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[bookmark: _Toc904926177]1. Introduction
The effective management of organisational knowledge is increasingly important within service-based businesses where expertise, customer relationships and operational decisions directly influence business performance. This is particularly relevant within the beauty sector, where customer trust, service quality and professional expertise significantly shape commercial sustainability and growth.
The workplace examined in this report is an independent salon operating within the advanced beauty industry, employing four beauticians and providing appointment only treatments to an established client base. Current business objectives include growth, increased income, stronger brand awareness and maintaining high customer service standards. Current systems include Fresha, manual booking processes and paper consultation records.
This report develops a strategic knowledge and information management framework designed to improve organisational efficiency, workforce capability, customer service consistency and long-term resilience. It critically evaluates relevant knowledge management theory, analyses current organisational knowledge systems, establishes a business case for strategic KM investment and proposes practical recommendations for knowledge-sharing, governance and organisational. It will also explore how knowledge is collected, stored, shared, protected and implemented within the workplace.



[bookmark: _Toc679688016]2. Critical Evaluation of Knowledge Management Concepts
[bookmark: _Toc1517951197]2.1 Data, Information, Knowledge and Wisdom (DIKW)
The DIKW hierarchy is one of the most established conceptual models within knowledge management literature. Ackoff (1989) views data, information, knowledge, and wisdom as more advanced forms of organisational knowledge, while Rowley (2007) claims the framework helps distinguish raw data from strategic judgement.
Salon data includes appointment booking, customer details, payment transactions, treatment histories and cancellation records generated through Fresha (a 3rd party online booking system) and manual consultation systems. Organising this information highlights busy booking times, repeat customer patterns, and popular treatments. Managerial analysis of these trends offers knowledge that can lead to expansion, staffing, and service investment decisions. This viewpoint suggests DIKW offers practical value especially where operational data supports evidence-based decision-making. Critics argue the framework simplifies organisational knowledge creation. Bernstein (2009) suggests decision-making is cyclical, contextual, and influenced by judgement rather than linear processing, questioning the hierarchical model of knowledge development. An important criticism is putting wisdom as the last stage. In strategic businesses, wisdom can precede data collection. For example, the salon owner might want to use professional judgement to decide if expansion is financially feasible or if existing staff can support growth. What information and operational data is needed depends on these strategic questions. This interpretation makes organisational decision-making cyclical. This suggests DIKW can be used for conceptual difference but not literal decision-making. Strategic salon practice is better reflected by a circular interpretation. Therefore, DIKW is useful for distinguishing concepts but less effective as a literal model of organisational decision-making.
[bookmark: _Toc553960241]2.2 Tacit and Explicit Knowledge
Polanyi (1966) claims that tacit knowledge is gained knowledge through experience, intuition and professional judgement. This includes our intuition and judgement, practical understanding, and awareness gained through experience rather than through formal learning alone.  Tacit salon knowledge includes advanced treatment expertise, consultation advice, managing customer expectations, recommendation of products, complaint resolution, and contraindication awareness. These knowledge assets all impact customer safety, satisfaction, and revenue. 
 Explicit knowledge can be stated, logged, and shared (Nonaka, 1994). The salon maintains consultation forms, hygiene procedures, treatment information, pricing structures, and booking records. Others argue tacit knowledge can be effectively turned into staff performance. Nonaka and Takeuchi (1995) state tacit and explicit knowledge interact to create knowledge, suggesting structured knowledge-sharing externalises valuable expertise.  This supports the idea that operational procedures, treatment guidance, and staff training reflect the business management expertise. Critics claim tacit knowledge cannot be codified. McAdam et al. (2007) argue that tacit expertise is organically embedded, and context tied making codifying it unachievable.
This debate particularly aligns to salon environment as documenting consultation procedures, hygiene standards, and treatment protocols improve salon service consistency (Chehab et al., 2021). Customer reassurance, treatment adaptation, and service recovery often require tacit knowledge and professional judgement that cannot be codified (van Houten et al., 2023). Standardisation can reduce autonomy and weaken the personalised service that gives premium business a competitive edge (Ma et al., 2022). Therefore, effective knowledge management should balance documentation with professional discretion.

