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[bookmark: _Toc347235640]Introduction 
Knowledge management is essential in the determination of a successful and sustainable business. According to Santoro, et al. (2018, p.348) ‘knowledge management is recognized as a necessary process in sustaining and maintaining competitive advantages in this knowledge-driven global economy.’ Knowledge management has been a research point for many years with scholars paying attention to ways in which businesses collect, store, analyse, and share information. The process can be split into three definitive sections; Knowledge acquisition, knowledge retention, and knowledge transfer, when these tasks are effectively performed, organisations can see major benefits.
Knowledge management has many organisational benefits. Benefits of knowledge management include improved decision-making, Increased productivity, enhanced innovation, reduced employee turnover, faster problem solving and many more (Schulte and Kim 2007; Choi et al. 2020; Santoro et al. 2018). Having access to relevant information aids profusely with decision-making and problem solving which is important for organisations due to the quick changing organisational environment and trends. Storage of this information is important, widely available data has no distinct advantage due to the widespread availability, this heightens the need to keep information secure.
[bookmark: _Int_tfHK5WNS]Knowledge management systems differ from organisation to organisation with many organisations using multiple knowledge management systems throughout the organisation. According to Choi, et al. (2020) Corporate information systems are used to gather and store numerical data for the use of financial well-being, sales of products and production. This information is stored and shared systematically. The systematically storing of data has changed with the forever progression of the development of information technology (IT). Information technology management which is reliant on IT applications to support the management process, these include Excell, mobile banking, ordering etc. Human resource management is another area of knowledge management that is learnt through knowledge workers such as teachers and training that is offered to people within the organisation.
[bookmark: _Int_OIdDJNvL]The purpose of this report is to critically evaluate knowledge management within two of the UK’s most popular airlines, Emirates and British Airways. To execute this evaluation systematically, using a SWOT analysis to identifying strengths, weaknesses, opportunities, and threats within both organisations, culminating several recommendations aimed at enhancing knowledge management in these organisations in the future.
[bookmark: _Toc382404954]Introduction to Emirates
[bookmark: _Int_HimBzo5c]Founded in 1985 in Dubai, Emirates Airlines swiftly emerged as a dominant player in the aviation sector, largely owing to its groundbreaking approach to in-flight entertainment. Underpinned by a strong dedication to ensuring customer satisfaction, Emirates took the lead by becoming the first airline to outfit all its aircraft with video systems on each seat in every class, in addition to offering telecommunications and faxing services.
Emirates embarked on a remarkable journey and reached a significant milestone in 2014 when it earned recognition as the "Most Valuable Airline Brand" with an estimated value of $3.7 billion USD. The airline's growth trajectory has remained consistent, as evidenced by MarketLine Advantage's report in March 2022, which highlighted that the Emirates Group operated a fleet of 262 aircraft, serving 150 destinations across 78 countries worldwide and employing a workforce of 85,219 individuals.
In their digital operations, Emirates collects data using cookies when devices access their website or when individuals register on their site. This data is securely stored using blockchain technology. Furthermore, Emirates also acquires third-party data from their partners, ensuring that any valuable information is duly retained. To ensure compliance with relevant laws and regulations, Emirates employs advanced technologies, including industry-standard secure socket layers and firewalls, to protect personal data stored within the blockchain. They maintain a vigilant stance in overseeing their security measures to avert any potential breaches. Additionally, Emirates enforces data retention policies to responsibly dispose of personal information once it is no longer necessary for its original intended purpose. 
[bookmark: _Toc1536620005]British Airways
British Airways, a British airline corporation, operates both domestic and international air travel services. The company's inaugural international flight took place in August 1919 under the name Aircraft Transport and Travel Limited, linking London to Paris. In 1935, as observed by Tckhakaia, Cabras, & Rodrigues (2015), British Airways underwent a merger with United Airways, Hillman's Airways, and Spartan Airlines, forming British Airways Limited. As per MarketLine Advantage (2023), British Airways currently boasts a workforce of 37,631 employees.
British Airways acquires data through online registrations, ticket bookings, searches, executive club memberships, brochure requests, and website visits facilitated by device access and consent to cookies. They maintain a repository of customers' personal information, encompassing their purchase histories.
