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[bookmark: _Toc1309253428]Introduction
This report considers a framework for introducing a knowledge management system and culture to improve efficiency across a business. It considers what knowledge and data is to a business and what avenues are available to collect, sore and utilize the information.
[bookmark: _Toc756573291]Knowledge management
[bookmark: _Toc77267866]Data, information, knowledge

When collecting, storing or managing data, understanding the difference between data, Information and knowledge can play a vital role in ensuing the correct information is collected and recorded.
Russell Ackoff DIKW model shows the importance of filtering each section into Data, information, knowledge and wisdom (GeeksforGeeks, 2023) This model, pictured as a pyramid gives a framework to consider the meaning of each level to make data-based decisions.
Data- raw facts, numbers or figures without context. Whereas this is the foundation of the pyramid, you cannot make an informed decision without it- this level holds limited value without the others which give context to the data. 
Information- this level is where you give context to the raw data, using questions like who, what, where and when? 
Knowledge- this is the how and why? This level gives understanding of the data. This is where the data is analyzed, interpreted and patterns are established. 
Wisdom- this level the below levels are considered, and a picture of the data is created. This is the level where well informed decisions are made- considering all other aspects of the data collection. 
Examples of the DIKW model
Fitness 
	Data
	Information
	Knowledge
	Wisdom

	A collection of calories consumed, heart rate, steps taken 
	Data is stored and organized. Data is broken down into categories and organized Ie- steps per day 
	Analyzing and interpreting the data- here is patterns emerge- high calorie intake between the hours of 1-3pm
	Individual understanding these patterns and data and making choices based on it. Ie reduce calorie intake, work out more, get more sleep etc. 



Customer relationship management 
	Data
	Information
	Knowledge
	Wisdom

	Raw data- closed deals, footfall, emails, customer interactions 
	Data is organized and structured. Converted into metrics, demographics, average customer sped etc.
	Establishing patterns, effective techniques, customer preferences, best sales person etc.
	Utilizing the data to understand customer behaviors, preferences- to allow for training, creating systems and processes to improve sales. 



Where this model has been used over the years to analyze data it can be argued this model leaves out fundamental human aspect of data analysis. According to David Gurteen (Conversational Leadership, n.d.) its linear approach is not always appropriate, it does not allow for any context and leaves no room for changes to experience or the data. 
However is does allow for basic understanding of data and where it comes from. 

[bookmark: _Toc447438474]Individual and organizational knowledge

[bookmark: _Toc590304844]Explicit and Tacit knowledge.
“Tacit knowledge is the knowledge you’ve gained through living experience, both in your personal life and professional development. It is often subjective, informal, and difficult to share or express because it is affected by our personal beliefs and values.” (Prabhakaran, 2021)
“Explicit knowledge is knowledge that is straightforwardly expressed and shared between people… …Explicit knowledge exists in the form of data that can be processed and stored, organized and interpreted. It can be clearly articulated and communicated, and its meaning is easy to understand.” (Prabhakaran, 2021) 
Examples:
	Explicit
	Tacit


	Objective, logical and technical for example: facts and figures of sales
	Subjective, cognitive and experimental- customer experience 

	Coded
	Non-coded

	Easily transferable
	Difficult to transfer- the need to be communicated face to face 

	Can be recorded and easily stored
	Cannot be recorded or stored



Context-  two people can have the same order at the coffee shop and be served by the same person- however their overall experience will be based on their feelings and values at the time, therefore making their experience different. One customer may want a fast turnaround with little interaction from staff, milk with their coffee but only a small amount and never have a cake or snack - whereas another may want the opposite. Therefore, the experience they get is based on their expectations and wants in the moment.  This emphasizes the importance of data collection to understand the target audience and create the experience the customer desires. 
Some factors to be considered which can impact the customer experience according to Question Pro (Collaborators, 2023) are accessibility, empathy, value, convivence and personalization. Each one differs from customer to customer.  
Starbucks is a key example of the success of knowing the target audience and tailoring the experience to customers wants/needs. According to an article by R B Srikanth (Srikanth, 2023) Starbucks targets ‘tech savvy’ individuals therefore use its app to collect majority of its data- tracking its customers' habits, interests, choices etc. Using this data, they customize perks and offers based on customer trends. In addition to this they use the app to communicate with their customers and have a highly successful and sought after rewards system- encouraging customers to choose them over their competitors. 
This example backs up the argument that data collection, data management and understanding your target audience is vital to business growth and success.
There is an argument to be considered if you don't have the data you require to decide if there are other options. An article by Forbes.com (Booker, 2018) lists information sources to consider if you don't have the data you require. It discusses trust, agility, principles and people. However, although this article considers options aside from analyzing data this article also backs up- “if you can get the data or have it- use it.”

