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Executive Summary
Knowledge management is defined as a process to circulate knowledge and information to acquire the financial growth of an organisation. It includes the knowledge of marketing and business strategy of products or services to meet the ever-changing customer demands. In this report, the KM system of McDonald's has been evaluated by identifying the knowledge management issues in this company. With continuously changing technologies which are implemented by McDonald's the workers are not getting proper technological orientations which are causing many issues in employee and customer engagement. This report is also assessing the responsibilities of the participant of the information system including contributors and collectors of knowledge to get aligned with the KM system of the company. 
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[bookmark: _kwwldzo1eqt0][bookmark: _Toc131615044]Introduction
Knowledge management is a process, where an organisation gathers data and converts it into meaningful information to effectively broadcast that internally. It can also be used to smoothen out any process of operations within an organisation. This report will discuss how McDonald’s can use knowledge management processes to improve its business condition further and manage their franchise stores and employee operations better. It has stated how the knowledge gets collected and stored within the organisation and how it can be circulated among the key stakeholders of the company. This report will highlight the KM/IM processes that McDonald’s might apply to resolve its existing concerns. 
[bookmark: _b3l69fwa2czm][bookmark: _Toc131615045]“1) An overview of my chosen organisation by briefly highlining the historical background of any KM-related activities” 
“Definition of Knowledge Management”
Knowledge Management (KM) is a deliberate, systematic business optimisation strategy that selects, distils, stores, organises, packages, and communicates information essential to the business of a company in a manner that improves employee performance and corporate competitiveness. This is one of the most demanding topics in retail businesses as it deals with multiple resources, customer demands, marketing, and supply chain activities. There are mainly two types of knowledge, Tacit and explicit. Tacit knowledge is defined as the knowledge gathered through experience and explicit knowledge is gathered from documents (Lei et al. 2021. p.1832). There are mainly three key aspects of a retail supply chain, sourcing or purchasing, scheduling or planning, and delivery  (Fronetics, 2023). As the ready-to-eat food business has become a significant part of hospitality, identification of the customer’s demands is necessary to align the operational structure of an organisation through proper knowledge management. 
“Historical Background”
This brand was initially known for it French fries, cheeseburgers, hamburgers and some soft drinks. With proper identification of the customer's demands, this organisation has currently developed around 145 food items and retail with attractive combo offers. The silo behaviour of the employees in Mcdonald's perhaps depicts the unwillingness of the employees to share valuable information among themselves due to the “divisional organisational structure”. The employees lack technical knowledge which often leads this brand to face information system failure (EADT, 2015). In recent times the National Owners Association (an independent franchisee advocacy group for McDonald’s owners) has shared information on the internal survey. This poll shows that around 71% of its employees have been trained so far among which 68% did not respond to the proper outcome of the training (CNBC, 2023).
It will help them to maintain their people-first service, however, it can increase employee turnover by a significant measure. Therefore, the knowledge management system inside the organisation is causing this lack of technical knowledge among the employees in the divisional organisations of McDonald’s. McDonald’ is a US-based food manufacturing and retail organisation that is operating in more than 38,000 locations in 100 countries including the UK (Corporate McDonalds, 2023a). This organisation incorporates a franchise-based business model that allows them to generate around 82% of its annual revenues from franchises (Business Model Analyst, 2023). The sales and marketing strategists of McDonald’s have identified that customers do not prefer to wait while purchasing fast food. This knowledge has helped this organisation to develop a business strategy to make food fast available to its consumers at a very low and competitive price (Research Methodology, 2022). Therefore, it can be stated that this food manufacturing and retail organisation helps to create a knowledge management system that allows the customers to be aligned with collective ideas that help to enhance the financial performance of the company. Currently, McDonald’s has around 69 million daily customers and about 150,000 employees who are aligned through efficient knowledge management (Zippia, 2023; Macrotrends, 2022a).
To simplify, McDonald’s is facing technical knowledge gaps which are hampering their employee satisfaction which in turn can affect the customer satisfaction and financial performance of the company.  
[bookmark: _bqisikqqi8pk][bookmark: _Toc131615046]“2) Who the participants are, both in the contribution and the collection of knowledge.”
The technical training team of McDonald’s includes a variety of processes to acquire information including, simulation, demonstration, and hands-on practices (McDonald’s, 2023a). More specifically, the employees need reinforcement to motivate their learning. In this case, rewarding and recognising the participation of the employees help them to actively participate in this entire learning process. In this context, the contribution of Alistair Macrow is important. He is the CEO of McDonald’s restaurants in the UK and Ireland since 2021 (Mcdonalds, 2021). The CEO is responsible to drive this organisation towards growth by accelerating the decision-making process through proper knowledge management. In this connection, the leadership style of this organisation is important. As this company incorporates an autocratic leadership style the employee is not asked for suggestions for making a sustainable decision (Wakelet, 2023). This reduces employee engagement in the company which causes a lack of technological upskilling for the employees. 
The Executive Vice President and Global Chief People Officer, Heidi Capozzi supervises human resource operations all around the world (LinkedIn, 2023). She is responsible for incorporating proper talent management which helps to improvise the knowledge circulation within the organisation. Rachel Evans, the training manager of McDonald’s under whom around 350 employees in the UK are getting technically oriented, is responsible to orient the  employees of the organisation with the modus operandi and cultures (UK LinkedIn, 2023). All these three administrative parts of McDonald’s are contributors to technological knowledge. On the other hand, the employees of the organisation, especially those who are engaged at the operational part of food production and retail are the collectors of knowledge and information. In 2021, the organisation hired around 20,000 operational staff in the UK and Ireland in more than 50 restaurants which may require new training (FT, 2021). Therefore, the autocratic leadership and lack of training management resources develop a significant communication gap between the contributors and collectors which is one of the main reasons for the lack of technical knowledge among the ground-level staff. This table is showing the responsibilities of contributing to and collecting stakeholders of knowledge comprehensively. 
	Contribution Stakeholders
	Responsibility
	Collection stakeholders

