Module: Knowledge and Information Management Skills for the Workplace

Module Code: BMSK5006

Lecturer: Dr MD Nazmul Hasan

Student: Nadeem Arif

Student ID: 1711109

















Specification 1

1. Explain why the same set of data can be considered as useful information by some and useless data by others. Further, could this useful information be termed as “knowledge”? Why?20,000 cars,3,000 trucks, 250 motorbikes use the M6 Motorway daily. This information will be very useful for traffic management by the Highways Agency as they are responsible for the flow of traffic, with this information the Highways Agency can monitor the flow of traffic and set speed limits, making the journeys safer for road users. The same set of numbers will be completely useless to a company like Ford Motor Company because it makes no difference to them as to how many vehicles use the M6 daily as the flow of traffic is not their responsibility, Ford are only interested in the number of vehicles they are producing on a daily basis and how many their competitors are producing.
Similarly, if 150,000 Lionel Messi shirts, 150,000 Ronaldo shirts, 100,000 Mohammad Salah shirts   are sold in the UK each year, this data is extremely useful to a company like JD Sports as they are one of the largest sports retailers in the UK and are very popular with young shoppers. Having this information enables JD Sports to always meet the demand and have a satisfied customer base.
The same data will not be useful information for a retailer like B&Q, although they are one of the UK’s largest retailers, DIY products are their speciality, in this context the sports shirt sale numbers are not useful information for B&Q.
The above useful information can be termed as knowledge because the facts and figures mentioned above have been gathered and collected through previous shirt sales at JD Sports, therefore it can be taken as a reliable source of information, and  the traffic monitoring methods of the Highways Agency, it is knowledge because the figures have been approved by the relevant authorities and have been focussed on and understood. 

2. Describe the ways in which “knowledge” differs from “data” and “information.” Justify your answer with a relevant diagram.
“Human faculty resulting from interpreted information; understanding that germinates from combination of data, information, experience and individual interpretation. Variously defined as “Things that are held to be true in a given context and that drive us to action if there were no impediments”. (Boudreau, 2019)


Data is a set of raw facts, numbers and random details, these facts or numbers are completely useless as they are just random and do not mean anything at this stage. Data must be processed and structured in any given context to make it useful.

Information is when one is given facts about something or someone, information can be provided and received. For example, when a new product is purchased, a user manual will be provided containing all the information on how to correctly use the product. 
Knowledge is to have understanding and awareness of the information at hand as mentioned in the example above, to fully understand the instruction manual will become knowledge. 
Knowledge differs from “data” and “information” because data is just random facts or figures, and information is a refined form of data.

