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[bookmark: _Toc150139176]Introduction

This report will discuss knowledge management strategies used by British Airways and Emirates Airlines. Strategies are important for businesses as they determine how far the business may go due to the businesses having to adapt to the changing environments around them. The report first opens with a brief introduction to both businesses and a discussion of the business’ activities. Then an analysis using the TOWS analysis will be provided going over the knowledge management system and the threats, opportunities, weaknesses, and strengths it brings into play. After which a critical evaluation of both organisations knowledge manage systems will be researched along with which value chains they use. After exploring the topics there will be recommendations provided for both organisations and how they can further develop their knowledge management systems before finally concluding on the discussion.

[bookmark: _Toc150139177]What is Knowledge Management? 

Organisations need to have defined goals for knowledge management in order to manage organisational knowledge effectively and efficiently. These goals should include mobilising personal knowledge to support organisational objectives. Businesses produce, disseminate, and utilise their intellectual property in this manner (Gao, Li, and Clarke, 2008). Platforms, instruments, and procedures for knowledge management guarantee the integration of an organisation's knowledge base. Knowledge management can guarantee the integration of the company knowledge base by using frameworks like classification. This gives employees a comprehensive understanding of the knowledge base's shortcomings as well as what is readily accessible and where it can be accessed. This is crucial to the innovation process in order to guarantee that information is not duplicated and that it is used as a resource to the fullest extent possible (du Plessis, 2007).

[bookmark: _Toc150139178]Introduction to the Businesses

British Airways was established in 1974 through the union of BEA and BOAC. British Airways may be traced back to the early days of civil flight, soon after World War I. Air travel has undergone enormous transformation in the century since the world's first scheduled air service began on August 25th, 1919. New obstacles and advancements emerged every ten years, influencing the course of events to come (British Airways, 2023). British Airways are a world leader in airline technology and communication networks, as well as related business activities such as hotels and technological systems such as airport operations (Jarvis, 2014).
 
The Al Maktoum family, the Dubai ruling dynasty, formed Emirates in 1985. It has since grown to be the biggest airline in the Middle East and among the fastest-growing globally. Emirates has a modern, sizable fleet of 197 aircraft and offers passenger service to more than 120 destinations. Over the past ten years, its fleet, which is the greatest in the Middle East, has been growing steadily. Over a ten-year period, enplanement has increased five times as a result of the significant expansion in destinations. These statistics were discussed in the Emirates annual reports (Squalli, 2014, pp. 139-140).

[bookmark: _Toc150139179]TOWS Analysis

For the purpose of developing alternative tactics, the TOWS analysis specifies four conceptually separate strategic groups: WO (Weaknesses and Opportunities), ST (Strengths and Threats), SO (Strengths and Opportunity), and WT (Weaknesses and Threats). The ideal scenario of the SO and WO strategies is to leverage internal strengths to seize external opportunities, while the latter seeks to minimise internal flaws through the same external possibilities. Conversely, WT strategies are safeguards meant to lessen both internal weaknesses and external threats, whereas ST strategies make use of strengths to prevent or lessen the consequences of external dangers. The influence of internal and external elements that are prioritised and incorporated into alternative methods is the main benefit of this strategy. The primary drawback of the TOWS matrix is that some combinations like SW and OT are not taken into account (Ravanavar, 2012). It was created by Weihrich in 1982 to create tactics based on rational pairings of elements pertaining to external opportunities (or dangers) and internal strengths (or deficiencies). While a TOWS analysis follows the same general steps as a SWOT analysis to identify strengths, weaknesses, opportunities, and threats, it prioritises the examination of threats and opportunities above weaknesses and strengths (Kapoor and Kaur, 2017).

[bookmark: _Toc150139180]British Airways

According to British Airways (as cited Si Xue, 2017). British Airways has put in place a variety of tools and software that make it easier for their staff to communicate with one another. Each worker will receive emails with important information, such as the company's weekly profit report and everyday operating conditions. Through an intranet forum that British Airways had put up, staff members may speak with one another directly about everyday concerns. In addition, the department heads and supervisors are able to offer remedies for the issues that staff members encounter. Additionally, all departments will submit some helpful materials for use in the projects they are working on. Each week newspaper articles about British Airways are occasionally provided for staff. To improve their understanding of aviation dynamics, an electronic learning module was created.

Threats – The fast-rising cost of modern technology may pose as a hazard (Bawazeer, 2018).

Opportunities – For example, determining that a user frequents websites that offer luxury products can be utilised for estimating the person's income range. As the person is probably capable of and prepared to spend extra on that product, this information can then be utilised to dynamically boost the price of a product on what would seem like an unrelated website (Azzolina et al. 2021).

Weaknesses – There was a lack of communication with their employees due to not having a knowledge management system in place to be able to communicate effectively. This resulted in the training not going as smoothly and effectively as anticipated (Moyer, 1996).

