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1.Introduction

This report outlines a clear and practical plan to help workplaces collect, store, and use knowledge more efficiently. It will explain knowledge management and suggest ways to create a workplace culture that values knowledge and offers step by step actions to improve how knowledge is handled and stored effectively. 
In today’s rapidly evolving world especially in the technology sector workplaces must stay agile to keep pace with emerging tech, shifting government regulations, and changing customer expectations. One of the best ways to do this is through good knowledge management, this means making sure the right people have access to the right information at the right time. Knowledge management is about collecting, organising, sharing, and using information and experience in a smart way. Every day workers complete tasks, solve problems and learn new things. If this knowledge is recorded and shared, the whole organisation can benefit. It helps employees avoid repeating mistakes, learn from each other, and improve how they work. According to Lisa Quast managers deal with large amounts of data every day. Because of this, managing knowledge effectively has become more important than ever. There are three key reasons why knowledge management is important for a company’s success. Firstly it improves decision making, when knowledge is easy to find and use, managers can make smarter and faster decisions. Secondly it encourages learning, by sharing knowledge regularly it helps create a workplace where learning is part of the daily routine. Lastly it supports innovation and change, a strong knowledge-sharing culture helps drive new ideas and adapt to change. (Quast, 2012).
Many businesses already use tools like email, cloud storage, and shared drives, but these systems don’t always make it easy to find or use information. That’s why a proper knowledge management plan is needed to make things clearer, faster, and easier.
This plan will show how to build a workplace culture where knowledge is shared openly and safely. It will look at what knowledge already exists, how it’s stored, and how to measure its usefulness. By improving knowledge management, a workplace can become more efficient, help staff grow, and be better prepared for changes in the future. One of the best ways to do this is through good knowledge management. This means making sure the right people have access to the right information at the right time.









2. Evaluating the Concept of Knowledge Management

Knowledge Management is the process of capturing, organizing, sharing, and effectively using knowledge to help people work better and smarter. It includes both written information and personal know-how. The goal of Knowledge management is to help organizations make better decisions, solve problems faster, encourage learning, and stay competitive.  (insider, 2025)

2.1 The Relationship Between Data, Information, and Knowledge

To make good decisions it's important to understand how data, information, and knowledge are connected. These three things work together like steps in a ladder: data is the first step, information is the next, and knowledge is the top step. Each one helps us move from simple facts to smart choices.
Data is the starting point, it is made up of basic facts or numbers without any meaning. On its own it doesn’t mean much. In companies, data can come from things like customer orders, website visits, or machine readings, without more detail it’s just a list of facts. When data is organised it gives context and becomes information, information helps understand what the data means. Once the facts are understood it can be acted upon. 
Collecting data is a very important part of doing research. It means gathering the right information and processing it to make smart conclusions. The way data is collected depends on what the research is about, how the study is planned, and what tools or time is available. When data is collected in a careful and correct way, it helps get clear, honest, and useful results. (Hassan, 2024)                                                                                 Knowledge comes when we take information and use our experience and thinking to make decisions. It’s about knowing what to do with the information. Many companies also use special systems to manage knowledge. These systems help workers share what they know so others can learn from it. This saves time, avoids mistakes, and helps people work better together.
Data, information, and knowledge are all connected. When its understood how these steps work together, better decisions are made and solve problems more easily, both in work and in everyday life.

The DIKW pyramid is a hierarchical model that illustrates how raw data is transformed into actionable insights, progressing through four key stages: Data, Information, Knowledge, and Wisdom. Widely used in data science and big data analytics, this framework helps visualize how unprocessed inputs evolve into informed decisions.
The Four Levels of the DIKW Pyramid:
· Data: At the base of the pyramid, data refers to raw, unprocessed facts gathered from various sources. It can be structured or unstructured and includes formats such as text, numbers, images, audio, and video. On its own, data lacks context and meaning.
· Information: When data is organized, processed, and given context, it becomes information. This stage adds relevance and structure, enabling initial interpretation and supporting basic decision-making.
· Knowledge: Knowledge emerges from deeper analysis and synthesis of information. It reflects understanding, often shaped by experience, expertise, and intuition. This level supports more complex reasoning and informed problem-solving.
· Wisdom: At the top of the pyramid, wisdom involves applying knowledge with insight, judgment, and foresight. It reflects a profound grasp of context and consequences, enabling sound strategic decisions.
The DIKW pyramid shows how to move from collecting data to using it to make smart decisions. With the right tools and methods, organizations can turn data into useful insights that help improve their work, products, or services. (DIKW Pyramid | Data, Information, Knowledge and Wisdom | Data Science and Big Data Analytics, 2023)