[bookmark: _Toc542671804]2.3 Knowledge Worker vs Organisational Knowledge
While shared organisational and worker knowledge improves business ability, continuity, and scalability, it may reduce benefits of subject knowledge experts. However over dependence on one person puts service consistency, decision-making, and financial performance in danger if critical knowledge is lost (Durst & Zieba, 2019). Independent knowledge wins short-term competitive g Does competitive advantage come from individual expertise or company strength?  is a key knowledge management debate. Specialist knowledge, judgement, and customer interaction directly affect service business outcomes, so individual expertise can strengthen differentiation (Drucker, 1993). The salon owner's experience helps improves service, build customer trust ain, but shared organisational capability offers long-term sustainability, requiring a balance of both.

[bookmark: _Toc861619188]2.4 “Wiigs Knowledge Typology”
Wiig’s (1997) knowledge typology, which distinguishes between different forms of organisational knowledge based on accessibility and ownership offer another viewpoint.  Wiig’s typology. Suggests that that public and personal knowledge differ in terms of accessibility and ownership. This is particularly relevant within SMEs, where commercially valuable expertise is frequently found within individuals rather than embedded in formal systems. 
Within the salon, explicit consultation procedures, hygiene expectations and booking records reflect shared organisational knowledge that can be accessed and applied by staff. That said a large amount of commercially valuable expertise remains personal knowledge held primarily by the owner, including client preferences and customer relationship management capability.  Within the Salon personal knowledge held by the owner could be developed into organisational knowledge though structured mentoring, shared treatment notes, client preference records, and SOPS allowing staff access to important knowledge while still using professional judgement when in client-facing situations. while personal expertise may strengthen service quality, excessive concentration creates accessibility and continuity risks. Wiig’s framework therefore reinforces the argument that effective KM requires transforming strategically important personal knowledge into more widely shared organisational capability without eliminating the value of individual expertise.
[bookmark: _Toc2062292360]2.5 Knowledge Creation and Transfer
Nonaka’s (1994) SECI model suggests that organisational knowledge is created through a blend of tacit and explicit knowledge, making it a helpful framework for developing organisational capability through documentation, mentoring and workforce learning. Within the salon, SECI could be applied through socialisation, where staff learn by observing and being monitored; externalisation, where treatment guidance and consultation procedures are written down; consultation, where client records, policies and service standards are brought together; and internalisation where staff apply this knowledge through training and supervised practice. this generating treatment guides and consultation standards could improve consistency and continuity. However, this model has-been criticised for assuming that tacit knowledge can be easily converted into explicit knowledge (Gourlay, 2006). This highlights the difference between the codification and personalisation approaches to knowledge management.  Therefore, while SECI provides a valuable strategic framework, effective salon knowledge management requires balancing structured knowledge transfer with experiential learning and professional discretion.



[bookmark: _Toc1533910674]3. Knowledge as a Strategic Resource
[bookmark: _Toc433306834]3.1 Knowledge as Strategic Asset
According to the resource-based view (RBV), resources that are valuable, hard to replicate and well organised provide a sustainable competitive advantage (Barney, 1991). The Salons treatment expertise, client relationships and service knowledge can be viewed as strategic assets as they are built through experience, trust and repeated client integration, making them difficult for competitors to replicate. Elsewhere critics say that RBV places too much emphasis on resource ownership while providing limited insight into how resources are created, used, and modified in changing environments (Priem & Butler, 2001). This is relevant to the salon, where owner expertise creates clear business value, but limited systems for knowledge-sharing and transfer reduce long-term sustainability. Therefore, while knowledge can provide competitive advantage, its value depends on how effectively it is embedded across the organisation
[bookmark: _Toc1889156467]3.2 VRIO Analysis
The VRIO framework offers a more detailed account of whether resources can create a competitive sustainable advantage (Barney & Hesterly, 2019). Within the salon, the owner’s expertise is clearly valuable as specialist knowledge supports service quality, customer satisfaction and financial performance, while its experiential and tacit nature makes it relatively rare and difficult for competitors to imitate. To fully exploit this knowledge, the salon needs stronger systems for knowledge-sharing, training and client record management. However, the organisation appears weaker as fragmented knowledge access, informal transfer practices and heavy reliance on owner expertise limit the business’s ability to fully exploit this resource. This creates a strategic contradiction: while the salon possesses knowledge capable of generating competitive advantage, weak knowledge management systems reduce its long-term sustainability, strengthening the case for strategic knowledge management investment.
[image: ]
[bookmark: _Toc862600528]3.3 Knowledge Economy 
Drucker (1993) argued that modern organisations increasingly derive value from knowledge rather than physical labour alone, reflecting the transition toward a knowledge economy in which expertise, judgement and information processing drive organisational performance. Although this concept is often associated with larger professional organisations, it remains highly relevant within specialist SMEs where commercial success depends heavily on applied expertise. Without effective systems to manage this knowledge, valuable information may remain informal or owner-dependant, limiting the salons' ability to make informed decisions and grow sustainably.

