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Executive Summary
Booking.com is the leading and largest travel agency in the globe. This agency mostly serves customers through its application and website. booking .com provides lodging reservation services and flights with a full tour guide. A brief introduction to explicit knowledge and tacit knowledge has been done in this report. The importance of this knowledge with the ways explicit knowledge and tacit knowledge contribute to decision-making have been devised in this report. Along with this, the concept of operational decision-making, tactical decision making and strategic decision-making have been included in this report. With this, the ways the explicit and tacit knowledge influences the various decision makings have been observed in this report. A brief idea about the Management Information System has been added to this report. With this, the purpose ad importance of this model on Enterprise Resource Planning Systems and Customer Relationship Management Systems have been discussed in this report. Along with this, challenges while implementing this system have been included in this report. Strengths and weaknesses of the system regarding the operation, sales, finance, and marketing have been devised in this report.
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Introduction
Big Data, Cloud Computing, intranet, and extranet are becoming popular IT platforms among business organisations today. Modern-day organisations are based on knowledge management technologies and have become very customer oriented. The collection of diverse data has become very important to understand the preferences of the customers. This report will concentrate on the products, business modules, and value chains of Booking.com, a leisure traveling business organisation. Further, an explanation will be given based on the knowledge requirements of the organisation and the ways the knowledge helps in making different organisational decisions like Operational, Tactical, and Strategic. The importance of the two different Management Information Systems, namely the Enterprise Resource Planning Systems and the Customer Relationship Management Systems in Booking.com will be discussed in detail. Further, critical evaluation of the strengths and weaknesses of the organisations will be discussed, keeping an eye on the ways that can assist to make effective decisions. The challenges faced by the organisation in deploying the information systems will be discussed further along with recommendations for different ways to overcome them. 


[bookmark: _Toc141288600]Company background, business model, and value chains in Booking.com

[bookmark: _Toc141288601]Company background 
Booking.com is a well-established online travel agency founded in 1966 with its headquarters in Amsterdam, Netherlands. The business ranges from booking hotels, apartments, and many other options for accommodation globally. The user-friendly platforms and the extensive booking offer attract more travelers to the company, making it an obvious choice for travelers globally (Cleverism, 2023). 

[bookmark: _Toc141288602]Products that the firm offers 
Booking.com is mainly concentrated on offering different travel-related products to global travelers including hotel apartments, resorts, vacation homes, and hostels. Additionally, the organisation also offers different options for traveling like booking flights, cars, and taxis. The user-friendly interface and the global network make it very convenient and obvious for travelers to avail the offers and services provided by the organisation. 

[bookmark: _Toc141288603]The business model that the firm follows 
Booking.com has got an effective business model that is based on the strategies of an online based travel agency. The organisation plays the role of the intermediate body, connecting the accommodation-providing organisations and travel-based organisations with potential consumers. The revenue of the organisation comes from the commissions charged for booking the offers from the online page of the company. Ensuring seamless bookings and innovative user-friendly suggestions and offers make the company stand out from the rest of the competitors.

[bookmark: _Toc141288604]Value chain of the firm 
[bookmark: _Toc141288605]The value chain of Booking.com is based on several key factors that are being efficiently maintained by the organisation. Booking.com accommodates a huge variety of options online, providing travelers with various kinds of options depending on individual preferences. The online platform of the organisation also allows the customers to search, compare and book the options very seamlessly. Through the implementation of successful marketing strategies and proper technological development, the organisation is further driving customer loyalty and satisfaction (Andriotis and Paraskevaidis, 2021).

Knowledge requirement for Booking.Com 

Explicit knowledge
Explicit knowledge is the knowledge that is directly expressed and shared with the customer as well as between the person. This is a tangible source that set a standard for operating procedures and marketing reports of a company. This type of knowledge comprises databases, books, manuals, and videos to monitor the activity of the company. 

Tacit knowledge 
Tacit knowledge is the unofficial information that is gained with the help of personal experiences and making social interactions with the consumers. This includes more knowledge about the tour and travel industries and spreading awareness with respect to the various cultures and customer service facilities.


