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Title: Individual written proposal in response to a given case/scenario “Practitioners hold the view that knowledge is the most strategically significant resource of a firm. Therefore, the way in which knowledge resources are managed is a critical management concern to both academics and business leaders. Such knowledge strategy entails not only various knowledge resources are valuable, unique, and inimitable but how they support an organisation’s business strategy.

Added to this is the evolving environment, in which organisations confront various institutional/environmental forces, and their different responses to the changing business environment. This makes organisations to continuously redefine contingencies that set requirements for a business strategy and further for a knowledge strategy. 

Such strategies must evaluate how knowledge is collected, analyzed, developed, stored, and mined to ensure ‘competitive’ advantage and success/survival. To accomplish this, you have been selected to conduct research in knowledge management. You are required to produce a detailed report (i.e., critical evaluation) and propose a series of recommendations to support the future development of two organizations which must be from the given list as follows: Virgin Media, Airbus, Siemens, Emirates, British Airways”.
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Introduction 
In this report the knowledge information management systems currently in use within Emirates and British Airways will be explored. The aim is to discuss in detail exactly what KM systems are used and how they can be further improved. Analytical tools will be used to correctly identify different strengths and weaknesses within the KM systems in place and recommendations will be given to improve the KM systems within these organizations. When Knowledge Management systems are defined it can be explained as the management of knowledge resources, how they are found, how they are stored, how they are used and how they are improved (Ibm.com, 2023) both explicit and implicit knowledge types will be explored and any similarities between the types of knowledge management systems in place in both organizations will be highlighted.  Swot analysis of both organizations will be conducted to determine strengths and weaknesses. Using the DIKW framework will help to understand the use of knowledge in both organizations. The understanding that data becomes information and is then turned into knowledge ultimately leads to wisdom (Zeleny.M, 1987).

 The first company in this report is Emirates. Emirates is one of the leading airlines worldwide. Their Global hub is situated In Dubai, this is where they make their most important decisions that affect the company. Emirates pride themselves on being culturally diverse and operating in six continents every day (Global, 2023). In 1985 His Highness Sheikh Ahmed bin Saeed Al Maktoum was appointed as the chairman of emirates which at the time was a new founded company. With only 2 aircrafts and 2 destinations he then launched the airline (Global, 2013) Emirates operates flights, offers chauffeur services and has a charity called the Emirates airline foundation, this foundation funds many projects that aim to make life better for children in need worldwide, currently with projects running in 9 countries  (Emirates Airline Foundation,2015). Another company featured in this report is British Airways. This is also an airline, in operation for over 50 years, housing over 40,000 employees and now using more fuel-efficient aircraft to cause less damage to the environment (About BA, 2018). Like Emirates, British Airways runs a charity called Flying start who work in conjunction with comic relief, this charity has raised more than 27 million and has helped more than 960, 000 young people facing disadvantage in the UK. British airways were founded in 1974, however the company began 50 years before, named AT&T and took its first flight in 1910 with just one passenger and a haul of newspapers and food we now consider to be snacks (Britishairways.com, 2023). Of this new beginning two companies were eventually formed, British overseas Airways Corporation and British European Airways, both these companies eventually joined forces in 1974 creating the Airline giant we now know as British Airways. Being so good at offering aviation services British airways now flies the Olympic flame in one of their specialized jets and supports the Olympics and Paralympics.



Analysing the KM systems in place
To strategically analyse both organizations and their IT systems in place managing knowledge Porters 5 forces can be used (porter.A.M.1979) an analysis have been created using this analytical tool. 
Bargaining power of customers: the customer is using cheaper airlines for flights during the cost-of-living crisis. New application of IT systems could see more data regarding customers choice of flight price which would decrease the bargaining power of the customer. 




Threat of substitutes: new IT systems for competitors may see the advance of business and evolution of airlines which would enable competition to surpass them.
Power of suppliers: in regard to the relevant IT systems used to facilitate the use of regular suppliers the supplier has very little bargaining power and the organization is able to switch suppliers with ease





Emirates and British Airways and their external threats 





Extent of rivalry between existing competitors: IT systems make the airline industry extremely competitive enabling smaller airlines to come up fast.


