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[bookmark: _Toc231149015]Introduction
The modern workplace is increasingly dependent on information and knowledge as strategic resources. Organisations generate significant volumes of data through daily operations, customer interactions, financial transactions, and employee activities. However, data alone has limited value unless it is transformed into meaningful information and actionable knowledge.
Knowledge management refers to the systematic process of creating, capturing, organising, storing, sharing, and applying knowledge to achieve organisational objectives. As organisations face rapid technological advancement, workforce mobility, and changing government regulations, the ability to manage knowledge effectively becomes a critical success factor.
This strategic action plan outlines how the organisation can develop a comprehensive knowledge management culture that supports operational efficiency, organisational learning, innovation, and long-term sustainability.
The modern hairdressing industry operates within a highly competitive environment where customer satisfaction, employee expertise, innovation, and service quality determine business success. While physical assets such as salon premises and equipment remain important, organisational knowledge has become one of the most valuable resources available to salon managers.
Knowledge management refers to the systematic process of creating, capturing, storing, sharing and applying knowledge to improve organisational performance (Dalkir, 2021). In service-based industries such as hairdressing, employee knowledge and customer information directly influence service quality and business outcomes. Consequently, organisations that effectively manage knowledge are better positioned to improve efficiency, retain customers and achieve sustainable growth.
This report presents a strategic knowledge management plan for a hairdressing salon. The aim is to enhance organisational efficiency through the effective collection, storage, sharing and utilisation of knowledge assets.






[bookmark: _Toc231149016] Evaluation of the Concept of Knowledge Management
[bookmark: _Toc231149017]Relationship Between Data, Information and Knowledge
One of the most widely recognised models within knowledge management is the Data-Information-Knowledge-Wisdom (DIKW) hierarchy (Rowley, 2007). This framework demonstrates how raw data is transformed into actionable organisational knowledge.
[bookmark: _Toc231149018]Data
Data represents unprocessed facts and figures. Within a hairdressing salon, examples include:
· Daily appointment numbers
· Product sales figures
· Customer ages
· Staff attendance records
Although useful, data alone provides limited value because it lacks context.
Understanding the distinction between data, information, and knowledge is fundamental to effective knowledge management.
Data consists of raw facts, figures, observations, and measurements that have not yet been processed or interpreted. Examples include:
· Sales figures
· Customer names
· Attendance records
· Transaction dates
Data by itself provides limited value because it lacks context and meaning.
[bookmark: _Toc231149019]Information
Information is created when data is organised, analysed, and contextualised to provide meaning. For example:
· Monthly sales reports
· Employee turnover statistics
· Customer satisfaction results
Information enables organisations to understand events and trends occurring within the business.
Information is created when data is organised and interpreted. For example, appointment data can be analysed to identify:
· Peak booking periods
· Most popular services
· Average customer spending
Information allows managers to understand operational performance and identify trends.

[bookmark: _Toc231149020]Knowledge
Knowledge is developed when information is combined with experience, interpretation, judgement, and expertise. Knowledge enables individuals and organisations to make informed decisions and take effective action.
Examples include:
· Understanding why customer satisfaction has declined
· Identifying methods to improve productivity
· Recognising risks associated with regulatory changes
The relationship can be summarised as:
Data → Information → Knowledge → Action
Knowledge management focuses on transforming organisational data and information into actionable knowledge that supports decision-making and organisational performance.
Knowledge develops when information is combined with experience, judgement and expertise (Davenport & Prusak, 1998).
For example, a salon manager may analyse appointment trends and determine that extending evening opening hours would increase revenue. This decision demonstrates the application of knowledge rather than simply possessing information.


[bookmark: _Toc231149021]Wisdom
Wisdom represents the ability to make strategic decisions using accumulated knowledge and experience.
For example, recognising that increased demand for sustainable hair products aligns with wider consumer trends may lead the salon to introduce environmentally friendly product ranges.
The DIKW model highlights how businesses transform raw operational data into strategic decision-making capabilities. However, critics argue that the model oversimplifies the relationship between information and knowledge because human interpretation remains highly subjective (Frické, 2009).




