[bookmark: _Toc141288606]Contribution of various knowledge in different decision making

Operational decision making 
Operation decisions depend on day-to-day activity of the company and also monitor the process of the business running smoothly (HERTEL, 2023). The primary concern of operational decision-making is concerned with operational details, resource allocation with inventory control, and delivering the resources to meet the maximum extent of daily workflow. Booking.com's operational decision-making includes every other detail of their contemporary framework including the way the platform runs their daily business and the ways they channelise their sources to communicate with their respective hotel chains. Along with this, the travel agency makes sure to utilise its explicit knowledge to enhance its customer service experiences and expand their product outline. Thus, Booking.com provides a brief knowledge about the tour plan to their customer by letting them know about the quoted fare and rates of the flights and hotels. make reservations, arranging travel tickets and accommodations to make their trip smooth. Taking feedback from the guest to gather tacit knowledge and do the required changes in customer services, branding and marketing is another operational decision of them.

Tactical decision making 
Tactical decision-making is a medium-term strategy-making policy that helps the company to achieve its goal and also facilitates the fulfillment of the long-term plans of the firm. With the help of tactical planning, Booking.com divides its long-term operational plans into small cultures that increase the chances of success in the field. Booking.com uses its tactical decision-making to enhance the brand image by promoting the brand's aims and objectives with the help of multiple social media platforms. Apart from this, advertisements on television, posters and banners in the community promote their strong brand motive in society. Along with this, market surveys and interacting with customers to know about their experiences, thus, taking into account tacit knowledge to implement new plans in the business. Booking.com always make sure to set timebound tactical planning to create a knowledge base of the customer behaviour and preferences to meet their expectations. As well as the agency ensures to take various tactical plans for any situation.

Strategic decision making 
Strategies are taken with respect to explicit knowledge and tacit knowledge gathered by Booking.com. The primary purpose of strategic decision making is to have guidance and also be competitive in the market. Thus, Booking.com host dynamic changes in domestic and international strategies to survive in the market. Taking into account the current data the travel agency provides the upcoming vision, values and goals of the firm thus solving various issues regarding the company's organisational behaviour and culture. Apart from this, Booking.com takes strategic decisions for expanding their business to set a global footprint and they are tempted to invest in innovation to improve their services. Along with this, the global footprint will enable their vision of diversifying their revenue streams as they tend to invest in technological advancement and data analytics. Thus, they can identify consumer preferences and new shifts in the market trends and then takes necessary rules and regulations to draw more customer attention.



[bookmark: _Toc141288607]Management Information System of Booking.com 

A Management Information System is the accumulation of information about people, technology, organisation, and relationships among them. Professional related to the Management Information System helps to gain maximum benefits from investing in employees, types of equipment and business process. Thus, the system is a community-oriented service through improved technologies (Mays, 2023). 

[bookmark: _Toc141288608]Enterprise Resource Planning Systems 
The Enterprise Resource Planning system is a platform for companies to manage and monitor the important parts of the business. This system includes various aspects of the business including business operations, finance, accounts, human resource and supply chain management of the company. The enterprise Resource Planning System resolves critical operations and helps them to implement resource planning. Along with this, it maintains a streamlined business process and source of data for effective decision-making (dynamics, 2023).

[bookmark: _Toc141288609]Purpose of Enterprise Resource Planning Systems
The main purpose of Enterprise Resource Planning Systems is to reduce the operation cost for the business firm and streamline the process (CRM, 2023). thus, this improves the performance and efficiency of the organisation to deliver its services. Considering this, the method helps the firm to use the sources to its best extent and cut costs by eliminating duplicity and securing the brand image. Thus, enhancing the efficiency of the employees as well as the company. The Enterprise Resource Planning System also enables the organisation to automate the process and manage the core business to influence the overall performance of the firm.
[bookmark: _Toc141288610]
Importance of Enterprise Resource Planning Systems in Booking.com

Improved accuracy and productivity 
Booking.com enables the driven from explicit and tacit sources to support the enterprise resource planning system. Integrity and automation in the business process eliminate the chances of duplicity and improve the accuracy of the work and productivity of the employees. Considering this, departments like finance, and accounting that are related to each other can assess the data with the help of the system and synchronies it to make their work effective. Thus, the workflow becomes faster and outcomes are better than previous in the firm. For this reason, Booking.com takes there strategic and operational decisions faster than other travel agencies (RILEY, 2023).