2.2 Relationship Between Individual and Organisational Knowledge

In the field of knowledge and learning, individual knowledge is very important. It means the personal ideas, skills, and experiences that someone develops over time. This kind of knowledge is different for every person and is shaped by what they learn, what they practice, and what they go through in daily life. Individual knowledge includes both facts and skills which come from their own experiences, education, and training. As everyone learns and experiences life differently, each person’s knowledge is special and often different from others. (Knowledge, 2017)
In workplaces and organizations, individual knowledge is important because it helps people solve problems, make decisions, and perform tasks well. When employees share their knowledge with others, the whole team can benefit. That’s why many companies try to create a culture where people feel comfortable sharing what they know.

Organisational knowledge refers to the shared information, skills, experience, and understanding that exists within a company. It includes everything the organisation knows from how it operates, makes decisions, and solves problems, to how it delivers services or products. This knowledge is built over time through employee experiences, company processes, successes and failures.

Organisational knowledge is usually grouped into two main types such as Explicit Knowledge and Tactic knowledge.                                                                                            Explicit knowledge is the kind of knowledge that is easy to write down, share, and store. It includes clear and structured information such as manuals, company documents, databases, rules, and training guides.                                                                                           Tacit knowledge on the other hand, is more personal and harder to explain. It comes from someone's own experience, skills, and instincts. This might include a manager's ability to solve team problems or an employee’s special way of fixing a machine quickly. Even though this knowledge is not written down, it is still very important to the organisation. People usually share tacit knowledge through practice, mentoring, or simply working closely with others. (Rossingol, 2024)
The relationship between individual and organisational knowledge is very important. Organisational knowledge is built from individual knowledge. When employees share what they know, teach others, or write down their methods, their personal knowledge becomes part of the organisation’s knowledge. At the same time, organisations help grow individual knowledge. They do this by offering training, access to information, and opportunities to learn from others. In this way, the organisation supports its people in gaining more knowledge, which in turn can help the organisation even more.



3. Develop a Framework for a Knowledge Management Culture:
3.1 Establish A business case for the collection and distribution of knowledge.

Currently in the coffee shop there is a difference in customer experiences and the quality of service they receive. This is due to a number of issues the largest being that as there is only one member of staff on and many different employees products are being prepared and served to different levels of standards. Another issue has been a variation in waiting times when different members of staff are on.
A workplace system that encourages continuous learning and easy access to information is vital in the successful running of the company. Information can be gathered and stored in many different ways and can help a great deal when trying to run a successful business, from customer experience to stock organising. A good knowledge management culture could prevent a great deal of the issues that are currently happening at the coffee shop and improve customer service whilst providing a high quality consistent service.



3.2 What is required to create, store, and implement knowledge.

Creating, storing, and implementing knowledge in a coffee shop involves developing systems and processes that ensure information is gathered, stored, shared, and applied effectively. This applies to both individual knowledge (personal experiences, skills) and organizational knowledge (collective skills, information gathered throughout an organisation).
Creating knowledge is the first step in having a robust knowledge management system and involves generating useful insights, practices, and information that are specific to the coffee shop's operations and customer experience. There are many different sources of knowledge creation a majorly important one being customer feedback. There have been complaints lately of there being more bacon in bacon bap when different employees are working and that some of the employees toast the buns beforehand and some do not. Customers are also great for suggestions to menus and what they would like on the menu. Customer surveys are a method of gathering information on customer preferences and experiences. Another method of knowledge creation is through individual knowledge by the barista working. A particular barista could have a method of serving coffee or use a certain milk to water ratio that customers prefer, also an employee that works for the coffee shop for longer would gain experience over time perfecting their skills. When looking to create additional knowledge and help progress further or when a solution hasn’t presented itself there’s a few methods to help create that additional data. As only one member of staff works at a time the team never get together to discuss work or what has happened throughout the day. Scheduling team meetings and brainstorming sessions would mean the team would all be together and be able to share their individual knowledge and experiences. Data collection can be used to view and control stock levels and usage which would ensure same levels of product are being used in each meal. Another method of data collection is to use customers surveys to gather the data on their favourite drink/meal and if they would like anything new added to the menu etc. 
 Gathering data and knowledge would be a pointless task if the information wasn’t stored and used at a later date. This collected knowledge needs to be organized and accessible so current and future staff can use it. When storing knowledge it’s also important that its easy to comprehend and as simple as possible for all employees to follow. Storing knowledge can be done in multiple ways however mostly online. Written methods of storing data that would help erase many of the issues the coffee shop faces would be to have standard operating procedures for different products, especially for the more difficult products to make. If customers like the way a certain employee makes their cappuccinos that employee could write down the exact methods they use to produce the coffee then the other employees could follow this procedure. Another way of storing this knowledge could be for the employee to make a training video for others to follow or even show each employee one by one, therefore storing the information mentally whilst also having a physical video in case any employees forget or need refreshment training. There are many different software programmes that are effective in storing knowledge making the information easy to use and implement when needed in the future.
Once knowledge has been created and stored the final undertaking is to implement it into the workforce by putting the stored knowledge into action to improve operations and consistency. as was stated in the previous chapter an employee that can show another or that can create a training video to help the other baristas is implementing their knowledge on the other employees helping create a consistent service for the customer. Another method of implementing knowledge to create consistency would be to create a training manual or leaflet with the correct amounts of ingredients for products and to have nearby for reference, this would also be the case with creating what’s known as a standard operating procedure. This is a step by step of a safe reliable way to complete the required task. For instance if there was a tricky sandwich to make then employees could refer to the SOP to see exactly how to create the product. Customer surveys and customer interaction are a good way to see if the knowledge is being implemented correctly and also team meetings are another great way to see if the employees are up to scratch with their various training programmes and if they are unsure of anything.



