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The aim of this report is to understand the concept of knowledge management (KM), the different types of KM and how to implement an efficient system management to improve areas in company.
The company chosen is Deliveroo. Through this company the report will cover background of KM, who are the participants in contribute and collection of knowledge, evaluate IM/KM approaches with potential to an overall success, why is important to invest in knowledge project and incentives for participate, challenges and opportunities to maximise KM system, new sources to engage stakeholders, costs, and legal requirements and, plan to promote Knowledge management systems.
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Deliveroo is a food delivery company founded in 2013 by Will Shu and Greg Olowoski. It operates in 10 countries, working with 200,000 restaurants/supermarkets and over 180,000 riders. Deliveroo focus on facilitate the delivery meals from restaurants/supermarkets to customers’ door, due to it innovate approach restaurants – customers through a user- friendly application and efficient delivery services (Deliveroo, 2024).

Before getting into Deliveroo ‘s knowledge management is essential to understand the concept of knowledge management. KM is a business process of capture, store, sharing and manage organization’s knowledge. The main objective of this process is to retain information that is important to business or organization with the purpose of improve efficiency and productivity (eGain, 2024).

Knowledge management system has 3 of information:

Explicit – knowledge that is easily documented, shared, example company policy, contract, guides, manuals, regulations.

Tacit – knowledge is gained from personal traits and experience and is more difficult to obtain and distribute. 

Implicit - this knowledge is not consciously accessible, example knowing how to ride a bicycle or swim.

For Deliveroo knowledge management is a key part of company’s operations as the organization has their main activities on technology to collect data and processed onto value information to optimize customer experience.

Since the beginning the organization has invested in build a consistent knowledge management system to streamline its operation to ensure timely and accurate delivery orders. The company leverage data analytics and machine learning algorithms to analyse customer preferences, optimize delivery routes, and manage inventory effectively.

An a key Deliveroo activity is the continuous monitoring and analysis of data generated from various touchpoints in the delivery process. This data includes customer orders, delivery timeline, restaurant performance and deliver rider feedback. By capturing and evaluating this information, the organization earn an important understanding of customer behaviour, market trends, and operational efficiency, allowing the company to make decision and improve its services. 

Also, the development of a centralized knowledge that stores information related to restaurants, menu items, delivery zones, and rider availability. This centralised system allows communication and collaboration among different stakeholders within the company, making sure that important information is shared in real-time to facilitate efficient decision – making and problem – solving (Deliveroo, 2024).

As a part of its knowledge management strategy continuous learning and innovation, the company encourages employees to share their lessons learned, better practices and innovate ideas through collaborative tools such as knowledge – sharing platforms. 
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The contribution and collection of knowledge between stakeholders is essential in modern businesses to continually improve its service. In Deliveroo’s operations, the participants can be divided into two groups and each of them plays a crucial role in the knowledge management process.

Internal participants

Employees: are essential contributors to the company’s knowledge management. They are responsible for creating and sharing knowledge within organization. Employees across different departments such as technology ops, marketing, and customer services are in active communication in knowledge – sharing activities to improve process, solve problems and innovation.

Management: the department plays a strategic role in KM by setting the goals, vision and priorities related to collaboration and knowledge sharing. Top roles such as managers, senior managers, supervisors provide leadership and directions to employees an enhance a supportive organizational culture that values learning and continuous improvement. Also promoting a recognizing and rewarding culture it will engage employees and increase productivity.



External participants

Customers: they are the main objectives and play an important role to contribute to knowledge collection in the organization by providing reviews, feedback, and rating on the application. Customers opinion help Deliveroo have a better understanding of customer preferences, identify areas for improvement and boost the overall user experience. By collecting data on customers preferences and satisfaction levels, the company can offer an exclusive and individual services to meet customer base expectations.

Restaurant/supermarkets partners: they are collaborators is KM Deliveroo’ s process as their role is the preparation food orders for customers. Partners provides relevant insights into menu items, price, offers, and orders volumes, which helps the company to optimize its delivery operations and stablish a proper customer experience. Working closely with partners it will contribute to a strong relationship, develop an efficient delivery process, and expand options for customers.

Delivery riders: these independent contractors are responsible for picking up the orders and from restaurants and delivering them to customers in a fast way possible. Riders contributes to relevant information on routes, traffic conditions, customer interactions, and order process, all together it helps Deliveroo optimize its delivery logistics, provide efficient services, accuracy and customer satisfaction (the strategy, 2024).



