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1.0 [bookmark: _Toc91789577][bookmark: _Hlk92995523]Introduction

Knowledge management is the process that helps in sharing the knowledge between employees of the organization in the form of searching, acquiring, and documenting. The knowledge management system is the kind of information technology system that stores and recovers the knowledge to enhance and improve the understanding, collaboration and process of the organization. It helps in improving the decision-making process, helps in increasing customer satisfaction and helps in promoting culture and innovative change in the organization (Schniederjans et al, 2020). The chosen organization for explaining the knowledge and information management system is “Amazon.com”. The main motive of this report is to understand the knowledge and information system of Amazon company. The report examines the background of the organisation, key theories of knowledge management, why information system is essential for Amazon, the information system implemented by Amazon with their inputs, process and outputs of each system, case study analysis and recommendation. 


[bookmark: _Toc91789578]2.0 Main Body


[bookmark: _Toc91789579]2.01 Company's background 


Amazon is set up in 1994 by Jeff Bezos in Washington, US. It is an American international technology company, and the main focus is on e-commerce, digital streaming, cloud computing and AI. Amazon is one of the biggest companies in the United States in the information technology industry. Earlier, the company offers only online books to the customers but after sometimes the company expanded its business in multiple categories of the product. 

[bookmark: _Toc91789580]Knowledge management refers to the process of creating, using, sharing and maintaining the information and knowledge of the organization. The knowledge management system is very important for Amazon in boosting the efficiency of the decision-making process. It also helps in creating innovative ideas and solutions for organizational problems. It also helps in increasing collaboration, helps in improving the workplace and helps in building organizational knowledge (Schniederjans et al, 2020). With the help of knowledge management Amazon company is able to track the product number, using emails text messages to update the customers and easily solve the queries of the customers, this helps in maintaining an effective relationship with the customers. Knowledge management helps the company in getting the right information at the right time by the right people, with this company can gain a competitive advantage and offers the products and services as per the needs and demands of the customers (Hebibi et al, 2019). Key knowledge management theory/theories, AMAZON Company’s strategies






[bookmark: _Toc91789581]2.02 Key knowledge management theory/theories, AMAZON Company’s strategies 

The knowledge management theories are of three kinds such as organizational, Ecological and Techno-centric, the knowledge management theories are introduced in the early 1990s to manage the organizational tools and framework so that companies can easily make their strategies for achieving the goals and objectives. And with the help of this theory, the organization can embed knowledge in their product and services (Ibrahim and Salleh, 2019).


Organizational knowledge management theory

The main focus of this theory is on the structure of the organization and how the organization designed their culture and hierarchically manage the process of knowledge. There are various strategies of Amazon to maintain the culture and hierarchy of the organization, the core culture of the organization is to value the employees and staff working with the company so that employees feel satisfied, and it helps in enhancing their productivity so that the goals and objectives of the organization can be achieved effectively and efficiently (Kane, 2017). 


Ecological knowledge management theory

The main focus of this theory is on the people, learning communities and relationships with the people this theory also includes s the interaction between the individuals in the organization and the internal and external factors that help the organization to share the knowledge between them. Amazon focuses on the customer's needs and demands so that they can fulfil the needs of the customers by offering the product and services as per their needs and maintaining healthy relationships with the customers (Martins et al, 2019). 
The management team of the company tries to identify the external factors and make the strategies accordingly as the company involves their employees in the decision-making process and welcome their suggestions and ideas that help in overcoming the problems and challenges easily, hence that the product and services can be improved. Therefore, creating the strategies for overcoming the challenges of external factors company will involve all the employees, this helps in taking the right decisions at right time.
The organization is looking to maintain a healthy relationship with its employees and customers so that the goals and objectives can be achieved effectively and effectively, management team is to analyse the internal factor that affects the business of Amazon.com so the team change the policies and strategies of the company that do not affect the activities of the company (Sadq et al, 2018). 





