According to Alex Birkett, Growth Marketing Manager, measuring and optimizing a company’s knowledge management system can be even more challenging.
It is about getting the right knowledge to the right person at the correct time. For example, as shown in the image strategy organization culture, Organization process, leadership and technology. They are all significant factors in helping an organization develop its knowledge management. Knowledge is a familiarity, awareness or understanding of someone or something such as facts, information, description or skills. 
It is about helping the Organization to become smarter, helps to improve the organization in improving their IQ and by improving the awareness of all the people in the organization by knowing how to keep up with the competition. 

1.2 Mission Statement

Toni & Guy’s have mission statement is to grow the best, the most profitable, hairdressing company on the planet where people love to work and clients love to be. Here, Toni & Guy are the stating that their customers are their priority and staff have a significant factor in the working business.

1.3 Values

Toni & Guy have stated five of their values on the website: Being customer focused, team players, actively look to grow, develop and innovate, are passionate and self-motivated ad believe in quality. 
These 5 values express how Toni & Guy always want their business to stay successful and constantly thriving to help boosts their sales. ( Toni & Guy Website - https://toniandguy.com/salon/covent-garden/about)


1.4 Marketing Objectives



Tony & Guy have economic tactics such as advertising. If there is more advertising of products and hairstyles, then it will attract more clients and boost financial sales. Same as word of mouth towards potentially new clients, this ‘tactics’ is especially important as people will actually see the end result and will also be asking for the details of the company directly, again boosting sales. Increase customers by 9% will decrease customer acquisition cost by 8% per year.

1.5 Financial Objectives

10% increase in the amount of hair products sold each year. Target marketing will allow Toni & Guy to reach different market points.

1.6 Organizational processes
Before any company can become a successful company, they would have to have a good team of workers to help practically, manage employees to be able to carry out tasks and provide great customer service. (David A. Garvin, Robert and Jane Cizik Professor of Business Administration, Harvard Business School.)  All employees are trained well before allowed to carry out any duties within Toni & Guy. There are many ranks such as senior stylist or colorists or hair technician. They allow customers to be able to pick freely who they would like to do their hair. Online bookings on the website, calling to book through a phone or visiting the store are all options of ways clients book appointments. 



· How Toni & Guy’s data, information and knowledge is processed
	Data
	Information
	Knowledge

	Appointment database
	Where you drop all appointments and know the availability
	Knowing how to organize your staff and knowing which staff is doing what at which time. And which staff is free at that time.

	Database for payment systems.
	Credit card details payments facilitate easier payment methods. Payment for the staff.
	Avoid customer carrying cash the whole time, facilitating exchange information in the right time and decreasing the chances of losing money and also to buy products

	Information
	Sharing information about the organization and the values. Providing customer based principles and also promoting their services and events such as London Fashion week. It also allow for bookings
	To promote and attract more customers.

	Having a software that can help train people
	Step by step training and giving practices needs, able to have the right information about training programs
	So can be accessible anywhere with a tablet or mobile phone.

	Staff Information System database
	Staff information such as email address, telephone number, date of birth, previous qualifications, past experience and previous statement. 
	This will give employers a sufficient amount of information to decide which of their workers is most suitable for.

	Customers Data
	This stores data on each client and many of their preferences in terms of their lifestyle and attitude.
	This helps client understand each staff and how they are. It also help the manager to allocate which employee is best with a particular client or for example which employee can best handle a difficult customer.

	Sell historical data
	Clearly specifies what goods were sold and what quantity was sold for the month and what products were bought and what products needed to be replaced. Price list for service and products.
	Knowing all the information will help you to know the statistics of what product is sold more than others and to know how many to order next.
When staffs knows the price lists, it helps the staff sell quicker as they can recount product prices.

	Employees data
	Help the company to know if they need more staff or if they need to reduce the staff members.
	Knowing how to give adequate decisions for staff or employees.










Appointment booking system





Financial data






PART 2
2.1 How Toni & Guy store their information.