[bookmark: _Toc231149022]Relationship Between Individual and Organisational Knowledge
Knowledge within a salon exists at both individual and organisational levels.
[bookmark: _Toc231149023]Individual Knowledge
Hairdressers possess significant tacit knowledge acquired through experience and practice.
Examples include:
· Colour correction techniques
· Consultation skills
· Customer relationship management
· Trend awareness
Tacit knowledge is difficult to document because it often involves intuition and practical expertise (Nonaka & Takeuchi, 1995).
[bookmark: _Toc231149024]Organisational Knowledge
Organisational knowledge exists independently of individual employees.
Examples include:
· Service procedures
· Health and safety policies
· Customer databases
· Training manuals
· Standard operating procedures







[bookmark: _Toc231149025]SECI Model
Nonaka and Takeuchi's (1995) SECI model explains how tacit and explicit knowledge interact through four stages:
1. Socialisation
2. Externalisation
3. Combination
4. Internalisation
Within a salon, experienced stylists mentor junior employees through observation and coaching. This process converts tacit knowledge into explicit organisational knowledge that can be shared across the business.
Failure to capture employee expertise creates risks. If a senior stylist leaves the organisation, valuable knowledge may be lost. Therefore, effective knowledge management systems are required to transfer knowledge from individuals to the organisation.
















[bookmark: _Toc231149026]SECI Knowledge Conversion Model Applied to Maples Hair and Beauty
                    SECI KNOWLEDGE CONVERSION MODEL
                     MAPLES HAIR AND BEAUTY

┌──────────────────────────────────────────────────────────────┐
│ 1. SOCIALISATION (Tacit → Tacit)                            │
│                                                              │
│ Knowledge shared through observation and experience.         │
│                                                              │
│ Examples:                                                    │
│ • Junior stylists observing senior stylists                 │
│ • Shadowing colour correction procedures                    │
│ • Team discussions regarding customer needs                 │
│ • Demonstrations of new cutting techniques                  │
└──────────────────────────────────────────────────────────────┘
                               │
                               ▼
┌──────────────────────────────────────────────────────────────┐
│ 2. EXTERNALISATION (Tacit → Explicit)                        │
│                                                              │
│ Converting personal expertise into documented knowledge.     │
│                                                              │
│ Examples:                                                    │
│ • Creating colour formulation guides                        │
│ • Writing consultation procedures                           │
│ • Recording training videos                                 │
│ • Producing best-practice documents                         │
└──────────────────────────────────────────────────────────────┘
                               │
                               ▼
┌──────────────────────────────────────────────────────────────┐
│ 3. COMBINATION (Explicit → Explicit)                         │
│                                                              │
│ Combining existing information into organised knowledge.     │
│                                                              │
│ Examples:                                                    │
│ • Integrating Booksy customer data with sales records       │
│ • Creating staff training manuals                           │
│ • Producing monthly KPI reports                             │
│ • Developing operational procedure documents                │
└──────────────────────────────────────────────────────────────┘
                               │
                               ▼
┌──────────────────────────────────────────────────────────────┐
│ 4. INTERNALISATION (Explicit → Tacit)                        │
│                                                              │
│ Employees apply documented knowledge through practice.       │
│                                                              │
│ Examples:                                                    │
│ • Staff using training manuals during work                  │
│ • Applying customer consultation procedures                 │
│ • Learning new colouring techniques                         │
│ • Implementing customer service standards                   │
└──────────────────────────────────────────────────────────────┘
                               │
                               ▼
                    CONTINUOUS LEARNING CYCLE
                               │
                               └─────────────► Back to
                                              SOCIALISATION

