2

Name:  Anita Ajmani
Student No.  1817900
Lecturer Name:  Mr. Syed Jaffery
Module Name:  Knowledge and Information Management Skills for the Workplace
Module No.  BMSW5106
Group 2
Resit
Level 5













	







Executive Summary
This report will assess the notion and importance of Knowledge Management in terms of organisation’s resources and their management. This report will talk about the background of McDonald’s. This report will recognize the essential management procedures for organisational growth.  This report will also talk about the management information used by McDonalds such as Transaction Processing System, MYS, Points of Scale System. This report will also critically analyse and evaluate The WIIG’s model and Nonaka and Takeuchi model This report will talk about how McDonald’s business was affected due to Covid-19 pandemic.  This report will also provide recommendations about the KM model framework to be used by McDonald’s in order to become more profitable and expand their business.
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Introduction
This report will talk about the company background of McDonald’s and will investigate the KM models used by McDonald’s.  This report will critically analyse and evaluate the Wiig model and Nonaka and Takeuchi model.  This report will talk about as to how McDonald’s was affected during the Covid-19 pandemic.  This report will talk about the managing information systems used by McDonald’s such as the POS System, Office Information System, Transaction processing system, Nintendo DS System, MYS and Hyperactive Bob System. It will also investigate how McDonald’s immensely benefitted by using the managing information systems.  The report will conclude with the findings and will recommend the KM model which is Porters five forces model for McDonald’s to apply in order to improve and expand their business.
Company Background 
Richard and Maurice McDonald who are brothers opened the first McDonald’s restaurant in 1948 in San Bernardino, California, USA, and Ray Kroc was so impressed by their restaurant idea that he offered to start a franchise program for the brothers, thereby opening the first franchise in Des Plaines, Illinois, on April 15, 1955 (Rupert Neate, 2015).  McDonald’s has transformed the food industry and has achieved immense success and established more than 30,000 franchise restaurants in 120 countries and caters to more than 47 million people every day and has a revenue of USD 15 billion every year (UKEssays, 2015).  McDonald’s is one of the biggest American fast-food chain in the world and is well known for its hamburgers and its head Office are in Oak Brook, Illinois (The editors of Encyclopaedia Britannica, n.d.).  Chris Kempczinski is currently the CEO of McDonald’s (Amelia Lucas, 2021).  McDonald’s sales decreased by 7.7% globally, due to Covid-19 pandemic in 2020 (McDonald’s Annual Report, 2021).
Role of Knowledge Management in attaining Customer Satisfaction and Competitive Advantage
The informed procedure of establishing, designing, remembering, and distributing the experience and knowledge of employees within an organization is knowledge management (Valamis, 2021).  McDonald’s uses modern technology which enables it to promote knowledge management and KM is essential to McDonald’s to know what customers want in their restaurants.  It is also important so McDonald’s can improve their services and waiting times for customers ordering food in order to attract more customers.  For the past couple of years, organisations understand the importance of knowledge management and the importance of retaining and distributing knowledge within their organisation. 
KM is also important for the following reasons:
Speed up innovation.
Spend less time recreating existing knowledge.
Cost effective.
Able to access information fast.
Increases profit.
Less mistakes are made.
Organisations are run more effectively.
Spend less time restoring current knowledge (Starmind, 2020).
The organisations previously were guided by their products and customers preferences and needs but this has changed over the last couple of years.  The organisations knows if they have a vast amount of knowledge of their customers, they will gain better advantage over their competitors resulting in profit.  As a result, the organisations target their customers to learn about their preferences, income and needs so it can produce those products and services.  KM tools enables the organisation with this information so that they can mark their customers better and McDonald’s does it very well and thus have competitive advantage over its rivals for e.g., Kentucky Fried chicken.
Information Management is a series of procedures that help the organization’s learning enterprises: keeping and organising information, obtaining information, acknowledging information needs, evolving information services and products, sharing, and utilizing information (Choo, 1995).  McDonald’s uses POS system, Hyperactive Bob system, Nintendo DS system, Transaction processing system and Made for You System (McDonald’s IS, n.d.).  McDonald’s has become successful by using information system as it makes them achieve high level of performance and efficiency all over the world for e.g., the TPS system records each supplier information as McDonald’s has a huge number of suppliers that provide McDonald’s with raw materials so that McDonald’s can conduct its work.  (McDonald’s IS, n.d.).  MIS helps employees and managers to make effective and good decisions thereby attaining competitive dominance.
