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Executive Summary
This report will provide an insight to how organisation can overcome any issues that arises. This report is also based on two organisation one being retail which will be Tesco and the other one will be service BT. How knowledge Management system works and how Staff profile are managed within the chosen organization. The report will also give a guide to how organization transfers information through tacit and explicit knowledge of sharing, using, teaching, learning and measuring information within the organization. Knowledge is a theory and consists of two elements which are human being and process of organization known as ‘’knowledge creation ‘’ cited in (Nonaka, p.15). Business use two different method of sharing information within their organization, which are Tacit and explicit knowledge which are equally important and has been proven to improve Understanding and communication, 
This method of transferring knowledge is sometimes used framework models to provide a better understanding to all levels of employees. Individuals and organizational knowledge and brainpower have replaced physical assets as critical asset.
According to (Winter, 1987, p25), Businesses and organization creates intellectual capabilities through knowledge creation and sharing.
  This report will also include knowledge management value chain and how other systems like management information systems (MIS) feed into KM. 
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Procedure
To help complete this report academic books and websites where used as well theories and theorists, management models this gave an understanding what knowledge management is and how it is implemented in organisations.  


[bookmark: _Toc13669150]1.0 Terms of reference
The United Kingdom government and businesses are trading with European Union (EU) markets but this trade is unpredictable as anything can change due to the impact of PESTLE environment after Brexit. The import and export of foreign marketing and the investment is important to UK, as this helps them remain and hold a firm position for the global financial field. (M. Benjamin, 2019). As this has risen issues of threats that they might face for their businesses and success.
The knowledge management is key to any organization and can make or break an organization, as if information is not shared accurately within the level of employees accordingly the work process will slow down and put an impact on the productivity. (Mayo, A, Lank E (1994).
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Tesco 
Tesco started as a one man business in London’s East End, and was founded by Jack Cohen, he sold groceries in the markets of East End from 1919. Tesco brand was first introduced in 1924 the name came about after Jack Cohen shipment of tea from Thomas Edward  Stockwell, he made label using the initials of the suppliers name (TES), and first two letters of his surname (CO), forming the word TESCO. The first Tesco was opened in 1929 in Burnt Oak, Barnet in London. Tesco is a groceries, homeware, electrical & clothing retail store and runs the world’s largest grocery home- shopping service called Tesco.com. The site was launched in 2000 six years after Tesco began operating on the internet. Tesco has a Number of locations 6,800, shops, (2019), worldwide and has a number of employees around 450000, (2019). (tescoplc.com, 2019). Tesco mission is to create value for customers to earn lifetime loyalty which is delivered through to key values ‘’no one tries harder for customers and treat people how they like to be treated. Tesco element of strategy are to expand to US it already has wide markets in Europe and Asia, Tesco activities are also service oriented. 
According to Cummings (2003), at the most basic level define knowledge sharing is an activity that involves the process though which knowledge is channeled between a source and a recipient like friends, community, or an organization. Knowledge management (KM) appears to be widely accepted as an important organizational performance, and has to be embedded within the business, it is not something where you can bring a specialist team and they can manage all your knowledge for you, the success of the KM would depend on the culture of the organization and its priority in sharing learning and knowledge. Since the mid- 1980s there has been an increasing recognition that knowledge is a fundamental factor behind an enterprise’s success. Tesco right from the beginning adapted to this fundament, by always keeping up to date with the system and making it core to the business. In Tesco it has been found that they use tacit and explicit knowledge by combining both for sharing knowledge and it is important and is very useful to manage information within their organisation. Tesco uses Communication model of knowledge sharing this method has better control over finding barriers among the other frameworks. Tesco also uses a new framework of KM which is based on communication model, and uses IT infrastructure and data mining, the new framework utilize the current method alongside the new method for justifying the knowledge. The new framework focuses on employee perception that is no exploited by other retailer in UK therefore it can become one of the key competitive advantages for Tesco. As Tesco is a huge store this method provides employees the ability to influence and make decisions effectively to manage the store while the top-level management cab focus on making the most vital decisions.

The theorist Nonaka argues that competitive advantage is founded in the ability of companies to create new ways of knowledge and translate it into innovative action, those companies who are able to use both kinds of knowledge will bring creative breakthroughs and he also suggests that the knowledge creating companies systematically ensure that tacit and explicit feed into each other in a spiral of knowledge. Tacit knowledge is converted into explicit knowledge by articulation and that explicit knowledge is used within an individual’s cognitive understanding by process of internalization. (Mullins, J, p.164).