3. Does a player in a card game use tacit or explicit knowledge? Explain why. Define and explain the difference between the two.
A player in a card game will use tacit knowledge based on his/her ability to understand instinctively, a card player will use his/her insights, experience and hunches to analyse the state of the game. A card player will consider the likelihood of his/her instincts rather than conscious reasoning. A card player will use tacit knowledge because it is very difficult to imitate, because tacit knowledge comes as a result of human experience and human senses. For example, in a game of poker a card player will make constant eye contact with the opponent and monitor the opponent’s facial expressions, this will give the card player a good indication if the opponent has a good hand and allow him/her to increase the stakes and win the hand. In many instances experienced card players bluff their opponents, they can do this because of their vast experience and tacit knowledge. 
Difference between the two
Tacit knowledge is the type of knowledge that is very difficult to pass on to another person by written means or verbally, although it is possible to transmit tacit knowledge to another person, it is far from easy. “Tacit knowledge is the personal knowledge resident within the mind, behaviour and perceptions of individuals. Tacit knowledge includes skills, experiences, insight, intuition and judgement. It is typically shared through discussion, stories, analogies and person-to-person interaction; therefore, it is difficult to capture or represent in explicit form. Because individuals continually add personal knowledge, which changes behaviour and perceptions, tacit knowledge is by definition uncapped” (Casonato and Harris, 1999).
 To be able to effectively transfer Tacit knowledge a lot of personal contact is required, trust is a major factor along with regular interaction, all these combinations will assist in transferring Tacit knowledge effectively.
“Tacit knowledge is knowledge that is hard to quantify or pass from one person to another through verbal or written communication. Tacit knowledge includes skills like speaking a language, playing a music instrument or carving a figurine out of a piece of wood, along with basic life skills such as facial recognition” (HR Zone 2019). A vital part of transferring Tacit knowledge would be to share the experience, a good example would be the relationship between an expert and an apprentice in a workplace or a learning centre. Being a mentor to someone will also be a way of transferring Tacit knowledge.
Explicit knowledge is a type of knowledge that can easily be accessed and transmitted to others. Explicit knowledge can be transmitted verbally as well as in written format, it can also be transmitted by audio, video and practical procedures.
“Tacit knowledge differs from explicit knowledge, which is easy to pass onto other people, such as who the lead singer of Queen is, or who invented the printing press. While the transfer of explicit knowledge can be conducted quickly and impersonally, tacit knowledge generally requires long periods of personal contact, unchartered or unique teaching processes and extensive self-improvement and reflection.” (HR Zone 2019).
Explicit knowledge is easy to write down and transmit to others, for example, London is the capital city of England, Karachi is Pakistan’s largest city and Dhaka is the capital city of Bangladesh, this knowledge can be easily transmitted by the transmitter and understood relatively easily by the recipient. 
4. Consider five decisions you have made today (they could be simple such as taking a turn while driving or even choosing a soda at a convenience store). In each case determine the data, information, or knowledge that were involved in the decision.
Decisions:
1. Order a takeaway
I wanted to order a takeaway for delivery and the data I had was a menu listing all the different types of foods available. The information available was the ingredients, portion sizes and prices including special offers, I decided to order a family sized cheese and tomato as it was on offer and my children like the taste. The knowledge here is that I got a pizza we all like at a very good price.
2. drink from vending machine
 I wanted a drink during a lecture from the university drink vending machine, the data here was all the different hot and cold drinks available, the information was that you can buy hot or cold drinks, the pricing and ingredients. I decided to buy a coffee based on the fact it contains caffeine. The knowledge here is that I knew caffeine helps to stay awake, and I was tired I needed something to help me stay alert in class.
3. Buying a top 
I went to River Island looking to purchase a Top for myself for to wear on a night out this weekend, the data was all the types of Tops available, for example, T shirts, Polos, jumpers, shirts and sweatshirts. The information was different sizes, colours, and the washing instructions. I purchased a jumper knowing that winter is approaching, and it will keep me warm during the cold weather. The knowledge here is that I will need warm clothing for the winter.
4. insuring my car  
I insured my car this morning. I searched car insurance comparison sites, the data was all the different companies which were willing to offer me insurance, annual prices and monthly prices. The information was some companies offered extras like, breakdown cover at no extra cost, lost keys cover and windscreen cover, some companies offered a less excess amount. I purchased cover from LV Insurance Group because they offered me the best monthly price and included break down and lost keys cover. The knowledge is that I was getting a good price and I would have peace of mind as I was covered for break downs as well as lost keys.
5. Parking at Manchester Airport or Train  
I’m going on holiday soon flying out of Manchester airport and needed to decide on my means of transport to and from the airport. The data was, family or friend to drop me of, train, coach, taxi or park my car at the Airport for a week. The information was all the different prices and journey times on the modes of transport, the amount of time it would take from home to the Train/Coach station and total cost of journey, the price of leaving my car there for a week, until now I was not aware that I could park my car there for a week The knowledge here is to research and work out the best option to suit your timing and budget, based on this knowledge and research, I purchased a parking space for a week as it would be much easier and cheaper than all other modes of transport.
5. Now consider how those decisions would have been influenced by the lack of pre-existing data, information, or knowledge.
1. If I didn’t have the information about the Pizza special offer, I may well have chosen to buy several different foods for the family which would have cost me a lot more, my decision here was surely influenced by the special offer.
2. if the drink vending machine was for cold drinks only, I probably would not have bought a drink at all because my favourite cold drink, which is Red Bull, was not stocked. the major factor in my decision was that I could buy a hot alternative caffeine-based drink, if I didn’t have the information about hot drinks also being available from the vending machine, I wouldn’t have bought any other cold drink.  
3. When I walked into River Island my initial thoughts were to buy a T shirt or Polo shirt. But when I realised, they also stock jumpers, I decided to buy a jumper taking into consideration the current cold spell of weather. Having the data about the types of clothing influenced my decision to purchase a jumper instead of a T shirt.
4. Having searched comparison sites, I received valuable data and information about break down cover and lost keys cover, without this information I would have just renewed with my previous insurer at a higher premium for less cover because I had no knowledge that some insurance companies offer this type of cover at no extra cost.
5. on previous holidays I had always travelled by coach to and from the airport as I thought this was the best and cheapest option, by getting the coach I wouldn’t have to trouble a friend or family member by getting them to drop and pick me up. The information about leaving my car at the Airport was extremely useful as it gave me the knowledge about how this would mean less travel time and tiredness and no waiting around on return. My decision was heavily influenced by this information and knowledge.