	Alistair Macrow, CEO of McDonald’s Restaurants in the UK and Ireland.
	to drive this organisation towards growth by accelerating the decision-making process through proper knowledge management
	Ground-level employees who are related to the food manufacturing retail operations

	Heidi Capozzi, The Executive Vice President and Global Chief People Officer of McDonald’s
	 To incorporate proper talent management which helps to improvise the knowledge circulation within the organisation
	

	Rachel Evans, Training Head of McDonald’s in the UK
	To orient the employees of the organisation with the modus operandi and cultures and align them with the technologies used in the operational level of the organisation.
	


Table 1: Responsibilities of the Contribution and Collection Stakeholder to participate in KM.
(Source: Self-Developed)

[bookmark: _8u3bpn3ms9qv][bookmark: _Toc131615047]“3) Evaluate the IM/KM approaches of my chosen organisation that have the potential to contribute to their overall success.”
“IM/KM Approaches of McDonald’s”
Operational Excellence is a knowledge management approach of business management that focuses on the continuous improvement of productivity and efficiency of an organisation and its employees. The operational excellence framework depends on four pillars, performance management, strategy development, process excellence and leadership (AG5, 2023). The goal of operational excellence includes less waste in the value stream, greater customer retention, reduced environmental footprint and reduced error rates (Smartsheet, 2023).
[image: ]
Figure 1: KM as Response to Tactical and Strategic Changes
(Source: Provided)
This figure shows the knowledge-based assets that include, Knowledge repositories, Relationships, information technology, communication infrastructure, environmental responsiveness, organisational intelligence and learnings from failures. The tactical operations are triggered by the market demands to meet these assets and the strategic operations are triggered by shifts in the external environment. The elements of operational excellence such as productivity and quality, learning quickly, not repeating mistakes, avoiding reworks and transferring best practices are significantly oriented to this knowledge-based asset. In this recent era of digitalisation, McDonald’s is increasing its number of food kiosks which is helping the brand to acquire a massive market revenue (Forbes, 2022). This technological upgrade is driving its sales to enhance its customer engagement.

	Elements of Operational Excellence
	Description

	Productivity and Quality [Refer to Session 11 material] 
	The fresh and best quality ingredients are used to produce food items in McDonald’s. Strict time and temperature control is maintained throughout the production process. The process is complienced to “Microbiological standards” (Mcdonalds, 2023b). The Effective “Hazard Analysis and Critical Control Point (HACCP)” program and “Good Manufacturing Practice (GMP)” are done through well-trained workers in the manufacturing units of McDonald’s.

