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ABSTRACT: Retail trade plays an important role both in a global context and in Indonesia itself because it drives economic growth, 

creates jobs and shapes consumer behavior. Understanding the importance of industry growth, dynamics of competition and 

knowledge management are essential for optimizing business performance and achieving sustainable success. Minimarket O Mart 

is one of the small retail in the form of minimarkets in Indonesia, minimarket O Mart has problems in its business, namely inefficient 

business because O Mart is still in its standard operating procedures, because there is still no good SOP documentation, besides that 

the knowledge sharing activities within the company is also limited to chatting and has not been carried out formally within the 

company. The aims of this study are to propose a knowledge management system that can improve business processes at O Mart 

and to develop an implementation plan for the suggested knowledge management system, outlining the steps and strategies required 

for its successful integration at O Mart. Theories that support this research are the Definition of Knowledge, Fishbone Analysis, 

Knowledge Management Framework, People-Process-Technology Framework, SECI Model, KM Roadmap, and Implementation 

Plan. The research methodology is based on a qualitative research design involving data collection through interviews with 

employees from various departments of O Mart Retail Company. This research uses a knowledge management framework (People, 

Process, Technology) and the SECI model which will then produce a Knowledge Management Roadmap and also a Knowledge 

management implementation plan which is expected to overcome the problem of inefficient business processes at O Mart 

minimarkets. 
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INTRODUCTION 

Retail trade plays an important role both in a global context and in Indonesia itself because it drives economic growth, creates jobs 

and shapes consumer behavior. Understanding the importance of industry growth, dynamics of competition and knowledge 

management are essential for optimizing business performance and achieving sustainable success. In terms of growth, retail has 

experienced tremendous expansion worldwide. Studies have shown that factors such as population growth, urbanization and 

increasing consumer purchasing power have contributed to the strong development of this sector (Burt, S., & Sparks, L., 2003). 

Especially in Indonesia, the retail industry is growing rapidly due to a growing middle class population, increased consumer spending, 

and favorable demographics (Handayani, A.I., Japarianto, E., & Sari, I.M., 2018).  

The growing retail industry is characterized by intense competition. Market players face challenges from domestic and foreign 

competitors who are required to continue to innovate and differentiate their products (Deva, M., Ispurwanto, W., & Adhariani, D., 

2016). Industry competition is driven by factors such as pricing strategy, product quality, customer service and effective supply chain 

management (Läsche et al., 2022). In this competitive environment, knowledge management plays a key role in improving business 

performance and maintaining competitive advantage. Effective knowledge management enables retailers to capture, store, organize, 

and utilize valuable information and expertise. By leveraging knowledge resources, organizations can improve decision-making 

processes, drive innovation, optimize operational efficiency, and provide superior customer experiences (Jennex, M.E., & Olfman, 

L., 2005). 
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The importance of emphasizing knowledge sharing and collaboration in improving retail supply chain performance. Knowledge itself 

can be interpreted as an important resource that creates a sustainable competitive advantage. It is defined as a collection of experiences, 

information and skills that are stored in the minds of individuals or organizations. This knowledge gives companies a strategic 

advantage to create better products and services, improve performance, and gain competitive advantage (Liao et al., 2016). 

Knowledge management isperceived as the development of organizing the intangible asset of a firm. The economic and production 

level of acompany relies more on its brainpower, human capital and invisible competences than its physical assets (Rahimli, 2012). 

this knowledge is key for ensuring that innovation strategies can meet evolving consumer needs in a demanding retail environment 

(Greg Kelly, Sajal Kohli, & Tobias Wachinger, Daniel Zipser, 2020).  

By sharing knowledge, companies can increase productivity, performance, innovation and gain competitive advantage. There are 

several factors that can influence the effectiveness of sharing knowledge between individuals, including social, psychological and 

organizational factors. Social factors include interpersonal relationships, while psychological factors include attitudes, motivation, 

and individual perceptions about sharing knowledge (Wang, S., & Noe, R. A., 2010).  

Like the retail company O Mart, whose business is engaged in the retail minimarket sector. The company plans to open a new branch 

because it wants to acquire a new rest area. However, O Mart faces several obstacles in implementing its business processes because 

it has not yet established good standard operating procedures, causing business processes to become inefficient. 

