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[bookmark: _Toc87025830]1.0 Introduction
Knowledge and information management are considered two primary progress of Amazon and the organization is required to focus upon those following market challenges. It is also necessary to understand the knowledge challenge which is a biannual program for business organizations to incorporate different research activities for improving their working progress. The study provides elaboration about the challenges that are faced by Amazon and how knowledge management theories help the organization to understand the market and the challenges. The next phase of the study provides elaboration about the effectiveness of knowledge management for creating a knowledge base and maintaining a proper customer relationship. The next phase of the study provides understanding about the challenges that are faced by Amazon and recommendations provided to understand the effective step that can be taken for practices in context to knowledge acquisition-retention-transfer perspective.
[bookmark: _Toc87025831]2.0 Organizational Background 
Amazon is one of the famous American multinational business organizations which focuses upon cloud computing, e-commerce, artificial intelligence, and digital streaming. Due to the covid-19 pandemic, the organization also faced several difficulties coping up with customer requirements. The E-Commerce giant also started to deliver products at low and convenient prices at the time of the coronavirus crisis. The organization hired employees and brought 175000 new warehouses by mid-2020. The demand for customers is increasing gradually and Amazon added 36400 employees in 3 months which increased its headcount by 876800. Amazon also launched an Amazon Web service which provides data on the website and It helps the employees to understand the internet traffic patterns and other statistics for developing the business. The organization also incorporated the AWS portfolio (Jarmooka et al., 2020). 
Amazon is one of the largest retailing giants and there provide better quality logistic service across the globe. According to the annual report of 2020, the revenue of the organization is US$425.064 billion. The operating income and net income of the organization are US$22.9 billion and Us$21.331 billion respectively. The core competency of the organization is to identify their customer convenience and accessibility and also understand the pattern of shopping. Amazon is also building the core competencies to online market development and also trying to get detailed knowledge based on the customer requirement. 
[bookmark: _Toc87025832]3.0 Management theories for underpinning the study 
Organizational Learning Theory: Every business organization is required to follow the organizational learning theory and is based upon two different aspects. It provides elaboration about the expected outcome that differs from the actual outcome and business organizations can easily gauge in inquiry to understand the challenges. 
Espoused Theory: It refers to the formal part of the business organization. Every business organization requests to track their employees for contacting themselves in a positive working atmosphere and carrying out their job. It will also provide comprehensive benefit in context to an understanding about the rising problem and how the organization is taking necessary action for getting a positive outcome. On the other hand, the theory also provides brief elaboration about the problems that are faced by the organization and how knowledge management can provide potential benefits in lowering the issues (Hock et al., 2021).
Theory in use: It is considered one of the actual ways by which the business organization can easily follow the espoused theory and rely upon brainstorming and interaction for solving problems. The theory in use also referred to the flowing and social way by which employees can solve problems and learn. For example, a business organization can take a major step to understand the actual problem which is impacting the working activities. After gathering detailed knowledge, the organization can easily improve the working standard and also motivate the employee to find an actual way in lowering the issues or solving problems with computers. In case of any mismatch between the approaches, the organization can enforce espoused theory which is considered one of the clear and straightforward ways (Lam et al., 2021). It will also provide a conducive environment under which the employee can easily accept the theory and also implement them for improving the working environment. 
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Fig: Theories and their uses
(Source: Lam et al., 2021)
The organizational learning theory also helps employees to develop their knowledge continuously based on the history of data and target-oriented data. Employees can easily get detailed knowledge about the current challenges and work upon it to lower the issues and also make a systematic procedure for maintaining a stable working environment. It also provides a comprehensive benefit to Amazon in improving their working standard and making employees capable of understanding the primary objective of the management information system. The management information system also helps Amazon to enhance the Synergy and also turns the outcome of information to customers through advertisement (Lee et al., 2020).
[bookmark: _Toc87025833]4.0 Different steps and prerequisites for good management practices 
Amazon is an American Multinational E-Commerce company and also one of the leading online retailers in the global market. The organization is offering cloud computing services and Technology is considered one of the primary objectives for the growth of the business and also integrating appropriate customer relationship management. Linux is one of the core strengths behind the technology of Amazon and the organization is incorporating different strategies like ERP for understanding the consumer requirement. Amazon also exposed several threats of sorting and securing the credit card and debit card information of thousands of customers in a day. The organization also tries to maintain proper customer relationship management by incorporating different strategies including understanding customer Trends (Islam and Widen, 2021).