	Learning quickly by intelligent process
	This organisation uses machine learning technology to predict their menu offerings which can drive the sale of food items (EMERJ, 2023). This knowledge is used to provide specific offers to each consumer to encourage repeat visits. Therefore, learning the market demands and tendencies quickly can help the employees of McDonald’s to gather operational excellence. 

	No repeating mistakes
	This global food manufacturing and retail brand has significantly failed in Iceland due to internal management and external circumstances problems (Better Marketing, 2019). Therefore, by not repeating the same mistakes can help the workers to attain operational excellence in the company. 

	Avoiding double work
	The “US Code of Federal Regulation” has defined food rework as being clean and unadulterated food that is removed from the processing for reasons other than contaminated conditions or which is successfully reconditioned by reprocessing for use as food (FNB News, 2023). Therefore, this rework can be avoided by increasing the number of workers in the production and supply chain. 

	Transferring best practices efficiently
	The business of McDonald’s is operated to the possible highest standards of honesty, integrity, and fairness. The best practices of this organisation rely on individual accountability and collective responsibility (Corporate McDonalds, 2023b). Product quality, promptness of services, cleanliness, and value are the best practices of this organisation which is transferred to the freshers successfully to maintain operational excellence of it.


Table 2: Operational Excellence Approaches for McDonald’s
(Source: Self-Developed)
“Analysis of the KM gaps”
Though McDonald’s is operating at the highest possible level of maintaining the quality of the products and services, the autocratic leadership style of the administration is developing a significant communication gap between the administration and employees which is lagging the field workers to overcome their deficiencies of technical knowledge. As this brand is enhancing its productivity through machine learning technology, the workers also need to gather comprehensive knowledge about those technicalities. This is the actual KM gap in McDonald’s that can provide a competitive advantage to the competitors of McDonald’s like Burger King by improving customer as well as employee satisfaction. 
[bookmark: _wm32i6xq0vjl][bookmark: _Toc131615048]“4) The incentives to participate in KM activities with an explanation of why it is important for the company to invest in the Knowledge Project.”
Proper circulation of knowledge is necessary to increase the job efficiency of a company. As McDonald’s continuously expands its business through digital promotion, sound knowledge about the changing market tendency is important. This also helps to improve employee and customer retention. For example, Unilever PLC, one of the leading consumer product manufacturing retail supply chains in the UK, has invested around “€570 per employee” on training and development in 2021 (Unilever, 2021). This has helped them to be in the top 20 similar-sized companies in the context of employee retention (Comparably, 2023). 
The knowledge management system helps to develop a healthy relationship among  employees that increases their productivity. For example, Amazon UK has invested around “£10 million to train 5000 employees” in new technical skills in 2021 (About Amazon, 2021). In 2020, Amazon was ranked #2 on Forbes's “World’s Best Employers” list (About Amazon, 2020). Therefore, McDonald's also needs to invest in its knowledge management projects to improve its employee retention and loyalty for strengthening customer relationships. The Company has reduced its “drive-thru service times” by about 30 seconds over the past two years in its largest markets, on average (PRNewswire, 2020). This has shown the importance of knowledge management in food manufacturing and retail organisation. Proper training and development programs for the employees help to increase work engagement by reducing burnout issues in the workplace.
[bookmark: _5mrwk0uleunn][bookmark: _Toc131615049]“5) The potential challenges and opportunities related to maximising the use of KM system”.
Challenges
There are many challenges faced by operational managers while executing knowledge management. In the recent era of digitalisation, the workplace environment is changing significantly which is leading team leaders and managers to face many obstacles to keep their team members motivated to deliver their best work. As the Covid-19 pandemic has promoted the “Work-from-home” culture significantly, this is also increasing the rate of employee burnout issues. Being up-to-date with the ever-changing technologies is another potential challenge related to the use of knowledge management systems (Dzone, 2023). This requires a significant amount of investment with a sense of urgency to cope with the international competition in an industry like food retail. This technology-based KM system has increased the cyber-attacks significantly which is another potential challenge to maximise the use of the KM system. Knowledge is not something that can be easily quantified and is far more complex as it is derived from human relationships and experience. Therefore, the implication of KPIs has remained dependent on human intuition. This is increasing vulnerabilities in data interpretation and keeping the shared information accurately updated. This is often demotivating an employee to deliver their best at the workplace. Overall, it can be stated that the maximisation of the use of the KM system is enhancing competition in most internal and external environments of an organisation which can affect its long-term value proposition. Employees do not always like change. Therefore, knowledge managers may require support from the organisation's leadership to assure the users adopt the new system.  