 

BUSINESS ISSUE 

Minimarket Omart Retail faced several problems during the operation of the minimarket. Based on the results of interviews that were 

conducted on January 29, 2023, May 25, 2023, and June 24, 2023. The interviewees for this interview consisted of 4 people, namely 

the CEO of Omart, the store manager for the BSD branch, the store manager for the Cipali branch, and the store crew. Omart. It can 

be concluded from the results of the interview that Omart is still weak in its standard operating procedures, because there is still no 

documentation of what Omart employees must do, besides that knowledge sharing activities within the company are also limited to 

chats and have not been made formally within the company. 

To overcome this problem, the company has planned to produce documents related to company SOPs. In addition, the company has 

decided to invest in employee training and development programs to increase their knowledge and skills so that business processes 

at Omart itself can be more efficient than before. 

Knowledge Management (KM) plays an important role in improving business processes by leveraging organizational knowledge and 

information resources. By managing knowledge effectively, organizations can streamline operations, increase efficiency, encourage 

innovation, and improve overall performance. A study by Choi, Poon, and Davis (2008) “Impact of Knowledge Management Strategy 

on Organizational Performance: “Approach Based on Complementarity Theory” This study explores the relationship between its KM 

strategy and organizational performance in the hospitality industry.The results show that a well-implemented KM strategy can have 

a positive impact on existing business processes, leading to improved operational performance and customer satisfaction (Choi, B., 

Poon, S. K., & Davis, J. G., 2008). 

These studies show the importance of KM to improve business processes and the positive impact of KM on company performance. 

Collecting, sharing, and using knowledge effectively helps organizations streamline operations, encourage collaboration among 

employees, and drive continuous improvement.   

 

Table 1. Data Sales (Source: Interview with CEO Advisor, 2023) 

Data Sales 

2021 2022 2023 

4.925.871.358 6.319.405.500 2.830.450.000 
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Figure 1. Data Sales Graph (Source: Interview with CEO Advisor, 2023) 

 

The data obtained refers to Table I.1 and Figure 1.2 shows Omart's own sales level for more than two years and running until May 

2023. The data here explains that from 2021 to 2022 there will be an increase even though the SOPs implemented are still not good. 

The data obtained is sourced from the CEO of Omart. 

Based on the problems and data mentioned above, the company wants to open a new branch and is more willing to improve the 

company's operational governance by making documented SOPs, as well as supporting knowledge sharing activities in the company 

to support OMart so that it can improve business operations. The authors argue that Omart Retail needs to implement knowledge 

management practices, including sharing best practices, leveraging employee expertise, and managing organizational knowledge. 

 

LITERATURE REVIEW 

Knowledge is a complex and multifaceted concept that has been extensively studied in many fields such as philosophy, psychology, 

sociology, and business administration. According to Nonaka and Takeuchi (1995), knowledge is “a dynamic human process that 

justifies an individual’s belief in ‘truth’”. This definition emphasizes the subjective and dynamic nature of knowledge and is shaped 

by individual beliefs, experiences and perspectives (Nonaka, I., & Takeuchi, H., 1995).  

Knowledge can be categorized into two broad types: explicit and tacit knowledge. Explicit knowledge is knowledge that can be easily 

articulated, codified, and stored in a tangible form, such as books, documents, or databases. Tacit knowledge, on the other hand, is 

personal knowledge that is difficult to articulate or transfer, such as intuition, experience, and skills (Polanyi, Michael., 1996). 

The distinction between explicit and implicit knowledge is fundamental to the knowledge management literature. Explicit knowledge 

is often easier to manage and communicate because it can be organized and stored in different media (Alavi, M., & Leidner, D. E., 

2001). Tacit knowledge, on the other hand, is difficult to articulate and transfer, as it is embedded in personal experiences, beliefs, 

and skills (Nonaka, I., & Takeuchi, H., 1995). 

Other types of knowledge have also been identified, such as declarative knowledge (knowledge of facts and concepts), procedural 

knowledge (knowledge of how to perform a task), and strategic knowledge (knowledge of how to achieve a goal) (Alavi, M., & 

Leidner, D. E., 2001). 

Tacit knowledge and explicit knowledge are two types of knowledge that are often discussed in the field of knowledge management. 