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Fig: Data Warehouse of Amazon
(Source: Islam and Widen, 2021)
The sales strategies of Amazon are very unique which reflects its MIS. The operation activity of the organization is based upon a single-level sales strategy. The initial growth of the organization is favoured by the consumer model. The recent development of e-commerce activities also helped the organization to interact with consumers freely and resulted in understanding the ongoing Trend and changes of customer preference. The business model of Amazon also reflects upon the management information system where MIS plays a pivotal role. Elastic cloud computing is one of the vibrant web servers that is offered by the organization and the objective is to develop the working activities. E2C is the primary attractive feature of Amazon which can save more time unemployed can easily ignore additional challenges and their working activity. 
[bookmark: _Toc87025834]Acquisition of Customer Shipment address:
Customers are requested to offer the shipping address to whom the product has been sent. In some cases, it is identified that customers order the product from Amazon and in case they can retrieve their shipping address that has been saved in the registration time. The retiring option also addresses the user to reduce the time involved in re-entering the address. It is also considered one of the time-saving methods and devices Amazon focuses on and also delivers the product without hampering the customer. Amazon also offers several options to their users in context to the shipping methods (Bahramimianrood and Bathaei, 2021). The organization also pays the customer for selecting the shipping method which is identified by the employee with the help of a management information system. The employees of the delivery and logistics department are responsible for understanding the shipment pattern and providing adequate service for retaining the customer. Moreover, the primary technology that is used by Amazon is web service which is one of the important parts of networking. Web service is also considered as the pillar of management information systems in the organization. Use this for understanding the requirements of customers and tracking the logistics. Furthermore, the technology also provides additional benefits to the organization because it is interconnected with vibrant relational data (Demir et al., 2021).
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Fig: E-commerce privacy and security of Amazon
(Source: Demir et al., 2021)
[bookmark: _Toc87025835]Payment system offered to the customer: 
The payment gateway system of Amazon it's to the debit card and credit card information on their past purchasing. It means that customers are not required to input card information regularly. On the other hand, Amazon also provides a secure socket locker to store banking information. The employees are trained with high professional technologies under which the information of customers is kept confidential and protected under the consumer data act. The organization also maintains legal policies for ensuring the trust component of consumers.  The primary part of Amazon CRM is the integration of a logistic system where the customer can easily contact the logistic members for tracking their product. The market strategy of Amazon reflects the preference behaviour and the product offered as per the requirement of the consumer. The organization is also used in marketing as a tool for collecting information of customers which can be used for marketing activities. The employees of Amazon use ERP packages for handling manufacturing, sales, administration, and logistics (Ahmad et al., 2020).
The business model of Amazon reflects the management information system and it is used by the employees to understand the ongoing changes and preferences of customers. The cloud computing system is considered one of the effective systems by which Amazon stores the data of consumers. The E2C application Amazon Store devices that are used on the internet and the interface help the employers to understand the volume of demand. On the other hand, the organization also uses data mining techniques for storing information about the products and services that are provided to customers. Feedback is considered one of the primary objectives underweight Amazon is focusing on. According to the CEO of Amazon, customer feedback helps in improving the business activity and also making the working standard productive as per customer demand. Providing better quality products to customers is the primary responsibility and the sharing of products by customers on social media is considered one of the second steps of promotion (Melati et al., 2020). Amazon also charges free to their prime customer which is also one of the attractive packages provided for retaining them. 
[bookmark: _Toc87025836]5.0 Effectiveness of information management and culture in terms of effective customer relationship management 
Ensuring anti-phishing intervention and organizing products
Amazon is required to have a good customer relationship for enhancing its logistic operation accordingly. The human resources are responsible for understanding the market and also expanding the business in unexplored markets. Moreover, the gathered data can be beneficial for the organization in understanding the purchasing trend of customers, and employees of Amazon can easily analyse the next potential market according to the demographic. The growing population and the pattern of customer shopping are changing rapidly where technology plays one of the pivotal roles. Currently, it is identified that consumers are more focused on social media and social media marketing is one of the effective ways of attracting customers. The segregation of customer preference is based upon the ethnic background where internet providers diversify and the environment for shopping (Al Mansoori et al., 2021). On the other hand, providing an exclusive web experience as per customer background also helps the organization to grow. Customers from different backgrounds get happy when the logistic employees communicate in their language. 