[bookmark: _Toc165607213]3. IM/KM Deliveroo approaches evaluation

Deliveroo has implemented several Information Management (IM) and Knowledge Management (KM) approaches that significantly contribute to company success in a competitive industry. By developing and improving technology, data analytics and a culture of innovation, the organization has been able to optimize its activities, boost the customer service and drive business growth.

Below IM/KM approaches:

Data driven decision making: the company put a lot of emphasis on data analytics to inform its business decisions and improve operational efficiency. The organization collect and store huge quantities of data on customer behaviour, order volumes, delivery times, and performance which are then analysed to identify trends, patterns, and opportunities. By evaluating this data Deliveroo can take more precisely decisions related to pricing strategies, menu options, delivery routes, and services. 

Knowledge sharing platforms: Deliveroo invest in internal knowledge sharing platforms to facilitate collaboration and communication among departments. These systems allow staff members to share ideas, best practices also access to relevant information in an easy way. By acquiring a knowledge sharing culture, the company ensures that important insights are in contact across the company.

Customer feedback analysis: review and feedback are important for the company success. Covering and analysing customer reviews it let organization to identify areas of improvement, provide a better customer service and build brand loyalty.

Supplier relationship management: Deliveroo keep a strong relationship with their partners and suppliers. With an efficient supplier relationship management (SRM) practice, the company ensures timely deliveries, quality food products, and beneficial terms for its partners. By boosting a mutual profitable condition with suppliers, organization reduce costs, efficient activities and expand its services.

Training and development programs: Deliveroo invest in training and development programs to skill up its employee according to their roles. By implementing training opportunities, xthe company ensures that its operations keep up to date with the industry trends, technology advancements and new ideas of innovation also engage the employee with the company mindset.

Risk management strategies: the organization continuously identify and mitigates risks that could have an impact in organizations activities and reputation. From cybersecurity threats to compliance issues, the company apply risk management strategies to protect business interest and customer data. 

Technology integration: in modern times technology has a huge importance, more in a company that the main tool of communication and workflow is through application. For this reason, Deliveroo continuously invest in technology innovation to compete and stay ahead of competitors, from app developments to advanced logistics algorithms (Parker, 2023).
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Participate in knowledge management activities is essential for modern companies, including Deliveroo. Reward employees, customers, restaurants/supermarkets partners, and Deliveroo riders to engage in knowledge sharing and collaboration can be beneficial for the company in plenty of aspects (Hill, 2023)

Below are some incentives for stakeholders to participate in knowledge management activities, why it is important for the Deliveroo company to invest in knowledge projects.

Employees 

Incentives
· Recognition and rewards: Deliveroo can incentive employee’s contributions by include bonuses, promotions, public recognition to show them they are a valuable active for the company. 
· Professional development opportunities: company can provide professional growth and skill development. By let them engage with collaborative project, employees can expand their knowledge and network, gain experiences that can help them to their career advancement.
· Employee satisfaction: by implementing this knowledge management can increase efficiency and productivity at workplace, when workers feel empowered and feel they are part of company decisions are more likely to be motivated.



Importance for Deliveroo
Investing in employee participation in KM activities is key for Deliveroo’s operations and success. By given to the employee the chance of decision – making it will contribute to innovate ideas, improve processes, and drive business performance by other side also it will attract new talent and retain top employees.


Customers 

Incentives
· Improve customer service quality: customer is the main factor in KM due to feedback, reviews, and ratings Deliveroo can improve the quality of service. By sharing their preferences, experiences, and suggestions, customers can have some influence on restaurants/ supermarkets offering, delivery time, and overall service standards.
· Personalized recommendations: Deliveroo platforms can provide a personalized recommendation to customer who are in constant contact with the application. Provide offers based on preferences, favourites restaurants/supermarkets, customer can enjoy more the experience.

Importance for Deliveroo
Customers are the main character in this industry for this reason understand their needs, preferences, feedback, reviews, behaviours patterns can let the organisation to offer an exclusive service and adapt to any changing demand, build a relationship with customers it let create loyalty, differentiate the company to other brands and customer satisfaction.


Restaurants/supermarkets 

Incentives
· Increased visibility and sales: restaurants/supermarkets can expand its brand and sales through Deliveroo app, by sharing menu updates, promotions, and offers, restaurants can reach a larger customer base and attract new ones to the establishment.
· Valuable insight data: by analysing order volumes, customer preferences partners can inform decisions, improve menu offers and improve business performance.
· Collaboration: collaborate with Deliveroo and sharing best practices with other partners can create a sense of community and boost relationships among them.

Importance for Deliveroo 
Is important for the company build relationships with partners it will help to offer different culinary options to customers and being ahead of competitors in the market.