Tacit knowledge is knowledge that is not easy to interpret or put into words, whereas explicit knowledge is knowledge that can be 

presented in a clear and structured way (Nonaka, I., & Takeuchi, H., 1995). Tacit knowledge includes experience, intuition, subjective 

views of individuals or groups, and is often difficult for others to access or interpret. Therefore, tacit knowledge is often viewed as a 
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highly valuable and intangible asset to an organization and must be properly managed in order to improve its performance (Becerra-

Fernandez, I., & Sabherwal, R., 2015).  

Explicit knowledge, on the other hand, can be easily written down and communicated through documents, reports, and other media. 

Explicit knowledge is viewed as a manageable asset that can be used for training, performance improvement, and as a reference for 

decision-making at the organizational level. However, not all knowledge can be expressed explicitly, and some types of knowledge 

are easier to understand through direct experience or observation (Nonaka, I., & Takeuchi, H., 1995). 

In practice, tacit and explicit knowledge interact and often complement each other within an organizational context. Both types of 

knowledge can be used to improve business performance and should be properly managed through a good knowledge management 

strategy (Becerra-Fernandez, I., & Sabherwal, R., 2015). 

 
Figure 2. DIKW Hierarchy (Rowley, 2007) 

 

DIKW (Data, Information, Knowledge, Wisdom) is a widely recognized concept in the field of knowledge management. The DIKW 

model shows a hierarchical relationship between the four concepts, with data representing the most basic forms of information and 

knowledge and wisdom representing the highest levels of understanding. Data refers to raw facts, while information is data that has 

been processed and interpreted. Knowledge is a deeper level of understanding that is obtained from a combination of information, 

experience and intuition, and wisdom is the highest level of understanding that can be achieved through the application of knowledge. 

Knowledge is "a dynamic human process that justifies individual belief in 'truth'". This definition emphasizes the subjective and 

dynamic nature of knowledge and is shaped by individual beliefs, experiences, and perspectives (Nonaka, I., & Takeuchi, H., 1995). 

The DIKW model has been widely studied by researchers in various fields. For example, research examines the differences between 

data, information, knowledge, and wisdom, and suggests that the DIKW hierarchy is a useful framework for understanding the value 

and limitations of each concept (Ackoff, R. L., 1989). Similarly, there is also research that argues that the DIKW model clarifies the 

relationship between data, information, knowledge and wisdom and helps guide the development of knowledge management 

strategies (Wilson, T.D., 2002). However, some researchers criticize the DIKW model, arguing that it oversimplifies the complexity 

of knowledge management. For example, one researcher pointed out that the DIKW model does not adequately address the social 

and cultural aspects of knowledge creation and sharing (Bates, M.J., 2005). 

Despite these criticisms, the DIKW model remains a useful tool for understanding different levels of understanding and guiding 

knowledge management strategies. Table II.1 summarizes the main characteristics of each level of the DIKW hierarchy. 

 

Table 2. Data, Information, Knowledge, and Wisdom (Ackoff, 1989) 

Level Definition 

Data 
Raw, unorganized facts and figures that have no context or meaning on 

their own. 

Information 

Data that has been processed and structured to provide context and 

meaning. Used to answer specific questions or support decision-making 

processes. 
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Knowledge 
A deeper understanding of information through experience, analysis, and 

synthesis. Often considered the most valuable asset for organizations. 

Wisdom 

The ability to apply knowledge and experience in a way that leads to the 

best possible outcomes. Often associated with higher-level thinking, 

intuition, and creativity. 

 

Knowledge management is the process of acquiring, storing, sharing, and using an enterprise’s knowledge. It includes a set of 

practices, processes, and technologies that help organizations effectively create, share, and apply knowledge to achieve their goals. 

Knowledge management is essential for businesses that want to improve performance, innovate and remain competitive in an ever-

changing environment (Alavi, M., & Leidner, D. E., 2001).  

