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INTRODUCTION
This report is based on knowledge management and how the various methods are used to manage information in organisations to get the best out of people and the systems placed in businesses. The project will evaluate ten questions that have been set out and examples will be given to get a better understanding of these. Organisations use specialised systems to improve decision making such as management information systems (MIS), decision -support system (DSS), group decision -support systems (GDSS), and executive support systems (Medakovic & Maric, 2018). The information system that is used will depend on the type of organisation it is and the task that is needed to be done. For example a call centre which deals with thousands of calls, if the call centre representative has the right information about a customer and has been given the correct training  and systems in place on how to make a decision based on the customer’s needs and in line with the organisations values the right decision can be met. 
















PART ONE
QUESTION ONE – Give an example of how human decision making in business suffers from limited time, data and information?
As a leader it is important to be able to make decisions to achieve objectives as well as solving problems for a company. To make the correct decision it is best to follow a process (fig 1) so that potentially the rewards outweigh the risks. Decision making is defined as a procedure to select the best alternative that is available or intended to achieve the objectives effectively, (Sadq et al, 2020).

[image: ]
(Figure 1, Cengage Learning, 2012)
In business, time is extremely crucial to achieve business goals and achieve maximum profit and business growth. Some businesses may face problems in decision making when their managers come across issues when they lack data, time and knowledge to make the correct decision. Examples of this at Dixons Carphone Logistics is when a new system has been bought in by senior managers to test mobile phones but not the correct, data or information has been sent  to how these are used for the managers to pass on to their technicians. They have a turnaround of seven days to get their mobile phones repaired, tested and delivered back to the customer but this is not possible if they have not been given the correct data, information or enough time to put the system in place, this will result in the company gaining a bad reputation for not keeping to their word. The disruption of the day to day functions has a big impact on the business, not being able to deliver their promise will be seen negatively by stakeholders. This may lead them to gaining a bad reputation and consequently lose business as customers will not have faith in their business. Ultimately leading to financial loss and a loss of customers especially loyal ones.




















QUESTION 2. Five decisions made today
[image: ]DATA, INFORMATION AND KNOWLEDGE
(Cambridge,2017)
DATA - Data is raw. It simply exists and has no significance beyond its existence, it consists of raw facts and figures. Peter Drucker suggests that data by itself has little relevance or purpose (Sanghor, 2000). Such as a spreadsheet with random figures on it is just data with no value but when this is categorised it can then have meaning to it.
INFORMATION - Information is inferred from data (Rowley, 2007). When data is interpreted and has context to it this then becomes information, data with meaning. An example of this can be researchers gathering data and transforming it to information by creating reports or journals (Krishen & Petrescu, 2018).
KNOWLEDGE – knowledge is the ability to understand information and to then form judgements, opinions, make predictions and decisions based on that understanding. Davenport and Prusak (1998) define it as a fluid mix of experience, values, contextual information, insight, intuition that provides a framework for evaluating new experience and information.


The following is five decisions made today: - 
1. As part of my research I decided to read a book about decision making. From the outside of the book I do not know what is inside apart from that it contains data in the form of words, numbers and pictures. When I begin to read the book the data then turns into information in my mind. This data is now information because there is context to what I am reading, and I begin to understand and learn what the book is about. This then becomes knowledge that I have gained as I can now use the information that I have learnt in my studies or in practice.
2. Today I decided that I wanted to cook a chicken curry for my family. To do this I would first need to get the ingredients which would be the data. To cook the chicken curry correctly I would follow a recipe which tells me the steps to how I need to need to cook the curry, this is the information. After I have followed the recipe and put all my ingredients together and formed a curry this then becomes the knowledge.
3. As I was low on petrol, I decided to go to the petrol station to fill up my car. The data is the petrol that I put in my car because this has no value to it, there are figures attached it to tell me the cost per litre. When I get to the till and pay and then receive the receipt this turns the figures into information which tells me the cost of the petrol, the date, time and location of where I bought this petrol. I have now learned the information for when I need to get the petrol again or if anyone asks for somewhere to go to fill up petrol, from this experience this then becomes my knowledge.
4. My husband suffers from high blood pressure so needs to have this checked regularly by a home blood pressure monitor. The reading from the machine tells us whether it is high or low, so these numbers then becomes information. After speaking to his doctor, he informs us from his own experience of why the readings are possibly so high. Therefore, we come away with the knowledge and can decide to take action from the knowledge we have gained to get it down.
5. After ordering a pizza I decided to leave a review this is the data for the shop owner, after they read this data and found the pizza had too many olives they learnt information and then this information turns into knowledge as they now know to put too many olives in the pizza next time.