Threat of new entrants: IT systems allow new entrants to gain knowledge of the aviation industry easily, in this aspect it decreases the number of barriers for new entrants. 





Research has helped to highlight the KM systems in place within Emirates airline and British Airways. To analyse the use of the knowledge management systems currently in use in both companies and how they benefit the company TOWS analytic tools have been used to determine the efficiency of the systems. The first TOWS analysis was published in 1982 by Heinz Weirich (2023).
Emirates TOWS analysis
	Strengths: In operation for 38 years.
                 Used to employ 105,730 people.
                 Unique programs used like the flight training program created by Boeing specifically for Emirates.
                 Used to fly on 6 continents.
                     Used to reward customers. 
                 Luxury airline 
                 Exclusive services offered.
                 FAQ page on website constantly updated. 
                     Knowledge manager has been with Emirates for 10 years. 
	Weaknesses: IT Reliant
                        Knowledge gained by employees can be transferred to other flight companies as there is no exclusivity or certain loyalty. 
                        All knowledge not accessible by all staff 
                    Higher prices despite economical changes worldwide, lack of understanding of data    

	Opportunities: advancements in technology 
                        New and innovative staff 
                       Increase in social media attention/promotion.
                       Greener aircraft/low emissions 
Create a social platform for employees to engage with each other. 
	Threats: non trustworthy employees
              Technological disruptions
              Weather changes 
               Economic disruptions 
              Political issues limiting flight paths.
              




British Airways TOWS analysis 
	Strengths: running for 50 years
                    Global learning academy
                Used to employ over 40,000 people. 
                 Used to fly in 70 countries. 
                 Email network used between employees.
                 BA news  
                 Sustainable aircraft which causes 50% less noise and has saved 10 million tons of c02
                 FAQ page on website 
	Weaknesses: IT reliant
                       Not all knowledge is available to all staff. 
                     Training programme limits the amount of people allowed to train/gain knowledge 

	Opportunities: social media campaigns to engage with the customer and gain knowledge 
                      New and innovative staff 
                      Engage more with political issues 
                      Already sponsors the Olympics and paralympics 
	Threats: knowledge being shared outside the organization to the competition 
               Other airlines become bigger due to more employees being hired