 
6. You have recently invented a new product. Collect demographic data from a sample population, determine how you would use this data, and convert it into information and possibly knowledge for promoting the product.  
“Demographics is the study of a population based on factors such as age, race, and sex. Demographic data refers to socio-economic information expressed statistically, also including employment, education, income, marriage rates, birth and death rates and more factors. Governments, corporations, and nongovernment organizations use demographics to learn more about a population's characteristics for many purposes, including policy development and economic market research.”(Chappelow, September 2019)
Product: Automatic Curry Maker
A new product has recently been invented which makes curries automatically, the Machine has a choice of 16 different types of curry making programmes and is relatively easy to use. To use the machine, follow these simple steps
1. select programme (chicken curry)
2. insert chicken in machine pot
3. add all ingredients and amounts displayed on screen
4. press “begin cooking” button when prompted, machine will switch off automatically once programme is complete
5. serve and enjoy
Demographic data has been collected from across the UK to determine the likely target customer base.
This product has been sampled across 400 adults all over the UK which consisted of 200 men and 200 women, the participants were of 3 different ethnicities, Black, White and Asian with ages ranging from 18 to 60, couples and single people alike were sampled. 
Out of the 200 women who used the product, 48% said they would use it again, out of which 22% were Asian, 16% Black and 10% White. 31% were single and 17% were married or living together. Across all ethnicities the most popular age range was 21-35 in the female survey. 
Out of the 200 men who used the product, 64% said they would use it again, out of which 38% were White, 20% were Asian and only 6% were black. 48% were single, 16% were married or living together as a couple. Across all ethnicities the most popular age group was 26-50 in the male survey.
This data collection shows that the product is most popular with single people rather than married couples, the product is more popular amongst men than women.
In the female survey the product was more popular amongst Asian women closely followed by black women and least popular with white women.
In the male survey the findings are completely opposite to the female survey, the product is very popular amongst white men, some way behind in the survey were Asian men and not showing much interest at all were black men.
This survey shows that there is potential for this product, the response has been very positive, especially from single people between the ages of 21-50.       
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Specification 2
1. Describe how the overall approach adopted by American Airlines incorporated the basic competitive strategies of cost leadership and product differentiation.;
There are various methods which can be used to identify how companies use basic competitive strategies of cost leadership and product differentiation, however, in this section ‘Porter’s Competitive Strategies’ will be used to describe the approach adopted by American Airlines.
Porter’s Competitive Strategies
“Michael Porter, an economic researcher, examined the competitive behaviours that comprise successful businesses. In the early 1980s, he set out to uncover the ways companies maintain long-term advantages over their competitors” (2015, Capism). Firms can achieve higher profits in the long run by having a competitive edge over rivals, the two basic types of competitive edge are: low cost and differentiation. . American Airlines in conjunction with IBM developed Semi-Automatic Business Research Environment (SABRE). The Airline Industry had seen a substantial growth in the early 50s, air travel became very popular following world war 2 and as a result the airline struggled to make reservations accurately, airlines would frequently under book or overbook flights, these irregularities caused great inconvenience and distress for customers as well as losses for airlines. It was a chance meeting between the president of American Airlines and a senior IBM sales representative on a flight from Los Angeles to New York, during the flight they had a conversation about the airline industry which instantly sparked an idea about a data processing system for the airline industry. The idea was to create a system that could be instantly available to any number of booking agents in real time worldwide. 




“The Sabre system has consistently been rated the number one Global Distribution System (GDS) in the world and continues to maintain a leadership position in bookings share. You now have at your fingertips a host of technology solutions that will serve as your gateway to a wide variety of travel and travel-related services. 
Sabre Travel Network connects travel buyers and sellers through the world’s largest global distribution system, providing over 50,000 travel agency locations with instant access to content from airlines, hotels, car rental companies, cruise lines and more” (Sabre, 2015).
                                                                                                                      
