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[bookmark: _Toc1726583805]Introduction
The purpose and scope of this report is to create a strategic plan to improve workplace efficiency through knowledge management. It will cover evaluating knowledge management concepts, establishing a knowledge management culture, steps for creating, storing and using knowledge, identifying current information storage systems, defining knowledge assets, creating key performance indicators and ensuring information protection. The goal is to provide a comprehensive strategy to optimise knowledge management in the workplace. With the changing landscape and government policy, the world of knowledge management is changing fast. This is due to new technologies and digital transformation. Governments are pushing for more digital public services to improve efficiency and engagement. This shift requires strong knowledge management to handle information effectively. Policies on data protection and cybersecurity also influence how organisations manage their knowledge. Adapting to the workplace to use knowledge management is key for boosting efficiency and staying competitive. Good knowledge management helps organisations use their collective expertise, streamline operations and create new ideas. It improves decision-making, reduces redundancy and increases productivity. In today's digital age, managing knowledge well is essential for success and growth.
[bookmark: _Toc276183714][bookmark: _Toc1299639542]Evaluation of Knowledge Management Concepts
[bookmark: _Toc981099241][bookmark: _Toc1782303455]DIKW Model: Relationship Between Data, Information and Knowledge 
Finding the relationship between data, information and knowledge can be done using the DIKW Model (Ackoff, 1989) which is a framework designed to understand the transformation of data into wisdom. According to (Frické, 2018) this model is often shown as a pyramid with data at the base followed by information, knowledge and wisdom going further up the pyramid. The pyramid helps in understanding how raw data can be processed and utilised, giving organisations a structured way to think about and manage information. It helps them get value from raw data by turning it into meaningful information, they make better decisions by turning information into knowledge that can be put into action, they then gain insights and wisdom that can help with strategic planning and new ideas (Rowley, 2007). Below is an example of the DIKW Model (Ackoff, 1989), as a visual representation to further understand how it works.
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[bookmark: _Toc1945983684]Transforming data into Information and Knowledge
Data: consists of raw facts and figures without context. For example, in a restaurant, data includes the number of customers served, the amount of ingredients used, and the sales figures for each day. Data alone does not provide any meaning or insight (Cotton, 2023)
Information: when data is processed, organised, or structured in a way that adds context, it becomes information. For example, organising the daily sales figures to show the average sales per week, or identifying peak hours for customer visits. Information answers questions like ‘who’, ‘what’, ‘where’ and ‘when’ (Nelson 2018).
Knowledge: comes from information by applying rules, procedures, and experience. It involves understanding patterns and relationships within the information. For example, knowing that certain dishes are more popular during lunch hours and adjusting the menu accordingly. Knowledge answers ‘how’ questions and provides the basis for decision-making (Nelson, 2018).
Wisdom: although not always included in basic discussions, wisdom is the top level of the DIKW pyramid. It involves using knowledge in a practical manner to make decisions and solve problems. For example, deciding to offer special promotions during peak hours to maximise sales and improve customer satisfaction. Wisdom answers ‘why’ questions and involves ethical and long-term considerations (Cotton, 2023).
[bookmark: _Toc1016526054][bookmark: _Toc902316732]Relationship Between Individual and Organisational Knowledge
The skills, experiences and insights that each employee has are referred to as individual or personal knowledge. The collective information that is instilled in an organisation, such as procedures, best practices and institutional memory, is known as organisational knowledge (Song, 2008). For organisational education and creativity, the connection between these two categories of knowledge is essential. When workers share their perspectives and experiences, they add to the organisations knowledge by incorporating them into its procedures and processes (Rudawska, 2019).
[bookmark: _Toc980696169]The SECI Model Explaining TACIT and EXPLICIT Knowledge
The SECI model, developed by (Nonaka & Takeuchi, 1995), explains how individual and organisational knowledge interact and transform through four processes: Socialisation, Externalisation, Combination, and Internalisation. Key elements of knowledge, knowledge-creating businesses, and knowledge management are summed up by Tacit and Explicit knowledge. (Chilton & Bloodgood, 2008), suggests that organizations create worker-centered environments to encourage the open sharing and use of all forms of knowledge. The contributions of both tacit and explicit knowledge are discussed, and ways knowledge-enabled organisations acquire, measure, teach, share and apply these are discussed and illustrated. Methods to balance the use of tacit and explicit knowledge at work and practical ways to improve the understanding and use of knowledge are presented (Smith, 2001). Tacit knowledge is formed from personal experiences and can’t be physically stored or recorded for others to see, gain or learn from their personal experiences, it’s the individual's choice whether they want to spread their personal knowledge or not. Explicit knowledge is knowledge shared worldwide such as published cookbooks, it's easily transferable and can be recorded/stored, once it’s out in the world, it’s out there for good. The table below provides a clear overview of the SECI model and how it enables the transformation and sharing of knowledge within an organisation.
	SECI Model Process
	Description
	Example

	Socialisation
	Sharing tacit knowledge through direct interaction and shared experiences.
	A new chef learns cooking techniques by observing and working with an experienced chef.

