
Executive Summary

The following report investigates the knowledge management practice of two major companies, namely Domino’s Pizza and Lloyds Bank, and sets out detailed analysis of one of these. Detailed analysis which will examine knowledge management, and an overview of the companies. The first part looks at the two companies identifies the strengths, weaknesses, opportunities and threats of the knowledge management systems.  It also identifies the staff members in the company and how this relates to KM. 

Part two then goes on to study Domino’s in depth, by analysing the value chain, and how the KM system is managed.  This includes looking at how knowledge is collected, stored, utilised and managed.  

The report concludes by stating that communication between departments could be improved in some areas and that marketing and social media platforms are an important area for advertising.  Finally the report recommends improved wellbeing, continued use of social media communication and improved value chain to put the company in a stronger market position. 
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1.0 Terms of reference 
 CoE of Domino’s pizza requested a report to be compiled which examined the current state of the organisation knowledge management system. The date requested was on 20 June 2019.
The current political situation in the UK concerning exiting the European Union creates a lot of insecurity with regards to trading and the future impact of the PESTLE environment post BREXIT. This sense of uncertainty has led to a possible loss of higher ability employees within the banking, investment and trading corporations based in city of London leading to a movement of the workforce to other European cities.

 The following report will consider the business practice of two major companies within the retail and public sector, during this period of uncertainty, namely Domino’s pizza and Lloyds bank. It will provide a critical evaluation based upon in depth research and outline a set of recommendation for further development of Domino’s Pizza. 
The report was compiled by Assurance consultancy and was submitted on 12 July 2019.
2.0 Procedure

2.1 Varity of text books, interview, journal and websites were used to compile the report.

3.0 Findings
3.1 Introduction to organisation one – Domino’s Pizza
Main activities, overview
Domino’s pizza, Inc. is an American company established in 1960 by James and Tom Monaghan and Dominic DiVarti (Domino’s, 2019).  With over 16,000 locations in more than 85 countries across the globe, it runs a chain of pizza restaurants and offers food delivery services. In 2018 its global sales were $13.5 billion, meaning that it had the largest number of sales for pizza worldwide. 
The company estimates that it has over 400,000 corporate and franchised team members, with its largest markets as follow:
	· U.S. – 5,903

· India – 1,209

· U.K./Ireland – 1,152

· Australia/N.Z. – 824
	· Mexico – 761

· Japan – 562

· Turkey – 535

· Canada – 499
	· South Korea – 448

· France – 391

· Netherlands – 272


Domino's is committed to promoting diversity within its workforce and respecting individual talent and effort that helps the company to provide the best pizza delivery service in the world. Its Diversity Mission Statement states that it is “committed to an inclusive culture which values the contributions of our customers, team members, suppliers, and neighbours” (Domino's, 2019). 
The company takes pride in helping its chefs and delivery service staff to become successful business people. It stresses that “Some of the most successful Domino’s franchise owners began their career as delivery experts, customer service representatives, or pizza makers in their own communities” (Domino's, 2019). 
Staff profile
This section outlines of the qualification required for various Domino’s roles, as explained by Neath shop Manager (Walker, 2019). Extensive training is given to all staff members in order to transfer company expectations and knowledge. 
Delivery driver – 18 or over. Own car, full driving license. Own insurance. Good communication skills, hard worker. Free evenings and weekends. Good knowledge of local area.  Minimum wage per hourly. £1 extra per delivery and £1.50 with the vehicle light on. No qualification needed.
Pizza maker - 16 or over, no qualification needed but needs to work quickly and as part of a team. Good attention to detail. Fitness. Free evenings and weekends. Minimum wage per hour.
Trainee store manager – no academic qualification is required. Customer service experience or hospitality. Or bar and pub or retail experience. Target driven, hardworking, enthusiastic, full driving license. – £8.70 an hour.
Customer service team – students / school levers. No qualification needed, training provided, hands on. Minimum wage per hour.
Moped delivery driver – driving license, CBT.  Minimum wage per hour
Management – no qualifications needed, work themselves up. £10.50 per hour.
Commercial promotion, advertising – degree / postgraduate qualification needed in subjects such as marketing, business, economics or statistics. They earn £42,000 per year.
SWOT of knowledge management 
	Strength

Good communications between staff


	Weakness
Not enough communication from the head office

	Opportunities

Giving good training to staff to gain knowledge, which can lead to promotion.