[bookmark: _Toc1658533162]3.4 Risks of Weak Knowledge Management
Weak knowledge management creates multiple business risks by limiting accessibility to knowledge, continuity and organisational resilience (Jennex & Olfman, 2006). In the salon, disjointed systems and reliance on informal communication may lead to inconsistency in service levels, staff development and reduced ROI, while knowledge gaps can impact customer trust, retention and complaint resolution. Compliance risks are also significant, particularly where paper-based health consultation records create vulnerabilities in access control, retrieval and continuity. Formal knowledge management those in favour believe that by integrating knowledge throughout the company, structured systems increase productivity, consistency, and scalability (Alavi & Leidner, 2001). Some claim that an excessive use of codified systems might harm the transfer of experience-based knowledge, which is better shared through mentoring and interpersonal communication (Hansen et al., 1999).  However, while informal knowledge-sharing may preserve professional judgement, excessive dependence on undocumented expertise creates strategic vulnerability and limits ongoing growth. 




[bookmark: _Toc1521141120]4. Current Workplace Knowledge 
[bookmark: _Toc1135399966]4.1 Current Information Systems
The salon operates a hybrid data storage environment using both digital and manual systems. The primary digital platform is Fresha, Fresha supports appointment management and may provide useful operational information, such as booking patterns and client appointment history; however, it does not function as a complete knowledge management system because key tacit knowledge including treatment judgement, client reassurance and practitioner expertise remain outside the app. 

However, Fresha supports information management rather than comprehensive knowledge management, as critical consultation expertise and operational judgement remain outside the platform (Alavi & Leidner, 2001). Paper consultation cards containing treatment histories, medical information, disclosures and contraindication information remain key to operational continuity and customer safety. However physical systems reduce accessibility, limit treatment analysis and can create continuity risks through physical reliability. 

Telephone bookings and verbal staff communication support flexibility and offer a personalised service but introduce inconsistency risks through undocumented information transfer. So overall current systems support operational delivery but remain fragmented, limiting strategic knowledge accessibility and organisational scalability.
[bookmark: _Toc1883842506]4.2 Knowledge Assets
The salon has both explicit and tacit knowledge assets that support operational performance customer experience and business growth. 

Explicit knowledge assets include consultation records, customer treatment histories, pricing structures, hygiene procedures, supplier information, appointment schedules and payment records. These assets support service levels, operational consistency and help with making informed business decisions 

Digital organisational assets also represent important explicit knowledge resources. The salon’s website and social media platforms (Facebook/Instagram/TikTok) function as repositories of brand knowledge, service information and customer engagement content. These platforms communicate treatment offerings, pricing, promotions, brand identity and customer facing messaging, while also generating commercially useful insights regarding customer engagement, service interest and brand visibility. As the organisation is aiming for business growth and increased brand awareness, these digital assets represent strategically important knowledge resources rather than just marketing tools. 

The organisation’s most commercially client advice, instant product recommendation capability, customer relationship management, complaint resolution skills and commercial decision-making expertise. Significant tacit expertise currently resides within the owner as the organisation’s primary subject matter expert, highlighting the strategic importance of effective knowledge transfer and broader organisational capability development. 

These knowledge assets offer a blend of operational, customer, commercial and brand related resources that require effective management to support sustainable growth.

[bookmark: _Toc877326478]4.3 Organisational Knowledge Requirements
To achieve its objectives of business growth, increased income, stronger brand awareness and continued excellence in customer service, the salon requires accurate information from all aspects of the business especially customer, financial and compliance information. 