 According to Nonaka and Takeuchi (1995), based on Polanyi (1997), divided knowledge into two main categories  which are tacit and explicit knowledge sharing. Tacit is knowledge that is understood by individual thoughts and activities verbally and directly and shared by personal experience that is more difficult to express and is unstructured knowledge, and is also regarded as being the most valuable source of knowledge. Explicit knowledge can be readily articulated stored and accessed and can be written down to share, this form of knowledge is easily transmitted to others and can generate lasting competitive advantage. Explicit knowledge is complementary to tacit knowledge. (businessdictionary.com, 2019).
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[bookmark: _Toc13669152]1.2 The staff profile for Tesco 
In Tesco there are different departments and levels of position which require qualification according to each job profile.
Pharmacy Manager in Tesco will require a Pharmacy degree, membership of GPC and a CBS check.
Store Manager will require a Degree caliber, experience at national account, Masters or an equivalent.
Shop floor assistant will need an entry level, level 2 in retail or customer service.
In Tesco it has been found that they use tacit and explicit knowledge by combining both for sharing knowledge and it is important and is very useful to manage information within their organisation. Tesco employ different levels of employees and what their experiences and knowledge are and therefore when knowledge sharing happens it is done in different levels.

Main Activity of Tesco 
Tesco main activity of Tesco is selling products to public, their sector that they specialize in are food and drink. Tesco buy their products direct from the manufacture except bread, which they produce themselves. 

Tesco location
Tesco is located within UK and Europe, Tesco has plans to expand in the USA for a broader business. Tesco first store opened in 1931 in Burnt Oak, in Barnet, North London. 



SWOT Analysis of Tesco Knowledge Management
Strength: 
Tesco is always looking for innovation and fresh ideas by having knowledge management within the organization it will help them to manage and delegate tasks to be done effectively to get the best out of the employees to improve productivity. Employees increase productivity by providing them access to organizational documentation base of facts and sources of information and solution so less time is wasted and more creativity is produced that brings them more ideas to work on. By using the communication models and the new model of communication will provide, Tesco an insight to all angles of information and barriers that need to be dealt with.
Weaknesses:
Tesco weaknesses would be the areas where they can improve upon, e.g Tesco knowledge management to bring more creativity within the organization. Tesco needs to focus on improving the operations capability of online grocery shopping and the preparations. Tesco management needs to bring in more creativity and high performance technology which is up to date.

Opportunities:
Tesco needs to take up any given opportunities to expand the knowledge management and follow and adapt to the competitors so they can stay ahead. 

Threats:
Tesco threats would be other competitors like Sainsbury’s and M&S knowledge management systems and the processes to how they share knowledge within their organization this is due to new innovation and creativity..
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BT is the world's oldest communications company, tracing all the way back to the Electric Telegraph Company, incorporated in 1846. It was the first company to develop a nationwide communications network. BT operates and implements software, hardware, to drive their retail services and global services. The organization also has over 17500 total staff located across the globe. BT uses all the major types of system like Executive support system (ESS), the Decision support system (DSS), the Management information system (MIS), the Knowledge work system (KWS), and the Transaction processing system (TPS).
According to BT Managers and Leaders are responsible for maintaining the morale of workers, BT believes effective leaders motivate others. BT uses motivational theories like, Maslow, Mc Clelland and Hertzberg among others, and that is the reason to their success. BT has implemented and manage to put out and avoid the process of tacit knowledge within their organization this is because they always have to have accurate detailed information of knowledge sharing within the employees whatever level of work position they might be doing. This method of work has brought BT maximum success in knowledge sharing. There are also incentives to motivate managers to share as much information as they can. 
British telecom is recognized for its excellence in knowledge management, in 2019 HR Excellence Awards had been given to them. There are 200 people working on the system, the HR is hugely involved in the KM activities. BT has varies system in place to help share and create knowledge 80,000 employees share the internet to build together a day, they access information from data and BT academy. BT management also have skills database, conference calling which enable them mutual uses of screen by attendees. 
BT intend to use explicit knowledge sharing within the organization as its more accurate and detailed also the information is written down, which can be accessed easily to share the knowledge of information required within all levels of employees within the organization. (mondag.com, 2019).



[bookmark: _Toc13669154]1.4 BT staff profile
Network engineer in BT requires a degree in a relevant field of study, work experience, BT website.
Regional lead project manager 5+ years of work experience in leading projects, computer skills, use of various applications such as MS projects, MS office. Experience in trading floor.
BT Operator, requires an apprenticeship, computer course, qualification on computer and the use of software packages.

BT location
BT is a global company with a presence in over 180 countries, with the headquarters in London. 

BT Activities
BT main activities are provision of fixed line services, broadband, mobile and TV products and services as well as network I.T services. BT employees are crucially important to the reputation and success of BT. 