Nonaka and Takeuchi's (1995) SECI model explains how knowledge is created and transferred within organisations through a continuous process of socialisation, externalisation, combination and internalisation. Within Maples Hair and Beauty, socialisation occurs naturally through mentoring relationships, where junior stylists learn techniques by observing experienced colleagues. While this approach supports skills development, it also creates risks because valuable knowledge remains largely tacit and dependent upon individual employees.
Externalisation therefore becomes particularly important within the salon environment. By documenting consultation procedures, colour formulations and service standards, tacit expertise can be converted into explicit organisational knowledge. This reduces dependence on key individuals and supports knowledge retention when employees leave the business.
The combination stage can be enhanced through greater utilisation of Booksy data. Customer records, appointment histories and sales information can be integrated to create performance reports and operational insights. Finally, internalisation occurs when employees apply documented procedures and training materials within their daily work, transforming explicit knowledge back into tacit expertise through practical experience.
Although the SECI model provides a valuable framework for organisational learning, critics argue that it assumes knowledge transfer occurs more easily than in practice. Factors such as organisational culture, employee motivation and time constraints can limit knowledge sharing (Hislop, Bosua & Helms, 2018). Therefore, successful implementation within Maples Hair and Beauty requires management support, regular training opportunities and incentives that encourage knowledge-sharing behaviours.








[bookmark: _Toc231149027]Business Case for Knowledge Collection and Distribution
[bookmark: _Toc231149028]Strategic Importance
The Knowledge-Based View of the firm suggests that knowledge represents a key source of competitive advantage (Grant, 1996).
For a hairdressing salon, effective knowledge management can:
· Improve customer satisfaction
· Increase productivity
· Reduce operational errors
· Enhance service consistency
· Support innovation
Knowledge therefore becomes a strategic business asset rather than merely an administrative function.

Benefits of Knowledge Collection
Knowledge collection provides numerous organisational benefits.
Improved Customer Experience
Recording customer preferences allows stylists to personalise services and improve satisfaction.
Increased Revenue
Analysis of sales and booking information helps identify profitable services and opportunities for growth.
Staff Development
Knowledge sharing supports continuous professional development and skills enhancement.
Compliance
Documented procedures support compliance with health and safety legislation and GDPR requirements.
 Risks of Poor Knowledge Management
Without effective KIM processes, the salon faces several risks:
· Loss of knowledge when staff leave
· Inconsistent customer service
· Reduced productivity
· Regulatory non-compliance
· Information security breaches
Consequently, investment in knowledge management should be viewed as a strategic necessity rather than an operational expense.




















[bookmark: _Toc231149029]Current Knowledge Assets within the Hairdressing Salon
[bookmark: _Toc231149030]Organisational Context
Maples Hair and Beauty operates within the personal services sector, where service quality is largely dependent upon employee expertise and customer relationships. Unlike manufacturing organisations that rely heavily upon physical assets, salons derive much of their value from intangible assets such as:
· Employee skills and experience 
· Customer relationships 
· Product knowledge 
· Brand reputation 
· Business processes 
· Service innovation 
These assets collectively form the organisation's intellectual capital (Stewart, 1997).
The salon currently benefits from several forms of knowledge:
Human Capital
Human capital refers to employee skills, expertise, qualifications, and experience.
Examples within Maples Hair and Beauty include:
· Colour correction expertise 
· Advanced cutting techniques 
· Product application knowledge 
· Consultation skills 
· Customer relationship management 
Structural Capital
Structural capital refers to knowledge retained within organisational systems.
Examples include:
· Booksy customer records 
· Health and safety procedures 
· Appointment management processes 
· Product supplier information 
Relational Capital
Relational capital consists of knowledge derived from relationships with customers, suppliers, and stakeholders.
Examples include:
· Customer loyalty 
· Customer preferences 
· Supplier relationships 
· Online reviews 
Collectively, these assets contribute significantly to organisational performance and should therefore be actively managed and protected.
















[bookmark: _Toc231149031]Proposed SWOT Analysis of Current Knowledge Management Practices
	Strengths
	Weaknesses

	Experienced staff members
	Knowledge sharing largely informal

	Established customer base
	Limited documented procedures

	Booksy provides customer data
	Dependence on key individuals

	Positive customer relationships
	No formal knowledge repository

	Strong team culture
	Inconsistent knowledge capture



	Opportunities
	Threats

	Digital knowledge sharing tools
	Staff turnover

	Continuous professional development
	Cybersecurity threats

	Enhanced customer analytics
	GDPR compliance risks

	AI-driven customer insights
	Increased competition

	Expanded service offerings
	Loss of tacit knowledge


Critical Analysis
The SWOT analysis demonstrates that while the salon possesses considerable tacit knowledge, current systems rely heavily upon individual expertise. According to Nonaka and Takeuchi (1995), excessive dependence upon tacit knowledge creates organisational vulnerability because knowledge cannot easily be transferred or retained. Consequently, the organisation should focus on converting tacit knowledge into explicit organisational knowledge through documentation, training resources, and structured knowledge-sharing activities.
The salon currently possesses several important knowledge assets.