Client information is essential for safe and personalised service delivery. This includes names, contact details, treatment histories, allergy disclosures, contraindications and all health-related information. This information is needed to ensure the treatments offered are suitable, to protect customer safety, and to personalise service and maintain continuity across appointments. Operational information includes appointment schedules, booking monitoring, cancellation patterns and staff availability. This supports resource planning, workload management and workplace efficiency. Commercial information includes payment records (Cash/Card) service demand trends, average customer spFends, product sales on physical items, performance and treatment profitability. This information supports pricing decisions, stock management, ROI evaluation and business growth planning. Customer information, like repeat booking, treatment preferences and complaint history, is important for customer retention, service consistency and excellent customer experience delivery. Compliance related information is also necessary due to the storage of sensitive health related consultation notes, requiring secure governance and lawful information handling. Collectively all this information supports operational continuity, customer service quality, informed decision-making and sustainable business development.
[bookmark: _Toc1955261489]4.4 Current Knowledge Processes
Knowledge creation within the salon environment develops organically largely through practical experience, interaction with Clients and owner-led decision-making. Knowledge-sharing relies heavily on informal mentoring, observation and verbal guidance and while this supports flexibility, it creates continuity and consistency risks because accessibility depends on memory, communication quality and staff presence (Nakano et al., 2013).
Knowledge storage is still dispersed among individual expertise, paper consultation records, and digital reservations. This hinders flexibility and overall visibility even though it is operationally functional. Daily service delivery seems to benefit from the application of knowledge, but implementation is still reliant on individuals rather than organised able to come up with new ideas or change quickly. These operational, cultural, and structural challenges make an organisation weaker, put service consistency at risk, and stop long-term expansion. 

[bookmark: _Toc1285726525]4.5 Current Barriers and Organisational Challenges
The most significant barrier facing the business is the concentration of critical expertise within the owner, however, several additional barriers may also affect organisational effectiveness. Staff turnover or the loss of experienced employees could result in significant tacit knowledge loss, particularly in a beauty salon where technical expertise and customer relationship knowledge are often experienced-based. Inconsistent service delivery may arise where treatment methods, consultation practices, and customer care standards are not formally standardised, potentially damaging the premium client experience. Limited formal training capacity, due to staffing, time, and financial pressures, may restrict continuous professional development and the salons ability to adapt to evolving beauty trends and treatments. Resistance to change may also create cultural barriers if staff are comfortable with informal routines and view structured knowledge-sharing processes as unnecessary. Poor communication in small teams can lead to important customer or operational information being shared inconsistently, increasing the risk of service errors. Operational carelessness, including severed booking systems, paper consultation records, and limited online systems further reduce knowledge accessibility and continuity. Also, while weak performance not receiving the correct mentoring or feedback may prevent staff from clearly understanding expectations or improvement areas. Companies that put rapid service delivery ahead of long-term growth, like SMEs often do (Cerchione et al., 2023), may not be equipped with the correct knowledge to achieve effective growth. Customer retention and compliance may also be affected by not properly collecting information about clients, such as their treatment histories, allergies, and service preferences. These operational, cultural, and structural challenges make an organisation weaker, put service consistency at risk, and stop long-term expansion.
[bookmark: _Toc593359181]4.6 Gap Analysis
Current organisational capability can be compared against desired strategic requirements.
	Area
	Current State
	Desired State
	Gap

	Knowledge ownership
	Owner concentrated
	Shared capability
	Dependency risk

	Training
	Informal
	Structured development
	Inconsistency

	Records
	Hybrid fragmented systems
	Integrated accessibility
	Weak continuity

	Knowledge-sharing
	Verbal/informal
	Formal structured transfer
	Limited resilience

	Governance
	Basic security
	Formal proportionate controls
	Compliance weakness

	Strategic insight
	Limited performance visibility
	Data-informed planning
	Weak growth intelligence