4. Identifying current systems for storage of information.

In today’s digital landscape, effective data storage is essential for managing information, preventing data loss, and ensuring quick and reliable access. It plays a critical role not only in operational efficiency but also in legal compliance and overall business success. Consider the impact of losing vital customer information or financial records due to a cyberattack or system failure such an incident could be devastating for any organization. Robust data storage solutions support collaboration by enabling easy access and seamless information sharing across teams. This accessibility enhances productivity and streamlines workflows. Additionally, stored data can be analysed to identify trends and understand customer behaviour, offering valuable insights that inform strategic decisions and provide a competitive edge. Digital storage also minimizes the need for physical space, promoting better organization and greater scalability as businesses grow. Beyond safeguarding information, data storage is about structuring data so it’s both secure and usable. Whether it’s customer profiles, financial statements, key documents, or media assets, a well-designed storage system ensures that data is organized, protected, and readily available—delivering both peace of mind and operational agility. (Hivenet, n.d.)
Coffee shops rely heavily on various digital systems to store and manage information efficiently. These systems support daily operations, improve customer service, and streamline administrative tasks.
One of the most critical systems is the Point of Sale (POS) system. This is the central hub for recording sales transactions and managing customer orders. It stores essential data such as sales figures, menu items, prices, and employee shift information. Modern POS systems also integrate with customer loyalty programs and inventory tracking, making them a multifunctional tool for operational management. 

Another important system is the inventory management system (IMS) which helps owners keep track of their stock levels, monitor ingredient usage, and manage supplier relationships. This system stores information such as current inventory quantities, supplier details, order histories, and even expiration dates of perishable goods

Transaction Processing Systems navigates the efficiency in daily operations. The transaction processing systems (TPS) are the backbone of any company's daily operations. These types of information systems They are responsible for recording and processing routine transactions, such as sales, purchases, payrolls and inventory movements.

Standard operating procedures (SOPs) are detailed, step by step instructions designed to help workers carry out routine operations consistently and efficiently, this can be used for training and standard procedures. 

Customer Relationship Management (CRM) systems are valuable tools for professionals working in sales, marketing, or customer service. These systems help businesses organize, track, and analyse interactions with both existing and potential customers. By managing customer relationships throughout the entire customer journey, CRM systems support better communication, improve customer satisfaction, and increase overall efficiency. (DR369, 2024)
Coffee shops also make use of cloud storage and document management systems to store internal documents such as recipes, standard operating procedures (SOPs), employee training materials, and business licenses. These platforms, such as Google Drive, Dropbox, and Microsoft OneDrive, provide secure and accessible digital storage that supports collaboration and knowledge sharing within the business.
4.1 Knowledge assets within the workplace.