Overall Cost Leadership: Every company’s aim is to be the lowest-cost producer in their industry. By having reduced costs, the company has a better chance of holding on to its customers and face a reduced threat from products being substituted.
Cost leadership is to establish a competitive edge by lowering operational costs, this can be achieved by acquiring cheap raw materials and turning them into valuable products to be sold at a higher price. With the introduction of SABRE, American Airlines introduced the real time booking system to their agents, this ensured there would be no more under booking or over booking of flights and also resulted in much higher figures of bookings and overall customer satisfaction. The introduction of SABRE allowed American Airlines to cut down on manpower and man hours resulting in huge savings for the company. Overall, the introduction of SABRE was the main contributor in American Airlines achieving Cost Leadership.  
Differentiation: “Product differentiation is a marketing strategy that strives to distinguish a company's products or services from the competition. Successful product differentiation involves identifying and communicating the unique qualities of a company's offerings while highlighting the distinct differences between those offerings and others on the market” (Kopp, 2019).                                                                                                                        
Making your services or products that are more attractive and different from those offered by competitors. To use the Differentiation Strategy successfully, firms need to be able to provide high-quality services or products and market the product or service effectively so that the potential market understands the differentiated offerings. 
American Airlines was able to differentiate from competitors as a result of having the latest ticket booking technology on its side (SABRE), because of this technology, it made airline reservations relatively hassle free and very affordable for anyone wishing to travel by air. American Airlines could afford to sell tickets cheaper than rivals and provide the same or better level of service to customers as a result of having access to the new electronic booking system and making it available to their booking agents.
2. In what ways did SABRE provide American Airlines with a competitive advantage? Your analysis should refer to concepts related to the strategic use of information systems, for example, entry barriers.
To answer this question, Porter’s Five Forces will be used to analyse how the introduction of SABRE was able to provide American Airlines with a competitive advantage.
Porter’s Five Forces defined:
“Porter’s five forces model is an analysis tool that uses five industry forces to determine the intensity of competition in an industry and its profitability level. Five forces model was created by M. Porter in 1979 to understand how five key competitive forces are affecting an industry. The five forces identified are:

[image: Porter's five forces model. The model shows five forces: entry barries, threat of substitutes, bargaining power of suppliers, bargaining power of buyers, industry rivalry.]
These forces determine an industry structure and the level of competition in that industry. The stronger competitive forces in the industry are the less profitable it is. An industry with low barriers to enter, having few buyers and suppliers but many substitute products and competitors will be seen as very competitive and thus, not so attractive due to its low profitability” (Jurevicius, 2013).
Threat of new entrants: This force identifies the ease or difficulty for a new entrant to make an entry into an industry. Rivals will make an entry if there are no or little barriers preventing them from making an entry into the industry. Starting a new airline requires huge amounts of initial capital in the first instance, even if one had the capital to lease or buy aeroplanes, potential rivals would have to undercut American Airlines and buy similar routes to that of the already established American Airlines, with all these factors playing a major role in any new potential start-up, the entry barriers are relatively high and the threat is relatively low.
Bargaining power of suppliers: This force determines the strength of suppliers and how easy it is for them to increase prices or reduce the quality of their product. This can affect the profits of a company if they have to pay more for the product. In the Airline industry there are several important suppliers such as, aircraft manufacturers, Travel agencies, Air Traffic Controllers, maintenance, ground services and caterers amongst others. As there is a very limited number of aircraft manufacturers, the bargaining power of aircraft manufacturers is very high.
Bargaining power of buyers: this section looks at if the buyer has the power to make demands such as, lower prices or a better product or service from the producer. Lower prices will almost certainly mean lower profits, a better product or service will usually mean extra production costs, again impacting the profits of the company. American Airlines operates in an industry that has many more suppliers than producers, leaving the buyers with not much choice, in this instance the buyers do not have much power to determine a price change. Furthermore, the product differentiation within American Airlines is very high hence making it very difficult for customers to find an alternative thus keeping the bargaining power of buyers relatively low.
Threat of substitutes: This force looks at how easily customers can switch to another company offering a similar product or service, this may involve a better product or service, or if a buyer can find a substitute with a cheaper price. In the case of American Airlines, there are very few substitutes available due to the nature of the service that the airline offers, for example, a journey from New York to London with American Airlines will take approximately 8 hours, whereas with a  substitute provider it could take days or even weeks to reach the same destination, often costing a lot more money for the same journey. The threat of substitute products is very minimal, allowing American Airlines to dictate terms and prices.
Threat of rivals: In industries with a lot of competition, companies must compete fiercely for a share of the market, fierce competition leads to minimal profits. This force determines the competition and the prospects of profit within the industry. The services offered by American Airlines are highly differentiated, making it difficult for competitors to attract customers because of the uniqueness of their product. Furthermore, there are very few competitors within the industry, and they are all very large companies, and when the competitors try to attract American Airline customers by making special offers, it will not go unnoticed and American Airlines can make counter offers to keep hold of their customers. In this instance the rivalry from competitors for American Airlines is a relatively weak force.
3. Although SABRE was undoubtedly successful, American Airlines was not able to maintain its competitive advantage beyond the late 1980s. What factors played a part in the erosion of the company’s lead over its competitors and how did the company react?
American Airlines sold its SABRE technology to rival companies allowing them to offer cheap tickets for airline travel, this resulted in competitors having the ability to sell tickets at a cheaper price than they were able to previously. The sale of SABRE technology to rivals had a negative effect on American Airlines as rivals were able to offer cheaper tickets and attract customers from American Airlines. During the mid-1980s to late 1980s most of the major airlines were registered with SABRE, thus enabling them to offer similarly priced or cheaper tickets than American Airlines. Having seen the decline in passenger numbers, American Airlines had to react and introduce a new feature which could attract the customers to come back to American Airlines, so they introduced hotel room bookings alongside flights.
 