This GAP analysis shows large knowledge management gaps within the salons set-up, especially in relation to knowledge ownership, transfer, governance, and strategic use. Currently, knowledge remains heavily with the owner, running the risk of staff depending on the owner always being present and reducing the smooth running and development of the business and staff resilience. While training and knowledge-sharing in the workplace are usually informal, relying on verbal guidance, observation, mentoring, and experiential learning rather than structured processes or pathway that allows for development. According to Swap et al. (2001), informal social interactions are often the most effective way to transfer tacit knowledge. This reflects the reality of salon environments, where technical expertise, service delivery skills, and client relationship management are frequently developed through hands-on experience. However, reliance on informal knowledge-sharing can also lead to inconsistency, has limited accessibility, and an increased risk of knowledge loss when areas of expertise is not formally documented. This is not helped by having disjointed record keeping systems that weaken continuity and can reduce the effectiveness of information retrieval, as well as poor management frameworks and poor performance visibility, which also limit compliance and the ability to make good decisions. Davenport et al. (1998), however, argue that intentional organisational procedures like structured knowledge capture, easily accessible systems, and managerial support to enhance continuity and knowledge retention, are necessary for effective knowledge management. While this approach does offer stronger business resilience and reduces operational dependency, it does not always fully show the experiential and relational nature of tacit knowledge transfer within service lead working environments. Therefore, a balanced knowledge management approach blending informal experiential learning with structured systems, uniform training, and improved data accessibility would be most appropriate for supporting organisational learning, operational continuity, and sustainable business growth within the salon.



[bookmark: _Toc1639502148]5. Framework for Establishing a Knowledge Management Culture
[bookmark: _Toc1132583051]5.1 Cultural Foundations
Donate and de Pablo (2015) suggest that organisational culture supports knowledge exchange, teamwork and continuous learning. However, Wong and Aspinwall (2005), who claim that knowledge management success in SMEs is more dependent on realistic factors like infrastructure, resources, leadership, and established processes. In the salon environment Donate and de Pablo’s perspective is relevant because service quality relies heavily on tacit knowledge, teamwork, and staff confidence, however it may on times be idealistic given the time and operational pressures faced by small businesses. Wong and Aspinwall’s argument is possibly more realistic as salons could lack the ability to sustain formal learning environments, though their focus on structural factors may overlook the importance of informal knowledge-sharing in customer lead environments. Therefore, a balanced approach combining supportive culture with practical systems is likely the most effective.
[bookmark: _Toc1471083569]5.2 Learning Organisation Perspective
Senge (1990) claims that the success of a company depends on people constantly improving and learning, understanding each other, and having the ability to change. This is extremely comparable to a beauty salon, where providing excellent customer service requires ongoing skill development, consistent service standards, and the ability to adapt to changing customer requests. However, the introduction to the business of a full learning organisation model may be unrealistic in a four-person salon, where time limitation and day-to-day operational pressures restrict the opportunity for formal learning. In contrast, Mintzberg (1979) says that small businesses can work better with informal coordination, direct supervision, and adaptable communication, which closely mirrors the reality of a beauty salon where knowledge is often shared through observation, hands-on mentoring, immediate feedback, and owner led guidance. While Senge’s approach does offer stronger long-term benefits for staff development and service innovation, Mintzberg provides a more practical framework for the salon’s operational environment highlighting that a blended approach with both informal work-place learning with manageable continuous development practices would be most effective.

[bookmark: _Toc2002925535]5.3 Leadership and Knowledge Management
According to Bryant (2003), leadership is a key part of effective knowledge management because it affects trust, communication, employee growth, and how people share knowledge. This lends itself well to a beauty salon, where leadership directly impacts service levels, staff confidence, and the teaching of technical and customer service expertise. As both an experienced practitioner and business owner the salon leader is well positioned to mentor staff, model professional behaviours, and create an environment that encourages collaborative learning and continuous development. This leadership approach works towards strengthening team performance and helps reduce to much reliance on individual knowledge assisting in the overall improvement of the business. Alternatively, Goleman (2000) suggests that more directive leadership styles can be effective where high standards, operational control, and quick decision-making are needed. In a beauty salon, this may be particularly important for maintaining treatment continuity, hygiene compliance, customer safety, and high service expectations within a small team. However, while directive leadership can support efficiency and short-term quality control, excessive reliance on owner decision-making may limit staff autonomy, discourage knowledge-sharing, and create dependency if expertise remains concentrated in one individual. Comparatively, Bryant’s perspective offers stronger support for sustainable staff development and organisational learning, although it may require more time investment and leadership commitment than a small company can give. Therefore, the most effective leadership approach for the salon would merge clear operational direction with coaching, mentoring, and structured opportunities for knowledge-sharing to support both immediate service quality and long-term development.
[bookmark: _Toc244929343]5.4 Collaborative Learning and the People–Process–Technology Framework
Within a small salon collaborative learning remains important for knowledge-sharing and continuous improvement, the following can assist this process. 
· Weekly team review meetings  
· Treatment case discussions  
· Product update sessions  
· Learning from customer feedback 
 These activities encourage knowledge-sharing and staff development, however, to remain effective, they should have clear objectives and measurable outcomes. 
 A practical knowledge management framework should balance people, processes, and technology to improve service quality, consistency, and business continuity. 
 The people aspect focuses on staff skills, behaviour, and knowledge-sharing. As a service lead business, employee knowledge directly affects customer satisfaction, retention, and the salon's reputation which is why the following are paramount.
 