Covid-19 Pandemic
The Covid-19 pandemic started in beginning of 2020 and many countries all around the world went into lockdowns in their countries to safeguard people.  As a result, many organisations and businesses suffered greatly.  McDonald’s was negatively impacted due to the pandemic.  As many countries around the world had to go into national lockdowns, which meant that people could not eat inside the restaurant.  As a result, comparable sales in America fell 13.4%, International Licenced Sales fell 19.4% and International Operated Markets fell by 34.7% in March (Stevens, 2020).   In April, approximately 75% of McDonald’s stores globally were open (Express & Star, 2020).  McDonald’s had to make some changes in how their run their business by increasing the service of take away deliveries.  The McDonald’s app launched in 2017 for ordering take away food proved quite popular during the pandemic.    The fast-food giant has operated drive-through services in many of its restaurants and was more in demand during lockdown.  The takeaway services and drive through services increased during the Covid-19 pandemic.
How knowledge is embedded to product and service concept in the tacit knowledge of individuals
Tacit knowledge is tough to pass from one person to the other through written or verbal communication and within an organization, tacit knowledge compasses the behaviours and manners gained by experience and time (Starmind, 2020).  Explicit knowledge is easy to write down, share and understand (Alexander, 2018).  The human resource management of McDonald’s has viewed KM an issue of human importance and handled with the ways of providing the skills for workers to grasp and distribute the knowledge they have learnt (Analysis of Change Management, 2021).
 KM strategies are built with six components: content management, culture, governance, application, measurement, and technology.  Cultures are hard to explain whereas assigned rules are easy to manage and can try to embed directions learned into products and routines.
As McDonald’s is a franchise, the service or product offered by every franchise is based on the crucial knowledge components and the success and failure of a franchise system depends on how effective the franchises can use their knowledge resources (McDonalds and Knowledge Management, 2016).  Tacit knowledge transfer to the services and product of McDonald’s takes place in various ways.  McDonald’s has encouraged imitation of tacit knowledge inside their organisation without letting a chance for outside replication and has also encouraged learning groups and selling up facilities (Course Hero, 2021).  McDonald’s measures customer contentment through a receipt-based customer surveys and with the feedback provided by customers which looks at the experience of the customer in McDonald’s (McDonald’s, 2021).  KM tools helps McDonald’s provide with important information so that they can select their customers better effectively, thereby, gaining competitive advantage over other organisations.
Information management system is a software created to help the storage, recoup, and coordination of information (Techopedia, 2017).  McDonald’s uses computing tools, information technology, database and technical communication channels which is the key to their success and according to CEO Chris Kempczinski “The more technology you use, the better your operational efficiency” (Studybay, 2021).  Information management system helps leaders and managers to make excellent decisions, thereby, achieving competitive advantage.
How McDonald’s MIS is helping it in enhancing productivity and profitability
McDonalds uses IT for taking orders and payment processes which is faster and efficient and (POS) Scale of point system is used for understanding customer trends as this knowledge empowers McDonald’s to act according to customer needs and understand the performance of avenues and profitability of the organisation globally (Pingpdf, 2021).  Hyperactive BOB system is used by McDonald’s to provide important information for the employees of the restaurant by installing CCTV cameras and appropriately placed TV screens connected to the camera and theses cameras scans for incoming vehicles and traffic which is transmitted to the staff which enables them to prepare for orders (Paul, n.d.).
McDonald’s completes the food order at a very fast pace through the transaction processing system and has low prices which makes it popular among the students.  The waiting time is less therefore they can cater to many customers increasing profitability and productivity.  McDonald’s target kids through POS and caters to kid’s menu by providing “Happy Meals” for kids with different toys in them thereby attracting kids and profiting.