Toni & guy Store have a customer data information storage system in place which where they gather information’s of clients to better serve them. 
On a daily basis, the secretary of Toni & Guy keeps records of every clients planning to book a hair stylist in its salon.
When a customer calls to book an appointment, the staff inquire some details about the customer such as: -
· client name and time of arrival.
· Preferred hairstyle
· For what purpose they need the hair, to propose them different options
· The price of the hairstyle.
· Sometimes what they need from that particular customer also include information her punctuality
· Information’s about how often the client visit the salon is collected also.
· They also collect information to know when their hair need to be renewed
This information’s collected are being stored in a computer of the salon where reference can be made anytime. 
Toni & guy storage system also stores details about, the quantity of equipment’s and products bought and also how many has been sold during a particular period of time so that they will be able to know which one to replace and which one sells fast.
With regards to employees’ data, Toni and Guy stores all the employees’ information such as name, social security number, address, date of birth, previous work experience, educational level and qualification. Besides that, the number of employees and what position each employee occupies is also stored. 
Toni & Guy also stores information concerning payment details like credit card information’s, name on card, what was bought and what was sold.
The storage system also keeps information of all employee’s record including record of all payments and all financial transactions, net profits and loss.





2.2 How Toni & Guy share their information.
Information sharing is also a critical part of Toni & Guy business. They do this through the following media:
· Social media like Facebook and Instagram where they share samples of their works.
· Through their websites
· In magazines where they display attractive works carried out with the permission of the clients used as models.
· Information sharing also occur when they hire the service of an advertising agency who display their works or stories of clients on street digital screens.
· Television advertisement is another popular way Toni & Guy shares information.
Information sharing between staffs and the management team takes place through email, meetings and texts messaging.
Data sharing between departments in the organization takes place through a system where people get access to the data platform which permit them to share reports and collect data between each other to the company – LOTAME
Marketing is one of the most effective way of sharing customer information. According to Lotame, the formation of marketing is knowledge – information to make informed decisions. All companies use marketing systems to share or advertise their products or services.
2.3  Intellectual Policy of Toni & Guy
In order to ensure the smoothly running of the hair and beauty salon, there is a set of rules and obligations put in place and constantly reviewed to create boundaries between employees and clients and to keep both parties out of risks.
Toni & Guy create these rules which is approved by the management board and then communicated to its clients and employees.
According to general management, devising a privacy policy is the best way to reduce risk and increase efficiency of services.

Toni & Guy have the following policies put in place.
a. Customer right: This right protect the customers when decisions are being made in the workplace to serve the customer. It is related to booking appointments and cancellation of appointments. Booking using credit cards and other payment systems.  Timely notification, usually 5 days before to cancel or reschedule an appointment. Booking of appointment and confirmation by way of text or email after booking.  (Intellectual property law for small businesses in the UK, By Sam Bromley)

The customer is entitled to the right of 
· Fair treatment 
· Right to transparency, fairness and honest dealings.
· Right to privacy of the client’s information.
· Right to grievance redressed and compensation.
b. Equality rights: This policy is applied by Toni & Guy to protect against any discriminations and make sure that there is equal opportunity when dealing with clients and employees.
c. Gender Right: It is the right that protect women at the salon and also ensure that men and women are treated with respect.
d. Limitation rights: it is the right which provides general limitations at the work place

2.4  How to create knowledge at the hair salon.
Toni & Guy does this by:
· producing normal guide for hair cuts
· Producing videos of demonstrating the process of their work and how to.
· Post contents about how to or do it yourself styles.

Toni & guy uses their best staffs and organize exposition show where the best hair styles are being displayed to attract more quality customers.
Toni & Guy manufacture hair and beauty products which is sold in hair and beauty colleges and this also serves as a form of advertisement.
They also share knowledge by promoting their products and services via posters, social media and television.
Promotional prices are also displayed on their websites.
Knowledge is also shared through demonstrative videos on their website.
Offering of free Do-it-Yourself lessons in their seminars for women and children. 
(Sacha Mascolo-Tarbuck Global Creative Director, Toni & guy website https://toniandguy.com/education)