Information System Definition
“An Information System (IS) refers to a collection of multiple pieces of equipment involved in the dissemination of information. Hardware, software, computer system connections and information, information system users, and the system’s housing are all part of an IS” (Techopedia, 2019). An information system is the software that organizations use to help them with organizing and analysing data. The information system serves its purpose by organizing and turning raw data into information that is useful and which can be used by organizations to make decisions. 
An example of this is the Yahoo search engine which lets you search for any required information that you ask for. More often than not it will answer the question you type using its various algorithms to diagnose and filter your question producing specific results.
Another information system that could be possibly used apart from google which is the most common in the world wide web is using the satellite navigation system. This is a specific information system which calculates the quickest routes and also informs you of potential hazards along the route such as speed cameras, diversions and possible delays. This is a live information system that updates minute by minute keeping users up to date.
Describe the categories of computer-based information systems, providing relevant business examples for each category identified
A Computer Based Information System (CBIS) is when organised software and hardware technologies come together alongside humans to produce and prepare timely, useful and accurate information to assist with decision making. There are four major computer-based information systems, they are as follows:
Transaction Processing Systems (TPS): This system enables a company to record daily transactions whether they are orders placed by customers, invoices or stock control. This system can help team leaders as it is able to generate information that can be input into other systems. The TPS is especially very useful when a product is being sold on the internet as it has a slight delay to allow for when a product is in the process of being sold to when it actually has been sold. For example, a customer is purchasing a concert ticket, the TPS will hold the ticket whilst the customer is filling out their details and this ensures that the same ticket is not sold twice.  
Management Information Systems (MIS): this system provides a detailed summary of the data retrieved from the transaction processing system. The system also provides mid-level managers with standard basic reports such as, a schedule for production and a summary for the budget. For example, in a supermarket, a mid-level manager will use this system to determine which products are quick sellers and which are not, the MIS also provides the manager with company expenses which help them to realise the financial standing of the company. 
Decision Support Systems (DSS): A DSS is used by businesses to determine the course of action a business has to take. Huge amounts of data are sifted through and analysed by a DSS before it compiles detailed information that can be used by businesses, amongst other things, a DSS can be used by businesses for problem solving and decision making. For example, when a new application for welfare benefits is made, the HMRC will collect the applicant’s data from various sources, this data will then be entered into the DSS to determine the validity of the application before a decision is made. 
Executive Support Systems (ESS): This system is used by company executives such as top-level managers; it provides them with detailed information in a highly organized and summarised format. The ESS gives the managers the ability to draw up new strategies and helps them to oversee business operations. The ESS can also help mangers in the introduction of new products as well as cost controlling measures. For example, the UK Government has access to data from every public service sector and this can act as an ESS. The Government analysed all the information from the various sectors and decided there was a need to make cuts to some services in order to save money, the ultimate goal of these cuts was to reduce the deficit.
3. Explain how computer-based information systems can support managers at each level of an organisation.
Here we will look at the role CBIS play in supporting managers at different levels, we will use the Taxi Booking and Despatch System as an example. This system is an integrated system and can be used by different levels of staff within the company. The company provides its driving staff with a device called Personal Digital Assistant (PDA). In a small to medium sized taxi company the staff typically consist of, drivers, despatchers (entry level supervisor), mid-level manager and top manager. This system is used by the despatcher to book and despatch a driver to the required pick-up point, the system displays the nearest available drivers thus ensuring the customer is not kept waiting for longer than necessary, resulting in satisfied customers. The mid-level manager uses the system to hire new drivers and integrate the PDA device, upload all the relevant vehicle and driver documents as well as recording the expiry dates. The mid-level manager also uses the system to record complaints made by drivers against unruly or rude customers by tagging their address and phone number, the system will flag this up if the customers attempt to book a taxi again. The top manager uses the system to check the total number of daily bookings and which times and areas are most popular, the manager uses this system to decide on which areas of the city need to have leaflets with special offers delivered. The manager utilises the system to determine if there is a need to increase the fleet.
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