Knowledge management (KM) describes both a business practice and an emerging theoretical field of study. The desire to share 

knowledge is something so natural that it seems strange that knowledge management has emerged as something newly invented by 

corporations. This definition of knowledge brings together the activity of knowing as well as the artifacts that represent knowledge, 

and it emphasizes the dynamics of routines, processes, and practices, further reinforcing the notion that knowledge is by its nature a 

force in motion. Knowledge is dynamic, not only in individuals, but also in organizational knowledge where there must be movement 

for knowledge to be transferred or shared (McInerney, 2002). 

Knowledge Management (KM) or Knowledge Management is a strategic approach aimed at identifying, collecting, organizing, 

storing, managing and sharing knowledge owned by individuals, groups or entire organizations (Alavi, M., & Leidner, D. E., 2001). 

In an organizational context, knowledge can be both explicit knowledge documented in the form of documents, databases, or 

procedures, and tacit knowledge related to personal experiences, skills, and beliefs. 

To effectively manage knowledge, you need a framework that helps you plan, implement, and evaluate knowledge management 

initiatives within your organization. A knowledge management framework is a conceptual framework that provides guidance and 

structure for the systematic organization, management, and use of knowledge (Jennex, Murray E; & Olfman, Lorne., 2006). 

Frameworks can take the form of models, methods, or concepts used as a basis for knowledge management.   

These frameworks provide guidance on the phases, processes, elements, and factors to consider when implementing knowledge 

management in your organization. Using this framework, organizations can effectively plan, organize, manage, and use knowledge 

to achieve organizational goals and success (Alavi, M., & Leidner, D. E., 2001).  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3. PPT Framework (Henrico Dolfing, 2020) 

 

The people, process, and technology (PPT) framework is essential for organizational transformation and management. Each 

component plays a crucial role in achieving organizational efficiency, and maintaining a balance between them is crucial. The PPT 

framework is often used in information technology management, but it can also apply to other areas such as business intelligence.For 
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successful implementation of the PPT framework, it is important to ensure that all three elements are in alignment. Proper processes 

must be in place to enable people to effectively utilize technology. Without well-defined processes, people may not be able to 

maximize the benefits of technology, leading to inefficiencies and potential failures (Becky Simon, 2019). 

While technology can be expensive, it can provide significant value when implemented correctly. It is essential to choose technology 

that aligns with your organization's needs and ensure that employees are properly trained to use it. Integration with existing processes 

is also crucial to extract value from the investment in technology. By effectively managing the relationship between people, process, 

and technology, organizations can achieve improved productivity, streamlined operations, and successful transformation. The PPT 

framework serves as a guide for organizations to make informed decisions and optimize their resources for long-term success (Becky 

Simon, 2019). 

Several studies have shown that PPT frameworks can support effective and efficient development of organizational knowledge 

capabilities (Majid, A. B. A., Yusoff, R. C. M., & Razak, R. A., 2020). To successfully implement a PPT framework, organizations 

need to pay attention to various factors such as organizational culture, employee motivation, and the right technology infrastructure 

(Yuniar, R. P., Wibowo, A., & Gunawan, F., 2021). 

The SECI model is a widely used framework for understanding knowledge management processes. The SECI model was developed 

by Nonaka and Takeuchi (1995) to describe four knowledge transformation processes.Socialization, externalization, bonding, 

internalization. 

Socialization: 

Socialization is the process of sharing tacit knowledge through social interactions such as observation, imitation, and training. 

Knowledge is imparted through personal relationships and shared experiences. Socialization is often facilitated through informal 

networks and communities of practice that provide opportunities for individuals to learn from each other (Nonaka, I., & Takeuchi, 

H., 1995).  

Externalization: 

Externalization is the process of articulating tacit knowledge into explicit forms such as documents, diagrams, and models. This 

process transforms knowledge into tangible artifacts that can be shared and communicated with others. Externalization is often 

facilitated by tools and techniques that support knowledge acquisition and organization (Nonaka, I., & Takeuchi, H., 1995). 

Combination: 

Combination is the creation of new knowledge by combining existing explicit knowledge. Knowledge from different sources is 

integrated and brought into new forms. This combination is often facilitated by technologies such as databases, search engines, and 

knowledge management systems (Nonaka, I., & Takeuchi, H., 1995). 

