Student Name: NATALIA COJOCARU

Student ID: 2119063

Module code: BMSW 5106

Assignment section: Individual Report (Task 1) 

Lecturer’s name: Dr Oluwaseun (Olu) Adegbite
Contents

1

Introduction

2

A brief introduction to Fly Emirates and British Airways

3

British Airways TOWS Analysis

4

Emirates Airlines TOWS Analysis

5

Critical evaluation of both organizations’ Knowledge Management systems

7

How the organizations deploy knowledge Management systems in their respective businesses

8

Recommendations

9

Conclusion

11

References



Introduction

Knowledge management is one of the most important aspects of running organizations in the modern-day business environment. The process involves gathering knowledge that is of interest to an organization, managing the information, analyzing it, and storing it for future use (Edwards, 2022). The process of knowledge management is important in organizational management as it provides organizations with the information that they need to make important management decisions. Failure to engage in knowledge management will lead to poor or lack of knowledge in areas that an organization needs knowledge for purposes of making strategical decisions (Pellegrini et al., 2020). This report discusses the methods and importance of knowledge management in the context of the British Airways and the Emirates Airways organizations. The report investigates the knowledge management systems of the two airlines. Firstly, the report provides a brief introduction to both companies with the aim of linking their activities to their knowledge management systems. Subsequently, the report provides a TOWS analysis for both airlines in relation to their knowledge management activities. The report further critically evaluates the knowledge management systems for the two airlines and discusses how they use the systems in their businesses. Finally, the report provides recommendations for how the two airlines can improve their knowledge management systems followed by a conclusion that summarizes the main points.       

A brief introduction to Fly Emirates and British Airways

Emirates Airlines is one of the biggest airlines in the word. Based in Al-Garhoud, Dubai, the company is a subsidiary of The Emirates Group and is owned by the Investment Corporation of Dubai. Fly Emirates transports passengers across the globe to 158 destinations located in 85 different countries. The airline has one of the largest and most sophisticated fleets as it operates 269 aircrafts. It is the airline with the highest number of Airbus A380 and Boeing 777 (Alanezi and Al-Zahrani, 2020). As an air courier, Fly Emirates engages primarily in flying their customers around the globe. However, the company has diversified its services and also engages in services in related industries. For example, Fly Emirates provides tour operating services where it provides tourists it facilitates the accommodation, meals, and transport components for tourists. The Airline has also diversified its services to catering where it engages in preparing and providing foods to its customers from different countries and cultures (Alanezi and Al-Zahrani, 2020). The company also engages in high level engineering activities in which it constantly maintains its wide body aircrafts and the other equipment that facilitate its operations. Fly Emirates is also involved in airport services where it engages in passenger handling, ramp and freight, and de-icing services among others.

The British Airways is the second biggest airline in the United Kingdom and has been in operation since 1974 following its establishment by the British Government. In 1987, the airline was privatized as part of a larger privatization process where several organizations were privatized by the conservative government at the time. The airline operates from its headquarters in London near Heathrow airport (British Airways., 2017). Its main activities include transporting cargo and passengers using its fleet of wide body aircrafts. The airline provides a host of services to its customers including entertainment, foods and drinks, group travel, and travel assistance. The company also engages in airline marketing services and engineering services where it maintains its aircrafts as well as other airlines’ aircrafts (British Airways., 2017). Furthermore, British Airways provide package vacation services where it arranges the travel, hotels, and destinations for its travel customers. The British Airways also provides cargo transport services to customers transporting large quantities of cargo in its destinations. The cargo services are operated separately from the passenger transport services (British Airways., 2017). In order to enable its operations, the airline engages in complex information management where it monitors its scheduled flights and all the supporting activities designed to facilitate its main transport activities.

British Airways TOWS Analysis

THREATS

Scalability – the process of managing knowledge and information at the British Airways is threatened by the need to increase the scale of information that the organization handles. As the airline introduces more services such as new destinations, it is forced to incorporate the knowledge and information it learns about its new services to its knowledge management system, which poses the threat of overwhelming the system.   

Cybercrimes – the British airways company faces the threat of illegal access of its information and knowledge management system through cybercrimes conducted by criminals with the knowledge to hack into its information storages (Paraskevas, 2022). The threat increases with the digitalization of the KM systems at the company.  