Techno-centric knowledge management theory

The main focus of this theory is on the technology used by the organization and the process of designing the technology in the organization that helps in facilitating the flow of knowledge and also helps in storing the information. Amazon uses the certain types of technology for different products so that they can attract customers and they can perform business activities effectively. 
· Amazon virtual dashboard - by the just one click customers can see the list of past purchase and amount they 
had paid and if they want to order the same, they can reorder again. 
· The second technology Amazon try to implement is that they deliver the grocery through the drone. As Amazon offers the grocery to the customers so they try to deliver the grocery with the help of drones to ensure fast delivery and the main motive behind this is that Amazon can deliver the products in one day. 
· Amazon also provides fresh products, ready-to-heat and ready-to-eat meals in just 2 hours by truck. 
· Amazon also offers the Amazon Fire TV to the customers, in this Amazon gives the box and stick separately, it allows the customers to watch hundreds of movies and shows and it is also famous for the gaming device (Lima, 2021). The help of these technologies that are used by Amazon helps the employees in gaining knowledge about the products and services of the company. 


Wiig model

 The model was introduced in 1993 by Karl Wiig. The model highlights the 3 conditions that are important for achieving the goals and objectives of the business effectively. The conditions are the business should have commodities and customers, the business must have appropriate resources and the business must have the strength to act. The main motive of this model is to use quality knowledge to perform business activities effectively (Sensuse and Cahyaningsih, 2018).   


SECI model

The model is introduced by the Ikujiro Nonaka and this model comes out by the research in knowledge management, the research is about organizational learning, information system and business administration. The SCEI is the abbreviation of Socialization, Externalization, combination and internalization. This model helps in explaining the different types of knowledge creation and sharing of knowledge, increases the interaction with others for developing innovative ideas and thoughts. This model helps Amazon in embedding the knowledge in their product and services by creating innovative ideas to attract customers (Farnese et al, 2019). 



[bookmark: _Toc91789582]
[bookmark: _Hlk92994936]2.03 Management information system (MIS), sharing and exchanging the information



Management information system

It refers to the study of technology, people, organization and relationships between them. The MIS helps the organization in maximizing the benefits on the investment in personnel, process of business and equipment. Amazon uses the Oracle database management system that helps the company in scheduling the orders with high accuracy and helps in delivering the orders timely. The input of the MIS of Amazon is the information of the existing customers and the information of their orders (Polacco and Backes, 2018). This system helps Amazon in taking the right decisions at right time for controlling, coordinating, analysing and visualizing the information of the organization that helps planning to set the targets for in a  short term and helps in controlling the functions of the business. 
The MIS helps in communicating and managing the information between the teams and departments of Amazon, provides the analysis of the trends, current data of the company and background of the company; with the help of this Amazon can share and exchange information from one department to another department or from one team to another team (Gurusubramani et al, 2021). 

Amazon uses the 2-piece information management software that consists of simple storage service and Amazon web service, the simple storage service is connected to the integrated database of the company and the web service helps in promoting access to the E-commerce platforms. The web service of Amazon helps customer to create their accounts and can personalize their information so that they can easily do the process of the transaction. 
There are various reasons why information system is essential for Amazon:

· Business Process Analysis -The information system helps the company helps in determining the efficiency of delivery and business process like ordering, the process of transaction, delivery of the order and helps in maintaining the relationships with customers. The company has successfully incorporated the different mechanisms of their information system with its customer relationship management system and database to enhance the analysis of the business process. The information management system of Amazon creates a virtual copy of the physical marketplace to improve the understanding of the demand and supply variations (Polacco and Backes, 2018). With the help of an information management system, the automation of the business process will increase and help in solving the queries of the customers faster. 