Internalization: 

Internalization is the process of embodying explicit knowledge into tacit knowledge through personal experience and practice. This 

process integrates knowledge into personal beliefs, values, and skills. Internalization is often facilitated through training, coaching, 

and mentoring programs that support individual learning and development (Nonaka, I., & Takeuchi, H., 1995). 
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Figure 4. SECI Model (Nonaka and Takeuchi, 1995) 

 

 
Figure 5. Conceptual Framework 

 

Problem Identification in O Mart Company: The first step in improving business processes at O Mart Retail Company is to identify 

the problems and challenges faced by the organization, such as inefficiencies, errors, or customer complaints. This can be achieved 
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through methods such as process mapping, surveys, and interviews with stakeholders (Kumar, H., Singh, M. K., Gupta, M. P., & 

Madaan, J., 2020). 

Root Cause Analysis (RCA) (Fishbone): In order to address the root causes of the identified problems, a fishbone diagram will be 

used to perform RCA, which involves analyzing the potential causes of a problem in order to identify the root cause(s) ) (Ishikawa, 

1990).  

Knowledge Management (KM) Framework based on RCA in O Mart: Based on the RCA results, a KM framework will be developed 

that takes into account the identified root causes and their impact on business processes at O Mart Retail Company. This framework 

will guide the implementation of a knowledge management system that addresses the identified root causes and improves business 

processes. The framework will draw on established KM models such as the SECI model (Nonaka, I., & Takeuchi, H., 1995). 

 

SECI application: The proposed knowledge management system will be based on the SECI model, which emphasizes the 

socialization, externalization, combination, and internalization of knowledge within an organization. This model will be applied to 

create, share and manage knowledge that is relevant to the identified root causes and the overall improvement of business processes 

at O Mart Retail Company. The SECI model has been widely used in various industries and has been shown to be effective in 

improving knowledge sharing and innovation (Alavi, M., & Leidner, D. E., 2001). 

KM Roadmap: In order to effectively implement the proposed knowledge management system, a KM roadmap will be developed 

that outlines the steps and milestones required to achieve the desired outcomes. This roadmap will serve as a guide for the 

implementation and monitoring of the knowledge management system, as well as for measuring its impact on business processes at 

O Mart Retail Company. The roadmap will draw on established frameworks such as the Knowledge Management Roadmap (KM 

Roadmap) (Liebowitz, J., 2000), and will be customized to fit the specific needs and context of O Mart Retail Company. 

 

METHODS 

Data Collection Methods 

In this study, data was collected through semi-structured interviews with key informants from the O Mart retail company. Key 

informants were selected based on their experience and expertise in the business processes that occur in minimarkets. Interviews are 

conducted in person or via video conferencing or telephone, depending on participant availability. Interviews were conducted on 

January 29 2023, May 25 2023 and June 24 2023 with a duration of approximately 30 minutes, and the author also made observations 

at the store on May 25 and 26 2023. The author was at the mini market for about 3 hours. The results of the interviews were recorded 

with the consent of the informants and then transcribed verbatim for data analysis (Alvesson, M., & Karreman, D., 2019), and the 

results of the observations will be placed in the appendix. 

 

Table 3. Classification of Data Information 

Data 

Types 

Method Stakeholder Objectives Interview 

conducted 

Duration 

(Minutes) 

Primary 

Data 

Semi-Structured 

Interview  

CEO O Mart O Mart minimarket 

overview 

Knowledge Management 

Proposed Business 

Solutions 

Ask for Suggestions 

January 29 

2023 

 

 

 

July 5 2023 

60 minutes 

 

 

 

At Least 40 

Minutes 

Primary 

Data 

Semi-Structured 

Interview & 

Field 

Observation 

Store Manager 

O Mart BSD 

Gain understanding related 

to knowledge management 

in store operations  

Observation on O Mart 

BSD 

May 25 2023 30 minutes 
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Primary 

Data 

Semi-Structured 

Interview 

Store Manager 

O Mart Cipali 

Gain understanding related 

to knowledge management 

in store operations  

Proposed Business 

Solutions 

Ask for Suggestions 

June 24 2023 

 

 

 

 

 

July 6 2023 

15 minutes 

 

 

 

 

At least 30 

Minutes 

Primary 

Data 

Semi-Structured 

Interview 

Crew Store O 

Mart 

O Mart Minimarket 

operational 

Knowledge Management 

Practice on the field 

 10 Minutes 

 

Semi-structured interviews were chosen as the data collection method because they allow flexibility and in-depth exploration of 

research topics, while still providing a level of structure to ensure that all relevant topics are covered (Bryman, A., 2016). The use of 

interviews also allows researchers to collect rich and detailed data from the perspective of participants, which is very important in 

knowledge management studies (Alvesson, M., & Karreman, D., 2019). 