Opportunities
The opportunities of knowledge management are that it can increase organisational agility (NIBusiness, 2021). In the case of McDonald’s the company can increase the business agility to increase the operational speed of the organisation. A KM system works with data and allows analysts to assess the business information, which can help in the problem-solving phase of the company (NIBusiness, 2021). This will allow McDonald’s to communicate with their investors and other stakeholders to navigate any operational problems. It will allow the company to make new products for the new markets, which will help the company to gain a larger market share in specific geographics. By applying the KM system the company can increase the employee retention rate as the communication process will get improved due to this system. Hence, the company will start making new strategies to tap into customer needs and achieve customer satisfaction.  
[bookmark: _kll800s57aye][bookmark: _Toc131615050]“6) How will new sources of knowledge (including new products and/or services) will be identified and distributed to business partners, clients and other stakeholders”
How will the source of knowledge be identified?
The first step to avail knowledge from new sources is to identify, organise, store and dissect the data to convert it into information (IBM, 2020). A “Knowledge Management System (KMS)” must be in place to collect important data and information (IBM, 2020). This can be achieved through the implementation of the proper KM system within the organisation. McDonald’s is a company, which operates in a franchise model, which gives the company a wide distribution network (Ma, Wang and Zhao, 2022). The new knowledge can be gained through four means, one can be through intuition, then through rational induction, previous knowledge and tying with something new to form a new source of knowledge and finally through scientific empiricism (Nebraska-Lincoln, 2021). McDonald’s gained new information about the market through its active exploration of their customer’s preference in that region. McDonald’s global strategy to follow the idea of localisation through its product offerings shows its effectiveness in understanding the market demand of one particular country. It shows how knowledge about the products and services can be gained from studying the market and experimenting with products to gain the likelihood of customers. 
How can knowledge be distributed?
The process of sharing the gained knowledge within the company can be done by fostering a culture, where a smooth flow of knowledge is required to make the information available to everyone. It can use business meetings with partners and clients to discuss or share information. This can be done by formalising the “knowledge management process” and using effective sharing tools (Starmind, 2023). In the case of McDonald’s the company size is huge and must plan to protect its knowledge before implementing the sharing process. Knowledge retention is the stage where data protection must be ensured [Refer to session 5].
The knowledge received needs to be stored in the data warehouse from which the company can access millions of customers' data. In order to distribute the data McDonald’s must include a firewall-protected data transmission process to safely communicate between the stakeholders of the organisation. For improving the knowledge-sharing process, the company can implement content repository tools through which it can broadcast general information to its employees. In order to inform its customers, the company can improve its advertising process to make them aware of new product launches from the company’s end. It can use its portal through which it can distribute franchise-specific messages to the franchise owner. It will improve the operational process for the company and can create a positive impact on the customer satisfaction rate. The feedback process can be shared with the company’s internal messaging system to improve the service further and develop its operational excellence. 
[bookmark: _1cklbrvh3fro][bookmark: _Toc131615051]“7) How the operating costs and legal requirements will be managed” 
Solution 1:
Cost cutting is a strategy, which aims to reduce expenses and increase profitability for a firm (Shopify, 2021). In this scenario, the food retail business has multiple options to reduce its costs and attain operational excellence. Operational costs are huge for a food retail store. A company in this business must tackle to maintain its profitability. In the case of McDonald’s, the company’s annual operating expenses have increased to $13,812 million in 2022 from $12,867 million in 2021 (Macrotrends, 2022b). This shows that the company has seen an increase in their operational expenses, which means the company needs to mitigate this expense by implementing new processes and technologies. One of the main issues with McDonald’s is maintaining the global standard for food procurement (Harvard Business Review, 2019). McDonald’s can use an inventory tracking system to reduce waste and start with a data-driven procurement process to predict the need for the required raw materials (QSR magazine, 2021). It will enable the company with modern ways to reduce food waste and can save millions for the company. Through this process, it can also promote the reduction of its waste and create a positive impact on climate change, which will improve the CSR score of the company. 