	Externalisation
	Converting tacit knowledge into explicit knowledge, making it easier to share.
	A chef writes down a recipe based on their cooking experience.

	Combination
	Combining different pieces of explicit knowledge to create new knowledge.
	Various recipes are combined to create a new menu.

	Internalisation
	Absorbing explicit knowledge and integrating it into one's tacit knowledge.
	A chef reads a recipe and practices it until it becomes second nature.


[bookmark: _Toc248575952][bookmark: _Toc1497012973]Developing a Framework for a Knowledge Management Culture
To improve the efficiency of a restaurant through knowledge management, we can develop a framework based on the Knowledge Management (KM) value chain and incorporate the Resource-Based View (RBV) along with VRIO analysis. The Knowledge Management Value Chain is a sequence of processes that transform raw data into valuable knowledge.
[bookmark: _Toc1633952679]Knowledge Management Value Chain
The knowledge management value chain concept is based on (Porter, 1985), value chain model from 1985. Porter's original model focused on how companies create value and gain competitive advantage through their activities related to tangible goods and services. Over time, scholars and organisations have adapted this model to include knowledge-based processes. Porter's model breaks down a company's activities to show how they create value and competitive advantage. The knowledge value chain uses Porter's framework but applies it to knowledge-based processes. It recognises that activities like creating, capturing, storing, retrieving, and sharing knowledge also add value. These activities include research and development, acquiring knowledge, documenting information, using knowledge-sharing platforms, and developing internal knowledge bases. While Porter's value chain is the foundation, other researchers and organisations have refined the knowledge value chain model for specific areas like knowledge management and supply chain management. (Weggeman, 1997) knowledge value chain model adapts Porter's framework to focus on knowledge-based processes. It emphasizes the cyclic nature of knowledge management, including phases such as knowledge inventory, development, sharing, application, and evaluation. This model recognises that activities like creating, capturing, storing, retrieving, and sharing knowledge contribute to value creation within an organisation. The key differences are in a table below to differentiate the adaptation of the model from a primary value chain into a knowledge organisational based chain.

	
	Porter's Value Chain
	Weggeman's Knowledge Value Chain

	Focus
	Tangible goods and services
	Knowledge-based processes

	Primary Activities
	Inbound logistics, operations, outbound logistics, marketing, service
	Knowledge inventory, development, sharing, application, evaluation

	Support Activities
	Firm infrastructure, HR management, technology development, procurement
	Not explicitly categorised; focuses on cycle knowledge processes

	Goal
	Achieve competitive advantage through cost reduction or value addition
	Maximise the value of knowledge within the organisation

	Application
	Strategic management of business activities
	Systematic management of knowledge to enhance organisational performance