Increase collaboration and agility 
The use of an Enterprise Resource Planning System enables the various departments to gather their data and collaborate with each other to facilitate their growth (BMC, 2023). As well as the systems bring the adaptation of new strategies to respond rapidly in any crucial situation. Thus, any operational disruption and market change can be easily get detected and Booking.com can take measures according to it. This also accelerates the functionality of the group and encourages it to achieve the vision and mission of Booking.com. Tactical planning with the help of this system becomes easy and accessible for the organisation as well (Apptivo , 2023).

[bookmark: _Toc141288611]Customer Relationship Management System 
A customer relationship management system is the technology for interacting and managing the relationship with all potential customers. This system helps the company to stay connected with the customers and improve the streamlined process and increase the profitability of the company. The Customer Relationship Management System usually defines as a platform that deals with contact management, sales and marketing of the company. Thus, the system is important for any organisation to enhance its business (salesforce, 2023).

[bookmark: _Toc141288612]Purpose of Customer Relationship Management System
The main purpose of the Customer Relationship Management System is to build strong relationships with their customer in terms of the business. This system also aims to facilitate the growth of the organisation as well as it aims to enhance customer services. Customer Relationship Management also influences the retention of old customers and engaging new customers to improve their relationship with them. Along with this, the system helps them to cut the cost of acquiring a new customer by providing new strategies and policies (Al-Gasawneh et al., 2022). This system provides the data for consumer behaviour and preferences that makes their work easy for taking measures.


[bookmark: _Toc141288613]Importance of Customer Relationship Management System

Increase customers relationship 
A Customer Relationship Management System enables the ability to prove information related to customer behaviour and preferences that make the system more valuable to the organisation (Sanesquare, 2023). This system helps to monitor customer news concerning the tacit knowledge and strategical decision-making of Booking.com. Thus, the company gets to know the patterns of customer behaviour, new trends in the market and can utilise information to take develop target marketing strategies and sales initiatives. In relation to this, Booking.com uses the Customer Relationship Management System to retain their customers to communicate with them through their managers and feel them valuable to the company.

Generate more sales 
Booking.com generates more sales through Customer Relationship Management System as they use it to enhance the relationship between the customers and the company with an increased level of communication simultaneously. The salesforce is a cloud-based platform in the Customer Relationship Management System that enables Booking.com to manage their customer's data and let them interact with the customer through emails, phone and social media. This in turn influences the customer base of Booking.com and spread a clear message of care and value to the customers. This system allows Booking.com to get quick access to the customer view and gather tacit data from them. 

[bookmark: _Toc141288614]Strengths, weaknesses, and effects of different systems on Booking.com

[bookmark: _Toc141288615]Enterprise Resource Planning Systems
The Enterprise Resource Planning (ERP) Systems in Booking.com provides the customer with numerous strengths as well as weaknesses (Bogonko and Ogalo, 2019). 


Strengths of this system 
Firstly, Booking.com centralises all the data from the different departments like finance, inventory, and customer services into a single network. This helps the organisation in getting real-time insights and evaluations that help in taking better organisational decisions. Next comes the streamlined approach followed by the organisation to execute plans, leading to increased efficiency, productivity, sales, and profitability. The organisation uses many automated systems for performing different tasks, leading to decreased manual errors and enhancing accuracy and customer satisfaction. Promoting the use of data-driven analytics helps the organisation to swiftly adapt to the changing demands of the market (Tavana et al., 2020).