The data collected by British Airways serves various purposes, including fulfilling customer requests for travel and related services, personalizing the travel experience based on individual preferences, maintaining communication with customers concerning the services they have sought, presenting customers with marketing materials and offers with their explicit consent, enhancing the quality of British Airways' services, and ensuring the implementation of robust security measures. This information is also shared with third-party organizations as well as International Consolidated Airlines Group SA (IAG), which is the parent company of British Airways.
[bookmark: _Toc1658966732]Swot analysis Emirates
Strengths 
In anticipation of a heightened demand, Emirates made a strategic decision to allocate more than 7.9 billion AED towards the acquisition of new aircraft, engines, equipment, facilities, and innovative technologies. Databases with the use of artificial intelligence are used for financial knowledge management to support Emirates decision to invest, with customer feedback helping highlight which areas need improvement. The investment shows a competitive edge in knowledge management due to the Emirates ability to forecast increased customer demand.
 According to Global Data (2022) $493.5 million was spent in 2021 by the Emirates to aid their knowledge management with ICT, an investment was made into software, hardware, network, and communication services. Using knowledge management software such as online databases, customers can check in online up to 48 hours before their flight on the emirates website. When checking in on the Emirates website the customer is asked to provide their booking reference number which locates the rest of the customers details from the blockchain system that Emirates use to store customer information securely. 
Weaknesses;
In the case of Emirates, despite a notable 92.8% increase in revenues on an annual basis, Emirates recorded decline in income levels during FY2022 (MarketLine Advantage 2023). 
Opportunities;
Emirates strategic agreements with other companies enhance its customer proposition and global connectivity. In November 2022, the company entered a partnership with Gulf Air to expand services to Gulf Air customers. Partnering with other organisations is an opportunity for Emirates to gain access to other data and the correlation to the industry, which in turn helps Emirates competitive advantage.
Threats;
Information Technology (IT) has brought about significant changes in the field of knowledge management, but it also poses several threats to this critical aspect of organizational success. In respect of Emirates development of IT databases, and changes within systems used is an area that needs to be continuously monitored to ensure Emirates is working to full capability. Another area of risk includes of data breaches and cyberattacks, which can compromise sensitive knowledge assets and erode trust in the organization's ability to safeguard its knowledge. 
[bookmark: _Toc866334892]Swot analysis British Airways
Strengths of knowledge management within British Airways is evident as BA places a paramount emphasis on safeguarding customer data, implementing comprehensive encryption measures to protect all personal information and sensitive data. In the current digital era, this commitment to data security is of utmost importance to ensure the privacy and security of customer information. This information is stored on secured data bases which are continuously monitored.
Moreover, a considerable proportion of British Airways' passengers favour the convenience offered by the airline's self-service check-in options which can be done via British airways website or on self-service check-in desks within the airport. A considerable number of customers arrive having completed their check-in process through the ba.com platform. This is an example of British Airways using knowledge management to improve operational services within the organisation. Due to the use of secure mobile check in systems (which are end to end encrypted) there is less queuing for customers and check-in staff can aid customers that need assistance.
As noted in the MarketLine report of 2023, British Airways' strengths are primarily derived from its robust market position and extensive geographic presence, which contribute significantly to its overall success in the industry.
In terms of problem-solving and operational efficiency, British Airways relies on a cognitive mapping system, as described by Yeoman, Sparrow, and McGunnigle in 2000. This system plays a crucial role in identifying and categorizing issues in a hierarchical manner, facilitating a systematic and effective approach to addressing and resolving concerns within the airline.
Weaknesses;
 According GMB (2022) ‘underinvestment in the business, plus the decision in 2016 to make hundreds of dedicated and loyal IT staff redundant and outsource the work to India are taking their toll.’ British Airways reported a data breach in 2018, whereby customers personal and financial data was leaked for around 15 days. This shows that information technologies and systems failed to protect their customers.
Furthermore, according to the MarketLine 2023, British Airways carries a significant burden of non-current liabilities. Weaknesses in financial knowledge management meant that British airways could face restricted cash flows, potentially affecting other financial agreements. Such scenarios could potentially curtail the company's financial and operational capabilities, thereby impeding its ability to secure additional financing on favourable terms for future liquidity requirements.