2.5  How to integrate and give support to employees.
According to a report TLNT, integrating a new employee in a new company is not an easy task but the earlier an employee is integrated into the system, the more relax they are with their job and work efficiently. Integrating an employee into the company may take a longer or shorter period of time depending on the size of the company or business. It may take a few days or more depending on the size of the Organization. (Butteriss, M. (1999). Help Wanted: The Complete Guide to Human Resources for Canadian Entrepreneurs. Toronto: John Wiley & Sons.)
Fast Integration makes any new employee to be more at ease to contribute his or her ideas during discussions and important decisions that can make the whole business to grow.
Every employee need assistance during the first months of hiring to enable them get used to the system.
Integration assistance makes the environment more welcome to new employees as they will be able to bring their suggestions to the table and see themselves as part of the team.
A typical business like the Toni & Guy ensures that a new employee has a copy of the company’s manual which has details of the values and policy of the company.
As a way to encourage hard work, Toni & Guy appreciates employees when they do magnificent styles and work. This makes them to put in more efforts to satisfy their clients.
They also assist new employees when they are working with clients so that they can easily communicate with employees and clear doubts at any point while styling is in progress.
All these make the employee feel more comfortable in the new working environment and perform their tasks with confidence.





PART 3
3.1 Explain the difference between individual knowledge and organizational knowledge.
In this context, individual knowledge has to do with personal know-how, what an individual is capable of doing using his mind and hands based on their beliefs, his or her skills.
According to LAVE (2019) when knowledge comes from several subunits or groups of people, the resulting knowledge usually tacit or explicit is referred to as Organizational knowledge.
In a business like Toni & guy knowledge management is a challenging task since part of the knowledge or skills is internalized by the individual and part of the knowledge is internalized by the company. However, Toni and Guy has a system put in place to manage individual and Organizational knowledge for the smooth running and sustainability of the company. 

The success of the Toni & Guy business is based on their ability to combine individual knowledge with that of the knowledge of the company to meet the demands and expectations of its clients. Toni & Guy has updated knowledge of trending hairstyles in the beauty and fashion industry. They train and update their employees so that they become creative and use their skills to produce amazing hairstyles.
Through seminars and training programs, employees are made to understand changes in the business and they are also trained with insights about new styles they can create to sustain the business.
3.2 Knowledge Management
There is the need to constantly monitor and supervise the works of staffs. Toni & Guy provides guidance and support in order to enable its employees work and develop their full potential so that they can be an ultimately professional stylist. They constantly update the knowledge and make sure that employees pick up fast based on their skills and abilities.
Training and updating employees is a way that Toni & Guy are giving back to the industry. The International Artistic team made up of the best stylists and hairdressers around the world is one of the way through which Toni & Guy manages their knowledge and it has been the driving force behind the success of their company. 
They constantly recruit artists of every conceivable talent: from pioneering new cutting and coloring techniques to creating editorial and Avant Garde styles. Ton & Guy also share their vision and knowledge with more than 100,000 hairdressers globally at shows and seminars each year. This strategy helps boost their reputation and maintain them always at the top of the Industry.
To bring individual and organizational knowledge to equilibrium, they constantly receive feedback from both employees and International stylists or hairdressers.
This enable them to make amendments where need be and improve the quality of the services they offer. 
3.3 What framework is in place for sharing knowledge
Toni & guy has put a framework in place through Toni & Guy Education where they share their unique experience to create an innovative, progressive and globally renowned hairdressing education programme for every career stage.
Through their education system, International artistic teams facilitate each courses so that even individual employees who think they know a lot will be excited and inspired.
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, Salon revenue projection
2 Year1 Year2 Year3 Yeara Years

5 Services - weekly

4 [Client base per stylist 100 150 200 240 250
5 | Weeks between visits 7 7 7 7 7
6 (Clients per stylist 1 2 29 3 36
7 Number of stylists 3 5 7 10 2
g salon clients per week a3 107 200 343 423
9 Average spend per client 3457 35.38 36.00 37.00 37.80
10 Revenue per week 1482 3,791 7,200 12,68 16,200
11 Weeks open 52 52 52 52 52
12 Service revenue per year 77,002 197,117 374,400 659,657 842,400
13

14 Retail - weekly

15 Average spend per client 3.00 3.50 3.60 3.65 3.80
16 Revenue per week 129 375 720 1,251 1,629
17 Retail revenue per year 6,685 19,500 37,40 65,074 84,686
18

19

1o Other revenue

21 Sundry 7 197 3,784 6,597 8,424
2

3

2

2

26 Other revenue 70 197 3,784 6,507 8,424
27

28 Total revenue per year 84,498 218,588 15,588 731,328 935,510
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