Weaknesses of this system 
Along with offering many advantages, the ERP system of the organisation also has certain weaknesses. One of the biggest issues regarding the systems is the cost required to implement the systems in the organisation. Along with the growth of the company in different other sectors, the diversity of the employees, products, services, and customer preferences also gets increased. Handling the vast diversity may become very difficult to accommodate for the system, leading to potential inflexibility. Integrating new technologies into the pre-existing ERP system may be very difficult at times, causing the crashing of the previous systems and erosion of data. A centralised system has huge risks of facing system failure if the main network is not protected effectively. Further, making the systems more complex requires proper training to be provided to the employees, impacting user adoption and productivity (Sutduean et al., 2019).

Impact of this system on the organisational functions

Impact on the Sales 
The ERP system employed in Booking.com has a positive impact on the streamlined model of planning and execution, providing real-time insights and enhancing inventory management. The data-driven decision-making tools have contributed to increased sales and profitability of the company (Obrenovic et al., 2020).
Impact on the Marketing 
The ERP system at Booking.com has improved the marketing efforts and outcomes with access to valuable and diversified customer data. The evolving technologies have enabled personalised marketing campaigns, facilitating better customer targeting and resulting in better consumer engagement and increased sales (Langenwalter, 2020). 
Impact on Operation 
The operations at Booking.com have significantly improved by centralising the customer data, streamlining the processes, and enhancing effective communication between different departments and with the customers. This has resulted in decreased errors, proper use of resources, and efficient operations, resulting in increased productivity and profitability (Chofreh et al., 2020). 
[bookmark: _Toc141288616]Customer Relationship Management Systems
Similar to the ERP system, the Customer Relationship Management (CRM) System also provides the organisation with certain strengths and weaknesses (Buttle and Maklan, 2019).
Strengths of this system 
The CRM at Booking.com offers several strengths that enable efficient customer interaction and developed business performance. The centralisation of customer data has greatly aided the organisation to look into customer preferences and understand the rising demands very efficiently. This facilitates personalised marketing depending on individual preferences and tailored offers, fostering consumer satisfaction and loyalty. These strategies enable the organisation to retain repeated customers to avail of the innovative offers provided online. The customer support process is very much streamlined, providing efficient assistance and solutions to the queries of the customers. Further, the CRM at Booking.com enables targeted communication and collection of valuable consumer feedback, leading to further developments according to the issues. The data-driven insights help in strategic decision-making processes, enhancing the organisation to adapt to the changing demands of the customers and further driving the growth of the business (Setiawati et al., 2019).

Weaknesses of this system
The CRM system of the organisation also provides certain weaknesses along with the strengths that get incorporated into the organisation. Primarily, handling such a huge quantity of customer data and analysing the data is not an easy process. Overloading may cause the systems to crash or even may lead to different potential data quality issues. The implementation and maintenance of the CRM systems require huge costs, making the process a financial burden for the company. The increasing complexity of the systems might require on-job training of employees to allow them to use the systems effectively. Additionally, total dependence on CRM data for decision-making may limit the solutions implemented by the organisation. The decision-making body of the organisation must take effective decisions based on a deeper understanding of market trends (Foltean et al., 2019). 

Impact of this system on different functions
Impact on the Finance 
The incorporation of the CRM systems in Booking.com has positively impacted finance by optimising customer interaction, leading to better customer satisfaction and engagement. This in return generates better revenues and improves the financial performance of the company. 

Impact on the Human Resource Management
The CRM has enabled customers to provide valuable feedback, further allowing the employees to better understand the customer's needs. The performance of Human Resource Management gets improved by the customer data, guiding the employees effectively to perform specific tasks. This results in the overall satisfaction of the employees, thus promoting good HRM practices. 


[bookmark: _Toc141288617]Challenges and Recommendations in deploying the information systems 

[bookmark: _Toc141288618]Explain the challenges that the firm has faced while deploying this system 
Various types of challenges are being faced by the organisation while deploying the information systems like Customer Relationship Management (CRM) and Enterprise Resource Planning (ERP). 