Opportunities;
The expansion of worldwide airline traffic opens promising prospects for knowledge management in the aviation sector. Opportunities identified for British Airways include reaching out to all customer brackets by using their knowledge management system to tailor the best way of connecting with their custom. Other opportunities British Airways have 
Threats;
In the realm of knowledge management, fierce competition and aggressive price competition within a particular market can exert substantial pressure on British Airways financial performance. In their quest to attract and retain customers, companies may find themselves entangled in price wars and cost-cutting endeavours, such as EasyJet and Ryanair who operate at a lower cost. While these actions benefit consumers, they often come at the expense of profit margins. 
Furthermore, in respect of British Airways knowledge management, it is imperative to recognize the role of regulatory constraints. Upholding compliance with various industry regulations and standards can frequently translate into additional operational costs, this is a threat to British Airways due to the outstanding debt they already have. 

[bookmark: _Toc1920009634]Critical Evaluation
The examination of Emirates and British Airways uncovers disparities in how customer and third-party data are collected and stored. Emirates displays a strong commitment to ensuring the security of their customer's data, as evident from their substantial investments in various technological facets of their organization. Notably, they employ blockchain technology for the collection and secure storage of customer data. As described by Macrinici, Cartofeanu, and Gao (2018, p.2338), "Blockchain constitutes a set of protocols and cryptographic methods applied to a network of nodes collaborating to achieve the secure storage of data within a distributed database consisting of encrypted blocks encapsulating the data." This use of blockchain data storage finds support in Raddatz et al. (2023), who document the application of blockchain data storage in mobile banking providing the necessary security needed. In the respect of research conducted to formulate this report, blockchain storage is one of the most secure systems used to secure data.
Conversely, British Airways employs a less efficient data storage approach. Through outsourcing their information technology team to India and not allocating adequate resources to enhance their IT systems, British Airways found itself embroiled in a costly data breach incident. British Airways currently use the cloud for storage of personal information, which comes with its concerns as noted by Zhu et al. (2021). While the company has made investments in various facets of knowledge management, the research conducted for this report has not revealed any tangible evidence of a more secure system for storing customer data such as The Emirates approach with a blockchain system.
According to Jackson and Tozer (2020), British Airways extensively utilizes information technology across their organization for various purposes. One notable application is the use of information technology as a tool to detect issues within their aircraft. Sensors installed on the aircraft record data before, during, or after flights to identify any anomalies. Additionally, knowledge management systems, as identified by Jackson and Tozer (2020), encompass the involvement of knowledge workers. This is evident through the composition of the British Airways Data Science team, which consists of postgraduates and experts tasked with facilitating knowledge transfer, while also offering a range of courses and mentoring opportunities to employees. 
Likewise, Emirates also have a team of specialists of quality and safety personnel. The Quality & Safety Department is responsible for verifying the presence, documentation, and efficient execution of all relevant components within the quality system by testing and documenting the relevant process. This ensures the adherence to corporate commitments, regulatory obligations, safety policies, and quality standards. Emirates also promotes knowledge transfer through knowledge workers with employees being offered various training and professional development programmes. British Airways have a free flow information system that employees can access to retrieve information promptly from different departments improving operational performance within the company. 
Emirates and British Airways both employ a shared information system in the form of Artificial Intelligence for managing customer complaints and feedback. Both organizations utilize a word filtering system to sift through customer feedback, discerning which customers require additional assistance, thereby enhancing operational efficiency. This approach not only conserves employees' time when addressing these matters but also leads to quicker response times for customers. The use of AI within these organisations allows both Emirates and British Airways to manage knowledge and the workforce efficiently. However, there is an associated risk of AI missing complaints that do not use specific phrases or words.
Emirates and British Airways also follow a parallel protocol for gathering customer information, employing end-to-end encryption to safeguard customer data during its transfer. Nevertheless, as highlighted by Kim et al. (2020), end-to-end encryption encounters its own set of challenges, with the primary hurdle being the identification of malicious traffic during the data transmission phase during traffic inspection. To combat these threats, extensive monitoring is imperative, with Emirates emphasizing the need for continuous data security monitoring around the clock, 365 days a year.
