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INTRODUCTION
Information management is the process of managing data which have been derived out of various sources. Further, the knowledge management is process for under which things are done with the help of experience, education and understanding of the information available. Knowledge management and the information management are both different aspect with scope and purpose but have essential significance in modern organization. The report would be carried with the purpose of knowing about the information management and knowledge management process in the firm. The report based on the information and knowledge management will be covering about the firm Amazon.

Amazon is an American multinational technology company. Firm operates with around 1541000 employees that helps the firm in generating around 513.98 billion in revenue. The report based on knowledge management will be covered by using different models of knowledge management that are as Nonaka and Takeuchi’s model of knowledge conversion. By conducting this report the main outcome desired is to have proper types of knowledge with regard to the use and the importance of knowledge management in the firm. Also, to know about that how it helps in achieving competitive advantage in the market.

MAIN BODY

Section 1: knowledge and information management

Company background:

Amazon.com, Inc. is one of the biggest technology company. The firm operates as a multinational technology company focusing on the e-commerce, cloud computing, online advertising, artificial intelligence and digital streaming. The company is referred to as one of the most influential economic and cultural force in the world as being among the most valuable brands. The company comes under the category of some of the biggest information technology companies which are like Alphabet, Apple, Meta (formerly Face book), and Microsoft. The firm was founded by Jeff Bezos from his own Garage in Bellevue, Washington. The firm can into existence from the date 5 July 1994. In its early year, the firm operated as an online marketplace for books, further expanding Its market in various categories. The firm has different subsidiaries including Amazon web services for cloud computing, Zoox for autonomous vehicles, Kuiper systems for the satellite internet and Amazon lab126 for computer hardware research and development. Firm initially operates with around 1541000 of the employees and is making around the revenue of 513.98 billion dollars. Amazon also distributes its service in downloadable and streaming content on the places like Amazon prime, music, Twitch, and audible units. Firm has earned its reputation as the disruptor of well established industries through technological innovation and also through its aggressive reinvestments of profits in its capital expenditure.

What is knowledge management:

Knowledge management is the process, through which an enterprise gathers, shares, organize and analyse the knowledge in the accessible ways to employees. The knowledge under the aspect of knowledge management includes technical resources, frequently asked questions, people skills, and training documents.

Knowledge management includes data mining and some methods of operations for pushing the information to the users for making it accessible (Knowledge Management.2023). Having a knowledge management plan includes the survey of corporate goals and close examination tools for addressing the needs of the firm. Knowledge management operates with the goal of providing an assist in improving organizational efficiency and saving knowledge in an easy manner. The knowledge being shared under the KM process is aligned with the aim of putting the right information in front of someone at the right time.

Knowledge management enables businesses to break down silos by putting the information in a place from which it is easily accessible to the employees. This is being done in the ways which are as under:

· Capturing and organizing the knowledge for addressing specific business tasks and projects.

· Sharing the knowledge with others who can emphasize benefits from it.

· Improving the process and technology for providing easy access to knowledge.

· By promoting the generation of new technology and knowledge for continual learning.

There are various types of knowledge being undertaken in the process for making proper approach in the market and achieve organizational success. These various knowledge are as under:
· Explicit knowledge: This is the codified knowledge being founded in the books, files, documents, databases, etc. The knowledge from various sources is extracted and managed by knowledge management system.
· Tactic knowledge: This knowledge is intuitive in nature. It is based on the working experience and practices and is beneficial for the long run. The knowledge transfer under this is difficult and depends on single person.
· Embedded knowledge: The embedded knowledge is founded in systematic ways. This is formally embedded through management initiative. These knowledge aspects can be founded in explicit sources.

Why is knowledge management important for the organization:

Knowledge management is the process which gives the access to the information and resources to the team that they need in making an effective workflow. This will be helping the business of the firm in making proper types of retention for the knowledge for future use. Knowledge management in the firm promotes efficiency among employees and provides them with a better working experience and less repetitive work (Hislop, Bosua and Helms, 2018). The process of knowledge management possesses one of the most important parts that is aligned with providing the team with access to accurate, up-to-date information and connections with their subject matter experts that can help them in filling gaps in their knowledge. The process of knowledge management operates with the primary goal of providing employees with connections with those who can provide them with the information essential for their working conditions. Having practical knowledge management in the firm places essential help by spreading the information and raising the levels of expertise under every individual head. This further helps them in providing the proper types of effectiveness and efficiency to take on their practices go smoothly.

This is important for the firm as it develops the environment which helps an employee to learn, create, share and leverage their information and knowledge within the firm. It assists in building a smarter workforce that is more informed in the workplace of the firm and benefits the entire organization. Knowledge management possesses an important role in the organization as it helps in creating a proper capturing of the acquired knowledge and involvement in the documents, data, and manuals. This works as one of the most important factors which creates the values for the business in the market and creates a decentralization of the knowledge in the firm.