 We can see from the TOWS analysis that British airways has a longer success history with their KM systems as they have been effectively managing knowledge among employees for 50 years whereas Emirates being a newer airline has only been managing and sharing knowledge among employees for 38 years. Emirates however have a more complex system to manage employees’ comings and goings around the emirates airline. As they employ 105,730 people their IT systems are used to manage the identity of each employee, any personal details, shifts, wages and much more employee related information. The system used must be reliable and more importantly safe and secure to manage such a large amount of important information, to date the systems used have seen much success. The flight training programme created by Boeing specifically for Emirates is a one-of-a-kind flight training program with knowledge being shared exclusive to Emirates and their employees, this differs to British airways Speed bird pilot academy (2023) this is a fully funding course for up to 60 successful applicants aged between 17 – 55 per year who are working with specific flight training organisations. Emirates do not limit the amount of people who can join their flight training programme, British airways however limit the amount of people allowed to train per year which slows down the transference of knowledge and the employment of new and innovative staff. Due to the success of Knowledge management systems within British airways they have been able to make their flights more sustainable, flying aircraft that cause 50% less noise pollution than standard aircraft and has a 20% C02 reduction (2023). Following in a sustainable pattern due to new knowledge, in May of 2023 Emirates announced that they would be dedicating $200 million to a 3 years’ worth of investment into new aviation projects including advancements in fuel usage and new energy technologies. The use of these energy technologies includes state of the art it systems equipped to manage new and advanced knowledge (2023). In this instance both organizations appear to manage their knowledge on sustainability successfully. In a similar manner both organizations appear to consistently update their IT systems to support the advancement of knowledge within their respective business. 
Critical evaluation of KM systems used in both organizations. 
A knowledge management system is the management of knowledge within an organization. These systems are often supported by IT systems, specialised software’s, training programmes and constant risk assessments. The need for risk assessments will always be the backbone of knowledge management. The success of knowledge management relies on consistent risk assessment, as data is turned into knowledge good practice is to risk assess the use of that data as knowledge and how it will positively or negatively impact the business.  
The companies being analysed are known to use explicit forms of knowledge, but both companies will also have implicit knowledge implied throughout the business. Explicit knowledge is one that is easily stored and easily transferred (Flach, 2023). We see examples of explicit knowledge displayed at the first point of contact with emirates airline. knowledge must first be acquired, we see examples of this when we look at Emirates educational sector, Emirates have a flight training academy so they can train their own pilots. This shows the transferring of explicit knowledge between Emirates and their employees, also transferring tacit knowledge as trainees are required to work alongside already established pilots (2019). British Airways has a similar system called the Global Learning Academy (2021). this training system also supports the transference of explicit knowledge, running for over 90 years this Is proven a successful form of knowledge management for British airways and is continuously growing. Both organizations use IT systems in conjunction with their training programmes to manage store and regularly update the knowledge required.
Employees in these companies need to communicate. The need for communication among employees aids the transference of knowledge within these organizations. In 2013 British airways introduced a social networking platform called ‘Yammer’. Within 6 months of yammers introduction to British airways 11,000 of their employees had joined up and were communicating. Yammer is supported and created by Microsoft 365, a well know IT system widely used by organizations worldwide. It has been noted by British Airways that ‘Yammer’ has improved customer service and sparked new and innovative ideas (Anderson, 2015). The use of IT systems to manage communication between employees and keeps company knowledge safe. Within Emirates more important information will be communicated via email, this enhances the security of knowledge shared as emails are sent to specific people and the contents is for specified eyes only. This system also relies on the trust of employees and the security of the IT systems used. Research shows that the KM value chain is vital to the success of business. There are many ways that Emirates acquire their knowledge to advance their business. Emirates airlines have a heavy presence on social media, where they interact with customers and potential customers. Emirates also offer a reward scheme for customers called Emirates skyward. This scheme helps you earn miles which can be used to fly. The smart aspect of this scheme which also helps with knowledge management is that miles can be earned when using any of Emirates many partners around the world these include car rental companies, banking companies and many more (2021). This enables Emirates to understand their customers a lot more.
 the name and logo. The Emirates logo is something that is seen displayed anywhere they want to be recognised, on their planes, the website, also their uniforms. This lets the potential customer know who they are. A good business will understand the power of the logo and the use of explicit knowledge. Inside emirates there are approximately 105,730 people employed (Zippia, 2022). KM systems will first be used to monitor all employees. Like most airlines in this modern day, they use IT systems to monitor the comings and goings of employees. IT systems are conducive to the success of KM systems, they are the evolution of filing cabinets. Every employee of emirates is required to wear a key card which should be always worn and visible, each time this key card is tapped it will keep a log of which employee has entered which area and the time. The information collected is stored in the IT software and accessed only by the Employee(s) responsible for monitoring the security and safety of the employees and the airline. Emirates consider safety management to be extremely important, for this they have a safety management system, which is conducive to the knowledge management system and supported by various IT systems inside Emirates. Data is continuously shared by Emirates with the International Aviation bodies which helps to create knowledge that can be shared and improve the overall security of the airline. A safety and communication programme are also available, this is a further example of the use of explicit knowledge allowing it to easily be shared and transferred leading to a safe airline overall (2021). When we look at the knowledge management of safety, for airlines there are many disruptions in the flow of knowledge available. Airlines rely on data and statistics from aviation safety management organizations and if there is a lack of data being put into the supporting IT systems than each respective airline will see a lack of safety knowledge acquired. This can affect punctuality of flights and have detrimental effects on the safety of flights. 
 Emirates is considered somewhat of a luxury airline, they offer chauffeurs, a luxury business class treatment and pride themselves on being a luxurious form of travel (Harrison, 2019). When Emirates begun, they understood from knowledge acquired that there was a gap in the aviation market for a luxurious airline, one that specialise in sustainable luxury long haul travel. With the continuous update of their consumer knowledge Emirates can stay the leading luxury airline year after year since they began their aviation journey. This is an example of the bargaining power of the customer having an effect of the use of acquired knowledge. Emirates pay close attention to the customers’ needs which results in the popularity of their luxury airline. Emirates continue to display efficient knowledge management by managing the needs of the customer and keeping up to date with their ever-changing needs by their various social media accounts. Emirates have a heavy social media presence and often run campaigns to appeal to their customer’s needs. Not only does social media allow the airline to monitor the customer and gain data that can then be processed into valuable knowledge, it allows the customer to have access to constant information about the business and become more familiar with them (Kašćelan et al., 2020). social media plays an important role in organizational knowledge management and organizations that take advantage of the ability to make their presence known on social media will see much success in the sharing of knowledge regarding their business. The continuous goal of knowledge management is to expand and improve business, ultimately always surpassing the competitors in your field. In maintaining advanced and secure knowledge management strategies an organization can continue to thrive. 