QUESTION 3. Does a player in a card game use tacit or explicit knowledge?
TACIT KNOWLEDGE
Knowledge residing in the minds of employees that has not been documented is called tacit knowledge, whereas knowledge that been documented is called explicit knowledge. Tacit knowledge is knowledge that is gained from personal experience which can be difficult to write down or present in a physical form (Collins, 2010). It can be difficult to pass on to someone as they need to learn it for themselves as some knowledge simply cannot be passed on. Tacit knowledge is attained through regular interaction with other people such as mentors at work as subconsciously gaining the knowledge without always knowing they have it. An example of this may be when someone is in a room with someone who might be learning to play an instrument and by being in the room for the lessons, they are also picking up the knowledge without even knowing.

EXCPLICIT KNOWLEDGE
Explicit knowledge tends to be technical or academic data or information that is described in formal language such as manuals, emails, databases, copyrights and patents (Smith, 2001). It is the most basic form of knowledge and is easy to pass along because its written and accessible, the data is processed, organised, structured, interpreted and stored for any one to access and gain the knowledge. Examples of explicit knowledge can be journal articles which are there to access by anyone to read and gain knowledge.
According to Smith (2001) depending on the situation, one or more types of tacit knowledge may be used in different context and orientations. However, Dalkir (2005) suggests that what is articulated by one person may be exceedingly difficult to assimilate by another. Therefore, the same content maybe explicit for one person and tacit for another.
From the information learnt about what tacit and explicit knowledge it can be said that card players use tacit knowledge to play, although they may learn the rules using explicit knowledge from what is written down in the instructions of how to play the game. However, when they go on to play, they use tacit knowledge from previous experience and practice of playing and learning subconsciously. This then enables them to become great and win at playing games, but they cannot teach this to others or document this for others to learn as it is all in the mind.


QUESTION 4. Explain the categories of computer-based information systems, providing relevant business examples of each category identified?
Computer based information systems is an information system in which the computer plays the central role. The computer consists of hardware and software technologies to enable the user to program it for their requirements to gather accurate and useful information for decision making processes. There are several different types of computer-based systems that businesses use to support various functions and make communication faster and more efficient. An information system creates value for the firm as an organisational and management solution to challenges posed by the environment (Laudon & Laudon, 2019). The system that is used varies depending on what the objective is, the main computer-based systems are the following: - 
· Transaction processing systems (TPS)
· Management information systems (MIS)
· Decision support system (DSS)
· Executive support system (ESS)
TRANSACTION PROCESSING SYSTEMS (TPS)
Transaction processing systems are used to record day to day business transactions of the organisation. The software keeps track of transactions by processing the data in an online recording system (White, 2020) which collects, stores, retrieves and modifies information. This information can be from sales transactions or bills that have been paid. Businesses can then use the data to plan and organise the information to make decisions such as Dixons use their own software called PIE to manage their stock. This system allows them to locate every single product they have in stock, they can quickly find out how many there is, price and location of item. If the item is showing as out of stock, they can then decide to put an order in, this system saves time and money. TPS systems are software and hardware components which can have problems such as credit card machines breaking down or security breaches as the software holds a lot of confidential data. Therefore, businesses must put in security systems to prevent this happening and always have back up.

MANAGEMENT INFORMATION SYSTEMS (MIS)
A management information system (MIS) is a set of systems and procedures that gather data from a range of sources, collect it and produce it in a readable format (Ingram, 2019).  The system is used to process data, store and transmit relevant information to support the management operations and decision making in organisations. MIS allows for businesses to gain real time access online to the data and information that has been collected. This information can then be used to plan, organise, direct and control the business (Fayol, 2016). An example of MIS are airline reservations, the system lets the user input the booking, payment, schedules and boarding list. This information is then used by the operators who can then make decisions on how they meet the different needs and have accurate information about the flight. The system does require people to enter the correct information however, in some instances there can be human errors made. 
DECISION SUPPORT SYSTEM
A decision support system (DSS) is a computer-based application that collects, organizes and analyses business data to facilitate quality business decision-making for management, operations and planning (Kasbe, 2018). Decision support system uses internal or external information from TPS and MIS, the system analyses a vast amount of data and gathers information that can be used for problem solving and make informed decisions. So, it is important to know what you want to use the system otherwise it could be designed for the wrong purpose. For Dixons decision support systems can be used for inventory, they can determine which are the most popular products and who they are used by and can adjust their stock accordingly.
EXECUTIVE SUPPORT SYSTEMS
Executive support systems are also known as executive information systems which provides internal and external information for businesses to achieve their goals. This can be data that has produced reports or financial information which can help businesses to make decisions about how the budget is used. Sometimes all the information can feel like an overload of information for managers especially when it comes to deciding which is useful or not.