The KM value chain is a sequence of processes that transform raw data into valuable knowledge (Carlucci, et al, 2004). It includes:
Knowledge Acquisition: Gathering data and information from various sources.
Knowledge Storage: Organising and storing knowledge for easy access.
Knowledge Dissemination: Sharing knowledge across the organisation.
Knowledge Application: Using knowledge to improve processes and decision-making 
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Resource-Based View (RBV)
The Resource-Based View (RBV) is a strategic management framework that focuses on the importance of a firm's internal resources in achieving competitive advantage. RBV sees resources as key to superior firm performance, suggesting that organisations should leverage their internal resources to gain a competitive advantage. Resources must be valuable, rare, inimitable and organised to provide sustained competitive advantage (Barney, 1991).
Valuable resources enable a firm to implement strategies that improve efficiency and effectiveness. For example, high-quality ingredients in a restaurant can enhance customer satisfaction and operational efficiency. Rare resources are not widely possessed by competitors. Unique recipes exclusive to the restaurant can be considered rare, providing a competitive edge. Inimitable resources are difficult for competitors to replicate. Proprietary cooking techniques developed by experienced chefs are hard to imitate, making them a source of sustained competitive advantage. Organised resources are effectively managed to capture their value. Efficient kitchen workflows and staff training programs ensure the restaurant can fully utilise its resources.
RBV emphasises the importance of leveraging internal knowledge resources to create competitive advantage. Knowledge management involves systematically acquiring, creating, sharing and applying knowledge within an organisation. This process enhances organisational learning, decision-making and creativity (Penpoin, 2025).
In a restaurant setting, valuable knowledge includes recipes and cooking techniques that improve food quality and customer satisfaction. Rare knowledge consists of unique culinary skills or secret recipes that are not available to competitors. Inimitable knowledge involves proprietary methods of food preparation that are difficult for other restaurants to replicate. Organised knowledge includes efficient systems for storing and sharing recipes, customer preferences and operational procedures.
The benefits of RBV in knowledge management include enhanced creativity, improved decision-making and sustained competitive advantage. By leveraging unique and valuable knowledge, restaurants can create and offer distinctive menu items that attract customers. Access to well-organised and valuable knowledge helps in making informed decisions about menu changes, marketing strategies and operational improvements. Rare and inimitable knowledge resources provide a long-term competitive edge, making it difficult for competitors to replicate the restaurant's success.
By understanding and applying the principles of RBV, restaurants can effectively manage their knowledge resources to improve efficiency, enhance customer satisfaction, and achieve a competitive advantage.
[bookmark: _Toc773828991]VRIO Framework
VRIO stands for Value, Rarity, Imitability, and Organisation. It is used to analyse a business’s internal resources and capabilities to determine if they can provide a sustained competitive advantage (Barney, 1995). The VRIO framework was developed in 1991 in (Barney, 1991) article "Firm Resources and Sustained Competitive Advantage." This framework is part of the broader Resource-Based View (RBV) of the firm, which was initially introduced by (Wernerfelt, 1984). His work laid the foundation by suggesting that a firm's resources and capabilities are critical to achieving and sustaining competitive advantage. Barney expanded on this idea by identifying specific attributes that resources must have to provide a lasting competitive edge. By using the VRIO framework, restaurants can identify and leverage their unique resources to gain and sustain a competitive advantage.
VRIO Analysis Table
	VRIO Component
	Description
	Example in Restaurant

	Value
	Does the resource add value by taking advantage of chances or protecting against threats?
	High-quality ingredients that enhance customer satisfaction.

	Rarity
	Is the resource rare and not widely possessed by competitors?
	Unique recipes that are exclusive to the restaurant.

	Imitability
	Is the resource difficult for competitors to imitate?
	Proprietary cooking techniques developed by experienced chefs.

	Organization
	Is the firm organised to capture the value of the resource?
	Efficient kitchen workflows and staff training programs.



[bookmark: _Toc1305035661]Developing a KM Framework to run a Restaurant Efficiently
[bookmark: _Toc1603983031]Establishing a Business Case for Knowledge Collection and Distribution
The business case is to improve efficiency, enhance creativity, have better decision-making and competitive advantage. For example, collecting customer feedback to improve menu items will contribute to the improving factors, leading to better efficiency in a restaurant workplace.



[bookmark: _Toc1080515868]Requirements for Creating, Storing, and Implementing Knowledge
Creating Knowledge
Identify Knowledge Needs: Determine what knowledge is essential for running the restaurant efficiently (e.g., recipes, customer preferences)
Knowledge Acquisition: Gather knowledge from chefs, customer feedback, and industry trends (WHO, 2014)
Knowledge Creation: Encourage innovation through brainstorming sessions and collaborative projects among staff (Kaufman, et al, 2018) 

Storing Knowledge
Organise Knowledge: Categorise recipes, customer feedback, and operational procedures for easy access
Knowledge Bases: Use databases or document management systems to store recipes and customer data 
Backup and Security: Regularly back up data and implement security measures to protect sensitive information

Implementing Knowledge
Knowledge Sharing: Facilitate sharing through staff meetings, workshops, and digital platforms 
Training and Development: Provide training programs to help staff learn new recipes and improve service 
Knowledge Application: Integrate knowledge into daily operations and decision-making processes. Using technology and human resources is key to implementing a knowledge management system to store recipes, customer preferences and operational procedures. Training staff in knowledge-sharing practices and establishing procedures for capturing and retrieving knowledge. 

Using tools from technology and human resources helps knowledge to become accessible for all. Technology plays a crucial role in knowledge management by providing systems and tools that capture, store and retrieve valuable information. Knowledge Management Systems (KMS) are used to manage recipes and customer data efficiently. Collaboration tools, such as intranets and forums, facilitate staff collaboration and knowledge sharing. Document Management Systems organise and store documents for easy access, ensuring that important information is readily available. Data analytics help identify customer preferences and improve service by analysing trends and patterns. Security technologies, including encryption and access controls, protect sensitive data from unauthorised access.  
Human resources also play a vital role in knowledge management. Training and development programs are designed to help staff acquire new skills and stay updated with the latest practices. Fostering a culture of collaboration and recognising staff contributions encourages knowledge sharing and teamwork. Talent management involves identifying and nurturing talented staff to retain valuable knowledge within the organisation. Performance management integrates knowledge management goals into performance appraisals, ensuring that employees are aligned with the organisation's knowledge management objectives. By leveraging technology and human resources, organizations can create a robust knowledge management framework that enhances efficiency, improves service quality, and maintains a competitive edge.