	Threats

If the staff leave, they will take their knowledge with them.
 


Introduction to organisation two – Lloyds Bank
Main activities, overview
Lloyds Bank was founded in 1765, in Birmingham, by John Taylor and Sampson Lloyd (Lloyds Bank, 2019. Since this time, it has been serving the businesses and communities of Britain, offering an extensive range of financial products and services. These include current accounts, mortgages, savings and loans, etc. The company has over 10 million customers and has 75,000 employees, with a network of over 1100 branches across England and Wales. In 2018, it had total assets of £797.598 billion, and revenue of £22.091 billion. Its net income for this year was £4,400 billion (Lloyds Bank, 2019). 
The services that the bank provides to customers include:
· Current accounts

· Credit cards 

· Loans

· Savings 

· ISAs

· Home Insurance 

· Motor Insurance

· Mortgages
· Investments

· Life Insurance

· (Lloyds Bank, 2019)
The Lloyds Bank website (2019) states that the company offers the following extra services to its customers: 

· Lloyds use latest online security measures to protect customer’s money, personal information and their privacy.

· Online – customers can track their money, make payments, view statements.
· Free support for customers to build up online skills

· British Sign Language (BSL) - customers can book an appointment with interpreter in the branch or talk online with SignVideo (BSL video chat service).

Staff profile
Bank managers require a certain set of skills. This includes interpersonal skills as bank managers need to be able to communicate with their customers and supervise their staff (McAlpine, 2006).  Mathematical ability and communication skills are also needed (McAlpine, 2006).  

According to Neath branch Manager Zhandra Kelsey (2019), Branch managers within the company require a bachelor’s degree in business, finance or accounting. It is also possible to work way up to this post over time in the company. The salary can exceed £50,000 pa (Kelsey, 2019).
 Banking consultants also need a similar HE qualification and can earn a starting salary of over £17,000 pa. Customer Service assistants require GCSE’s in maths and English and experience of working with the public.  Starting salary is also around £17,000 (Kelsey, 2019).
 Mortgage advisors do not need a degree, but relevant work experience and a CeMAP qualification are essential. Staff have a potential starting salary of around £22,000. It can increase this over the years with commission payments, if possible (Kelsey, 2019). 
Customer service assistant can start from finishing secondary school with good GCSE in Maths and English, previous customer handling is necessary.  Start salary is from £17,436 pa (Kelsey, 2019).
SWOT of knowledge management
	Strengths 

Detailed customer information is known therefore can share information with other part of the bank i.e investment team.


	Weakness 

If specialist staff leave, then it will be hard to train someone on a specialist field.


	Opportunities

Development of communities practice


	Threats

Data protection laws could hinder how certain knowledge is shared about customers


3.2 Critical evaluation of Domino’s knowledge management system 

This section will focus on Domino’s and offer critical evaluation of the organisations Knowledge Management system.
Knowledge management value chain
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In order to build a competitive advantage for the employer, a sequence of intellectual tasks, called a Knowledge Value Chain can be used and this also assists with environmental and social benefits (Management Association, Information Resources, 2011). 
Mission, Vision, Goals & Strategy

The mission vision of Domino’s is “we’re passionate about becoming the number one pizza company in the world and in every neighbourhood” (Domino’s, 2019). This also creates opportunities for Domino’s staff (Walker, 2019) meaning that the company is committed to helping their own staff and creating opportunities for them to develop professionally.   This could mean that a member of staff working as a delivery driver could work their way up through the company to managing a shop floor.  
Knowledge Development
Staff and customers have access to an annual report, providing them with a comprehensive overview of the company’s progress throughout the year. This is available to the public via the company’s website. 
Data about customer and staff profiles can be accessed by staff during training programmes.
Sales figures are automatically recorded through orders placed and this data is accessible to management and the finance department. 
Staff skills and knowledge are shared with management and therefore used for redeploying staff in appropriate areas.
Information regarding local competitors and business are monitored and utilised by management to promote their own company at an advantage to close competitors.  