Critical Analysis of WIIG Model and SECI Model
Organisations globally know the relevance of KM models and how it benefits their organisations.  There are four stages in WIIG model and these stages involve building knowledge, retaining knowledge, merging knowledge, and applying knowledge (Paul, 2017).  The content value is higher in WIIG model due to a large number of connections in knowledge base and very less elements are disconnected (Cristea & Capatina, 2009).  As the knowledge is pooled in this model, the employees can learn from previous mistakes made by other employees and rectify those mistakes.  Thereby, the organisation can run more efficiently and be more successful.
The Nonaka and Takeuchi Model is also called the SECI model and is widely used in organisations.  The organisations use this model for creating knowledge with the help of factors that enable sharing of knowledge (Adesina & Ocholla, 2020).  This model is easy to use.  According to Yeh, Yeh and Chen (2012) Seci model is the most popular and comprehensive model of knowledge creation in the KM procedure (Adesina & Ocholla, 2020).  However, some scholars have criticised this model that it relies largely on tacit knowledge where employees are with their organisation for life, and it is also based on the study of Japanese organisations (Geytere, 2021).
After analysing both the models, the WIIG model is much better as this model is an improvement on the SECI model.  The WIIG model represents the realistic model and can fit on any proposal. According to WIIG, in order for the business to be successful, it must have resources (money, people and facilities), it must have customers and products/services and it must have the capability to act (Haradhan, 2016). The evaluation of both these models shows that KM is essential in organisations, in order to run and compete successfully in today’s world. 



The WIIG Model
McDonald’s uses the WIIG model effectively.  The WIIG Model highlights that in order for knowledge to be useful and valuable, the knowledge must be retained and organised (Teffera, 2016).  The four dimensions of WIIG model are:
Completeness
Connectedness
Congruency
Perspective and purpose.
Completeness considers the amount of relevant knowledge available from a given source, connectedness talks about the well-accepted and well-detailed relations, whereas in congruency, the theory, data, beliefs, aspects, judgements, and the related links between the objects are steady and lastly, perspective and purpose are a method through which we know something but from a specific point of view for a definite purpose (Tutorialspoint, 2021).  McDonald’s uses the tacit knowledge of its employees and collects that in their database and then impart knowledge to its present employees.  McDonald’s belief is “Diversity IS Inclusion” and makes every individual from different communities feel respected.
The Nonaka and Takeuchi Model
This model is also called the SECI model and is used by McDonald’s for knowledge forming and changing.  The SECI Model was introduced by Nonaka and Takeuchi in 1996.  This model is based on tacit knowledge and explicit knowledge.  This model outlines four ways in which knowledge types can be combined and converted and these are: Socialization, externalisation, combination, and internalisation (KMT, 2012).
Socialization:  knowledge is turned from tacit to tacit.
Externalization:  knowledge is turned from tacit to explicit.
Internalization:  knowledge is turned from explicit to explicit.
Externalization:  knowledge is turned from explicit to tacit (KMT, 2012).
McDonald’s uses social media for capturing information in form of feedbacks and comments left by customers in socialization stage.    They use it to improves their products and services globally.  For e.g., McDonald’s has branches all over the world and they cater to the taste of specific countries and add specific products which target those customers, thereby attracting different customers.  McDonald’s uses blogs to give voice to people by providing a space to capture information and share the discussions across blogs through externalization process.
By using these two models McDonald’s can run and expand its business globally.
How KM represents a systematic approach in sharing and exchanging an organisation knowledge base
Decision Making process
McDonald’s has a democratic style of management, in this the people and employees participate in the decision- making process and there is less gap between employees and managers and management encourages its employees to work as a team rather than individually (Essay, 2018).
Leadership
McDonald’s adopts a democratic style of leadership where employees can share their ideas and suggestions with management and managers delegates work to their subordinates by giving them full control and responsibility to their various tasks (Essay, 2018).  The employees feel motivated by this approach, and it encourages them to improve their performance at their work.  Management appreciates their employees by giving them performance award at the end of each month (Essay, 2018).
Transaction Processing System
McDonald’s sells a huge quantity of hamburgers and other food items every day, so it needs to order raw materials from its suppliers, each time it places an order with its supplier, a transaction occurs and the TPS records the relevant information such as supplier’s name, address, invoice amount and the items purchased (Course Hero, 2021).