Information of social networking and improve the website operation
Amazon is required to understand the synergy and implement different strategies for improving its business. Amazon has also incorporated a management information system for advertising and improving its sales. The social media platform is considered one of the growing platforms where every business organization focuses on promotion. The social media platform is diversified and Amazon is incorporating different Strategies for attracting customers. The E-Commerce business joint promotes their business based on the service provided to maximum customers. The positive feedback of customers is also highlighted in social media which helps in attracting customers toward their logistics and service. For the growth of the business, Amazon has Incorporated a better social networking profile which is also considered one of the effective ways in promoting their product (Epaminonda et al., 2020).
Ensure better consumer introduction and build customer relationship management
Amazon has successfully built a device customer relationship with the help of a positive logistic operational activity. Format any appropriate standard of business the organization also focuses upon marketing campaigns to understand the needs of consumers. The organization uses customer data for promoting their business and also offers new products as per the customer Trend. Acquisition of the market is not only the solution for Amazon. The organization also uses CRM techniques with the help of enterprise resource management solutions for improving human resource management. Despite this, Amazon has also Incorporated the CRM technique to track its business activities and logistic activities (Bahar et al., 2020). A key performance indicator is a primary objective that helps the organization to understand the success rate of the business every quarter. Key performance indicators also benefit Amazon for gaining from success on the market and also improvising the working standard of employees. The management information system is related to the success of the organization where key performance indicators motivate the employees for gaining success. 
The organization also faces several difficulties in maintaining appropriate standards of sales and marketing activities. for improving the marketing activities, the organization focused upon management information system and together data about their sales are with the organization use ERP. ERP is considered one of the primary progress for the success of Amazon which also helps them in lowering the errors and pitfalls in managing their business. ERP is also considered one of the effective processes where the organization can easily understand the ongoing pattern and changing trend of consumers (Sohu et al., 2020).
Include virtual assistant and AI
Amazon started to use artificial intelligence in the system as a primary tool for upgrading the bonding between customers and employees. It is also one of the effective tools that help the organization for conducting a long-run business. Necessary changes are made based on the information gathered through the internet. Management information systems also help the employees of Amazon to understand the requirements of the market and communicate with the stakeholders accordingly. Amazon has started using intelligent virtual agents to understand the issues that are associated with the operation and logistics. The 24-hour chat service has been incorporated by Amazon to gather feedback from customers and respond based on product and service (Serenko and Bontis, 2021). Moreover, the supply chain management, operation management, customer relationship management, and human resource management of Amazon have collaborated as an intelligent virtual agent. The management information system started responding to the queries of consumers which is considered effective in growing the business. Despite this, the intelligent virtual agent also helps the business organization to cut the number of service costs.
[bookmark: _Toc87025837]6.0 Amazon potential knowledge management challenges 
Knowledge management can be considered one of the most appropriate and efficient aspects for Amazon which can provide comprehensive benefit to the organization. Amazon performs business activities across different continents and interacts with a large number of consumers. Knowledge gathered from different past incidents and potential challenges which forced the organization to take necessary measures can also provide efficient support to the organizational infrastructure (Qandah et al., 2020). The organization has to manage available information and knowledge about different issues more precisely to access comprehensive benefits by exercising the knowledge. There are also several inconveniences on the way of utilizing knowledge management in Amazon.
Employees lack knowledge about knowledge management tools
The organization includes a large number of employees and individual workers who do not have similar workability or knowledge performance. Hence, the organization has to identify and choose between the employees for recruiting within the knowledge management. Employees and workers are also very inconvenienced to using developed and improved methods of knowledge management tools without appropriate knowledge. Amazon has to provide appropriate training and understanding about the knowledge management tool which includes time and capital investment.
Inappropriate uses of knowledge management
Knowledge management is very effective and appropriate for the development of Amazon and can also ensure better organizational sustainability. Using knowledge management without appropriate direction or insufficient information can create significant inconvenience for the organization. Rather than, inappropriate knowledge management can also detect organizational cash flow or workforce potential toward different directions and waste of resources (Fletcher et al., 2020).
Organizing and storing knowledge
Amazon performs business activities across different potential markets and a huge number of consumers across 13 countries. The knowledge gathered from organizational activities along with different strategic approaches required huge storage and accessibility. The knowledge management of any organization has to take issues more instantly and analyse them effectively to identify the most suitable approach for resolving them. Without appropriate storage and organization of knowledge can create major inconvenience for the organizational employees or workers to associate effective knowledge management approaches. It will also enhance the performance of the employees' workforce and emphasize long sustainable business growth.