[bookmark: _Toc447473926]Seci Model
The SECI Model of Knowledge Dimensions (Nonaka & Yamaguchi, 2022) identifies four examples of how knowledge can be used and transferred throughout an organization. 
· Socialization- sharing and expressing TACIT knowledge in a communal style with others. 
· Externalization- expressing TACIT knowledge through discussion and internal thoughts
· Internalization- practicing the model and learning new TACIT knowledge
· Combination- organizing the knowledge and concepts to move forward with the plan of action.
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[bookmark: _Toc1989272756]Knowledge management culture
[bookmark: _Toc1267660656]Business case
[bookmark: _Toc1768938175]Background 
Tilly's Tearoom has just completed its first year or trading. There are no current data collection systems in place other than stock takes which are mainly used to monitor stock levels. 
Tillys tearoom has one owner who is the manager and two servers. Its sells hot drinks and cakes- it also has its own unique blend of teas created by the owner. 
The business is ready to expand and wants to improve income. It currently has no way of tracking customer consumption, trends or sales other than stock.  Unlike its competitors it has no way of rewarding loyal, returning customers, no knowledge of what customers want from their experience and no shared data platforms.
The business has £10,000 equity to use for training and technology development, 8 weeks of time to collect live data from customers before a 2-week period of closure for refurbishment. 
To obtain a picture of the business, its success over its first 12 months and to expand- data needs to be collected. 

[bookmark: _Toc1873983444]Creating storing and implementing knowledge

There are multiple ways for data to be collected. Common data collection methods according to Baker College (Baker College, 2022) are
· Surveys
· Interviews and focus groups
· Behavioral observation
· Engagement tracking

This article goes on to explain the importance assessing customer behavior such as 
· Demographics
· Personality
· Preferences
· Trends

Tillys Tea room can use survey to collect customer experience and satisfaction. Another way to collect data is for the staff to interact with customers and record feedback. To encourage customers to give feedback and complete the surveys- a discount can be offered to those who complete it.
According to Bhatt (Bhatt, 2001) there are 3 key areas of knowledge management (KM) which are required for building a positive culture of knowledge building and knowledge sharing- people, technology and processes.
Examples are these areas
	People
	Technology 
	Process 

	Attitudes 
	Data stores and formats
	Intergration

	Motivation 
	Decision tools
	Best practice 

	Teamwork
	Internet 
	KM maps and workflows 



A simple GAP analysis (Leonard & Bottorff, 2022) has been carried out to gauge where the business currently stands with its data collection methods
	Data 
	Current state
	Desired state
	Action 

	Customer satisfaction
	Not recorded
	Recorded and assessed
	Introduce survey to collect customer satisfaction and reward systems for those who complete it.

	Sales 
	Recorded via systems- however not analyzed 
	Data to collected and analyzed. 
	Data to be collected weekly and trends to be identified 

	Trends 
	Not recorded
	For all sales and customer activity to be assessed and collected
	Using the above and introducing an app to monitor customers purchasing habits.



[bookmark: _Toc1029850168]Systems
When collecting data, different information systems need to be considered and utilized. 
“An information system is a solution that helps gather, analyze, maintain, and distribute data. It consists of hardware, software, and various networks that are often used by people and organizations to streamline workflows and achieve business goals.” (Berkeley School of Information, 2022)
Information systems benefit the business by
· Providing real time data and archived data
· Improve customer service
· Display data in a format which is easily accessed and interpreted i.e.- graphs, lists, tables etc.
· Operational efficiencies. 
 (NI Business Info, 2012)
Some examples of information systems are 
· TPS – Transaction Processing System- such as point of sales systems, card machines or online tracking systems
· •ERP – Enterprise Resource Planning- core enterprise systems such as supply chain and sales
· •CRM – Customer Relationship Management- interactions with customers and gauging what the customer wants- ie customer satisfaction systems like surveys 
· •KMS – Knowledge Management Systems- IT systems to store knowledge like spreadsheets of documents

Introducing and utilizing the existing information systems as well as new ones the business can collect more data (knowledge) and manage it accordingly- creating a knowledge culture.
The business currently has one spread sheet which monitors cash flow and stock. By introducing these new suggested systems- more data will become available and sharing it with staff will be easier. 
[bookmark: _Toc253608266]Current knowledge assets
To fully understand the data collected, the source (asset) of the data needs to be categorized and then be assessed to determine its value and significance. 
The two types of assets are tangible and intangible- tangible being something you can physically touch and intangible being something you cannot (Accounting capital, 2025)
Assests available for Tillys Tea room
	Tangible
	Intangible 

	Equipment 
	Brand reputation 

	Location 
	Customer service

	Company vehicle
	Trademark



Once the data is categorized to assess its value- the VIRO model can be used to assess the quality of the assets.
	Asset
	Valuable 
	Rare 
	Imitable 
	Organized 
	Additional notes

	Tangible- Payment systems i.e. card machine
	Yes- costly to replace.
	No- lots of brands off this type of equipment
	Yes- as previous you can get new equipment or duplicate items easily
	No
	All staff understand how to use the card machine to take payments- however only the team manager knows how to collect data from it

	Intangible-
Shop reputation 
	Yes- vital
	Yes- a good reputation is sought after and not something you can create quickly
	No- imitating another brand is considered inauthentic- creating your own reputation and brand is important- 
	Yes- all staff to be trained on the importance of reputation and values of company
	Where the customer experience is created. Word of mouth is a big part of the tearoom attracting customers 