[bookmark: _Toc581999487]Identifying Current Systems for Information Storage  
Existing Systems
Point-of-Sale (POS) Systems: These systems capture and store sales data, customer orders, and payment information. They are essential for tracking daily transactions and inventory levels.POS Systems are highly effective in streamlining transactions and providing accurate sales data, which is crucial for daily operations and financial reporting. They also help in identifying popular menu items and peak business hours
Inventory Management Systems: These systems help manage stock levels, track ingredient usage and reduce waste by providing real-time data on inventory (Gonzalez, et al, 2022). This system is effective in reducing waste and managing stock levels, ensuring that ingredients are always available, which is vital for maintaining menu consistency and customer satisfaction.
Customer Relationship Management (CRM) Systems: CRM systems store customer information, preferences and feedback, helping to personalise service and improve customer satisfaction. CRM systems enhance customer service by storing detailed customer information, allowing for personalised experiences and targeted marketing efforts. This leads to increased customer loyalty and repeat business (Mirus, 2024).
Employee Scheduling Systems: These systems store employee schedules, track working hours and help manage labour costs efficiently. This system helps to improves labor management by optimising staff schedules, reducing labour costs and ensuring adequate staffing during peak hours. This contributes to better service and employee satisfaction.
Data Warehouses: Centralised databases that store vast amounts of data from various sources, providing a comprehensive view of business operations. Provides a unified view of business operations, enabling data-driven decision-making. They are particularly effective for multi-unit restaurants that need to integrate data from various locations (Mirus, 2024).
By utilising these systems, restaurants can enhance their efficiency, reduce costs, and improve overall performance.
[bookmark: _Toc348712158]Defining Current Knowledge Assets
Tacit Knowledge in the restaurant workplace is skills and experiences of chefs and staff. Explicit Knowledge is recipes, manuals and documented procedures. The knowledge assets are as follows:
Recipes and Menus: Detailed instructions for preparing dishes and drinks.
Customer Data: Information on customer preferences, feedback, and contact details.
Operational Procedures: Standard operating procedures (SOPs) for daily tasks, health and safety guidelines.
Employee Expertise: Skills and knowledge of chefs, servers, and other staff.
Supplier Information: Details about suppliers, including pricing, delivery schedules, and quality of ingredients.

Below is a table showing the value and relevance of the knowledge assets in the restaurant. 
	Knowledge Asset
	Value
	Relevance

	Recipes and Menus
	Ensure consistency in food quality and taste, crucial for customer satisfaction and brand reputation
	Helps in training new staff and maintaining high standards 

	Customer Data
	Enables personalized service, targeted marketing, and improved customer loyalty
	Helps in understanding customer preferences and enhancing their dining experience

	Operational Procedures
	Streamlines operations, ensures compliance with health and safety regulations, and reduces errors
	Essential for efficient and safe restaurant management 

	Employee Expertise
	Enhances service quality and operational efficiency through skilled and knowledgeable staff
	Critical for maintaining high service standards and fostering innovation 

	Supplier Information
	Ensures reliable supply of quality ingredients, vital for menu consistency and cost management
	Important for negotiating better deals and managing inventory effectively (Mirus, 2024)







[bookmark: _Toc397701532]Key Performance Indicators (KPI’S) for Knowledge Management
(Taylor, 1911), emphasised the importance of defining standards and measuring performance against those standards. Key Performance Indicators (KPI'S) got introduced, with the modern understanding and usage of KPIs having evolved over time. Key Performance Indicators (KPIs) are measurable values that help organisations track their progress towards specific goals. They provide a clear picture of how well a business, department, or individual is performing in relation to their objectives. For example, a restaurant might use KPIs to measure customer satisfaction, employee efficiency, or sales growth. Using the data gathered in the information systems, KPI’S can be created as shown in the table below. These KPIs can help track and improve various aspects of your restaurant's operations.  