Solution 2:
The company can also focus on its training process, it is the fundamental step to train employees effectively to reduce operational costs. It can implement modern training approaches, which will help the company to achieve operational excellence (QSR magazine, 2021). It can remove its PACE system to monitor employee efficiency and can include the franchise owners in the decision-making phase to implement far better methods of food operation. The more training, the more efficient they will be the more efficient among them. The operational expenses get also increased through the litigation costs a company needs to handle. McDonald’s due to its massive size and the practice of surpassing wages reached court and made the company face antitrust law and litigation charges (Gilbert, 2023). The company also faced cases due to its degraded quality of foods and customer outrage happened due to it. The company needs to hire a lot of lawyers to fight these charges and has hefty fees to government authorities across nations. The company also faced charges of sexual misconduct, and for that, the company is facing legal charges (Miller et al. 2023) All of these show the poor workplace culture of the company. It affects the company’s reputation and causes employee outrage and backlash, which brings more litigation. Thus, the company can change its workplace culture to reduce litigation charges, which will help them to reduce operational costs. 
[bookmark: _7qf1q4uvewu5][bookmark: _Toc131615052]“8) My plans to promote the KM system and make all stakeholders beware of the system and help them to make the best use of it.”
In the case of McDonald, the company can aim to achieve its goals by improving its KM process. The company can promote the culture of explicit KM for sharing information with the employees. There are several knowledge management theories, which can facilitate this exercise for the company and allow it to promote the system with its key stakeholders. “Techno-centric theory” is one such process, which enables technology in the process of knowledge management (Imhanzenobe, Adejumo, and Ikpesu, 2021). The company can use this theory to leverage technology to promote this KM process. This will help the company to effectively implement the KM system within the system and let all the stakeholders know about it. The amount of data accumulated through this knowledge management system can be used by applying modern technologies of data analytics and gathering information for big data activities (Ferraris et al. 2019). For McDonald’s, this means that the amount of user data they will gather from each store will be passed through the data warehouse, which can be explicitly used by the company analysts to predict sales and customer demands. This will benefit stakeholders such as the investors to earn more dividends through increased share prices. For the company executives, this means they can increase the market share of the brand in a particular geography, which can help the company to operate with a higher profit margin and can help them to reach operational excellence. An organisation needs to maintain its employees’ personal knowledge, and how they share it with their colleagues (Mládková, 2022). In the case of McDonald’s the employees tend to have silo behaviour within themselves, which tends to decrease the information flow within the organisation. A company needs to prevent the culture of unnecessary grievance and the habit of silo behaviour among the employees (Brooks and Shaw, 2022). In the case of McDonald’s, the company needs to promote a culture where employees can freely share knowledge and their opinions. This information can be maintained through the instruction of the management to follow an open culture system within the organisation. The company can communicate and share knowledge through meetings or through a code of conduct to effectively implement the standardisation process across its franchises. McDonald’s explicit knowledge-sharing process will improve its cultural backlash and make it an employee-friendly retail store. This will help the company to share knowledge with all its stakeholders and suggest the process and ways of using it. 
[image: ]Figure 2: Techno-centric approach
(Source: Self-developed)

[bookmark: _k4phfl8p96oa][bookmark: _Toc131615053]Conclusion 
It can be concluded by stating that the report has discussed the knowledge management process of McDonald’s. It has delivered how the company contributes to its knowledge-sharing process and systems. The report findings showed that the PACE metric brought by the company after the pandemic received many backlashes from the franchise owners. It also showed how the training is still inadequate in some instances as it lacks the proper means of knowledge management. The employees tend to have silo behaviour, which again provides a hindrance in the knowledge-sharing process. The company finally aims to achieve operational excellence, which can be achieved through following an explicit knowledge management system.
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