Knowledge assets are useful resources that hold important information within a business. They often include step by step guides, real stories, and quotes from people’s experiences. These assets are usually connected to other people or documents that can help explain things further. In knowledge management, their main purpose is to help share what one person or team knows with others, even if they are in different places or working at different times. Talking face to face is the best way to share knowledge, but it’s not always possible. That’s why a good knowledge management system should make it easy to pass on knowledge even if it’s used many years later. (Knowledge managment refernce , n.d.)
Human knowledge assets refer to the individual skills, experience, and expertise of employees and management within the coffee shop. Baristas, for instance, possess specialized knowledge in coffee brewing techniques, espresso machine operation, and latte art. Their ability to customize drinks to meet customer preferences is also a key component of this asset. In addition, customer service skills such as communication, problem-solving, and conflict resolution are crucial for creating a welcoming and positive environment. Management staff contribute further by applying their knowledge in areas such as inventory control, financial management, and team supervision. These human resources form the backbone of the coffee shop’s daily operations and are essential for training new employees and maintaining service quality.
Structural knowledge assets consist of the systems, processes, and documented procedures that support the coffee shop's efficiency and consistency. These include standard operating procedures (SOPs) that outline step-by-step instructions for tasks such as drink preparation, hygiene protocols, and customer interaction. The Point of Sale (POS) system stores valuable data on sales trends, inventory usage, and customer preferences, which can be analysed for decision making and forecasting. Training manuals, recipe books, and digital tools for scheduling and ordering supplies also fall under this category. Additionally, branding materials such as menu designs, marketing content, and visual identity guidelines help maintain a consistent brand image. These structural assets ensure the smooth and reliable functioning of the coffee shop.
Relational knowledge assets involve the relationships and interactions the coffee shop maintains with external parties, including customers, suppliers, and the broader community. Understanding customer preferences through loyalty programs, feedback, and purchase history allows the business to tailor its offerings and improve service delivery. Relationships with reliable suppliers are essential for ensuring the consistent quality and availability of ingredients such as coffee beans, milk, and pastries. Community engagement through social media, local partnerships, and participation in events strengthens the coffee shop’s presence and reputation. Furthermore, an active online presence on platforms such as Google Reviews and Instagram helps attract and retain customers, making relational knowledge assets vital for customer retention and brand development.
In conclusion, knowledge assets play a fundamental role in the operation and success of a coffee shop. These assets whether found in the skills of staff, the structure of internal systems, or the strength of external relationship contribute to improved efficiency, customer satisfaction, and business resilience. Identifying and managing these assets effectively allows a coffee shop to respond to changing market demands, foster innovation, and maintain a competitive edge in a crowded marketplace. Therefore, ongoing investment in developing and preserving knowledge assets is essential for achieving long-term growth and sustainability.


5.  Key Performance Indicators 

Key Performance Indicators (KPIs) are measurable values used by businesses to evaluate their progress toward achieving strategic goals. They serve as indicators of success, offering insights into how effectively an organization is performing in relation to its objectives. KPIs can be either quantitative or qualitative, depending on the area of the business being assessed.
At their core, KPIs function as benchmarks or targets that organizations use to measure performance and identify areas for improvement.

Here are some of the main reasons why KPIs are essential to business success:
1. Aligning Goals with Strategy
KPIs help ensure that organizational goals are in line with the overall business strategy. By breaking down broad objectives into specific, measurable targets, teams gain clarity on what needs to be achieved.
2. Driving Performance and Accountability
Clear KPIs establish performance expectations, making it easier for employees to understand their roles and responsibilities. Regularly tracking these indicators allows managers to monitor individual and team performance, identify gaps, and recognize high achievers.
3. Supporting Informed Decision-Making
KPIs provide data-driven insights that guide better business decisions. Whether evaluating where to invest resources, which markets to pursue, or how to improve efficiency, KPIs offer concrete evidence for strategic planning.
4. Identifying Issues Early
By tracking KPIs regularly, businesses can detect performance issues or emerging problems before they escalate. 


Below the author creates a KPI on the recurring issues at the coffee shop, this will help progress in achieving the end goal.


	Information system
	Trackable element
	KPI name
	KPI description
	Target value

	CRM
	Customer satisfaction
	Increase customer satisfaction
	feedback from customers
	 Regular custom

	SOP
	Employee training
	Improve employee work standards
	Review training standards 
	Employees complete full training

	TPS
	Sales
	Track and monitor sales 
	Record and track sales on monthly basis

	IMS
	Stock
	Track and monitor stock
	Reduce waste and unused stock
	50% reduction in wasted stock

	POS
	Prices and 
menu items
	Maintain competitive pricing 
	Track and monitor prices
	Keep prices low to remain competitive






6. Conclusion 

In today’s fast-moving workplace knowledge management is essential for boosting efficiency, encouraging innovation, and supporting better decision-making. By capturing, organizing, and sharing valuable knowledge, businesses can reduce the risk of losing important expertise, improve teamwork, and adapt more easily to change. It also promotes ongoing learning and helps maintain consistent performance and service quality. Most importantly, knowledge management gives employees the tools they need to make smart decisions, encourages a culture of growth, and plays a key role in the long-term success of the organization.
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