SWOT Analysis of BT Knowledge Management

Strength: BT knowledge management has many strengths and benefits, the most important is communication, having an excellent knowledge management system means individuals can access information and data, everyone’s what the latest is and what tasks to carry.  The KM increases rates of innovation, because individuals can input their ideas, the KM the management make better acute decision making, as well as quick problem solving. This is beneficial method as it helps the growth and development of the organization, as well as the employees who work in the organisation.  
.
Weaknesses:
The KM has few weaknesses e.g BT organization computer systems breaks down the whole organisation will suffer some sort of damage, to find ultimate and efficient ways to update information and record data might be a challenge for the KM system. BT is facing challenges to make KM system easier to use for all levels of employees to use, share, and re-apply knowledge consistently.

Opportunities:
BT benefits from being one of the top communication Networks and Global winning organization this helps them innovate and expand more effectively.
BT can take up the opportunity for making the KM system easy to use for all levels of employees and most important for BT to keep up an ongoing incentives for motivation for people to share knowledge of information ,as they have already started to use it, by applying knowledge consistently will provide the organization more productivity.

Threats:
 The KM system of BT has threats like cost and growing competition. The increase in rates of interest can sometimes be a threat, these threats effects internal and external factors with customers and suppliers issues.  
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2.0 Karl Wiig
Karl Wiig, proposed his KM model in 1993 with the claim that knowledge will be useful and valuable only if organised and synchronized. Karg Wiig is a knowledge management expert and consultant who created the KM model which focuses on management of knowledge at the organizational level. Wiig’s understanding of the human and organization dynamics of KM is unsurpassed, when it comes to weaving together theory and practice. According to Wiig, the purpose of KM is “to make the organization intelligent-acting by facilitating the creation, accumulation, deployment, and use of quality knowledge” (Essekia, 2019). 
KM cycle, WIIG attempts to show how knowledge is built with organisations and individuals. 
There are four stages of Wiig’s KM model
[image: Related image]



Building knowledge: 
 This is a method of internal and external knowledge both sources cover tacit and explicit knowledge, and also load from personal experiences, formal education and training, intelligence sources, media, books. 
Holding knowledge: 
Storing the Information in tangible forms like books, knowledge bases, documents, etc, and also trained through people,  
Pool knowledge: 
KM systems or between groups of people brainstorming.
Use knowledge: 
In work context and Knowledge is improving the work processes and new knowledge is embedded (Essekia, 2019).
According to Essekia, (2019), the Wiig model has four defining elements.  These are:
Completeness: 
To understand knowledge, which is important to build a complete knowledge management base without gaps. Tacit and explicit knowledge sharing process have several sources of knowledge and can have incomplete information, so this is important to be addressed and completed when building knowledge for the organization to be shared. 
Connectedness: 
To create a bigger picture knowledge has to be used accordingly by connecting all aspects of information of knowledge that might be important and this will help decision making more effectively. 


Congruency:
When problem solving is needed knowledge can be useful and becomes focal point of any argument or issues.  
Purpose and Perspective: 
Knowledge is gained and stored by accessing all angles of knowledge that may be required for a particular purpose, the purpose of the knowledge makes it clearer to the user and makes the knowledge more relevant.  

BT uses connected path to create a broader picture of knowledge and by connecting the aspects if all information needed which is important to decision making more effectively. BT also uses purpose and perspective way which they gain by accessing all angles of knowledge that is required and relevant and also so that the information is clear to all users.



Quinn’s typology 
Robert Quinn is a professor and researcher, Quinn’s work is directed to creating and changing in effective organisations and innovate work on the Competing Values Framework (Quinn Model). The model also looks at the effectiveness of the company culture (Online Talent Manager, 2014). As stated below in the framework.
[image: Related image]Quinn’s model identifies four workplace cultures:
Clan Culture. 
The focal point is on people working together in a team and collaborating with each other. 
Adhocracy Culture. 
This is more on innovation, entrepreneurship, growth and change. 
Hierarchy Culture.  
Hierarchy culture is focused on company procedures alongside the order structure, and quality. 
Result
Oriented Culture is focused on productivity, competition, and the results alongside the profit.  
Within these cultures, there are different levels of flexibility and the focus is external factors. Clan and adhocracy cultures are more flexible and divergent than hierarchy and result-oriented cultures, which are more convergent.  Clan culture and hierarchy culture are more focused on internal orientation than external (Online Talent Manager, 2014). 
BT follows Clan culture as their focal point, people working together in a team and collaborating with each other and it has been found that BT uses result culture as they are oriented and focuses on productivity and completion. 