Interviews were conducted with stakeholders at OMart minimarket, the author interviewed the CEO of OMart Company, then 

interviewed the store manager and crew store. This interview is the main way to find out the information obtained directly and 

understand what problems exist in the OMart company. 

During the interview, open-ended questions were asked to allow for detailed answers and insight into the current state of the OMart 

company. The author examines the problems that exist in OMart such as the focus on operational activities carried out in stores and 

Standard Operating Procedures (SOP) which are carried out soberly because there is still no SOP module so that the business process 

becomes inefficient. 

Through interviews with key stakeholders, especially CEO, store managers, and crew store of OMart minimarkets, the authors gain 

insights related to OMart minimarkets in running their business. 

Secondary data such as information related to rest areas and also promotions from minimarkets can be obtained from the Instagram 

platform which can be seen from the posts that have been made on that account. 

 

Table 4. Secondary Data Information 

Platform Link Relevant Information 

Instagram https://www.instagram.com/O Mart101_102/ Official Account of Cipali 101.102 

Branch, Product Information and 

operational activities 

Instagram https://www.instagram.com/official_restareakm7/ About the rest area in the BSD area 

and also the tenants there including 

the O Mart BSD branch 

Instagram https://www.instagram.com/official_restarea101_102/ About the rest area in the Cipali 

area and also the tenants there 

including the O Mart Cipali branch 

Google 

Business 

https://business.google.com/website/O Martrestareakm7 Operational activities including 

documentation of activities in the O 

Mart BSD branch 

Lokasi tempat https://lokasitempat.com/alamat/O Mart-minimarket-

rest-area-km102-tol-cipali-subang 

O Mart branch location in Cipali 

 

https://doi.org/10.47191/ijcsrr/V6-i7-134
http://sjifactor.com/passport.php?id=20515
http://www.ijcsrr.org/
http://www.ijcsrr.org/
http://www.ijcsrr.org/


International Journal of Current Science Research and Review 

ISSN: 2581-8341    

Volume 06 Issue 07 July 2023  

DOI: 10.47191/ijcsrr/V6-i7-134, Impact Factor: 6.789 

IJCSRR @ 2023  

 

www.ijcsrr.org 

 

5196  *Corresponding Author: Muhammad Alif Iman Aulia                                       Volume 06 Issue 07 July 2023 

               Available at: www.ijcsrr.org 

                                            Page No. 5187-5207 

The results of observations at O Mart Minimarket show that the arrangement of incoming goods is still not organized and tidy. This 

can lead to difficulties in finding certain items and can result in inefficiencies in inventory management. and also makes a mess in the 

shop because the placement of goods has no place to store them so that the goods are visible to consumers who want to shop. To 

overcome this problem, adopting a systematic and structured approach to placement of goods on arrival is expected to improve the 

overall organization and accessibility of products within stores. 

The use of IPOS4 as POS software at O Mart Minimarket has been identified as a problem due to a lack of existing modules in the 

application, so that reports received from the application must be re-recorded by employees (not automatic). Updating the software 

to a more sophisticated system is expected to be improve shop operations. Investing in a modern, feature-packed POS software 

solution is expected to significantly improve operational efficiency and customer satisfaction. 

Cleanliness in the mini market is still not clean as revealed from the observation results. Maintaining a clean and hygienic environment 

is essential to ensure customer satisfaction and comply with health regulations. Implementing strict hygiene protocols, including 

regular inspections, staff training, and availability of cleaning supplies, can help increase hygiene levels and create a pleasant shopping 

environment for customers. 

The arrangement of goods in the shop at Minimarket O Mart looks unorganized. This can lead to customer confusion and difficulties 

in finding the desired product. Implementing a systematic shelving and categorization system, along with clear markings, can greatly 

enhance the shopping experience and facilitate efficient product browsing for customers. A well-organized layout will not only 

increase customer satisfaction but also contribute to increased sales and operational effectiveness. 