How it helps in satisfying customers and achieving competitive advantage:

Firm by providing in the easy access to the information and regardless the points of where the employees are working from helps in providing proper types solution for the customer services issues. Knowledge management helps in reducing the support cost and speeds up the issues in the resolution times and improving the customer satisfaction. Having proper knowledge management provides the firm with beneficial reliance over the sharing of knowledge in more effective manner and helps in having efficient customer service (Gao, Chai and Liu, 2018). All of the customer service agent of the firm have acmanagement information system implementationcess to the same product, service, and the customer information of the firm. This creates value for the firm by letting the firm solve the problems of the customer in satisfactory ways. Under the process of knowledge management, whom a customer is speaking with does not matter it will be making proper approach in the firm for solving their issues in one go.

By knowing about the customers and their satisfaction grounds it helps the firm in making a proper approach to the customer knowledge management and customer relationship management. This creates proper management of the various aspects of the company to have beneficial gaining of the competitive edge over the competitors in the market (Chopra and et.al., 2021). Having an effective knowledge management system helps the organization in creating proper types of information, later than applying it and sharing it in the firm for breaking down silos. Thus, sharing information and providing the employees of the firm easy access to the information helps in creating a proper type of working environment. This environment is beneficial for the employees in making a proper approach for answering the customer's problems in an easy manner to have appropriate customer service.

Section 2: Evaluation of Knowledge and information management models

Explaining how knowledge is embedded with in products and service concept in tacit knowledge for employees and customers by using “Nonaka's 4 modes of knowledge conversion”:

Nonaka and Takeuchi has introduced the knowledge creation and transfer theory under the name S. E. C. I. Model. This has become the cornerstone for the business operations of the company with the mediums of knowledge creation and transfer within the workplace. The model works on the basis of 4 ways which are as under:
Socialization: This involves that the tacit knowledge will be passed in the form of tacit knowledge only (The SECI Model.2018). The knowledge with regard to the products and service of the firm are being passed by following in the ways through practice, guidance, observation and imitation of the things with in the work place.
Externalization: The knowledge is being converted to the Tacit to explicit knowledge. This is one of the most important conversion system for the firm. Tacit knowledge under this concept is being codified and taken in to the documents, manuals being used to express products and services. This helps in spreading the knowledge in easy forms. The method for knowledge conversion is bit debatable and uses metaphor for importantly conveying the knowledge ahead to any other individual.
Combination: This is one of the simplest forms of knowledge conversion (Pursky and et.al., 2019). With this new documents are combined with each other to formulate new knowledge in the process of knowledge conversion in the terms of products and services of the firm.
Internalization: Under this all the explicit knowledge is converted to the tacit knowledge. The information available for the products and services of the firm is being transferred to be used as the modified form of knowledge in the form of tacit knowledge.

Analysing how a systematic approach to management information system helps in sharing and exchanging knowledge base in the organization:

A management information system (MIS), is an information system that is used for making decisions. Further, it is also used in the coordination, analysis, control, and visualization of the information of the organization. The concept of the management information system involves working with people, processes, and technology of various types. In a corporate setting like Amazon, the ultimate goal being implemented behind the things is to increase the value of the business and to generate profit (Safiullin and et.al., 2019). The system helps in clear knowledge management of the firm by making the decision-making an easy process for a firm like Amazon. The data and the information which come with the knowledge in the firm is being organized under the management information system and further, it creates an easy understanding to make decision-making easy. Knowledge sharing is one of the processes, which is fully dependent on the relationship in between the interdependencies and the ISD project phase within the company.

Using the management information system makes it easy for the firm to have proper knowledge sharing in the firm. The MIS system collects information from the different sources of the organization. This all the information collected includes the aspects of the taxes, debts, expenses, document flows, accounts payable, accounts receivable, profits, inventory control, sales and marketing and human resource. Under all the information collected, further this overall information is being summarized and formulated under the system and is later used in making effective decision-making. The system helps the firm by properly collecting the data from various sources in organization and process them for the further use (Rainer and Prince, 2021). For exchanging the information this system helps in making proper types of the use of the information collected and satisfies the diverse needs of the employees of the organization. Thus, by the use of the management information system in the process of knowledge sharing and exchanging the firm have the proper types of increase in functioning, performance, and productivity.

Section 3: investigating of KM techniques used within the Amazon. Com

Explaining why knowledge has become increasingly important in Amazon's SOP:

With in the corporates like Amazon, standard operating procedures plays an important role. These are the documents that help the firm in making proper types of standard guidelines for the team members (Abubakar and et.al., 2019). Having proper knowledge in the process plays an important role in the development of the firm. Organization by having clearly written standard operating procedures can eliminate the uncertainty of how to complete the tasks in the best ways. Having organizational knowledge in terms of the SOP helps the higher authorities of the firm in managing the organizational performance in suitable ways. This can benefit the organization by reducing errors and increasing the efficiency to operate and grow the profitability of the organization.