OPPORTUNITIES

Improving information technology – research and development in tech companies enables tech companies to constantly create software and gadgets that collect and store information more efficiently (Jackson and Tozer, 2020). This presents an opportunity for the future of KM at British Airways as the company can apply new technologies to manage its information and knowledge effectively.

Increasing pool of expertise – studies in courses that facilitate knowledge management such as IT and cybercrime have increased as students aim to gain the techniques in such courses (Al-Ansi, 2021). This presents the British Airways with an opportunity to acquire talent hence improve its knowledge management strategies and processes.     

WEAKNESSES

Outdated systems – failure to update the systems at British Airways is one weakness that can impede the process of knowledge management at the company. The British Airways has been accused of failure to update its systems by passengers who have registered their discontent with the airline (Efthymiou et al., 2018). Such laxity in the company’s knowledge management system can make it difficult to manage its knowledge effectively.

Information overload – the British Airways deals with large volumes of information that stresses its knowledge management systems. An overloaded knowledge management system is a weakness that compromise the company’s KM strategies as it cannot manage knowledge as efficiency as possible.  

STRENGTHS

Finances – the British Airways is one of the largest airlines in the UK and Europe in terms of revenues (Vasigh and Rowe, 2019). The company has the strength of financial resources that it uses to improve it knowledge management systems. 

Quality personnel – the British Airways has at its disposal one of the most qualified personnel in the aviation industry (Vasigh and Rowe, 2019). This gives the airline the capacity to attract the best employees who can effectively manage its information and knowledge systems.     

Emirates Airlines TOWS Analysis

THREATS

Cybercrime – cybercrime is a threat that the knowledge management systems at Fly Emirates faces on a daily basis. Cybercrime is a problem that threatens the integrity of companies in the aviation industry as cyber criminals aim to attack their systems (Pollard and Clark, 2019). The company’s systems are at the risk of being breached by people with the aim of accessing sensitive data and holding it for ransom.

Language and localization – the knowledge management system faces the threat of poor localization as the company manages information from several different cultures around the world (Strother, 2022). Poor localization can hinder the management of knowledge as it can lead to translation issues and language barrier. 

OPPORTUNITIES

Improving information technology ​– Fly Emirates has the opportunity to optimize its information management system using the new technologies that emerge from the STEM fields. Such technologies provide companies with efficient ways of gathering, analyzing, and storing data (Jackson and Tozer, 2020). Fly Emirates has the opportunity to incorporate these technologies into its knowledge management systems as soon as they are made available in the market.  

Support from widening customer base – Fly Emirates has been experiencing an increase in its customer base as customers around the world continually prefer its services (Nataraja and Al‐Aali, 2021). This presents the opportunity for improving its knowledge management system as the customers will supply the company with valuable and accurate information that will enhance efficiency in information management.  

WEAKNESSES

Limited knowledge – the Emirates Airlines focuses more on premium customers and premium destinations. This provides the company with information about such customers but limits its access to low-cost market segment (Jahmani et al., 2020). As a result, the company experiences difficulties in managing knowledge concerning the aviation industry as a whole in order to make informed decisions. 

Misinformation from geopolitical tensions – the middle east is prone to tensions caused by geopolitical issues among the neighboring countries (Korany, 2016). The geopolitical issues expose the company to misinformation that can feed the company with wrong information and cause problems in its information and knowledge management systems.

STRENGTHS

Financial power – the airline has high financial power that it gets from its strong brand recognition and focus on the premium customers. The financial resources it has represent a strength as it can use them to afford the best information management systems and the best knowledge management personnel from different parts of the world. In addition to its revenues, the Emirates Airlines derives financial power and support from the backing of its parent organizations the Emirates Group and the Investment Corporation of Dubai (Kamarudeen and Sundarakani, 2019).