Uses and methods of utilizing knowledge management
Knowledge management is very effective and supportive to develop new standards of organizational activities as well as providing a useful platform for the growth of the brand. Though Amazon cannot depend on knowledge management for the resolution of every issue or expect every potential opportunity performed by the knowledge management during any critical issue. The use and approaches of knowledge management mostly depend upon individual workers and their creative and innovative skills. Amazon can face major issues regarding the abilities of workers managing the segment.
The above-mentioned challenges are the most common and effective issues which can cause difficulties for Amazon. Knowledge management can be considered one of the most effective strategies to incorporate different approaches and resolve various critical issues. Amazon has to concentrate on effectively maintaining the performance of individual employees associated with knowledge management and the appropriate organization of data (Ghalavand et al., 2020).
[bookmark: _Toc87025838]7.0 Recommendation for strengthening knowledge management practices
The organizational learning theory is very effective and appropriate for developing appropriate standards of knowledge management practices. The theory is also efficient for supporting organization requirements and achieving better success by fulfilling the objectives. The organizational knowledge management theory is also one of the most popular and effective knowledge management theories which can be used by Amazon for developing better opportunities. The organizational knowledge management theory includes ecological and technological knowledge management approaches. Ecological knowledge management mostly concentrates on the performance and interaction of human resources as well as analysing the information around the consumers. Where the technological knowledge concentrates on organizational performance and different instruments used within the organization. Amazon must incorporate information and knowledge across different levels and areas of action (Al-Emran et al., 2020). The availability of different strategic approaches and various perspectives allow Amazon to gain more flexible opportunities of understanding and evaluate the problem. Knowledge management can also provide comprehensive benefits to the organization by incorporating better creative and innovative approaches. Analysing the performance and growth of individual workers can also allow Amazon to incorporate the most suitable individual worker for the use of knowledge management in context to the organizational development. Knowledge management also provides a brief opportunity to the employees and workers to ensure better performance and inflict their abilities on the organizational infrastructure. The knowledge management including analysis and understanding of organizational stakeholders can provide a significant overview for including new changes or experimenting with different project works.
For enhancing the performance of knowledge management practices the Amazon can include several factors within the organization. Better training and appropriate understanding about the uses of knowledge management can significantly help the individual employees to gain appropriate measures of utilization. Apart from training and developing individual employees' abilities, the organization can also enhance the storage and organization of information based on different aspects. Cloud storage and technological devices are very convenient for storing and organizing different kinds of data with high efficiency. Including technological devices and smart instruments will help Amazon to sort and provide effective information instantly (Harb and Abu, 2020).
The employee's engagement and the standard of the employee's workforce also play a crucial role in the management and development of knowledge utilization. The appropriate engagement of individual employees and the workforce can effectively develop better standards of knowledge management. Facilitating collaboration and sharing knowledge across different levels of organizational positions can also ensure better accessibility of knowledge management. Sharing knowledge across different organizational positions also improves the relationship and bonding between different teams and team members. Creating a supportive organizational culture with innovative hydrology can significantly improve the approaches of knowledge management and the abilities of the segment to support organizational performance (Pham et al., 2020). Amazon can increase the endurance of knowledge management by emphasizing individual abilities and appropriate management of information according to different aspects beneficial for the organization.
[bookmark: _Toc87025839]8.0 Conclusion 
Knowledge and information management can be considered one of the most effective and crucial components of any business or organization which can provide comprehensive benefits to the organization. The study described different aspects of the potential influence of knowledge management in context to Amazon and its activities. The study also elaborates on organizational learning theory and organizational knowledge management theory. The comparative analysis of both theories ensures a better understanding and improves the performance of organizational approaches regarding knowledge management. Identifying different issues faced by Amazon and evaluating appropriate measures for approaching the issues has also collaborated in this study. Effective knowledge management and appropriate uses can significantly help Amazon to gain better opportunities across different segments of organizational performance.

Task 2: Poster
Introduction
The study is based upon the management information system and how it provides potential benefits to Amazon regarding their growth of business and also maintaining appropriate standards of customer relationship management. E-Commerce is considered one of the growing progress where Technology plays a pivotal role. Amazon has started using ERP tools for gathering detailed information about customer requirements and providing products as per them. The study also provides additional challenges that are faced by the organization and how they are incorporating different strategies following the issues of challenges. 