QUESTION 5. Explain why organisations have a structure composed of different levels and specialities. How computer-based information systems can support managers at each level of an organisation.
Organisational structures define the hierarchy of an organisation and determine the way information flows. Understanding the various levels of an organisation is essential to understand the information required by the users who operate at the different levels. The below diagram is a pyramid of organisational levels of a typical organisation.

[image: Types of Information System: TPS, DSS & Pyramid Diagram]
(Guru99, 2020)
Businesses have their own organisational structures with different levels depending on the size of the company. Each level identifies their job roles and who has authority over who, which can also create clear lines of communication.
OPERATIONAL MANAGEMENT LEVEL
This level is the shop floor manager or supervisor performing to reach day to day business objectives such as managing the production line to make sure workers are performing well to get products out. On this level transaction processing systems is used to record daily transactions such as customer orders, sales and can-do inventory. They are the first line of communication for shop floor staff if they have any issues or even want to book days off.
TACTICAL MANAGEMENT LEVEL
On this level these are the middle managers who are given tasks by senior managers and are in charge of looking after the lower level managers. Managers use strategies and operational planning is done to make sure lower level managers are doing their roles so that objectives are met. Management information systems provide middle managers with reports and spreadsheets of how the organisation is performing. This information is used to monitor and control the business and predict future performance.

STRATEGIC MANAGEMENT LEVEL
Strategic management is the top-level managers such as the chief executive officers, chairman or managing director, they are responsible of the success or failure of the whole operation. They use internal and external information from executive information systems and decision support systems to analyse the information they have been given to plan for the future of the company and set objectives for the workforce below them.















PART 2 – CASE STUDY
QUESTION 1 – Describe how the overall approach adopted by American Airlines incorporated Porter’s basic competitive strategies of ‘cost leadership and ‘product differentiation’.
Michael Porters strategies framework was introduced by Michael Porter in 1980, the model is used by companies to gain a competitive edge by choosing the right strategy. The framework focuses on three main strategies, cost leadership, differentiation and focus (Porters, 1985). Businesses use cost leadership as a strategy to lower costs of their products in the specific industry. American Airlines use this strategy to gain advantage in the market and to earn further profits. They often offer their customers discounts and coupons as well as lowering production cost and maximising supply chain efficiency to achieve sales targets and this allows them to be in a position to compete against their rivals. This is done to increase brand awareness and gain more customers by expanding their customer base by all the promotions they offer. They used this strategy to target the middle class to expand their market share, as they found that the middle class was the largest proportion of the market. As the pricing factor is one of the main concerns for the middle class, the strategy was used to lower costs and gain the share of this market.
As well as using cost leadership as a strategy American Airlines also used product differentiation to gain competitive advantage. Companies seek to achieve a competitive advantage by using the business strategy of product differentiation which involves increasing the value of their products and services to the perceived value of other organisations products and services. If products or services are perceived as being different in a way that is valued by consumers, then product differentiation exists (Barney & Hesterly, 2018). This is why they used the system SABRE to differentiate from the competitors, the system is designed to solve the problems confronting the airlines in passenger sales, seat inventory control, and maintenance and retrieval of passenger records (Plugge & Perry, 1961). To make people aware of the differentiator American Airlines needs to communicate the value of the strategy. By creating their online reservation system SABRE, this allowed customers to have easy access to booking seats, access to exclusive offers, comparing flights amongst other features. All this can be done on one system which gave them the edge against their competitors.


QUESTION 2 – In what ways did SABRE provide American Airlines with a competitive advantage?
SABRE became a huge competitive advantage for American Airlines as they developed the first real time business application to book airlines seat reservations. American Airlines was the first to introduce the online system and online ticketing system (American Airline, 2017). SABRE was built to reduce the cost of making airline seat reservations, it was also used by travel agents. With the use of SABRE and having information on the competitors American Airlines had the advantage of creating barriers to entry and cost leadership which made it difficult for other companies to compete with them (Power & Shard). Given that it is very expensive to create these online systems, it is not cost effective for competitors to do this so this creates a barrier to entry for them to compete or enter the market against American Airlines.
For American Airlines to gain competive advantage they need to overcome their challenges and have effective barriers in place to stop any threats. They did this by being innovative and creating SABRE to attract more customers by providing this niche, easy to access system. As they are already established and have majority of the market share in the airline industry, the threat of new entrants is therefore considered to be low. By delivering SABRE it was hard for other airlines to compete as American Airlines had the advantage because this was there own product. They were able to meet the needs of the customer with their unique service therefore they were not worried about the threat of substitute products.  