· Customer attraction and retention: With the help of improved business process analysis the Amazon can be able to attract and retain more customers as compared to other E-commerce websites. The information management system of amazon analyses the interest and personality of the customers and creates recommendations on their favourite products with the help of strategy of customer relationship management to retain and gain the customers. The scalability, security and efficiency of the information system of Amazon help in improving the communication between the staff and customers (Rainer and Prince, 2021). The strategy of Amazon such as high margin, low prices help the company to attract and retain more customers in the competitive market. By selling the products at low prices company can be able to sell more products in a short period of time and gain more profits for a long period of time. Due to increased demand, the company has expanded its variety from selling books to electric appliances, clothing, groceries and video games. 


· Decentralization of the decision-making process - The main benefit of the information system is that it allows the organization to decentralize the decision-making process to decrease the mismanagement, especially when the organization has a large customer base. The information system of amazon helps in solving the queries of the customers easily and helps in guiding the customers if the user-facing any problem while ordering or while making the payment. 
The information system helps in giving the right information of marketing, financial, inventory and performance of the employees to the managers. The information management system of amazon helps the company in accessing the information with the help of automation of collection, sorting and centralized storage of information; this helps in easy accessibility for the organization (Polacco and Backes, 2018). 



[bookmark: _Hlk87325108][bookmark: _Toc91789584]2.04 Amazon.com KIM analysis, Threats


There are several information systems are used by Amazon for the effective creation, storing, sharing, integration and application of information necessary for managing the knowledge and development practice, and this system helps the organization in exchanging information effectively. 

Transaction processing system - The characteristics of the transaction processing system are performance, consistency and reliability and that helps in maintaining the balance and control between the products and services of Amazon and this system also helps in maintaining coordination between the inventory and distribution of Amazon products (Kostoski and Apostolova, 2021). 
The input activity of the transfer processing system of Amazon involves the process of data entry, the activities involved are data capturing, collection or recording of data, coding and editing the data. After input of data, the transaction will process, this involves specific steps such as entry of data, validation of data, processing of data, revalidation, storage of data, generation of output and query support. The database of Amazon records the transaction by itself in the central database of the company (Al-Qerem et al, 2020). 

Office automation system - The system is designed to improve and increase the productivity of the employees and to improve and enhance the communication between the organization and employees so that the environment of the organization will be healthy, and employees feel satisfied while working in the organization. It is a tool that helps in moving the data from one system to another system without any human intervention (Pathak et al, 2018). This system helps in decreasing the manual efforts to complete the task, helps in cutting down the errors and helps in reducing the time of processing. The past information has been stored in the database and the problems are also stored in the database of Amazon than with the help of past information the data is transferred from one system to another and then the employees and management can find the solution, or the database suggest the solution to the company. As per the requirement of the organization, Amazon can apply that solution (Li et al, 2019).

Knowledge work system - It is a specialized system built for promoting the formation of knowledge and it helps in ensuring that proper knowledge and technical skills should be incorporated in the business so that company can achieve the goals and objectives effectively and efficiently. Knowledge work system helps in creating innovative ideas and helps in providing the knowledge with the help of communication, graphics, management tools, analytics and documents. Sometimes the employees have to search for knowledge outside the company and the knowledge work system helps in accessing the external database easily so that employees do not waste their time in searching the information and with the interface of this system is user-friendly so that it helps the user to get the information easily and quickly (Jyoti and Rani, 2017). 



[bookmark: _Toc91789585]2.05 KM techniques used by Amazon


The standard operating procedure (SOP) refers to the set of instructions that helps the employees in performing the daily operations of the organization the main objective of the SOP is to maintain the efficiency, quality of output and performance and helps in decreasing the failure and miscommunication in the organization. Knowledge is very important for maintaining the SOP of the company because it helps in managing the day-to-day operations of the organization. With the help of implementing the latest technology, the company can increase knowledge and can manage the quality of output and manage the performance of the employees effectively. 
The main outcome of Amazon is that with the help of SOP the company can improve the quality of the output, manage the daily operations effectively and the SOP helps Amazon in reducing the miscommunication in the organization by floating the correct message and with the help of knowledge the miscommunication can be reduced. 
[bookmark: _Toc91789587][bookmark: _Hlk92994384]3.0 Recommendations