In terms of knowledge management in the firm, in relation to the standard operating procedures scope of this document is comparatively high (Bashatah and et.al., 2021). As with the knowledge management techniques of SOP in the firm, it helps the firm in having proper types of monitoring and management. Thus, the firm is able to provide clear feedback to the employees by making them know about the standard procedures. The firm can mould its employees in the favourable that it wants them to work in the ways. The prior use of knowledge in the SOPs provides Amazon with a boost in its consistency to operate and enables easy delegation of tasks in the working area. It also helps in saving time for employee training and development by making the firm know that which employees are lacking in which area and what is their interest area to work in.

Analysing the main outcomes Amazon have achieved by using these procedures:

Amazon, is the firm which is operating at the global levels and is priorly focusing on its people in standardizing their business operations with the knowledge management in their work place (Wasserfall and et.al., 2022). Thus, using in the knowledge management system in the firm can provide the firm with various outcomes in the beneficial ways and with the challenges too. The challenges and the outcomes of using knowledge management in the firm is as under:
Outcomes:

· Improves decision-making: By having proper access to information, organization can have advance quality decision-making.
· Increases customer satisfaction: It helps in growing the values for the customers by increasing the value presented to them.
· Promotes innovation and cultural changes: This encourages the firm to open sharing of ideas and collaboration with access to the latest information (Ciampi and et.al., 2020).
· Speed up access to knowledge and information: It simplifies operations by finding the people holding information.
· Stimulates growth and innovation: This helps in fostering business challenges and increases organizational growth.
· Accelerates customer delivery: It helps in easy working on the differentiator of the firm which is fast customer delivery of the firm.
Challenges:

· Obsolete technology: Firm have older systems in some of the areas. Thus, this is making the organizational structure to be decentralized. Thus, missing out potential values of operations.
· Lacking employee buy-in: Using knowledge-sharing soft wares, is creating a challenge for firms to facilitate their learning curve (Audretsch and et.al., 2020). Lacking employee support makes a lack of buy-in for new technology.
· Lack of leadership buy-in: Before implementing the change for the betterment of the firm, there is a need for proper leadership. Lacking proper leadership for a firm is creating problems in knowledge management.
· Making current information easy to be found: As the firm is not having proper leadership and is lacking with other areas too, finding in proper knowledge of current time is becoming difficult for the firm in having proper business operations.

Explaining the areas in which Amazon can make improvements in the future for overcoming challenges:

The firm is facing prior problems in the knowledge management of the company and there are several drawbacks for this problem in the relations to the topic of concern. There are internal areas under which the firm is seeking to have improvements which are like:

· Customer service area.

· Research and Development.

· Employee management.

There are various ways which can help the firm in making a clear way out of these challenges and to have proper working by improving these areas. The ways to improve in these areas are as under:
· Designing the pilot: Firm must design a small team that is always engaged with employees of the firm and measures and evaluate their results.
· Training team: Having employee engagement in the firm, can make the firm to have proper types of knowledge management (Overcome Your Biggest Knowledge Management Challenges.2023). This can be done by providing employees with training.
· Making information easy to be found: As there are issues of lacking proper assist with authorities to find information. The firm can make proper assistance to information for smooth operations.
· Implementing the right technology: Using AI in knowledge management in the firm can help in making proper uplift of the company's knowledge management procedures.
· Facilitating collaboration: Making collaboration an team task will be promoting open culture in firm and encouraging communication which will make appropriate knowledge sharing in the workplace.
· Clarifying the benefits to the team: Sharing the benefits of knowledge management in the firm will help the firm in making knowledge sharing easy.
· Breaking down silos: The firm can break silos of operations as there might be the possibility that employees working at lower levels would be having the answer to the problem (Teixeira, Oliveira and Curado, 2020). Thus, creating a free flow of information and communication can help in making proper approach of the information flow in the firm.

CONCLUSION

The report based on the knowledge and information management skills in workplace has concluded about the various aspects of the knowledge management in the context of the firm. Report has shown about the various aspects of the company and the concept of knowledge management. The report has also drafted about the importance of KM and how it helps the firm to satisfy their customer and achieve competitive advantage. Report has also concluded about that how the knowledge is being embedded in the firm by using in Nonaka's tacit and explicit knowledge conversion SECI model. It has also shown about that how the systematic approach of management information systems helps in sharing and exchanging knowledge across organizations. Later the report has shown how knowledge is important for a firm's SOP and what the outcomes firm achieves using this procedure. The report has also covered the challenges that it faces by working under the procedure. The report lastly also concluded about areas the firm is required to improve.
Recommendations:
From the above study it is being recommended that the firm has to improve its knowledge management system for which it can make use of the soft ware like Hubs pot knowledge management software. This is a knowledge-based software that helps the employees in making proper types of the reach to the information in the place. This further helps the employees in making their time to be utilized in proper customer service (Saarikko, Westergren and Blomquist, 2020.). The software provides the employees with free tools and also with personal training. This further helps in making proper types of upliftment on an individual basis and organizational basis. Using this software will be helping the firm in having proper types of interaction in relation to automating and routing the process of customer interaction. This will further be improving the productivity of the employees, reduce the training time, increase employee engagement, empowers remote employees, and provides better cross-functional collaboration. This soft ware will also provide with the fast and better informed decision-making process to be embedded in the firm.
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