· Structured staff induction 
· Mentoring and coaching  
· Ongoing competency development 
· Regular performance and capability reviews 
· Encouraging staff to share knowledge and contribute ideas 
  
The process element focuses on capturing, storing, and reviewing knowledge. To cut inconsistency and improve continuity, the salon should implement the below. 
· Documented consultation procedures  
· Standard treatment protocols  
· Hygiene and health & safety guidance  
· Complaint handling procedures  
· Stock management processes  
· Regular reviews of knowledge and procedures  
· These measures help maintain service standards and improve operational resilience
  
Technology should support knowledge-sharing and business continuity rather than be relied on as a solution. While Fresha supports appointment booking and customer management, other improvements could include.
 
· Secure access to client consultation records  
· Centralised document storage 
· Improved visibility of operational information 
· This path means technology remains practical, cost effective, and suitable for a small salon environment.

[bookmark: _Toc818306328]5.5 SMART Knowledge Management Objectives
SMART objectives were used to provide a clear and measurable framework for implementing knowledge management within the salon. They ensure that improvement activities are specific, achievable, and time bound, allowing progress to be monitored effectively.   These targets should be linked to the salon’s current gaps, particularly owner dependency, inconsistent knowledge sharing and fragmented access to client information. 
[image: ]FIG 1
 FIG 1 Illustration of SMART Objectives table
Illustration adapted by author with canva (Mapstone-Pearce, 2026).


[bookmark: _Toc1061243646]6. Strategic Action Plan
[bookmark: _Toc1417930488]6.1 Knowledge Creation, Storage, Implementation and Protection
To turn the salon's divided practices into a productive workspace, a workable implementation plan is needed. The creation of  standard treatment and consultation procedures within three months to enhance service consistency, the introduction of immediate weekly knowledge-sharing sessions to assist in expertise sharing and collaborative learning, and the introduction of a structured staff induction framework to promote skills development should all be top priorities. To support ongoing staff development, a mentoring program should be maintained. Additionally, six-monthly reviews of secure digital consultation storage systems would enhance owner visibility and the easy access of information. To improve compliance with UK GDPR and data protection regulations, especially regarding the safe storage and retention of client consultation records, governance procedures should also be established within two months. To ensure ongoing organisational learning and service improvement, knowledge creation should be woven into routine practice through reflective learning discussions, treatment reviews, and customer service feedback sessions.

[bookmark: _Toc1607971053]6.2 Explicit UK GDPR + ICO
In Beauty Salons good knowledge management is key for the responsible handling of customer and business information. GDPR principles support this by ensuring data is processed lawfully, fairly, and transparently, meaning that customers are told about how their information is used and handled and can request and access this at anytime as is their right by law. Purpose limitation makes sure data is collected for legitimate business activities, while data minimisation requires only essential information be gathered, reducing any privacy and security risks. Maintaining accuracy means customer records, historical treatments, and contact details are kept up to date, helping decision-making. Storage limitation requires data to be retained only for as long as necessary, to limit the chance of security breaches. Integrity and confidentiality protect sensitive information through secure systems, limited access, and staff awareness, helping to prevent unauthorised access, loss, or misuse of knowledge. Finally, accountability requires the salon owner to show compliance through record keeping, regular reviews, and staff training. all together these seven principles ensure knowledge is managed securely, accurately, and effectively, supporting customer trust, legal compliance, and informed business decisions.