	Information System
	KPI
	Definition
	Why it Matters

	Point-of-Sale (POS) Systems
	Total Sales
	Overall revenue generated from all sales transactions
	Indicates the restaurants financial health and performance

	
	Average Order Value
	Average amount spent by customers per order
	Helps assess pricing strategies and upselling effectiveness

	Inventory Management Systems
	Inventory Turnover Rate
	How often inventory is sold and replaced
	High turnover indicates efficient inventory management and reduced waste

	
	Waste Percentage
	Percentage of inventory that goes to waste
	Lower waste percentages indicate better inventory control and cost savings

	Customer Relationship Management (CRM) Systems
	Customer Retention Rate
	Percentage of repeat customers
	Higher retention rates suggest good customer satisfaction and loyalty

	
	Customer Satisfaction Score
	Measures customer satisfaction through surveys and feedback
	High scores indicate good service and food quality

	Employee Scheduling Systems
	Labour Cost Percentage
	Percentage of revenue spent on labour costs
	Helps manage labour costs and optimise staff schedules

	
	Employee Turnover Rate
	Rate at which employees leave the restaurant
	Lower turnover rates suggest better employee satisfaction and retention

	Data Warehouses
	Data Accuracy Rate
	Percentage of accurate data entries in the system
	Ensures reliable data for decision-making

	
	Report Generation Time
	Time taken to generate reports from the data warehouse
	Faster report generation indicates efficient data processing and availability


[bookmark: _Toc604576582]Information Requirements for the Business
To operate efficiently, a restaurant needs both operational and strategic information. Operational information includes inventory levels and sales figures. Inventory levels are collected through Inventory Management Systems and are utilised to track stock, reduce waste and ensure ingredients are available for daily operations (Rackbeat, 2025). Sales figures are collected through Point-of-Sale (POS) systems and are used to analyse daily sales, identify popular items and manage inventory (CI Global, 2024).
Strategic information includes market trends and customer preferences. Market trends are gathered through market research reports and industry analysis, helping the restaurant understand industry trends, plan new menu items and to stay competitive. Customer preferences are collected through Customer Relationship Management (CRM) systems and customer surveys and are used to personalise services, improve customer satisfaction and develop targeted marketing strategies (UpMenu, 2024).
[bookmark: _Toc1252782759]Systems to Protect Confidentiality, Integrity and Availability of Information
Protecting information is crucial for several reasons. It helps prevent data breaches, ensures privacy, and maintains trust. Data breaches can lead to financial losses, reputational damage and legal consequences. Ensuring privacy protects personal and sensitive information from unauthoried access or misuse, which is essential for compliance with regulations like GDPR and HIPAA (European Union, 2016). Systems and practices are put into workplaces to protect their information and to ensure confidentiality, integrity and availability.
	Aspect
	Systems
	Practices

	Confidentiality
	Encryption and access controls
	Strong passwords, multi-factor authentication, regular access reviews

	Integrity
	Data validation and integrity checks
	Regular software updates, audits, version control

	Availability
	Redundant systems and backup solutions
	Disaster recovery plans, regular backups



[bookmark: _Toc1612817447]Conclusion
This report outlines a strategic plan to improve workplace efficiency through knowledge management. It emphasises the importance of adapting to new technologies and digital transformations to handle information effectively. Key concepts discussed include the DIKW Model, which describes the transformation of data into wisdom and the SECI Model, which explains the interaction between tacit and explicit knowledge.
Developing a knowledge management framework involves using the Knowledge Management Value Chain, which uses Porter's value chain to focus on knowledge-based processes and the Resource-Based View (RBV) along with the VRIO Framework to analyse internal resources for competitive advantage. Creating, storing, and implementing knowledge involves identifying essential knowledge, gathering it from various sources, organising and securing it and sharing it through training and daily operations.
Current systems for information storage include Point-of-Sale (POS) systems for capturing sales data, Inventory Management Systems for managing stock levels, Customer Relationship Management (CRM) systems for storing customer information, Employee Scheduling Systems for tracking working hours, and Data Warehouses for storing vast amounts of data. Key Performance Indicators (KPIs) are used to measure the effectiveness of knowledge management practices and overall restaurant efficiency.
Operational information includes inventory levels and sales figures, while strategic information includes market trends and customer preferences. Protecting information is crucial to prevent data breaches, ensure privacy and maintain trust. Systems and practices to ensure confidentiality, integrity and availability include encryption, access controls, data validation, integrity checks, redundant systems and backup solutions.
A strategic approach to knowledge management is essential for enhanced decision-making, improved customer satisfaction and operational efficiency. Recommendations for future actions include implementing advanced analytics, regular training and updates, enhancing data security, integrating customer feedback and continuous monitoring to seek improvement.
By adopting these recommendations, restaurants can leverage knowledge management to drive efficiency, improve customer satisfaction, and achieve long-term success.
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