[bookmark: _Toc231149032]Existing Information Storage Systems
Current information systems may include:
	System
	Purpose

	Salon booking software
	Appointment management

	CRM system
	Customer records

	Cloud storage
	Documents and policies

	Payroll software
	Employee records

	Social media platforms
	Marketing analytics

	Point-of-sale systems
	Financial data


Although these systems provide valuable information, integration between platforms is often limited. This can result in information silos that reduce organisational efficiency.
















[bookmark: _Toc231149033]Strategic Framework for a Knowledge Management Culture
The proposed framework consists of five stages.
Stage 1: Knowledge Creation
Knowledge is generated through:
· Customer feedback
· Training activities
· Industry events
· Employee experience
Stage 2: Knowledge Capture
Methods include:
· Training records
· Procedure manuals
· Video demonstrations
· Staff meetings
Stage 3: Knowledge Storage
Knowledge should be stored within a central digital repository using secure cloud technology.
Stage 4: Knowledge Sharing
Sharing mechanisms include:
· Team meetings
· Mentoring programmes
· Internal training sessions
· Digital knowledge libraries
Stage 5: Knowledge Application
Knowledge should inform:
· Customer consultations
· Service delivery
· Product recommendations
· Strategic business decisions
This framework promotes continuous learning and organisational development.


























KNOWLEDGE MANAGEMENT FRAMEWORK FOR MAPLES HAIR AND BEAUTY

                    EXTERNAL KNOWLEDGE SOURCES
         (Industry Trends, Suppliers, Training, Regulations)
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│                  KNOWLEDGE CREATION                        │
│ • Staff experience                                         │
│ • Customer feedback                                        │
│ • Product training                                         │
│ • Industry seminars                                        │
│ • Social media trends                                      │
└────────────────────────────────────────────────────────────┘
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│                  KNOWLEDGE CAPTURE                         │
│ • Booksy customer records                                  │
│ • Consultation forms                                       │
│ • Staff meetings                                           │
│ • Training records                                         │
│ • Lessons learned reviews                                  │
└────────────────────────────────────────────────────────────┘
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│                  KNOWLEDGE STORAGE                         │
│ • Booksy database                                           │
│ • Cloud document storage                                    │
│ • Staff handbook                                            │
│ • Policies and procedures                                   │
│ • Training materials                                        │
└────────────────────────────────────────────────────────────┘
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│                  KNOWLEDGE SHARING                         │
│ • Team meetings                                             │
│ • Mentoring                                                 │
│ • Staff training sessions                                   │
│ • Internal communications                                   │
│ • Best practice guides                                      │
└────────────────────────────────────────────────────────────┘
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│               KNOWLEDGE IMPLEMENTATION                     │
│ • Improved customer consultations                           │
│ • Enhanced service quality                                  │
│ • Better product recommendations                            │
│ • More effective scheduling                                 │
│ • Strategic decision-making                                 │
└────────────────────────────────────────────────────────────┘
                                   │
                                   ▼
┌────────────────────────────────────────────────────────────┐
│              BUSINESS PERFORMANCE OUTCOMES                │
│ • Increased customer retention                              │
│ • Higher revenue                                            │
│ • Reduced knowledge loss                                    │
│ • Improved employee performance                             │
│ • Competitive advantage                                     │
└────────────────────────────────────────────────────────────┘
                                   ▲
                                   │
                    CONTINUOUS IMPROVEMENT LOOP

The Knowledge Management Framework demonstrates how knowledge is created, captured, stored, shared and implemented within Maples Hair and Beauty. The framework integrates customer information collected through Booksy, employee expertise, training activities and external industry knowledge. Continuous monitoring through Key Performance Indicators (KPIs) and customer feedback enables organisational learning and supports ongoing improvement. The framework is consistent with knowledge management principles proposed by Nonaka and Takeuchi (1995) and Dalkir (2021), which emphasise the importance of converting individual knowledge into organisational knowledge to improve business performance.