Critical evaluation of both organizations’ Knowledge Management systems

BRITISH AIRWAYS

In organizational Knowledge management, knowledge is defined as what a company knows to be true, what it expects to know in the future, and what the company can accept as knowledge that is yet to be invalidated. At the British Airways, the company uses several tools and strategies to enable internal communication and knowledge sharing. For example, the company uses emails as the main means of sending official information among employees (Tckhakaia et al., 2019). In addition, the company uses the intranet where the computers within the organization as connected for purposes of sharing information among employees. The company has an application known as the Yammer Enterprise that is supported by Microsoft and is used by the employees as a social networking application for sharing information between departments. The company conducted a study of their employees’ non-work use of technology and found that they are mostly on social media applications (Tckhakaia et al., 2019). Based on this knowledge, the company opted for the Yammer Enterprise application that has features of a social network. The company also engages in face-to-face communication as a strategy for managing information and managing knowledge (Tckhakaia et al., 2019). In this strategy, meetings take place between the executives and the departmental heads where crucial information is discussed. 

Another important information technology system that the company applies is the information system for ticketing and reservation. Information on ticketing and reservation is very important to British Airways as it supports the company’s core activity as an air courier. The system allows the company to process information about fares to its different destinations, inventory, and ticket-less operations (Grugulis and Wilkinson, 2021). The company also operates an information technology known as the Employee Self Service (ESS) Program that enables its employees to carry out their tasks online. The British Airways also employs the Cargo Handling System to process information related to passengers’ cargo. The system is designed to help the company maximize the cargo information it handles. The system manages information on the cargo destination, the amounts charged to customers, and the maximum weight of cargo a passenger is allowed to carry (Cox, 2020). Finally, the airline has invested in information management system to manage its knowledge on safety using the British Airways Safety Information System (BASIS). The system is based on a database that holds information from reports made by the flight crew concerning any issues that could jeopardize safety. The system is made of different parts known as “modules” that store safety information concerning different areas of safety (Wright, 1997). 

EMIRATES AIRWAYS

The emergence of cybercrime has made the prioritization of security important for organizations in the aviation industry. At the Emirates Airways, the company has made cybersecurity one of the important parts of its knowledge management process. The company’s management information system focuses on securing data belonging to customers and the company using cyber security measures such as firewalls and other internet security programs (Afridi, 2021). Furthermore, the company has an agile information management infrastructure that is used to enable free flow of information among its workers. The company’s agile MIS infrastructure is accessible to all employees as it runs on an array of different gadgets such as personal computers using the mac, Linux, and windows operating systems, and mobile phones that use the iOS and the android operating systems. The airline also uses a system known as the ezREZ Software that provides for the addition of car rentals, hotel rooms, and other activities in the airline’s online booking system (Al-Ansi, 2021). Furthermore, the company uses the Wavatec tool to manage information its queues in at least 71 different destinations (Al-Ansi, 2021).  

Emirates airways has also invested in systems that help it manage information related to its customer relations management (CRM) activities. The airline upgraded its Sun Microsystems Hardware by implementing the Sun Fire 15k system that stores and processes information on its CRM and Financial applications activities. Another important IT system that the Emirates Airlines uses to manage information is the Asset Life Cycle Management (ALCM) system (Afridi, 2021). The system is designed to help the company manage information pertaining to compliance of regulations imposed on aircrafts. The system enables the airline to keep data on all the records related to airworthiness compliance from the time it acquires a new aircraft to the time it ceases using it. The Emirates Airline also uses the AIRMAN technology to gather and manage information about its aircrafts (Abeyratne, 2020). The IT system records the performance information about an aircraft and passes it to the on-board maintenance system installed in the aircrafts. The information on the aircraft’s performance is subsequently passed to the ground control for analysis aimed at determining the health of the airline’s aircrafts. Finally, the airline as its official application that provides customers with information such as bookings, fares, available seats, flight status, and the times that their flights depart and arrive (Abeyratne, 2020). The application also enables inflight services where the customers can communicate with the cabin crew and make enquiries.   

How the organizations deploy knowledge Management systems in their respective businesses

BRITISH AIRWAYS 

The main business for British Airways is transporting cargo and passengers around the world. The british airways utilizes its knowledge management system in its business by making its workforce achieve high levels of efficiency and its customers experience high levels of convincience. For example, the Yammer Enterprise social network application that the workers at the company use to exchange information increases the efficiency of workers hence facilitating the company’s business (Cox, 2020). Similarly, the company’s Employee Self Service (ESS) enables employees to increase their efficiency by allowing them to complete their tasks online (Cox, 2020). Increased employee efficiency has a direct positive impact on the company’s business as it facilitates the processing of customer requests and flights. In addition to the technologies, the company also applies its knowledge management systems in its business through the meetings that the executives hold with the departmental heads. The meetings are an important part of the company’s knowledge management as they provide the company with the opportunity to act on the knowledge it has and set strategies for acquiring more information. The face-to-face meetings are directly linked to the company businesses as they set the strategies and goals for the company’s day-to-day business activities.   