POS system “Scale of Point system”
McDonald’s uses POS to make sure that the order is accurate and fast as this system is used to speed the business process, it can track large amounts of data in seconds and each order is transmitted to several workstations within the facility and the cashier knows how much payment is due (Course Hero, 2021).
These are the systems which helps in distributing and imparting knowledge base in an organisation.
Investigation of KM Techniques used by McDonald’s
Office Information System
Office Information system uses a number of software, hardware and networking systems to boost the workflow and quality of communication among the employees via emails and McDonald’s uses different electronic devices such as cameras, electronic order screen, computers, and timekeepers etc (Paul, n.d.).
MYS “Made for You” System
McDonald’s uses this system in to order to make sure customer is satisfied and raise productivity as it serves as a communication portal between the counter and kitchen staff. (Tekanidyur, 2014).  
Hyperactive Bob System
McDonald’s uses this system which is based on artificial intelligence and this system uses cameras that monitor the entrance of this restaurant’s parking lots to see the number of people coming to the restaurant, so that the workers can prepare the meals in advance (Tekanudyur, 2014).
Transaction Processing System
McDonald’s uses TPS to collect, store, modify and retrieve the transactions of its organisation and it also helps to conduct business such as paying wages to an employee, keeping records of employees and payroll (Agarwal, 2016).


Nintendo DS System
McDonald’s uses this system as an e-learning training tool for the new employees and this system trains the new employees and put grades for their performance so comparison can be made between the employees and it uses less paper (Marya, et al., n.d.).
Decision support System
DSS is used to make good decisions and model data and McDonald’s uses it to analyse the market, resolve problems and gain competitive advantage (Agarwal, 2016).
Touch -Interface Ordering System (TIOS)
McDonald’s uses this machine which looks like an ATM machine, and it allows customers to place an order by choosing the desired food item on a touch screen and pay for it via credit card or debit card to the slots connected on the machine (Paul, n.d.). This greatly benefit McDonalds’s as it saves money on staff and the machine is doing the work for staff.
Management Information System
Management Information system is the study of technology, people, organizations, and the exchange between them (May Business School, 2021).    MIS is used by McDonald’s to provide information to help managers and employees to plan its future directions and to increase profitability (Agarwal, 2016).
Outcomes McDonald’s has achieved with the use of these procedures
McDonald’s has benefitted greatly by using these procedures.  Their service is fast which increases customer satisfaction. They incorporated the KM techniques and tools to make it easier for their employees and customers to use, thereby, increasing their profits and attracting more customers.  For e.g., the Hyperactive Bob System helps the workers to know how much traffic is coming through their doors which gives them time to prepare meals in advance thus saving customer time.  As a result, the customers are satisfied with their service and McDonald’s can attract more customers due to its fast service.  
Nintendo DS system helps to train new employees efficiently which results in better work performance and productivity.  The workers know what their jobs entails and can work effectively which makes for contented employees. The way McDonald’s retains and manages their information gives them competitive advantage.
The (TIOS) is very beneficial to McDonalds as it saves on labour costs.  McDonalds needs to hire less staff and customers can order their food items and pay for it in the machine. Especially, during rush time it is very advantageous as there are no long queues. The customers benefit as well as they do not have to wait in line for too long to place their orders.  As a result, McDonalds can attract more customers and make more sales thereby profiting.  The customers also know they do not have to wait for too long, especially during their lunch hour when they get a break from work, and they do not want to wait for long.  
Areas of Improvement
As with every organisation, McDonald’s needs to improve in certain areas to sustain their business and become more successful.  Economic crisis, Brexit and Covid-19 pandemic have affected the business of McDonald’s.  Due to national lockdown globally, the people could not eat inside the restaurants which had a negative impact on McDonald’s as sales were less.  McDonald’s needs to take this issue on board and improve their take way services and drive through services.  They need to improve their online take-away services as customers are ordering take away online more due to lockdowns. They need to hire more delivery staff and staff who take more online orders.   McDonald’s also needs to build more drive through restaurants so people can order in their cars and eat in their cars or take home to eat.