   
Recommendations 
Enhancing an organization's dynamic knowledge flow capabilities encompasses three primary learning mechanisms, gathering experience, expressing knowledge, and formalizing knowledge (Hawkins, Nissen, and Rendon, 2014; Fadhlan, and Sensuse, 2022). The first mechanism involves accumulating experience, a strategic method for educating employees that can be exemplified by British Airways, which utilizes this approach for training newly certified staff members by partnering them with experienced personnel within the organisation to aid in their development. The Emirates could potentially adopt a similar approach within its organization to facilitate knowledge transfer and strengthen the company's overall knowledge management.
Safeguarding against data breaches holds critical significance for major organizations such as Emirates and British Airways, both entrusted with substantial volumes of sensitive customer data. According to Khan, et al. (2021) data breaches involve protected, or confidential information which may encompass personal health records, personally identifiable information, proprietary knowledge or intellectual assets, and personal financial information. British Airways has encountered challenges related to the security and confidentiality of its website. Employing knowledge management software like multi-factor authentication could enhance the security of British Airways' website, thereby bolstering the protection of client information. It is imperative to establish robust incident response systems capable of swiftly detecting data breaches. The formulation of an incident response plan is instrumental in outlining the essential steps required to address data breaches promptly and efficiently. According to Khan, et al. (2021) another way of providing security to customers is by training and awareness programmes. Both Emirates and British Airways should continuously refresh data analysists on regulations and procedures.
Investing in quality data analysis tools is a critical area of focus. According to Werner, and Woitsch, (2018) having quality sensors with real-time data available on the internet of things devices such as mobiles, computers aids in the organisational performance of a company. The research continues to explain the process behind knowledge management at an operational capacity and the monitoring process and data analysis to forecast problems. Below is a concept from Werner, and Woitsch, (2018) explaining the cause and affect process.

[image: ]
Werner, and Woitsch, (2018)
By employing the cause-and-effect model to structure its organization, British Airways categorizes various aspects related to data organization as potential targets. This framework received a vote of confidence from British Airways. The airline utilizes aircraft sensors to continuously track and analyse flight data, primarily focusing on monitoring aircraft conditions. Nevertheless, as British Airways faces substantial non-current liabilities, they could apply this same model to spotlight cost-saving initiatives.
[bookmark: _Int_AZ2WqH03]As per Castrogiovanni, G. et al. (2016, p.1815), 'knowledge management proves to be greatly beneficial in enhancing business productivity.' British Airways, by fostering a more efficient organization, has the potential to generate cost savings that could be used to address non-current liabilities. Enhanced financial management becomes possible when a variety of data sources are accessible and readily analysable, facilitating organizational decision-making. The integration of artificial intelligence can be especially valuable for predicting trends and streamlining human resource processes, saving time, and creating a more efficient organisation.





[bookmark: _Toc1609169547]Conclusion 

Knowledge management plays a crucial role in enhancing organizational efficiency (Schulte and Kim 2007; Choi et al. 2020; Santoro et al. 2018), as indicated by findings from a comprehensive literature review. It is apparent that the knowledge management process is indispensable across all organizational levels and necessitates ongoing evaluation to optimize the organization's performance.
During this study, we examined knowledge management systems employed by Emirates and British Airways, focusing on various facets of knowledge management within the aviation industry. A key aspect of our investigation involved the identification of procedures for collecting, storing, and utilizing data within the knowledge management framework.
In our review of the literature, it became evident that all sources placed equal emphasis on the significance of the knowledge management process. The exploration of knowledge acquisition underscored the essential role of human interaction in the learning process. Notably, British Airways stood out for its commendable approach of facilitating newly qualified staff to collaborate with experts and more experienced personnel.
Furthermore, the examination of knowledge retention was prompted by the increasing reliance on technology and databases to store extensive data. The focus was on making this wealth of information comprehensible and readily accessible to enhance organizational efficiency and facilitate knowledge transfer. It also delved into the documentation of this knowledge for future staff training purposes.
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