Recommendations 

Knowledge management has some reliance on employees, many of the supporting systems used are known as electronic knowledge repositories (Atreyi Kankanhalli, Bernard and Kwok Kee Wei, 2005). It has been known for KM initiatives to lack succession due to the reluctance of employees to use the EKRs to share their knowledge among others. It is recommended that more attention is paid to all customers needs at Emirates, research has highlighted the lack of interest in the lower-class flying customer and the focus on the luxury customer. As Emirates pride themselves on being a luxury airline this has been acceptable throughout the duration of this organization’s existence. For this organization to overcome competition it is recommended that EKRs are used effectively by staff to share all data relating to the customers need. The recommendation will allow the data to then be converted into knowledge that helps improve the services offered to customers and increase the number of customers they have per year.
It is also recommended that Emirates provide more support for their knowledge manager Sana Sheikh. As Knowledge manager Sana has much responsibility as the final say for all things knowledge management is something she is solely responsible for (Linkedin.com, 2023). Among many responsibilities Sana is responsible for product design and development as well as a new and innovative system providing interactive knowledge management globally for those that work for emirates. Having the correct supporting team is conducive to Sana’s success as knowledge manager and to the success of Emirates as a leading airline company. 
For British Airways it is recommended that limitations are removed from training programmes. Research found that British airways have a capacity limit on their leading training courses with the Speed Bird Academy. As it stands the capacity is limited to 60 successful entrants. This limit of capacity is a barrier to the overall success of British airways. Limiting the number of entrants has a knock-on effect on employment rates, ultimately leading to less specifically trained employees than their competitors. If British airways can expand the number of entrants, they are willing to train they can expand their work force and have more trained staff with the correct knowledge needed to help run the airline.
Conclusion 
Knowledge management systems cannot be defined by one simple system or strategy, in fact there are many different strategies that can make up a knowledge management system. When we apply knowledge management to these aviation organization we see examples of knowledge management via social media, training programmes, security systems in place within the organizations and continuous new and innovative ideas being explored. From FAQ pages to social media campaigns to the continuous advance of sustainable aircraft within these aviation companies, the continuous evolution and advance of knowledge management is apparent. Research has been conducted in order to successfully evaluate the Knowledge management systems in place and how they are benefiting these organizations. Similarities and differences in both systems have been highlighted and recommendations have been given to improve the quality of each organizations knowledge management systems. Running for 10 years British Airways have a history of success in the area of knowledge management systems, minor recommendations have been given to aid the retention of talent within the organization. Inside emirates it has been highlighted that they are still very much on a stage of development regarding their knowledge management and the way in which it is used for retention of talent and advancement of technologies and services. A few recommendations have been completed for Emirates ultimately enabling them to further improve their knowledge management systems and result in the advancing of the organization on a whole. If all recommendations are followed then an improvement in knowledge management systems in each respective organization will be apparent.
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