The observation results show a lack of proactive offers made by cashiers to customers at O Mart Minimarket. Cashiers play a critical 

role in enhancing the customer experience and driving sales. Providing cashiers with training and incentives to engage actively with 

customers and provide relevant product advice can significantly increase sales and customer satisfaction. Encouraging cashiers to 

offer promotions and discounts can also contribute to increased customer loyalty and repeat visits. 

Promotional banners posted at Minimarket O Mart were identified as less attractive based on observation findings. Eye-catching and 

eye-catching promotional materials are essential to grab customer attention and drive sales. Improving promotional banner designs, 

incorporating bright colors, attractive graphics, and clear messages, can significantly increase their effectiveness in attracting 

customers and conveying promotional offers. Updating banners regularly with fresh and relevant promotions will also help maintain 

customer interest and encourage repeat visits. 

 

Table 5. Observation Results 

Observation Results 

Arrangement of incoming goods is still not neatly arranged 

POS Software still uses IPOS4 which still has many deficiencies 

Cleanliness in the minimarket is still not good 

The arrangement of goods in the shop is still not neatly arranged 

Lack of offers made by cashiers to customers 

Promotional Banners that are still less attractive 

 

Data Analysis 

Data analysis plays an important role in understanding and solving problems at O Mart Retail Minimarket. In this study, researchers 

conducted interviews with stakeholders in the company to gather valuable insights and perspectives on issues that exist in the 

company. The interview data collected was transcribed and organized to facilitate the analysis process. 

The analysis was carried out using the Knowledge Management (KM) framework, which focuses on the People, Process, Technology 

(PPT) model, this framework consists of three parts which represent aspects that exist within the company. 
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People in the PPT framework include employees or collaborators who have the knowledge and skills to create, manage and share 

knowledge within an organization, in this case the author can analyze anyone with an interest in OMart who can be included in the 

framework 

After determining the interested people, the author then determines the PPT Framework Process which includes procedures, policies, 

and practices used to facilitate knowledge management within an organization. 

To facilitate and simplify the process that will be carried out, then technology will be used in the PPT framework which can also be 

used to support the collection, storage, and dissemination of knowledge. By obtaining the PPT framework that has been analyzed, the 

author can continue making the SECI Model, followed by the KM Roadmap and Implementation plan. 

The results of the various methods used to analyze this will form the basis for a knowledge management design proposal to improve 

business processes within the company. 

 

RESULTS 

Fishbone Analysis 

 

 
Figure 6. Fishbone Analysis 

 

As for the fishbone we can define that there are 4 aspect that causes business processes becomes inefficient in O Mart minimarket. 

The problem contain lack of knowledge management, weak procedure, technology for supporting KM, and company culture. 

Through a comprehensive fishbone or root cause analysis conducted at O Mart, it becomes evident that multiple factors are responsible 

for the inefficiency observed in the company's business operations. Among these factors, a significant one is the lack of knowledge 

management. This encompasses several aspects, including the absence of awareness and understanding regarding knowledge 

management, insufficient support and involvement from the management team, and a deficiency in skills related to knowledge and 

information management. Addressing these issues requires a focused effort on educating both employees and managers about the 

importance of knowledge management and implementing targeted training programs aimed at enhancing their knowledge 

management capabilities. 

 

Another contributing factor to the inefficiency of business operations at O Mart is the presence of weak procedures. This includes 

non-standardized and inadequately documented business processes, as well as a lack of integrated mechanisms for sharing knowledge 
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and information throughout the organization. To rectify this problem, the company can implement a comprehensive knowledge 

management framework that establishes standardized procedures and facilitates the effective exchange of information. By adopting 

such a framework, O Mart can ensure that employees have clear guidelines to follow and can easily access and share relevant 

knowledge and information. 

Furthermore, the absence of suitable IT systems and technology that support knowledge management also contributes to the 

inefficiency of business processes. It is imperative for the company to make strategic investments in advanced technologies and tools 

that are specifically designed to enhance knowledge management processes. By leveraging the power of modern IT solutions, O Mart 

can streamline its operations, facilitate efficient knowledge sharing, and optimize the utilization of critical information across various 

departments and functions. 