Strengths – British Airways have implemented many technological ways to stay up to date with all the happenings in the business. They have many modes of communication which allows them to keep in touch with their employees, this will allow them to be aware of any issues and deal with them in a timely manner (Si Xue, 2017).

[bookmark: _Toc150139181]Emirates Airlines

The different approaches that the organisation employs determine how successful it is compared to its competitors. Emirates uses optimisation to maintain functional demands in their resource management plan.  Both internal and external factors influence the success of the organisation in achieving the objectives that drive its operations. These aspects are linked and should be taken into account by the operations management (Alshubaily, 2017). The programmes offered by Emirates Airlines are distinct, including the use of collaborative software. With these resources, staff members can establish a virtual workplace that is virtually based on the Internet and allows them to exchange information. Staff members have access to and can profit from the earlier partnership, which enables them to enhance goods and services. Additionally, creativity, solving problems, and choices are optimised and enhanced by collaborating. With the backing of high management, Emirates Airlines effectively implemented a knowledge management system and saw a return from the expense of using such technologies. One of the more significant airlines in the area nowadays is Emirates Airline (Khatib, 2014).

Threats – The worldwide economy is plagued by difficulties like exchange rate swings and economic downturns, which will undoubtedly have an impact on Emirates Airlines and the financial success of other international corporations too. Financial problems could lead to problems arising as the organisation is heavily reliant on technology if they have decreased profits this could affect how they handle business (Khatib, 2014).

Opportunities – Both Emirates and British Airways can use the technique of tracking how often the potential customer visits their websites. This will allow them to know when to increase the prices or when to decrease them during off season (Si Xue, 2017).

Strengths - The business places a strong emphasis on training and development, which is anticipated to be extremely important in assisting the business in keeping up with technological advancements and in promoting technological and innovative capabilities (Alshubaily, 2017). Due to the advanced technology, it may be easier for the company to update their employees about any changes in their management systems. Emirates Airlines also claim that in order to ensure the digital safety of the Management Information Systems, they have put in place a number of precautionary measures such as:
• Contact abuse@emirates.com and security@emirates.com to report security or privacy issues affecting The Emirates information systems.
• In the event of a security breach, reset your password and check your account details.
• Speak with the Emirates call centre
• Emirates automatically sends an email acknowledgement to users upon receiving their emails. If more details are needed to look into a security concern, they will reply using a secure channel.
• Internet security software and firewalls
• Guidelines for using social networking sites and the internet (Karthikeyan et al. 2020).

[bookmark: _Toc150139182]Evaluation of the Knowledge Management Systems

Worldwide growth and increasingly complicated company procedures have made knowledge management a crucial component of British Airways. British Airways views knowledge as a critical component of its performance in the airline sector going forward. Knowledge management encompasses a broad variety of practices and technologies that promote the effective application of knowledge. According to British Airways, by incorporating knowledge into their day-to-day activities, they can match client demands, be innovative and creative, and maintain their competitiveness in the world of business. In order to improve performance, British Airways have implemented knowledge management in corporate communications, company strategy, operational research, and strategic planning (Si Xue, 2017). British Airways will promptly and frequently inform customers about any delays, both at the airport and on board a delayed flight, starting thirty minutes after they become informed of them. Additionally, ba.com and their phone reservation system also have access to this information. They will update the flight information on their displays and any other flight information sources that come under their authority. British Airways additionally deliver the same information to the airport so that they can update their own flight information devices. When feasible, British Airways will make an effort to get in touch with clients ahead of time at the phone numbers listed in the client’s reservation record (Britishairways.com, 2023). By allowing the customers to be updated about any delays as soon as they are informed of them allows the customers to make the necessary arrangements with more time to spare, this can be very helpful not only to the customers but also the employees, as it would save them time from having to individually explain if and why there is a delay to each and every customer as the customers will be able to check for themselves. 

Systems for managing knowledge are utilised at all levels of any organisation. These systems are designed to accept knowledge-based documents which could be documents like reports and memos or articles and presentations, etc then archive them in a manner that makes them readily accessible. One example of this kind of system is the Competitive Intelligent System, which operates on the basis of an extensive company framework that categorises or specifies the kinds of data the organisation needs to gather. The Pricing Analysis System is another tool used by Emirates to calculate ticket costs and offers. One of the most important tools for assisting management in making decisions when there is uncertainty regarding the actions' potential consequences is the decision-support system, or "DSS." This approach assists in gathering essential data and evaluates all of the choices and substitutes.  Subsequently, the system provides databases and spreadsheets to generate scenarios and present management with the optimal option. The Compensation Analysis System of Emirates Airlines is a representation of DSS. The system in question provides an extensive overview of the organisation's expenses, allows managers to plan, and tracks pay, benefits, and compensation for them (Karthikeyan et al. 2020). Using these systems allow Emirates Airlines to have more insight on the overall data in the organisation. The systems do a lot of the work such as categorising the data so that when it is needed it can be easier to find and this makes it more accessible for the staff.
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(Epthinktank, 2016).