Knowledge Inventory - The VLEs used by Domino’s can store and catalogue knowledge for easy access.  This means that staff members learning about the job and training, can find the necessary knowledge quickly. The staff gain explicit knowledge when they are learning how to do the job through a virtual learning environment (VLE) called dlearn.co.uk (Walker, 2019).  This provides training for the staff and can be used in conjunction with another VLE called Moodle, where staff can comment and share knowledge.  Domino’s also offer tacit learning in the shop floor (Walker, 2019). It is work and learned through doing, by working with side by side with qualified member of staff. This is an effective way of gaining tacit knowledge as it allows knowledge to be utilised and is seen as the best way to gain knowledge that will benefit the organisation (Busch, 2008).
Unlike explicit knowledge that can be shared through books, and other forms of communication, tacit knowledge is knowledge that is difficult to pass on.  Tacit knowledge is the kind of knowledge that is gained through long and personal contact, such as playing a musical instrument or speaking a language (Gill, 2015). This knowledge is developed through online training programmes which staff can easily access, and by working side by side with professional staff on the shop floor.
 Knowledge sharing
Knowledge is shared by Line managers giving training to staff, and through the VLE’s dlearn and Moodle. Moodle is also used as a platform for peer knowledge sharing.  There is a Facebook account where stores located near to each other share relevant knowledge between them.   There is also a WhatsApp group chat between staff members in different stores to share information and knowledge. This could be new products or anything that the other stores can learn from.  Using technology in this way is an effective method of knowledge sharing.  “Information and communication technology (ICT) can enhance knowledge sharing by lowering temporal and spatial barriers between knowledge workers and improving access to information about knowledge” (Hendriks, 1999, p. 91).
An example of this practice was learned during an interview with a Domino’s employee, who related a story concerning how they had promoted a working practice via social media platforms such as Facebook.
There is a knowledge gap in business practice, whereby Domino’s stores are contacted only four times a year by head office, and two of these occasions are relation to food and hygiene (Walker, 2019). This suggests that not enough business knowledge is given and shared from head office to its employees. This gap in knowledge suggests that employees may not have enough information to properly carry out their jobs and keep the company at the top of the competitive market. 
Applying knowledge
Tacit knowledge is gained through experience of learning on the shop floor and training with dlearn and Moodle. This is then applied by staff members when working in their roles within the company. This knowledge is developed and shared on a daily basis on the shop floor itself through careful working practice and results can be shown in sales and customer satisfaction (Walker, 2019). 
Evaluating knowledge

Knowledge evaluation includes asking questions about the knowledge-based system and if it meets the users' task requirements, if it is an easy system to use, if the knowledge base is logically consistent, if it meets the required level of expertise and if the system improves performance (Adelman & Riedel, 2012). 
After completing with dlearn and tacit learning in the restaurant, the staff are given 3/6 months’ probation period to evaluate staff performance. This means that as a consequence they are then monitored by management, and positive results are expected to be seen via performance, sales levels and positive customer feedback. Advertising campaigns can also be used to promote the high quality of service which employees are expected to provide. 
Skyrme & Amidon (1997) outline the six KNOWS as follows:
· Know - that the Domino’s know the percentage of their customers ordering online.

· Know – how to create a Domino’s pizza.

· Know – who their customers are because they have digital information.

· Know – when the staff are ready to deal with customers by themselves.

· Know – where their target markets are, through market research.