Lastly, the organizational culture plays a vital role in fostering knowledge exchange, and the availability of adequate facilities and 

resources is crucial for supporting effective knowledge management operations. O Mart must actively work towards cultivating a 

culture that encourages and values the exchange of knowledge and information among its employees. This can be achieved through 

initiatives such as promoting open communication channels, establishing communities of practice, and recognizing and rewarding 

knowledge sharing behaviors. Additionally, the company should provide the necessary infrastructure, including dedicated spaces and 

digital platforms, as well as allocate resources for knowledge management activities. 
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Figure 7. Knowledge Management Framework Analysis 
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Figure 8. Knowledge Management Framework Analysis 
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Figure 10. Knowledge Management Framework Analysis 
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personal development resources. This program is intended for shop workers to gain knowledge through guidance provided by store 

managers and other superiors, of course, who have experience in areas related to store operations. The implementation of this program 

serves to share knowledge that is useful for company operations. 

Externalization (Tacit to Explicit) 

Knowledge that has been disseminated through the socialization process at O Mart both in mentoring and discussion sessions is then 

made even more structured, namely by making guidelines or documents that explain operational procedures, policies and best 

practices in a clear and documented form and Creating guidelines for how employees store their knowledge in the form of writing, 

pictures or reports about store operations into the database. It is hoped that the data obtained will be well documented and can be used 

as a store operational guideline. 

Combination (Explicit to Explicit) 

After creating SOPs and knowledge data in a structured manner with the final result in the form of documents, the company then goes 

through a combination stage, namely Using Google Drive as data storage. The data obtained comes from POS applications related to 

in-store operations (sales orders, purchase orders, etc.). Then also create a database containing the SOPs that were made previously 

and this database can be used to assist employees in operating the store. 

Internalization (Explicit to Tacit) 

At the internalization stage, the company allows employees to study documents available on Google Drive, internal database and so 

on and also uses communication applications (such as whatsapp groups) to get knowledge and information shared by colleagues, it is 

hoped that with this process employees can learning related to knowledge that has been documented. 

Business Solution 

Knowledge Management Roadmap 

 
Figure 12. KM Roadmap 
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A knowledge management roadmap (KM Roadmap) is a systematic approach to identify, capture, organize and share knowledge 

within an organization. It can be used to improve business operations by increasing efficiency, effectiveness and innovation. 

The knowledge management framework and the SECI model can be used to develop a knowledge management roadmap. The 

knowledge management framework provides a high-level overview of the knowledge management process, while the SECI model 

provides a more detailed view of how knowledge is created, shared and used within an organization, this time the author wants to 

create a KM Roadmap based on the knowledge management framework and the SECI model that has been resentfully made. 

This roadmap serves as a strategic plan to assist companies using a knowledge management approach to improve business processes 

at Omart companies so that they become more efficient. 

The KM Roadmap here describes steps to be taken to improve knowledge management practices. It covers various aspects that have 

been analyzed in the previous chapter. 

By obtaining a solution in the form of the KM Roadmap itself, it is hoped that the company can optimize its knowledge base and 

streamline its business processes. 

 

CONCLUSION 

This study highlights the business processes that occur at O Mart which are constrained by SOPs that are still not good and that 

knowledge management has not been implemented in the company. By designing the KM Framework researchers are trying to solve 

the problems that occur in this company. 

In conclusion, in order for O Mart's minimarket business operational processes to be more efficient than before, it is necessary to 

create a structured SOP by applying knowledge management practices by adopting the Knowledge Management Framework (PPT 

and SECI) approach. managing the knowledge they have, by explaining the problems they have and also how to solve these problems. 

This roadmap is also expected to help O Mart slowly manage its resources, the processes carried out, and the technology used to assist 

the process. After the roadmap is made, it is continued with the creation of an implementation plan which is divided into 5 stages. 

The first is the Introduction and Preparation Knowledge Management stage in O Mart, the second is the Development of Knowledge 

Management Framework, the third is Training and Outreach, followed by Knowledge Management System Implementation, and ends 

with Evaluation and Improvement. It is hoped that the program created by the company can streamline their business processes by 

making more structured SOPs as well as implementing knowledge management in the company's daily activities. 
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