QUESTION 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?
In 1980 American Airlines and SABRE separated and their stocks were sold on the stock exchange. This is when American Airlines lost the competitive advantage and they lost their position in the market. Problems started to arise when other companies gained access to the system and then SABRE was associated with many other travel agents and airlines. As American Airlines no longer had exclusivity to SABRE it resulted in them losing their competitive advantage in the airlines industry. As SABRE started charging other airlines to use the reservation system, American Airlines did not want to pay this extra cost it resulted in them parting ways. This also meant that they could not stop the threat of entry from other competitors and resulted in them losing their competitive edge in the industry. With time and technology always evolving it has meant that other airlines have been able to take advantage. 
However, American Airlines took SABRE to court with a lawsuit against them for harming competition and charging grossly inflated booking fees. They won fifteen million dollars against them which gave them a chance to get back into the market (Raymond, 2016). With technology moving so fast and the customer demands changing to stay in the market and gain an edge in the market American Airlines would have to be innovative and offer better services to attract those customers. This led them to introducing a mobile technology called YADA (“your assistance delivered anywhere”) in 2009 to manage some of the aggravations that passengers experience because of outdated technology. YADA uses handheld devices and allows American agents to rebook passengers on a different flight, aid with gate changes or track down a lost bag without the long lines generally associated with such problems (Kollau, 2010).







QUESTION 4. How are information systems transforming business, and why are they so essential for running and managing business today?
Information systems are combinations of hardware, software, and telecommunications networks that people build and use to collect, create, and distribute useful data, used in businesses (Valacich & Schneider, 2010). Being online and mobile is crucial for businesses to operate in current times. This allows them to be more efficient and can communicate in real time to get tasks done much quicker. New information system trends include the emerging mobile digital platform, online software, cloud computing, smartphones, tablet computers and video conferencing. Especially in these times with Covid-19 more recently businesses have been relying on video conferencing for meeting and has enabled people to work remotely from home but can stay in touch through this method. The internet also allows businesses to advertise, buy and sell online and there are many platforms like Facebook where this can be done for free, essentially this saves a lot of time and money. 
Businesses can use information systems to adapt and analyse the market and look at the demands of customers, also social network sites allow them to stay up to date with the latest trends. A lot of businesses now rely on good feedback for repeat or new customers such as Just Eat is an online platform where customers can order food and decide who they are going to order from by reading their reviews. Information systems allows businesses or new businesses to create new products and services and forecast changes in customer’s needs. Information systems has changed the day to day actions of how businesses work such as being able to communicate in real time using facetime, email and using iPads on the go. They can quickly find out information for customers such as what is in stock or where it is and the cost, this is a much faster way to interact with customers. This is also useful for managers or employees who can create quick reports from real time data to identify any problems and make informed decisions. Homeserve have a system whereby as soon the call centre staff log on to the computer their details are logged, and mangers can know exactly how long they were on their calls and whether they are reaching their targets. This is all useful information for managers to track their employees and see if they are hitting those figures which will affect their potential profit.
Volonino and Watson (2015) suggests businesses use information systems to achieve six strategic business objectives which are the following: - 
1. Operational excellence
2. New products, services, and business models
3. Customer and supplier intimacy
4. Improved decision making
5. Competitive advantage
6. Survival
Technology is used as an important tool to achieve better efficiency and productivity for organisations however this could result in less staff being needed. Technology is always changing so it is beneficial for businesses to evolve and change with it to be successful. Simple changes such as going from pen and paper to using software on a laptop to do the same tasks improves efficiency because technology allows for jobs to get done faster. Document management companies use technology to scan papers or important files that are on paper for different companies to get them on a system either on a cloud or in-house software. These are then put in some type of systematic order and can then be easily accessed and shared online by businesses, this saves so much time and money for companies when they are looking for an important file. Technology is allowing businesses to increase market share, become high-quality or low-cost producer, develop new products, and increase employee productivity (Laudon et al, 2002). They depend more and more on the types and quality of information systems in the organization. E-business and E-commerce is becoming the forefront of how businesses are operating these days as a lot of organisations are moving to online buying and selling and information systems to do tasks on.