Integration Complexity
Integrating the new CRM and ERP systems within the existing infrastructure is very difficult because the seamless data flow between the pre-existing systems may get damaged. This may introduce errors in the systems and hamper the normal operations of the organisation. 

Data Migration
Migrating a vast amount of data into the CRM and ERP systems from scattered networks and systems was a very difficult task to perform. Ensuring proper security and data accuracy is a very difficult task that requires meticulous planning to prevent data loss.

Employee Training
Successful implementation of the data tools is only possible by training well the employees to use these new systems. The systems are very complex and require employees to adopt new methodologies in approaching specific problems. 

People resistant to change
Most of the employees are likely to get accustomed to the existing processes, and reluctant to adopt new methods and technologies. This created many disruptions in the workplace while the systems were being incorporated into the organisation. 

Cost and Time Overruns
Implementation of the new technologies is very time taking and expensive leading to cost overruns and delays at times. These problems were also faced by Booking.com while incorporating the CRM and ERP systems. 

Data security and Privacy Concerns
A centralised system or a network assigned to hold all the valued information of the consumers’ needs to be protected very effectively. Slight negligence may lead to data erosion and privacy issues. 




Customisations and Scalability
The newly incorporated CRM and ERP systems required a lot of customisation to meet the unique business needs of Booking.com. The systems must be such that new developments are possible to be included in the systems in the future. 

User Adoption and Engagement
Effective communication and training methods were being implemented in the organisation to educate the employees and improve the quality of customer services by using the systems. Encouraging the users to adapt to the new systems and enhance consumer engagement was very much crucial for the successful business of Booking.com (Tavana et al., 2020).


[bookmark: _Toc141288619]Recommendations to overcome these challenges 
The following strategies that can be followed to successfully overcome the challenges faced by the organisation can be mentioned as proper training of employees, thorough vendor evaluation, and comprehensive planning. 

Comprehensive Planning  
Proper planning is always a crucial part of implementing new systems and technologies in an organisation. Developing a proper plan includes timelines, milestones, and different contingency measures. Anticipating potential challenges and constructing effective solutions is part of proper and effective planning. The employees should have experience in handling complex IT projects and be capable of coordinating between teams (Niemimaa et al., 2019). 
Thorough Vendor Evaluation  
Careful evaluation of the CRM and ERP vendors based on the feedback of the customers is very crucial. Choosing self-motivated employees and vendors providing robust support and training services was very important for the success of Booking.com

Proper employee training and communication  
Conducting effective training sessions and engaging the managers and trainers in open communications with the workforce to explain the benefits of the CRM and ERP systems was very effective. 

Incremental deployment  
Deploying the systems in several phases and not at a time allows the employees to get accustomed to how the systems operate. This process of gradual deployment allows better control of the employees over the systems incorporated. 


Data security measures  
Prioritising data management and security are very crucial for incorporating successfully such data-based systems into organisations. Running multiple assessments and frequent audits to improve the security protocols is important to stay ahead of the data issues (Gil-Gomez et al., 2020). 

Change of management strategy  
The involvement of the employees in decision-making processes is very crucial to make the people understand the benefits of the newly incorporated systems. Providing continuous support to the employees during the change and making people understand the different issues and respective solutions during the operation of the systems is beneficial.






[bookmark: _Toc141288620]Conclusion 
[bookmark: _Toc141288621]Modern-day businesses have become much more customer oriented, focusing on personalised offerings and advertisements. The information systems like Enterprise Resource Planning and Customer Resource management have become very crucial tools that drive the success of organisations. This report has successfully concentrated on the products, business modules, and value chains of Booking.com, a leisure traveling business organisation. Proper explanations have been given based on the knowledge requirements of the organisation and the ways the knowledge helps in making different organisational decisions. The importance of the two systems in Booking.com has been showcased in detail. Further, critical evaluation of the strengths and weaknesses of the organisations have been discussed, keeping an eye on the ways that can assist to make effective decisions. Further, the critical issues faced while incorporating the information systems along with recommendations for different ways to overcome them have been successfully discussed. 
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