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Introduction – Knowledge Management  
Knowledge management is the process of creating, sharing, organising and applying the knowledge and information of an organisation in order to achieve targets and for creating values within the workplace. Knowledge management ensures that the organisation can learn and apply its knowledge when needed. The early foundations of knowledge management has been found in the writings of Aristotle, an ancient Greek philosopher and scientist, who stated that ‘Knowledge is the source of power and development and distinguishes the philosopher from the rabble’. (KMT, 2018)
The knowledge management value chain model has been established by Mathieu Weggeman and this model shows the five steps needed to add value and increase the knowledge of an organisation. Weggeman views knowledge as a production factor so if an organisation manages its knowledge and other production factors well, they will be able to successfully achieve their targets and objectives. (KMT, 2018)
The five main stages of the model are: Knowledge inventory where there is a clear view on the company’s current knowledge and the knowledge that is required to be developed, knowledge development which is identifying how to develop the knowledge, knowledge sharing is sharing the developed knowledge with the whole organisation, applying knowledge by integrating the new knowledge into the company and evaluating the knowledge which is a process used throughout as it allows the organisation to view how effective it is and where it needs improving. (Slater, 2014)

Organisational Learning
Organisational learning allows the organisation to develop new knowledge and strategically find out which areas need improving. The process of organisational learning is simply using the knowledge for a specific purpose or task, reflecting on the process to work out how to improve and then devising a new plan for a better outcome. There are two ways in which an organisation can approach this method, by either using a cognitive perspective to learn by viewing the organisation as a whole or by using a community based method where knowledge is formed by the Firm’s practitioners. (Holbeche, 2015)
Chris Argyris and Donald Schon have both made contributions to the theory of organisational learning, who says that it is produced by organisational inquiry. When the outcome that was expected turns out to be different from the actual outcome, to work out what went wrong and how to fix the irregularity, a general inquiry is required by individuals who will need to interact with different members of the organisation. (Holbeche, 2015)




The KM Process Framework by Bukowitz and Williams (1999)
This knowledge management model illustrates the strategic process a management needs create and improve knowledge-based assets. This model uses a strategic focus throughout and has applied context to knowledge management actions. This model also mentioned the action “divest” (removing stocks, bonds and funds that are unethical) which has not been used in many other knowledge management models. (class notes, 2019)

Case Study – Best Buy
Best Buy is an American electronics retail founded by Richard Schulze and James Wheeler in 1966. It has 470 In order to improve employee effectiveness, Best buy decided to make the Retail Zone program in September 2001 for their retail associates. Fred Baer, the knowledge management and interactives manager at Best Buy said this program illustrates how the company wants to provide employees with a “one-stop shop for information and ideas”. The program allows the employees at Best Buy to share knowledge, product information and also provide access to important information and news about Best Buy. They have also provided an E-learning program which contains on demand training. Best Buy has ensured they would support the technological aspect of this program by increasing the number of PC’s connected to a network in the store. Sales associates are able to add and view the range of information that is given in this program. This allows employees across all stores to share and receive new information, increasing productivity and efficiency within the stores. (class notes)