EMIRATES AIRWAYS

The Emirates Airways knowledge management system is based on the philosophy of agile project management. The philosophy, which is based on the idea of interaction, enhances the business of the company through interaction with the employees and the customers (Dybå et al., 2014). The information management system that the company uses is comprised of IT systems that are designed to give the passengers the best experience possible. Moreover, as an airline, the Emirates Airline operates a risky business of ensuring their passengers arrive at their destinations without any incidences that can endanger their lives. The airline uses knowledge management systems to make its business safe by the engaging in information management that involves tracking the data on their aircraft in order to make them safer for its customers hence enhancing its business (Afridi, 2021). The methods of data analytics that the airline applies in its knowledge management systems also enhance their business by enabling the company to manage important customer information such as tickets and destinations. The airline further enhances its business using its knowledge management systems by using the systems to ensure they comply with the laws and aviation regulations that can interrupt their business. Using the Asset Life Cycle Management (ALCM) system, the airline is able to know about the airworthiness of all its aircrafts from the time they get them from the manufacturer (Afridi, 2021).           

Recommendations

Both the Emirates Airways and the British Airways can improve their knowledge management systems by implementing strategies that would expand and improve its systems. The first recommendation is that both companies should entrench good knowledge management practices in their cultures. The analyses of the knowledge management systems in both companies have shown that they manage their knowledge through systems that are not embedded in their organizational cultures. Secondly, both airlines should invest in knowledge management systems that harvest and analyze information in areas where they do not operate. The air courier business is highly competitive and requires the companies to break into new markets in order to maintain competitive advantage (Pels, 2018). Investing in systems that get, store, and analyze information about the plausibility of operating in new destinations will enable the airlines to make informed decisions about starting new routes and markets. Thirdly, the two airlines should increase the level of involvement that their employees have in their knowledge management systems. Employee involvement in knowledge management systems is important for companies that are service-oriented (Yip et al., 2022). Involving the employees to a greater degree will increase the chances of collecting more information about the customers since it is the employees that come to contact with the customers in their day-to-day activities. 

The third recommendation that is applicable to both airlines is continuous evaluation and improvement of their knowledge management systems. All information technology systems that support the knowledge management systems are subject to constant improvement and development made in the technology industry. Technology companies are constantly researching and developing new and better systems of acquiring and managing information. The essay, therefore, recommends that the British Airways and the Emirates airways should be constantly following the developments in the technology industry in order to remain aware of the new technologies they can incorporate into their knowledge management systems. On a technical level, it is the essay’s recommendation that the two airlines adopt the technology of machine learning. Tools that utilize the technology of machine learning are efficient at capturing, organizing, analyzing, and managing information, on their own (Delen et al., 2021). Such tools have AI aspects that can independently gather information about the different aspects of the airlines’ businesses. Moreover, machine learning tools have the capacity to gather and analyze large volumes of information with a higher degree of accuracy than the conventional IT systems that are currently used in airlines. For example, the airlines can apply the machine learning to collect and analyze data on revenue management, air safety and plane management, messaging automation, and crew management. improving the management of knowledge in the above areas will increase the quality of services they provide hence improving their businesses. 

Conclusion

The British Airways and the Emirates Airways are two companies that have heavily invested in knowledge management. The report has shown that the two airlines apply different but equally competent technologies that harness and enable the sharing of knowledge within the organization. In both airlines, the employees are technologically connected among themselves as well as with the organization with the main purpose of sharing, circulating, and storing important information. The report has further demonstrated that the two airlines use knowledge management as a tool for improving their businesses by making their operations easier and enhancing interactions with their customers. However, the report has shown that the knowledge management systems in the two airlines can be improved through the recommendations it has provided such as increasing employee involvement and the incorporation of machine learning tools.
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