Delivery riders 

Incentives
· Flexible timetable: riders can benefit from flexible work opportunities, incentives, and rewards. Deliveroo riders can access and share information, report issues, share feedback, and engaging with Deliveroo’s platform.
· Performance recognition: recognizing and rewarding riders it will motivate them to perform at their best. These incentives it will lead to better services, high quality and exceed customer expectations.
· Training program: providing tools and learning opportunities the organization can empower Deliveroo riders to in their roles and contribute to company’s success.



Importance for Deliveroo
Engaging riders is crucial for Deliveroo to optimize its delivery operations, ensure timely and accurate order fulfilment and maintain a strong network of reliable couriers. By given them power with knowledge, support, and resources riders it will lead to happier customers.
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While an effective knowledge management can drive innovation, improve decision-making, and enhance operational efficiency also some challenges can overcome such as data security concerns, resistance to changes, lack of user adoption, knowledge repository.
Addressing and understanding these two concepts is essential for Deliveroo to capitalize opportunities and future challenges presented by knowledge management.

Opportunities

· Innovation and creativity: through knowledge management system Deliveroo can share and collaborate knowledge that it will lead to a culture of innovation and creativity. Encouraging employees, customers, and partners to share ideas, best practices, and feedback, the organization can create new initiatives, product enhancements, and process improvements.
· Decision making: a good functioning KM can provide Deliveroo access to real time data and insights that support informed decision making to all departments and make strategic decisions that drive businesses to growth and innovation.
· Competitive advantage: an efficient KM system can provide to the company a sustainable competitive advantage in the industry. Organization can differentiate its services, optimize delivery operations, and respond quickly to market changes.
· Improve customer experience: understanding customer behaviour and tailoring offering accordingly Deliveroo can build customer loyalty, engagement, and strengthen its brand reputation.
· Learning and development: a robust KM system can support continuous learning and development among Deliveroo’s workforce. By providing access to training materials, resources, and best practices, employees can upskill, acquire new knowledge, and stay in alignment with industry trends to enhance their performance and contribute to the company’s success (Malak, 2023)

Challenges 

· Resistance to change: implementing a KM system may face resistance from employees who are used to traditional work activities and refuse to adopt new technologies. Overcoming resistance requires effective change management strategies, training, communication, and ongoing support to help employees understand the benefits of the knowledge management system and adapt to new ways of work.
· Data privacy and security breaches: manage a huge quantity of sensitive data is a risk due to hackers can spread or use for fraud. Deliveroo must stablish a strong data protection measure, access controls, and encryption protocols to keep safe confidential information.
· Data overload: the company must develop effective search functionalities, filters, and knowledge repositories to help users access, organize, and prioritize information efficiently to avoid nonsense vast amount of data and struggle to find relevant insights.
· Lack of user adoptions: the adoption of KM system requires high engagement from users. If employees, customers, or partners do not see the value of KM system or find it difficult to use, it may have the opposite way and low, ineffective and the system might be compromised. For these reasons the organization must develop clear guidelines, training, incentives, and provide feedback to continually improve the users experience and promote adoption (Parmar, 2023).
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Identify and distribute new sources of knowledge is essential for Deliveroo to stay competitive a meet evolving needs of its business partners, clients, and other stakeholders.
Below how the company can approach this:

· Market research and trend is key to identify new sources of knowledge, emerging trends, and customer preferences. The company can conduct surveys, focus groups, and data analytics to gather insights on market dynamics, competitor offerings, consumer behaviour and regional preferences. By approaching data and trends, Deliveroo can identify opportunities for new products, services, or partnerships that align with market demand and customer expectations.
· Communication channels and digital platforms: using communication channels, digital platforms and knowledge sharing tools can facilitate the distribution of new source of knowledge to clients, partners, and stakeholders. The organization can develop website, mobile application, newsletter, social media channels, and online forums to evaluate information, updates, and announcements about new products, services and initiatives.
· Partnerships: forming strategic alliances with technology providers, industry players, research institutions can help organisation access to new knowledge and resources. By collaborating with partners who have complementary capabilities, innovative solutions, or market insights Deliveroo can leverage external KM assets, expand its markets reach, and co-develop new products or services that meet the needs of diverse stakeholders.
· Pilot programs and beta testing: Deliveroo can launch pilot programs and beta testing initiatives to gather feedback and validate new product and services concepts before official launch. Selecting customer and stakeholders to test prototypes, the company can refine its offering based on real – world usage and feedback, ensuring that they meet the needs and expectations of end-users ~(the strategy story, 2023).
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By considering financial considerations and legal compliance from the outset, the company can effectively plan, budget, and execute the knowledge management system implementation while ensuring adherence to main and important laws/regulations (Monte, 2020).