[bookmark: _Toc2049654134]7. KPIs, Monitoring and Continuous Review
KPIs were used to measure the effectiveness of the salon's knowledge management strategy and ensure continuous improvement. By monitoring knowledge, workforce, customer, financial, and governance performance, the salon can assess whether knowledge is being captured, shared, and applied effectively. This enables the salon to maintain high service standards, improve operational efficiency, and support long-term business success.
[image: ]FIG 2
FIG 2 ILLISTRATION OF SALON KPIS
Illustration adapted by author using Canva (Mapstone-Pearce, 2026).






[bookmark: _Toc2069934317]8. Conclusion
The salon possesses significant knowledge assets that currently contribute directly to service quality, customer satisfaction and business performance. However, critical expertise remains heavily concentrated within the owner and organisational systems remain disconnected creating strategic vulnerability and limitations. Effective knowledge management would strengthen workforce skills, improve continuity, reduce dependency risk, enhance customer consistency and improve commercial resilience. If effectively implemented, this strategy would better position the salon for sustainable growth, stronger brand development and long-term operational strength.




[bookmark: _Toc1664560753]References (APA 7)
Ackoff, R. L. (1989). From data to wisdom. Journal of Applied Systems Analysis, 16(1), 3–9. https://faculty.ung.edu/kmelton/documents/datawisdom.pdf 
Alavi, M., & Leidner, D. E. (2001). Review: Knowledge management and knowledge management systems: Conceptual foundations and research issues. MIS Quarterly, 25(1), 107–136. https://doi.org/10.2307/3250961
Barney, J. (1991). Firm resources and sustained competitive advantage. Journal of Management, 17(1), 99–120. https://doi.org/10.1177/014920639101700108
Barney, J. B., & Hesterly, W. S. (2019). Strategic management and competitive advantage: Concepts and cases (6th ed.). Pearson.
Bernstein, J. H. (2009). The data-information-knowledge-wisdom hierarchy and its antithesis. Proceedings of the North American Symposium on Knowledge Organization, 2(1), 68–75. https://doi.org/10.7152/nasko.v2i1.12806 
Bryant, S. E. (2003). The role of transformational and transactional leadership in creating, sharing and exploiting organizational knowledge. Journal of Leadership & Organizational Studies, 9(4), 32–44. https://doi.org/10.1177/107179190300900403
Cerchione, R., Esposito, E., & Spadaro, M. R. (2016). A literature review on knowledge management in SMEs. Knowledge Management Research & Practice, 14(2), 169–177. https://doi.org/10.1057/kmrp.2015.12 
Chehab, O., Ilkhanizadeh, S., & Bouzari, M. (2021). Impacts of job standardisation on restaurant frontline employees: Mediating effect of emotional labour. Sustainability, 13(3), Article 1525. https://doi.org/10.3390/su13031525
Davenport, T. H., De Long, D. W., & Beers, M. C. (1998). Successful knowledge management projects. Sloan Management Review, 39(2), 43–57.
Donate, M. J., & de Pablo, J. D. S. (2015). The role of knowledge-oriented leadership in knowledge management practices. Journal of Business Research, 68(2), 360–370. https://doi.org/10.1016/j.jbusres.2014.06.022
Drucker, P. F. (1993). Post-capitalist society. HarperBusiness.
Durst, S., & Zięba, M. (2019). Mapping knowledge risks: Towards a better understanding of knowledge management. Knowledge Management Research & Practice, 17(1), 1–13. https://doi.org/10.1080/14778238.2018.1538603
Goleman, D. (2000). Leadership that gets results. Harvard Business Review, 78(2), 78–90.
Gourlay, S. (2006). Conceptualizing knowledge creation. Journal of Management Studies, 43(7), 1415–1436. https://doi.org/10.1111/j.1467-6486.2006.00637.x
Hansen, M. T., Nohria, N., & Tierney, T. (1999). What’s your strategy for managing knowledge? Harvard Business Review, 77(2), 106–116.
Jennex, M. E., & Olfman, L. (2006). A model of knowledge management success. International Journal of Knowledge Management, 2(3), 51–68. https://doi.org/10.4018/jkm.2006070104
Ma, E., Qu, H., Wilson, M., & Eastman, K. (2022). When proactive employees meet the autonomy of work: A longitudinal study of hospitality frontline employees. International Journal of Hospitality Management, 102, 103159. https://doi.org/10.1016/j.ijhm.2022.103159
McAdam, R., Mason, B., & McCrory, J. (2007). Exploring tacit knowledge literature. Journal of Knowledge Management, 11(2), 43–59. https://doi.org/10.1108/13673270710738906
Mintzberg, H. (1979). The structuring of organizations: A synthesis of the research. Prentice-Hall.
Nakano, D., Muniz, J., Jr., & Batista, E. D., Jr. (2013). Engaging environments: Tacit knowledge sharing on the shop floor. Journal of Knowledge Management, 17(2), 290–306. https://doi.org/10.1108/13673271311315222
Nonaka, I., & Takeuchi, H. (1995). The knowledge-creating company. Oxford University Press.
Polanyi, M. (1966). The tacit dimension. University of Chicago Press.
Priem, R. L., & Butler, J. E. (2001). Is the resource-based “view” a useful perspective for strategic management research? Academy of Management Review, 26(1), 22–40. https://doi.org/10.5465/AMR.2001.4011928
Ragab, M. A. F., & Arisha, A. (2022). Knowledge management and organisational performance: A contemporary review. Knowledge Management Research & Practice, 20(3), 367–381.
Rowley, J. (2007). The wisdom hierarchy. Journal of Information Science, 33(2), 163–180.https://doi.org/10.1177/0165551506070706
Senge, P. M. (1990). The fifth discipline: The art and practice of the learning organization. Doubleday.
Swap, W., Leonard, D., Shields, M., & Abrams, L. (2001). Using mentoring and storytelling to transfer knowledge in the workplace. Journal of Management Information Systems, 18(1), 95–114. https://doi.org/10.1080/07421222.2001.11045668
van Houten, M. M., Kessels, J. W. M., & Smit, B. (2023). Professional tacit knowledge sharing in practice: Agency, boundaries, and commitment. Journal of Workplace Learning, 35(9), 197–217. https://doi.org/10.1108/JWL-02-2023-0025
Wenger, E. (2000). Communities of practice and social learning systems. Organization, 7(2), 225–246. https://doi.org/10.1177/135050840072002
Wiig, K. M. (1997). Knowledge management: Where did it come from and where will it go? Expert Systems with Applications, 13(1), 1–14. https://doi.org/10.1016/S0957-4174(97)00018-3
Wong, K. Y., & Aspinwall, E. (2005). An empirical study of the important factors for knowledge-management adoption in the SME sector. Journal of Knowledge Management, 9(3), 64–82. https://doi.org/10.1108/13673270510602773