· Know – why they are sharing knowledge to make efficient work environment.  
Nonaka & Takeuchi (1995) similarly outline the main areas of explicit and tacit knowledge as follows:
Explicit Knowledge comprises
· Words – Relates to knowledge conveyed through Annual Reports etc.
· Numbers – statistical information. 
· Communicable – dlearn and online training such as Moodle.
· Data – customer and employee information etc
· Codified Procedure – laws regarding ways of carrying out administrative procedure.
Tacit Knowledge is part of Domino’s culture because everything within the company on the shop floor is about working side by side and so information is passed on between staff members.  For example, staff chatting by the water cooler, or “Sitting by Nellie” – perhaps best described as gossiping – can be a common way of tacitly sharing knowledge. 
Blackler’s (1995) approach comprises the following guidelines:
· Embrained knowledge – Is passed on to staff to improve performance and sales.
· Embodied knowledge – training programme through dlearn and practical experience of making pizza.
· Encultured knowledge – Knowledge shared between staff.
· Embedded knowledge – Company culture and professional practice.
· Encoded knowledge - Is learnt on a need to know basis, and not shared regularly. 
Karl Wiig’s (1997) classification comprises: 
· Factual knowledge – facts about the company its products and the customer base.
· Conceptual knowledge – incorporates concepts and intuitions about the product and its marketing. 
· Expectational knowledge – Includes judgements and hypothesis about the Domino’s progress.
· Methodological knowledge -procedural knowledge –Is used to enhance professional practice and improve performance and sales. 
Supporting systems - IT

The following system interact with and help to improve the knowledge management of Domino’s.
· Moodle – all Domino’s staff can access the knowledge through Moodle and comment on it.

· dlearn is a training programmer where staff train and gain knowledge

· Domino’s Anyware is a suite of ordering technology that gives customers 15 digital ways to order – allowing them to order from anywhere, at any time, using whatever device they preferred.
· In the U.S., Domino's generates more than 65% of sales via digital ordering channels. 

· More than 75% of Domino's international markets feature online ordering.
· Domino’s tracker provides customers to track orders from start to finish

· Profile features allows to save personal information of customers, such as payment method and delivery address to speed their orders.
· By creating Easy Order profile customers can place their order in less than a minute.

· Domino’s digital ordering tools are available across a multitude of platforms that includes SMS, Amazon Alexa, Slack, Google Home, Facebook Messenger, Twitter, Ford Sync, Pebble, Apple Watch, Samsung Smart TV and Android Wear (Robles, 2018).
Domino’s utilizes information gathered from its MIS and HR departments via staff training programs to inform and educate its staff in important areas of their job roles, in order to raise performance and sales levels throughout the company. This use of knowledge management is an important part of the company’s professional practice (Walker, 2019).
4.0 Conclusion
The research completed for this report shows us that Domino’s uses both tacit and explicit knowledge in its staff training programmes. It has also provided us with insight into the education and skills needed to be a member of the organisation, salary scales etc. and how effective knowledge management can have very positive outcomes when applied correctly. However, it could be considered that knowledge management in itself is not the only factor needed for a company’s success, and that it is also of great importance to provide a positive and professional working ethos for staff members through the promotion of positive company culture, as previously mentioned this can be done through tacit learning and employee friendship groups etc. 
Domino’s is a highly successful company which has taken a large share of the fast food market through its effective use of knowledge management systems. It has especially used marketing and advertising to target its customers, through media and social media platform.
Managers should be collecting tacit knowledge making into explicit knowledge to send into the knowledge management value chain.

5.0 Recommendations 

Research for this report uncovered the fact that communication between Head Office and the shop floor was poor and ineffective. A recommendation could be made to improve this factor, which would impact positively upon the company.
The value chain could be improved, for example knowledge is not fed into knowledge Inventory because of poor communication therefore there is a missed opportunity to further improve each stage of the value chain.

Continued use of social media etc.  would also be a positive recommendation because so many people use these platforms, and also it would be positive for the company to invest in the wellbeing of their employees so that they feel valued. Making staff feel valued reduces expensive staff turnover costs. 
Staff rewards and recognition should be a higher priority.  This could enhance communities of practice whereby team members getting together and feeling comfortable in their working environment can lead to further knowledge sharing.  This can link in with KM, as staff on the shop floor can be rewarded for good working practice with knowledge sharing as part of their rewards and recognition.  
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