Brexit has also affected many organisations in the UK and McDonald’s is one of them as it comes under the hospitality industry.  Tourists from abroad will have to take visas which might affect less tourist coming to the UK.  There could be a shortage of staff as many East Europeans will have to go back to their country and many British people do not like to do this job due to low pay.  The supply chain will also be affected as McDonald’s imports its raw materials from European countries.  However, McDonald’s has reassured its customers over post-Brexit food supplies and has clarified it is not anticipating any supply issues related to Brexit (Gallagher, 2020).
The staff at McDonald’s are pressured too much.  The managers pressurise them to work faster and there is lack of respect for the workers.  According to one worker “Management is the worst there, don’t know how to talk to people, lack of respect and acknowledgement that crew work hard.  No praise for hard work, really just not the greatest” (Indeed, 2021).  The other problem the staff has is low wages.  Due to the low wages, there is high staff turnover as staff there cannot afford to pay their bills let alone think of buying a house.  “Competition for workers is fierce and McDonald’s are competing with retailers like Walmart and Target,” according to CEO of McDonald’s in a CNBC Evolve interview (Marx, 2021).  McDonald’s need to raise the wages of their staff to retain staff and have contented staff.
McDonald’s needs to simplify its menu.  McDonald’s needs to get back to its origin- cheeseburgers, hamburgers, and French fries which is the McDonald’ brand and it needs to strengthen this brand, identify with its key customers and engage in fast and simple orders so customers are satisfied and happy (Page, 2020).  McDonald’s was known for its hamburgers, and it received rewards for best hamburgers.  Presently, McDonald’s is losing the title of making the best hamburgers to other restaurants.  If McDonald’s improve on all these areas, it will become more successful and be more profitable.
Conclusion and Recommendations
McDonald’s is quite successful globally.  The reason for its success is the Knowledge Management models, such as the WIIG model and SECI Model used by McDonald’s effectively.  McDonald’s has used the Managing information system such as, transaction processing system, POS system, Decision support system, Nintendo DS system, MYS System and Hyperactive Bob system in distributing, retaining, and exchanging information to run their organisation efficiently.  McDonald’s adopts a culture of diversity and inclusion and hires staff from different cultural backgrounds.  It has franchise all over the world and prepares certain menus which caters to the taste of people living in those countries which also contributed to its success.  
The other KM tools and techniques used by McDonald’s were, decision making process, Leadership and social media.  McDonald’s has a democratic style of decision making and leadership which has proved beneficial for them, as staff can voice their opinions fearlessly to management. Their views are taken seriously by management and management tries to improve on it.  Although, McDonald’s suffered loss during the Covid-19 pandemic, it was able to make up for it by increasing online deliveries and increasing service in drive-through restaurants.
However, there is always potential for improvement.  McDonald’s needs to improve the wages of their staff, so staff are happy and are motivated to work for them.  If staff is contented then there is less staff turnover and McDonald’s do not need to spend more money training new staff and the quality of service will increase thereby, attracting more customers.   It needs to train their managers in communication and manners so that they can respect their staff and treat them better.  It needs to simplify their menu and bring their brand of hamburgers back.  It should improve the quality of their food and buy locally produced food.   It should improve their online take-away service and hire more drivers to deliver take-aways, as due to Covid-19 pandemic there has been an increase in people ordering take-aways.  McDonald’s need to build more drive thru restaurants as many people like to order food in drive thru restaurants and eat in their cars.   If McDonald’s takes on these recommendations on board, they will be more successful and profitable.
The KM framework that McDonald’s may use to make their business more successful and profitable is by applying Porter’s Five Forces model.  This analysis tool uses five forces to decide the strength of competition in an industry and the level of its profitability (Jurevicius, 2013).  The five forces are: buyer power, supplier power, barrier to enter, threat of replacement and competition (Jurevicius,2013).   McDonald’s faces competition from others fast food restaurants such as Burger King, Wendy’s, and Kentucky Fried Chicken (KFC) which are its biggest competitor.   McDonald’s can gain knowledge by using this KM model as to who their biggest competitors are.  They can then focus on improving on the forces which pose a bigger threat to them.  They can gain insights into what food brands are their customers loyal to and make more of those food items so that they gain competitive advantage over their rivals. 
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