image.png
VRIO Model

Temporary
Competitive c.,mgeumye
Disadvantage Advantage

Sustained
Competitive
Disadvantage

\Y%

Valuable

|

Inimitable

¢

Organized

Unused
Competitive
Disadvantage

Competitive
Parity




image5.png
‘&

SMART OBJECTIVES FOR KNOWLEDGE MANAGEMENT IMPLEMENTATION

SMART
ALIGNMENT TO BUSINESS PRIORITIES
OBJECTIVE SPECIFIC MEASURE TARGET TIMEFRAME

Document critical
treatment, consultation
and customer service
procedures

Achieve 100% staff
completion of structured
competency assessment

Reduce customer
information retrieval
time

Achieve 90% participation
in weekly knowledge-
sharing sessions
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for routine consultation
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information retrieval time

40%

reduction

Staff participation in weekly
knowledge-sharing sessions

90%

participation

Delegation of routine
consultation decision-making

through demonstrated Mogs paits
reduction in
staff competency owner dependency

Within
3 months

Within
6 months

Within
6 months

Within
3 months

Within
12 months

Improves consistency,
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operational continuity

Strengthens staff capability
and service confidence

Enhances efficiency and
improves customer
experience

Encourages collaboration
and builds a culture of
continuous learning

Builds staff autonomy
and supports sustainable
business growth

These SMART objectives provide measurable indicators of progress while supporting organisational
accountability, operational consistency and long-term knowledge management improvement within the salon.
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