Michael Porter originally introduced the idea of the value chain in 1985. A value chain is a series of actions taken by a company in a particular sector. All businesses carry out a number of tasks in order to provide their clients with a product. Value chain activities include a range of tasks such as obtaining raw materials, storing, producing, distributing, and so on.  Products move sequentially through the chain's tasks, gaining value at each stop along the way. A manufacturing or service organisation can be viewed as a system composed of subsystems, each of which has inputs, transformation processes, and outputs. This is the foundation of the value chain concept. Resources such as funds, supplies, labour, construction, land, machinery, and management are acquired and consumed during input, transformation, and output processes. Profits are impacted by how value chain activities are executed, which also sets expenses (VALUE CHAIN AND SUPPLY CHAIN, 2020).

[bookmark: _Toc150139184]The value chain that British Airways and Emirates use are similar as they are both airlines and are in the same industry. The value chain has a few steps which are: generation and acquisition (also known as data collection), analysis and processing, storage and curation, and services and visualisation. This is the value chain British Airways use and this can be seen from the information stated on their website. On their website they state that if there is a delay with the customers flights, they collect that information, relay that information to the relevant people, and provide any updates as soon as they receive them (Britishairways.com, 2023).

Recommendations

Known as "the British Rail of the sky," British Airways was a disastrous state corporation that was losing money until the 1980s, when it was turned into the largest and most successful international airline in the world. It was a managerial success that demonstrated Britain could create top tier businesses that could outperform the strongest rivals. The procedures and strategies introduced by the management were the reason for its success. The goal of the exercise was to develop a vision that would inspire the British Airways workers and win their enthusiastic support. Front-line employees and management collaborated like a high-performance team to win over customers. The plan was to expand the clientele by providing exceptional customer service in order to draw in new clients. The lucrative growth, devoted clientele, and motivated employees drove a sharp increase in the value of British Airways shares (Doyle, 1999). It is undeniable that a lot of work and energy was invested in creating British Airways culture. The company's new CEO, Colin Marshall, introduced the "Putting People First" training programme in 1983, and it served as the cornerstone of this. Originally designed for staff members who dealt directly with clients, by 1986 all of the staff had participated, with the goal of completely changing their mindset (Grugulis and Wilkinson, 2002). British Airways conducted a Scenario Planning exercise to further refine its strategic thinking in the face of an unpredictable future. The company reacted favourably to the exercise. The experiences were shared within the airline through more than 20 employee presentations, a piece in the company's employee newspaper, and a segment in the internal movie that supported the financial findings, in addition to the 28 seminars that management organised. Significant interest was also shown in the exercise beyond the organisation. Following a Financial Times report, both the public and private sectors inquired about it frequently (Moyer, 1996).

A weakness that British Airways have displayed is their lack of management skills. This was shown when British Airways were running their presentations to provide more knowledge to their employees. They had the development stage run longer than planned so they were unable to give their presenters enough time to research the information they needed to teach. Due to this the presentations had become unsatisfactory which had a negative impact on the results. If the presenters had been a part of the development stage and had been communicated with, they would already have known what would be happening and this would have saved everyone more time and the end result would have been more satisfactory. This could be solved by introducing an IT software where they can view updates and communicate with the development team so that they can make suggestions whilst they carry on with their daily tasks. This would not require much effort as it would be just to communicate and post updates, but they would still be kept in the loop, and this would result in them being more prepared for when they were needed.

A strength Emirates Airlines are doing quite well in is their knowledge management systems particularly their technological advances. Emirates Airlines have added security measures for their customers such as being able to email them to report any issues they maybe having with their security or privacy, they have also added internet safety features such as firewalls which would assist by stopping any malicious attacks happening to the customers devices. Other safety features they have added is an automatic email letting the customer know they’ve received it and if they need any more information, they will be in touch, but they’ll reach out through a safe and secure channel. Emirates Airlines have also made it easier for their workers to stay in touch and update each other through work channels this allows everyone to stay connected and aware about any issues that may happen whilst at work. As Emirates Airlines are already doing so well in the technological aspect of it all it may be best to invest more into this part of their knowledge management systems as they could create something revolutionary in the future due to already having a head start (Karthikeyan et al. 2020).

[bookmark: _Toc149934095][bookmark: _Toc150139185]Conclusion

This report began by discussing what knowledge management was and to relay that information, knowledge management is the use of systems in the organisation which allow people to access and store the relevant information easily. After researching the topic there were a few issues with the current knowledge management systems used within the airlines. There was a lack of management system in place with British Airways which created issues with communication and had a negative impact on employee training the recommendation provided to them was to invest more in their knowledge management system tech. By doing this they will be allowing more communication throughout the organisation, and this would assist in sorting out any issues before they become too big of a problem. Emirates Airlines recommendation was to also invest in their knowledge management systems but for a different reason. Their systems are impressive now but could be even more so in the future.
[bookmark: _Toc149934096][bookmark: _Toc150139186]
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