QUESTION 5 – Identify three major new information system trends.
Three major new information systems emerging are, cloud computing, artificial intelligence and mobile computing and applications, these are changing the way we live and work. 
CLOUD COMPUTING
Cloud computing is an emerging trend used through the internet, the data that is saved is stored on servers instead of physical drives or usb storage stick. This is why wherever there is an internet connection you can access this data from any device wherever you are. Anyone can have access to cloud especially nowadays as a lot of companies such as Google and Amazon are providing these. The basic package with a limited amount of storage is free and can be used for personal use but if you are using it for business purposes you can pay a monthly subscription for extra storage.
ADVANTAGES OF CLOUD COMPUTING
One of the main benefits of cloud computing is that you can save money because you don’t need to buy any additional hard drives which can be costly. It also saves the cost of employing extra I.T personnel to look after the service as it is maintained by the provider. Most of the services are free such as Google Meet, docs and Google classroom so it is very cost effective. Another main advantage of cloud computing is that can never loose your work once it has been stored it is always backed up on the cloud. This is why a lot of university students and lectures use OneDrive instead of paying for Word because your work is automatically backed up. The best aspect for businesses is that they can store files which can be accessed by anyone from anywhere. This enables several users to view, edit and work on files and have live discussions over the cloud. Also, employees who are working remotely can always have access to this data as long as they have an internet connection.
DISADVANTAGES OF CLOUD COMPUTING
As with all technology it can face technical issues, sometimes the serves can be down which can delay any work you are doing, or it can cause inconvenience if you have to access important files. One of the biggest disadvantages is a risk of cyber-attacks, especially as businesses might be sharing confidential data. Hackers will try to attack these clouds for their own criminal activity. With cloud computing it is imperative that you have internet connection, even If your connection is slow this will have a big impact on, the way you are able to do business.


SMARTPHONES AND APPLICATIONS
Possibly the most impactful trend in digital technologies in the last decade has been the advent of mobile technologies. Beginning with the simple mobile phone in the 1990s and evolving into the smartphones and tablets of today, the growth of mobile has been overwhelming (Bourgeois, 2014). According to Statista.com (2016), the number of mobile phone users will reach 5.07 billion by 2019. Therefore, increasing the role of mobile apps in your everyday business tasks is not only important for your current projects, but it’s also an investment for the future.
ADVANTAGES OF SMARTPHONES AND APPLICATIONS
Smartphones are on the go devices with everything on the palm of your hands, you can access files, communicate, emails, cloud services and many other features. This can save time and is cost effective for when you’re on the go and need information straight away or need to solve a work query but your away from your desk. These days there is a mobile application for everything, these allow you to work from your phone depending on what your business need is you can do it from an app. Such as organising your staff or video conferencing, it saves time and can increase revenue.
DISADVANTAGES OF SMARTPHONES AND APPLICATIONS
These information systems can also pose risks if you download apps from unreliable sources these might be from hackers or cons. If you were to build your own app for certain business tasks it can be expensive to create and run. A lot of people tend to lose their mobile devices and if this was to happen you could end up loosing a lot of important files which cost you more money and time to retrieve.









ARTIFICIAL INTELLIGENCE
Artificial Intelligence is the ability of a computer program to learn and think. Everything can be considered Artificial intelligence if it involves a program doing something that we would normally think would rely on the intelligence of a human (Kumar, 2019). Artificial Intelligence is an emerging information system trend for businesses and solution providers. Businesses can use artificial intelligence to achieve cost saving benefits, enables efficient communication and can provide insight into purchasing behaviour (Watters, 2020).
ADVANTAGES OF ARTIFICIAL INTELLIGENCE
If programmed correctly there is little room for errors as decisions are taken from information that has already been gathered and is applied to algorithms such as forecasting the weather. Another advantage is that it can do and take risks that humans don’t want to such as defusing bombs. It can be set to work 24/7 unlike humans which is great for businesses for customers who want help with queries any time of the day. Artificial intelligence along with other technology can take on tasks that humans don’t want to do and can get them done much faster and efficiently, when it comes to making decisions there is emotion involved as it would have if it was done by someone.
DISADVANTAGES OF ARTIFICIAL INTELLIGENCE
There is a huge cost in developing artificial intelligence and might not cost effective for smaller businesses. As with any technology they break down or have technical issues which will be another cost to get them repaired. It is also said to be making humans lazy as they are getting machines to do all the work and not learning themselves or physically doing it such as the robotic hoovers can hoover your house while you sit and watch. It could have an impact on unemployment as this is high already if businesses get machines to do work instead of humans.
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