Amazon Information management and its uses
It is necessary to understand the importance of the management information system that is used by Amazon for interacting with customers and also returning them. Amazon reflects its success based on the achievement of their goal and how they are retaining their customers. Amazon started using a management information system which is considered one of the integrated ways for bringing the Synergy in between the information system and customer. Amazon is continuously growing its business and started incorporating organizational learning theory to understand the operational activity. The theory in use is considered one of the typical advances that are used by Amazon to understand the problem and incorporate new steps in different processes for getting appropriate solutions. It is considered one of the progressive ways by which the organization can easily improvise the feedback loop and take a strategy for modifying their working activities (Sahibzada et al., 2021). Amazon also follows the double loop planning system which is incorporated in the change in theory in use. It provides a comprehensive understanding of the necessary steps that should be taken by managers before entering a new market. The HRM is responsible for understanding the market and targeting the market according to the trend of the business. 
Customer acquisition on shipment address
The primary issue that is faced by logistic service is the continuous changes of address by the customer. It is considered one of the ongoing problems that are faced by Amazon. According to the management information strategy, customers are required to offer a specific address where the logistics service will be given and the shipment will be done in time. The continuous changes of address may result in facing difficulty for the logistic service and can be also considered one of the major drawbacks for Amazon (Nyame et al., 2020). For improvising shipment standards, the organization has integrated enterprise Resource Management. The technology used by Amazon comprises web service which is also considered as the primary pillar of management information system.
Offered payment system
The primary part of Amazon CRM is integrating the logistic system and also communicating with customers regarding their payment procedure. It is identified that Amazon started using Netscape secure server as a tool that is helping the organization in securing the banking information of consumers. Moreover, the data cannot be used by any employee and it is safeguarded with cloud-based software. The marketing strategy of Amazon reflects upon the behaviour and preference of consumers and based on the changes the organization provides the necessary service. In shipment logistics, consumers can easily track their product by logging in on the Amazon website and entering their order number or Identity number (Manesh et al., 2020). In the case of payment criteria, the organization follows both debit Card and credit card facilities for customers when the data are stored confidentially. Employees of Amazon also use the ERP tool for gathering detailed information about the logistic service and the current demand of customer.
Building customer relationships and understanding of preference
Customer relationship is considered one of the primary progress for increasing the business and also gaining profit from the market. Social media tools are considered one of the primary platforms for promoting the product and gathering feedback about the product. Amazon has also incorporated new strategies for improving the shopping nature of customers and also making them reliable to shop in the period of covid pandemic (Buntak et al., 2020). The covid-19 pandemic has disrupted the shopping nature of customers and customers seen focusing upon online delivery of the product. For a better understanding of the product, Amazon has started incorporating different strategies which include safe delivery of product indoor steps. It is one of the effective ways by which the organization is improving its customer base and demand for the product.
Uses of AI and virtual agents
Artificial intelligence system is considered as a tool that is used by Amazon for building good bonding with customers. It is also considered as a tool that is used for making a long run of the business and taking necessary steps for changing the business pattern as per future requirements. Despite this, supply chain management, operation management, and customer relationship management are incorporated as virtual agents for communicating with customers and also understanding the changing preference and tastes (Akinnuwesi et al., 2020). Social media is considered one of the important platforms from which Amazon can get detailed information about the requirements of customers and how the business standards are changing continuously. 
Market Gaps and Sales activities of Amazon
It is also necessary to understand the market gaps where the management information system plays a pivotal role in standardizing the business activities. ERP tool is considered one of the primary tools for driving the success of Amazon. Implementation of intelligent virtual agents for Amazon is considered beneficial in context to the growth of the business. Social networking is based upon both virtual and non-virtual modes and also can spread business. It also provides a long-lasting emotional impression upon the customer's mind which attracts them to shop from Amazon regularly.
Conclusion
The study provides elaboration about the management information system of Amazon and how they are maintaining their supply chain management in context to the growth of the business. Management information systems also provided a major benefit to Amazon in creating a long-lasting emotional impression upon the mind of the customer. The study also focuses upon the necessary changes that should be done by Amazon for improving the business and also making their working activities stable after the impact of the covid-19 pandemic.
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