	Intangible
Unique tea blend
	Yes- vital to tea rooms brand and USP
	Yes- the unique tea blend used is part of the Unique selling point for the business
	Yes- other shops can start to create a replica of the tea
	Yes
	As the tea blend is the USP of the business- here is where trade marking the tea blend would be considered



Considering the above- it is evident that collecting and assessing the data this way provides vital information. Here it demonstrates the value of the tea blend, importance of the business reputation and the value of staff the understanding the data from the sales equipment.
The VRIO model highlighted the importance of the unique selling point of the tea blend and also the risk of it being replicated. Here is where the data shows reason to consider trademarking the blend.
 A trademark is “a recognizable insignia, phrase, word, or symbol that denotes a specific product and legally differentiates it from all others of its kind” (Tardi, 2024)
By doing this it allows the tearoom to own the tea blend and reduces the risk of this asset being lost to a competitor 
The following has been considered to ensure the above can be implemented:
	Resources- 
	The business has the resources available to collect the data, and time to implement new resources ie- the app

	Time 
	The business has time to collect the live data before a 2-week closure of refurbishment- this is where staff training will take place 

	Money 
	The buisness has £10,000 to spend on the suggested recommendations.


[bookmark: _Toc791570721] KPI’s
Once enough data is collected it can be reviewed and assessed to create targets and goals also known as KPIs
KPI is a Key Performance Indicator “a measurable target that indicates how individuals or businesses are performing in terms of meeting their goals” (Hennigan, 2024)
According to G2.com (Alscher, 2024), to develop KPI’s a business need to
· Identify goals and objectives
· Create questions to identify what they need to know
· Consider competitor data
· Determine data collection frequency
· Set goals
· Assign responsibilities
· Encourage communication 
Examples of KPIs for Tillys tea room
	Information system
	Trackable element
	KPI Name
	KPI description
	Target value

	TPS- sales 
	Sales of drinks cakes etc
	Increase of sales
	Measure sales of both drinks and cakes
	Increase by 20% n cakes and 10% on drinks

	CRM- customer satisfaction
	Survey results
	Customer satisfaction
	Measuring the customer's experience 
	Over 95% of customers happy with experience and will return again



Without data collection practices, a business cannot obtain this information, therefore conducting these practices can aide towards the business growth.
[bookmark: _Toc732428382]Knowledge sharing

A culture which is knowledge based wil then need to be filtered through to staff to ensure all employees have the same goals.
A way to do this is using the Six Knows. ((Skyrme, 2025) as detailed below.
	Know that
	Know how
	Know who
	Know when
	Know where
	Know why

	Ensuring staff have a basic understanding on how we process knowledge. Encouraging learning of new processes
	New process training being given to staff, so they know how to gather the knowledge and information needed 
	Staff understanding who the lead is and who to go to for advice. Such as managers 

Also, the customer it's here as the customer has the knowledge of what they want and from a customer perspective
	Understanding when staff can gather the knowledge required. customer interactions is when they ask the questions and complete the surveys and document the sales 
	Where the knowledge collected is stored- locked files, spreadsheets etc-understanding GPDR and why the location of the information is important  
	Understanding the reason, we are collecting and storing data is so the business can do better, and the customer can have a better experience.



By using this format, it ensures that all staff understand the process of knowledge sharing and the value in continuing a knowledge-based culture. 
Tillys tea room currently has no means of sharing the data collected with its staff. The only knowledge systems are stock and cash flow spread sheets which are not available to all staff. 
Suggestions for sharing this data with staff are:
· Notice boards- highlighting trends relating to customer preference, sharing new products or product focus, displaying incentives to encourage staff to promote data collection i.e. surveys.
· Staff training- all new and existing staff to undergo training on the new knowledge management culture 
Storing the data and sharing it with staff is a vital part to building a knowledge sharing culture.
[bookmark: _Toc464103972]Systems to protect confidentiality, integrity, and availability of information.

When collecting and storing data it is important to sore it safely- protecting customer information.
The data collected needs to be stored securely and in line with GDPR
“The GDPR or General Data Protection Regulation creates a harmonized set of rules applicable to all personal data processing by organizations (public or private, regardless of their size) established in the European Economic Area (EEA) or targeting individuals in the EU. The primary objective of GDPR is to ensure that personal data enjoys the same high standard of protection everywhere in the EEA, increasing legal certainty for both individuals and organizations processing data, and offering a high degree of protection for individuals.
The regulation entered into force on 24 May 2016 and applies since 25 May 2018.” (EDPB website, 2016)
The three domains of GDPR are shown in the below image.

[image: ]

Ensuring the business is educated on GDPR and follows the guidelines ensure the safety of the customer information collected. 
[bookmark: _Toc1702244597]Conclusion
In conclusion- Tillys tearoom is lacking in knowledge collection and to expand needs to drive a culture based on knowledge and knowledge sharing. By doing this it can create new KPI’s monitor and rack customer satisfaction and trends and move towards its goal of expansion. 
[bookmark: _Toc930390454]References
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