[bookmark: _Toc231149034]Strategic Action Plan
	Objective
	Action
	Responsibility
	Timescale

	Improve knowledge capture
	Create digital knowledge repository
	Salon Manager
	3 months

	Enhance staff learning
	Implement monthly training sessions
	Senior Stylist
	Ongoing

	Improve customer insight
	Upgrade CRM system
	Salon Owner
	6 months

	Reduce knowledge loss
	Introduce staff handover procedures
	HR Lead
	3 months

	Improve information security
	Implement multi-factor authentication
	IT Provider
	2 months

	Measure performance
	Develop KPI dashboard
	Management Team
	6 months



[bookmark: _Toc231149035]Key Performance Indicators
The following KPIs will measure the effectiveness of the knowledge management strategy.
	KPI
	Target

	Customer retention rate
	90%

	Repeat booking rate
	85%

	Employee training completion
	100%

	Knowledge repository usage
	80% staff participation

	Customer satisfaction score
	Above 95%

	Average service revenue
	Increase by 10% annually

	Information retrieval time
	Reduce by 50%

	Staff turnover rate
	Below 10%


These indicators support evidence-based decision-making and continuous improvement.
[bookmark: _Toc231149036] Proposed Knowledge Management and Business Performance KPI Dashboard
	KPI Category
	KPI
	Current Position (Example)
	Target
	Data Source
	Review Frequency

	Customer Performance
	Customer Retention Rate
	82%
	90%
	Booksy Customer Records
	Monthly

	Customer Performance
	Repeat Booking Rate
	75%
	85%
	Booksy
	Monthly

	Customer Performance
	Customer Satisfaction Score
	4.6/5
	4.8/5
	Customer Reviews
	Monthly

	Operational Efficiency
	Average Appointment Utilisation
	78%
	90%
	Booksy Calendar Data
	Monthly

	Operational Efficiency
	Appointment No-Show Rate
	8%
	Below 4%
	Booksy Reports
	Monthly

	Knowledge Management
	Staff Training Completion
	70%
	100%
	Training Records
	Quarterly

	Knowledge Management
	Knowledge Repository Usage
	0%
	80%
	Knowledge System Analytics
	Monthly

	Knowledge Management
	Documented Procedures Completed
	40%
	100%
	Internal Audit
	Quarterly

	Employee Performance
	Staff Retention Rate
	85%
	95%
	HR Records
	Annually

	Financial Performance
	Average Client Spend
	£42
	£50
	POS System
	Monthly

	Financial Performance
	Retail Product Sales
	£1,500/month
	£2,000/month
	Sales Reports
	Monthly

	Information Security
	GDPR Compliance Incidents
	1
	0
	Compliance Records
	Monthly

	Information Security
	Data Backup Success Rate
	95%
	100%
	IT Reports
	Weekly








Customer Retention Rate
Customer retention is a critical indicator within service-based organisations because acquiring new customers is typically more expensive than retaining existing customers. Information collected through Booksy enables management to monitor customer loyalty patterns and identify opportunities to improve service quality.
Repeat Booking Rate
Repeat bookings indicate customer satisfaction and trust in the salon's services. According to relationship marketing theory, repeat purchasing behaviour is strongly associated with long-term organisational profitability.
Staff Training Completion
This KPI directly measures organisational learning and supports the SECI model's internalisation phase. High completion rates indicate successful transfer of explicit knowledge into employee practice.
Knowledge Repository Usage
One weakness identified within Maples Hair and Beauty is the reliance on tacit knowledge. Measuring repository usage ensures employees actively engage with organisational knowledge resources.
Appointment Utilisation
This operational KPI measures efficiency and supports capacity planning. Data generated through Booksy can identify underutilised appointment periods and support targeted marketing initiatives.
GDPR Compliance Incidents
Since the salon stores customer contact information, service histories and payment information, compliance with UK GDPR legislation is essential. Monitoring incidents helps reduce legal and reputational risk.