 
Cost benefit analysis
· Is essential to evaluate the financial implications of implementing a KM system in the organisation. Estimating upfront costs, ongoing maintenance expenses, and expected benefits such as raise the efficiency, productivity, and competitive advantage, Deliveroo can assess the return on investment of the KM system. Understanding the costs and benefits enables the company to apply more effective decisions, allocate resources in a profitability way and prioritize key initiatives to maximize the value of the system.

Budget planning 
· Is crucial to develop a detailed budget and allocate resources appropriately to manage operation costs during KM implementation. The organization should consider expenses related to the new software acquisition, training infrastructure upgrades, customization, and ongoing support when planning budget for the KM system project. 
By setting clear budget goals, tracking expenses, and monitoring progress against financial targets, the organization can ensure costs control, financial accountability, and successful implementation of the KM system within budget constraints.

Vendor selection and negotiation
· Choosing the right software vendor or solution provider for the KM system is crucial for managing operating costs and ensuring a successful implementation. The company must evaluate vendors based on factors such as pricing, functionality, scalability, support services, and reputation in the market. Negotiating good terms, discounts, and service level agreements with vendors can help Deliveroo secure cost-effective solutions, flexible pricing models, and value-added services that meets its specific requirements.

Compliance with legal requirements
· Ensuring compliance with legal requirements, data protection regulations, and intellectual property laws is essential when implementing a KM system Deliveroo. Depending of the data stored, shared, or accessed through the Knowledge management system, the company adhere to relevant laws and regulations such as GDPR (general data protection regulations), specific guidelines, and contractual obligations related to data privacy and security. Through legal assessment, implementing strong data protection measures, obtaining user consent where necessary, and maintaining compliance with regulatory requirements, company can mitigate legal risks, protect sensitive information, and build trust among stakeholders.

Training and awareness programs
· Providing training, awareness programs, and change management initiatives for employees, partners, and stakeholders involved in the KM system implementation is essential to ensuring compliance with legal requirements, data protection regulations, and operational best practices. The company must offer comprehensive training on data privacy, information security, intellectual property rights, and compliance guidelines to ensure that users understand their legal responsibilities and roles Whitin the KM system.
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Promoting KM system within Deliveroo and ensuring that all stakeholders are aware of its benefits and capabilities requires a comprehensive communication and training strategy.

Communication strategies

· Launch announcement: Deliveroo must announce the launch of the KMS through internal communication channels, such as company-wide emails, intranet announcement and team meetings.


· Regular updates: the company must provide continuous updates on the KMS, including new features, success stories and tips for effective use. This can be done by newsletters, blog post, and internal social media platforms to keep stakeholders engaged and informed about the system’s evolution and ongoing benefits.


· Training sessions: conduct training session to familiarize stakeholders with the KMS and its functionalities. These sessions can be conducted in person or virtually and tailored to different user groups based on their roles and responsibilities.

Stakeholder engagement

· Executive sponsorship: promoting its use and participating in training sessions and knowledge sharing initiatives. Executive s sends a powerful message to employees and encourages widespread adoption of the system.
· Rewarded networkers: stablish a network of KMS rewarders across different departments and teams who are responsible for promoting the system, answering questions, and sharing best practices.
· Feedback mechanism: Deliveroo must solicit feedback from stakeholders regarding their experience with the KMS, including any challenges they find out or suggestions for improvement.

Incentives and recognition
· Recognition programs: implement recognition programs to reward employees who are actively contributing to KMS by sharing valuable knowledge, participating in discussions, or providing feedback.
· Performance metrics: track key performance metrics related to KMS usage, such as the number of active users, frequency of content uploads, and engagement levels.


Integration with workflows
· Seamless integration: integrate the KMS into existing workflow and systems to make it easily accessible and part of employee’s daily routine, it might involve integrating the KMS with collaboration tools such as Microsoft teams.
· Embedding knowledge sharing: the company should emphasize the importance of knowledge sharing as a part of employee’s roles and responsibilities. Managers should encourage their teams to document best practices, lessons learned, and insights gained from projects and experiences.

By implementing these strategies Deliveroo can effectively promote the KMS and ensure that all stakeholders are aware of its benefits and equipped to make the best use of it. This will foster a culture of knowledge sharing, collaboration, and continuous learning, ultimately driving business success and innovation within the organization.
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