[bookmark: _Toc13669156]2.1 Information system for BT
Operational Control
This is a stage that shows and determines how performance of specific task are set by strategic and middle management decision makers. Most of the time tasks are in operational level which are more structured.
Knowledge level 
This stage evaluates new ideas for product and services, the ways to communicate new knowledge in other words the interaction, finally the ways to distribute information.
Management Control- tactical level
The management control tactical level monitors effective or efficient ways of resources, performance of operational units. Most of the task in the level are semi-structured.
Strategic Decision Making 
It determines long- term objectives, resources and policies in general a good number of the task in strategic level are unstructured.


[bookmark: _Toc13669157]2.2 Management information systems (MIS)
 In management MIS need information in different sectors like sale management level system, the information is on different sectors like sale management control, annual budgeting and also on investment analysis. They are mostly oriented almost exclusive to internal. MIS are not environmental or external and are used to function planning, controlling and decision making at the management level. MIS usually serve managers weekly, monthly, and yearly, results, this it is not a day to day activities. MIS generally provides answers to routine questions that have been specified an advance and have procedure for answering them. (Ukessays.com, 2019).
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Value chain for BT is very important as they have customers in the UK and in 170 different countries, they deliver solutions to installation as well as tech support. The organization is currently responsible for 28 million telephone every day. (cisco.com, 2019).
Firm infrastructure - management, finance, legal, financially getting sponsor to compete the relevant Cima, qualification.
HRM – professional development, employer relations and training programs.
Technology – production + post technology, collaborating network to other companies. 
Procurement – communication with suppliers and negotiating with the customers.
Primary - activities 
In bound logistics, location, distribution facilities, material, handling, engineering going out.
Operations – BT cloud, access to system.
Outbound – logistics, order, packages, process, delivering and installation of equipment, 
Marketing and sale - pricing communication, low prices.
Service – delivery, installation, repair, customer service focus.
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· Mission Vision Goals Strategy   
· Knowledge inventory
· Available knowledge
· Knowledge development
· Knowledge sharing
· Applying Knowledge
· Evaluating Knowledge

BT mission – vision – goals – strategy
BT are constantly evolving to ensure that they build on their strengths and respond to challenges and opportunities, and their purpose is to power communication to make a better world. (BT.com, 2019).

BT Mission
The central purpose of BT Mission is to provide World class telecommunication, information, products, services and BT wants to develop and exploit their networks via home and overseas so that they can meet the requirements needed of customer sustainability growth in the earnings of the group on behalf of their stakeholders who are a contribution to the community which they are conducting the business.
BT Vision
BT vision is to be gain leadership to provide coverage, connectivity, services and brilliantly delivered.
BT Goals 
Goals of BT is to drive sustainability and growth in value.
BT Values
Values of BT is to be personal, simple and brilliant.








[bookmark: _Toc13669160]Conclusion
After the research to the report it has been proved that Knowledge management is very important in an organization and equally important how this is managed within the organization and this method makes information quicker and easier to share within the organization, whatever post the employees are in, no matter how experienced or what qualification they hold this method of information sharing provides an equal platform for everybody to work on. Knowledge management is the way forward and has proven to be future prove for all businesses and management theories has been proven this method to be useful and its used within all successful organisations.
 BT telecom is an excellent strategist and is a global success and has the best reputation for efficiency and staff productivity and performance. BT works on how to develop and innovate products and services, on a day to day basis. Having an excellent Knowledge management and Information system is important and vital to keep operational strategies to improve and satisfy their customers. BT transfers knowledge using explicit method, which can put process over people because they have to follow strategies and framework to carry out their task, their control inventory system is very good, holding and innovating supply chain system. 


[bookmark: _Toc13669161]Recommendations
Tesco is a successful organization but can improve more on their KM system compared to other competitors, this method will provide more productivity and profitability as well as motivation within employees and managers. If Tesco follow the method used by BT and how they manage MIS and the employees within their organization this will also be a benefit for Tesco. 
Tesco needs more innovation and creativity to keep up and maintain productivity. Tesco will also need to keep up to date with equipment and technology within their organisation. By incorporating employees more in to the KM system of Tesco will provide the organisation with fresh ideas and concepts to running the business more efficiently.
 BT knowledge management is excellent, but there are still loads of motivational activities that could be implemented and opportunities for keeping Sustainable development and making further improvement. 
BT as whole is always innovating, but there are always gaps in an organisation, in BT case would be not able to keep hold of old customers by following Tesco method of giving incentives and product offers to old customers as well as new ones would be a future prove action as customers would be more loyal and longer lasting.  BT compared to Tesco need to keep customers happy by giving existing customers the best offers instead of offering new customers the best deals this will sustain old customers and provide provability.
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