[bookmark: _Toc231149037]Linking KPIs to Strategic Objectives
	Strategic Objective
	Supporting KPI

	Improve customer satisfaction
	Customer Satisfaction Score

	Increase customer loyalty
	Customer Retention Rate

	Improve operational efficiency
	Appointment Utilisation Rate

	Enhance knowledge sharing
	Knowledge Repository Usage

	Improve employee capability
	Training Completion Rate

	Increase revenue
	Average Client Spend

	Strengthen information security
	GDPR Compliance Incidents

	Reduce knowledge loss
	Documented Procedures Completed

















[bookmark: _Toc231149038]Information Requirements
To support strategic and operational decisions, the salon requires:
Customer Information
· Preferences
· Contact details
· Service history
Financial Information
· Revenue
· Profit margins
· Product sales
Human Resource Information
· Training records
· Attendance
· Performance reviews
Marketing Information
· Social media engagement
· Promotional campaign results
· Customer demographics
Managers should ensure information remains accurate, relevant and up to date.









Information Lifecycle Model

INFORMATION LIFECYCLE MODEL FOR MAPLES HAIR AND BEAUTY

┌──────────────────────────────┐
│ 1. INFORMATION CREATION      │
│                              │
│ • Customer bookings          │
│ • Consultation records       │
│ • Staff training records     │
│ • Sales transactions         │
│ • Customer feedback          │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 2. INFORMATION COLLECTION    │
│                              │
│ • Booksy booking system      │
│ • Consultation forms         │
│ • Staff records              │
│ • Product sales systems      │
│ • Social media analytics     │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 3. INFORMATION STORAGE       │
│                              │
│ • Booksy database            │
│ • Cloud storage              │
│ • Payroll software           │
│ • Staff handbook             │
│ • Policy documentation       │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 4. INFORMATION PROCESSING    │
│                              │
│ • KPI calculations           │
│ • Customer trend analysis    │
│ • Revenue analysis           │
│ • Staff performance reviews  │
│ • Business reporting         │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 5. INFORMATION SHARING       │
│                              │
│ • Team meetings              │
│ • Staff training sessions    │
│ • Management reports         │
│ • Customer communications    │
│ • Marketing activities       │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 6. INFORMATION USE           │
│                              │
│ • Decision making            │
│ • Service improvement        │
│ • Customer retention         │
│ • Workforce planning         │
│ • Strategic planning         │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 7. INFORMATION ARCHIVING     │
│                              │
│ • Historical customer data   │
│ • Financial records          │
│ • Training records           │
│ • Compliance documentation   │
└──────────────────────────────┘
               │
               ▼
┌──────────────────────────────┐
│ 8. INFORMATION DISPOSAL      │
│                              │
│ • GDPR-compliant deletion    │
│ • Secure document shredding  │
│ • Data retention policies    │
│ • Secure destruction methods │
└──────────────────────────────┘
               │
               ▼
        CONTINUOUS REVIEW
        AND IMPROVEMENT

The Information Lifecycle Model illustrates how information is managed from creation through to disposal. Within Maples Hair and Beauty, information is initially created through customer bookings, consultations, staff training activities and sales transactions. This information is collected primarily through the Booksy system and supporting business records before being stored within organisational databases and cloud-based systems.
Effective processing of information enables the salon to generate management information such as customer retention statistics, appointment utilisation rates and sales performance indicators. According to Chaffey and White (2011), organisations derive value from information only when it is transformed into actionable knowledge that supports decision-making.
The sharing and use stages are particularly important within service organisations because they facilitate organisational learning and continuous improvement. Information derived from customer feedback and business performance analysis can be used to improve service quality, increase operational efficiency and support strategic decision-making.
The final stages of archiving and disposal are equally important because organisations must comply with legal and regulatory requirements relating to data retention and privacy. UK GDPR requires businesses to retain information only for as long as necessary and to dispose of personal data securely when it is no longer required. Failure to manage information appropriately throughout its lifecycle may expose organisations to financial penalties, reputational damage and operational risks.




