SWOT analysis of organisations 
John Lewis is major high street department store and is part of the supermarket chain, which forms the retail division of Britain's largest employee-owned food division, the Waitrose Partnership. It has stores all across the UK with 85,500 + employees from both the John Lewis and Waitrose partnership. And whilst John Lewis focuses on retail goods such as household products and fashion and Waitrose focuses on food and drink it’s employees are known as partners, not staff and they also have access to various work and learning programs. (John Lewis, 2019)
A benefit that John Lewis possesses is that it has a strong brand image and an online presence which means that the company has good relations with the consumers and also the employees. The brand appeals to many consumers due to their large product range and customer services, which shows how effective John Lewis is with their programs and strategies. But the companies main weakness is that it has no experience with international businesses and customers and the fact that recently, the profits have been slumping due to poor marketing strategy. John Lewis has many opportunities to increase profits and their knowledge by expanding their market for international customers. This will allow the company to gain the business and management experience that is needed for the companies marketing strategy to be effective and will also create a good relationship between John Lewis and their international consumers, which will strengthen the brands image. A threat that may occur is that there is the possibility of a new competing company emerging that has an advantage over John Lewis, which will result in the decrease in sales and profits and they will have lost the opportunity to widen their market. (Adhikari, 2019)
Barclays plc is a British multinational investment bank and financial services company, headquartered in London. Apart from investment banking, Barclays is organised into four core businesses: personal banking, corporate banking, wealth management, and investment management. It was the largest bank of Britain in 1950 and is now visible across 50 countries with it’s headquarters based in London. Barclays has employed almost over 135,000 employees and it’s main focus is small and medium businesses. (Barclays, 2019)
Barclays bank is efficient in its operations and these are well diversified. Another benefit that Barclays has is from the geographically diversification of it’s branches, not only does this allow them to spread their risks widely across all the countries they operate in so the overall company doesn’t suffer, the company also has an advantage of being exposed to various different economies some which could be in a good position at different points. On the other hand, Barclays has a poor relationship with its customers due to their low customer satisfaction rate and was rated and it also has problems due to ethics. An opportunity for the company is to increase its relationship with customers, especially the youth, by providing lessons about financial knowledge. The main threat that Barclays possesses is that in 2000, Barclays shut down many of its branches which resulted in customers believing that it is not a customer-friendly company, which other companies took advantage of. (Murray, 2018)
KMS evaluation for Barclays
Barclays uses their knowledge management system to improve the companies productivity and efficiency. By having branches in different countries attracts many different clients and will also enhance and boost the performance of the banks. Also, because they have exposure to different countries, they are able to use different marketing tools. Because every country is different, the clients in these countries will all have different needs so the services can be tailored depending on importance in that specific country, hence focusing more on customer relationship management, and from this improving their knowledge management as they have access to more information about a variety of clients rather than a specific type. (Russell-Walling, 2012)
Information technology systems provide a number of functionalities that support knowledge management. One of the benefits of information technology is communication as by using IT systems, this allows information to be communicated quickly which increases productivity and efficiency between employees. Using information technology can also improve the rate of efficiency within a workplace as employees can share and assist others on work and can also share and store information for future use. (Acevedo, 2019)
Although Barclays has a presence in many countries, it has not fully collected and acted upon the information it learns in these countries. For example, in some areas of the world where the bank is present it has not fully developed its services or enhanced anything as there wasn’t any focus on a particular need. In the UK it is know that Barclays has an online platform called the Barclays Leadership Academy where it stores all types of materials, information, resources and data that is accessible by all employees, but there needs to be more development in the information available in countries where Barclays hasn’t pinpointed a focus for. (Acevedo, 2019)
As Barclays has established itself and set up in many countries very early on, this is an advantage that other leading banks do not have. This means that the company has more experience and knowledge which is important when training and supporting employees throughout all the banks. Due to the knowledge management and information technology system, this data is easily stored onto the system for the purpose of increasing efficiency and productivity. (Cole, 2015)
One of the significant problems with Barclays is that they have a poor relationship with customers, in comparison to many other leading banks within the UK. As mentioned before, Barclays closed a high number of branches in 2000 which not only affected their reputation but also gave other competitors the chance to gain more customers by proving they are more consumer-friendly by not closing down any branches. Customers also say that despite offering many services, they would prefer to go to a bank that uses a more expert and friendlier approach as they believe that Barclays does not fulfil that.
Barclays knowledge management chain consist of 5 steps: goals, knowledge development, knowledge sharing, applying knowledge and evaluating knowledge. Each of these steps aim to increase in value and the amount of knowledge the company has. (Barclays, 2019)
Overall, Barclays knowledge management system has been successful as the new and existing knowledge and data created by employees is stored onto the system, which allows this data to be backed up even if employees leave the company. By storing the information paperless, this means the information can be easily accessed as well without the risk of data being lost which will help all the employees across each branch by providing them with the necessary information they need to increase their knowledge of the workplace, thus increasing efficiency. A problem within the knowledge management system is that the marketing strategy used by Barclays is not working as well as it should have, due to the lack of strong customer relations they have. (Murray, 2018)

Conclusion
In order to improve their knowledge management system, Barclays should implement programs that will develop and strengthen the relationship between the brand and its customers as due to poor customer service and relations, other leading banks are gaining from their loss. Barclays should carry on and develop building their global presence as that is one of the strengths of the company. By becoming more efficient and successful across the globe, the company will be able to strengthen their reputation and provide a wide range of cross-selling opportunities.
The company should carry on using the information technology system alongside the knowledge management system as it has proven to be effective by storing the vital data and knowledge that can be used for many different purposes across all branches which allows employees to communicate ideas at a faster rate. Protecting future talent in a micro environment is also key and the company needs to ensure it can retain the talent it recruits. In order to do this they need to ensure they continue to recognise when they need to bring in people who have a specialist set of skills whilst also delegating suitable tasks to the current workforce they have. It is also very important that they are transparent and have everything out in the open from the get go such as being clear about roles, responsibilities, where they fit into the company, what the business objectives are and communicating everything effectively at all times. 

Recommendations 
Throughout this report, areas in different organisations have been explored, in particular knowledge management and how these systems operate and contribute to the success and growth of the company. In order for Barclays bank In order for Barclays bank To continue to develop its knowledge management system there are set of recommendations that they could follow. Continuing to develop their leadership Academy platform is a good way to ensure that their staff will always have access to the most up to date, relevant and key information.
The company should also try to tap into the resources they have access to from their International branches to find new opportunities for growth so they can continue to expand and improve their services. Finally, there should be more continued emphasis on focusing on customer relationship management as they have a huge advantage where they have many clients not just in the UK but all over the world, so it’s important that they understand the needs of their clients in each country so that they can provide a personalised service, retain these clients and also expand their client base further.
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