[bookmark: _Toc231149039]Protecting Confidentiality, Integrity and Availability
The CIA Triad provides a recognised framework for information security (ISO 27001, 2022).
Confidentiality
Measures include:
· Password protection
· Role-based access controls
· Staff confidentiality agreements
Integrity
Measures include:
· Audit trails
· Data validation
· Version control
Availability
Measures include:
· Cloud backups
· Disaster recovery plans
· System maintenance schedules
Compliance with UK GDPR is essential because salons collect and store personal customer information.
 Recommendations
1. Develop a formal Knowledge Management Policy.
2. Implement a cloud-based knowledge repository.
3. Standardise knowledge-sharing procedures.
4. Increase investment in employee training.
5. Strengthen information security controls.
6. Introduce quarterly KPI reviews.
7. Conduct annual knowledge audits.
These actions will improve operational efficiency and support long-term business growth.


























[bookmark: _Toc231149040]Knowledge Audit of Maples Hair and Beauty
A knowledge audit is a systematic assessment of the knowledge assets that exist within an organisation and how effectively they are managed (Dalkir, 2021). Conducting a knowledge audit enables organisations to identify critical knowledge resources, potential gaps, and risks associated with knowledge loss.
Within Maples Hair and Beauty, knowledge exists in both tacit and explicit forms. Tacit knowledge is embedded within employee skills, experience and professional judgement, whereas explicit knowledge is documented and stored within organisational systems (Nonaka & Takeuchi, 1995).

[bookmark: _Toc231149041] Knowledge Audit
	Knowledge Asset
	Knowledge Type
	Importance
	Risk if Lost

	Senior stylist colouring expertise
	Tacit
	High
	High

	Advanced cutting techniques
	Tacit
	High
	High

	Customer consultation skills
	Tacit
	High
	Medium

	Booksy customer database
	Explicit
	High
	High

	Client colour histories
	Explicit
	High
	High

	Health and safety procedures
	Explicit
	High
	Medium

	Product knowledge
	Tacit/Explicit
	High
	Medium

	Social media marketing knowledge
	Tacit
	Medium
	Medium

	Staff training materials
	Explicit
	Medium
	Low

	Supplier relationships
	Tacit
	Medium
	Medium


The audit demonstrates that many of the salon's most valuable assets are tacit in nature and therefore vulnerable to loss if experienced employees leave the organisation. This finding supports the need for a formal knowledge management strategy that captures employee expertise and converts it into explicit organisational knowledge.



Knowledge Management Risks
Knowledge represents a strategic organisational resource; however, ineffective management can expose businesses to significant operational and financial risks.
Knowledge Management Risk Assessment
	Risk
	Potential Impact
	Proposed Control

	Staff turnover
	Loss of specialist expertise
	Knowledge repository and mentoring

	GDPR breach
	Regulatory penalties and reputational damage
	Staff training and access controls

	Cyberattack
	Data loss and operational disruption
	Cloud backups and MFA

	Inconsistent procedures
	Variable customer experience
	Standard operating procedures

	Information overload
	Reduced decision-making effectiveness
	KPI dashboard

	Poor documentation
	Reduced efficiency
	Document management system


From a strategic perspective, staff turnover represents the greatest risk because much of the salon's competitive advantage derives from employee expertise and customer relationships. Grant (1996) argues that organisational knowledge is often the most significant source of sustainable competitive advantage, highlighting the importance of protecting and retaining knowledge assets.








[bookmark: _Toc231149042]Managing Information Overload
Whilst access to information can improve decision-making, excessive information can create significant challenges. Eppler and Mengis (2004) define information overload as a situation in which individuals receive more information than they can effectively process.
Within Maples Hair and Beauty, information is generated through:
· Booksy appointment data
· Customer reviews
· Social media analytics
· Product sales records
· Employee performance information
· Financial reports
Without effective filtering mechanisms, managers may struggle to identify information that is strategically relevant. This can result in slower decision-making and reduced organisational efficiency.
The proposed KPI dashboard addresses this issue by transforming large volumes of operational data into concise performance indicators. Rather than analysing every individual booking or customer interaction, management can focus on key measures such as customer retention, appointment utilisation and average customer spend.
This approach aligns with the DIKW hierarchy because raw data is transformed into meaningful information and ultimately organisational knowledge that supports strategic decision-making (Rowley, 2007).









 Change Management Strategy
The successful implementation of a Knowledge Information Management strategy requires organisational change. Lewin's (1947) Three-Stage Change Model provides a useful framework for managing this process.
Unfreeze
The first stage involves creating awareness of the need for change.
At Maples Hair and Beauty this includes:
· Identifying knowledge management weaknesses
· Communicating risks associated with knowledge loss
· Demonstrating benefits of improved KIM processes
· Securing employee support
Change
The second stage involves implementing new practices.
Examples include:
· Creating a digital knowledge repository
· Introducing documented procedures
· Establishing regular knowledge-sharing meetings
· Implementing KPI monitoring
During this stage management should provide training and support to employees to encourage adoption of new systems.
Refreeze
The final stage involves embedding new practices into organisational culture.
Examples include:
· Making knowledge-sharing part of performance reviews
· Incorporating procedures into staff induction
· Conducting regular knowledge audits
· Monitoring compliance through KPI reviews
Lewin's model emphasises that organisational change must be actively managed to ensure long-term success. Without reinforcement, employees may revert to previous behaviours and the benefits of knowledge management may not be realised.


























[bookmark: _Toc231149043]Cost-Benefit Analysis
The implementation of knowledge management initiatives requires investment; however, these costs should be evaluated against anticipated organisational benefits.
Cost-Benefit Analysis
	Initiative
	Estimated Cost
	Expected Benefit

	Cloud knowledge repository
	£250 per year
	Improved knowledge retention

	Staff training programme
	£500 per year
	Enhanced service quality

	Cybersecurity improvements
	£300 per year
	Reduced GDPR risk

	KPI dashboard development
	Minimal
	Improved decision-making

	Quarterly knowledge audits
	Staff time
	Continuous improvement


Although implementation costs are relatively modest, the potential benefits are significant. Improved customer retention alone could generate substantial additional revenue, whilst reducing the risk of knowledge loss and data breaches may prevent costly operational disruptions.
The business case therefore supports investment in knowledge management as a strategic initiative rather than an administrative expense.













[bookmark: _Toc231149044] Personal Reflection
As a Senior Stylist at Maples Hair and Beauty, I have observed that knowledge sharing frequently occurs through informal communication and practical demonstration. Junior stylists often learn by observing experienced colleagues and seeking guidance during customer appointments. Whilst this approach promotes teamwork and professional development, it also creates dependency on specific individuals.
For example, certain colour correction techniques and consultation approaches are primarily held as tacit knowledge by senior employees. If these employees were to leave the organisation, valuable expertise could be lost. This observation reflects the challenges identified by Nonaka and Takeuchi (1995), who argue that organisations must convert tacit knowledge into explicit knowledge to support organisational learning.
My experience also demonstrates the value of customer information stored within Booksy. Access to appointment histories, service records and customer preferences enables stylists to deliver more personalised services and improve customer satisfaction. However, opportunities remain to utilise this information more effectively through structured reporting and KPI monitoring.
This experience reinforces the importance of implementing formal Knowledge Information Management processes to support organisational efficiency and long-term business success.













 Future Recommendations
Knowledge management practices continue to evolve alongside advances in technology. To maintain competitiveness, Maples Hair and Beauty should consider several future developments.
Artificial Intelligence
AI tools could analyse booking patterns and customer behaviours to improve appointment scheduling and resource planning.
Automated KPI Reporting
Integration between Booksy and reporting software could provide real-time performance dashboards, reducing administrative workload.
Digital Learning Platforms
Online learning systems could support continuous professional development and improve access to training materials.
Customer Analytics
Enhanced analysis of customer preferences could support targeted marketing campaigns and improve customer retention.
Mobile Knowledge Sharing
Mobile applications could enable employees to access procedures, training materials and operational guidance remotely.
These developments would strengthen organisational learning capabilities and support future business growth.









[bookmark: _Toc231149045] Conclusion
Knowledge management represents a critical strategic capability for modern hairdressing salons. Through effective collection, storage, dissemination and utilisation of knowledge, salons can improve customer satisfaction, employee performance and organisational efficiency. The DIKW hierarchy and SECI model demonstrate how knowledge is created and transformed into organisational value. By implementing the proposed strategic framework, action plan and KPI system, the salon can strengthen its competitive position while ensuring information remains secure, accessible and useful. Ultimately, knowledge management enables the organisation to transform information into sustainable business success.
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