The recommendation for the Company is that Amazon should   implement a customer knowledge management framework, because it helps the company in analysing the customers so that company can offer the products and services as per their needs and demands; the main objective of this framework will be to increase the sales and revenue of the company by analysing the needs and demands of the organization. 
With the help of the 4 steps of the customer knowledge management framework (as illustrated in the below table), a company management team purposely formed can identify the needs and requirements of the specific targeted customers:
· The first step - to understand the knowledge needs, in this step the company needs to identify the needs and requirements of the customers so that they can offer as per the needs and requirements of the company. 
· The second step - the company needs to identify the gaps in the business and prioritize the opportunities accordingly, so that it helps the company in satisfying the demands of the customers. 
· The third step - after identifying the current gaps in the business, the company needs to create the solution by developing a marketing strategy and implementing those marketing strategies to attract the customers.
· The fourth step - the company should continuously update the marketing strategy to meet the company’s goals and expectations. 


	Activities
	Week 1
	Week 2
	Week 3
	Week 4

	Understanding the knowledge needs
	
	
	
	

	Assess opportunities 
	
	
	
	

	Design and implement solutions
	
	
	
	

	Improve and sustain 
	
	
	
	




[bookmark: _Toc91789588]4.0 Conclusion


By concluding the report, the knowledge and information system are very important for the business to store the information for the business, and it helps in taking the right decision for the organization. The information system of Amazon is very strong, so it helps the company is taking the competitive advantages and it also helps in competing with the other E-commerce websites. Not too long ago, Amazon use to sell only online books to the customers but gradually the organization expand its products and implemented different technologies to attract the customers, and this helps in gaining the profit of the business. An effective information system helps in solving the queries of the customers quickly and helps in taking the right decisions. The knowledge and information are very important for the business because it helps in developing the relationships with the customers and help in maintaining the information of the customers so that company can offer the products and services as per the needs and demands of the customers; the main finding of this report is how Amazon manages its knowledge and information system for sharing and exchanging information with customers and employees. 




[bookmark: _Hlk92993871][bookmark: _Hlk92994163]5.0 Practical Evaluation of the Proposed Knowledge Management Framework for Amazon.com





Knowledge Management Framework for Amazon 

The report discussed three different types of theories and models for knowledge management in the context of the given case study of Amazon. Those three theories and models are organizational knowledge management theory, ecological knowledge management theory, Wiig model and SECI model.

Organizational Knowledge management Theory

 The objective of the theory is to strengthen the culture and the workforce of the organization and for the correct implementation of the theory the Amazon managerial team introduced the two-pizza rule where the number of team members working together in a team is being restricted to 8 only. To have quality outcomes limited and quality members in a team are required not quantity (Culpepper et al., 2020).
Merit: The benefit of applying the model to Amazon was that it strengthened the workforce of the company by winning the trust of its employees and developing employee retention.
Demerit: The drawback that the company will face is in training the employees as per the changing dynamics of the market that results in the low productivity and progress of the employees.

Ecological Knowledge Management Theory

The basic elements that this theory focuses on is in building relationships at the workplace and strengthening the interaction between the employees and other senior management staff to reduce the confusion with them and avoid conflicting situations at the organization. Amazon implements the model by focusing on the needs and requirements of the employees and then making the changes in its policies, strategies and procedures accordingly (Deb et al., 2018).
Merit: The advantage of the model that will be experienced by Amazon post-implementation is increased internal relation and a peaceful working environment for the employees at Amazon that ultimately results in increased productivity.
Demerit: The negative outcome of the model on the Amazon is as a lot of time wasted in building relations and making interactions and as an outcome the work gets suffered and get delayed. 

Wiig Model

The originator of the model was Karl Wiig that highlighted the three main terms to live the dream of a successful business. Firstly, as per the model, the businessmen must have consumers and goods to sell in the market, followed by a second condition that includes the availability of all the essential resources required to operate the business and last is the strengths of the business to perform the acts (Farnese et al., 2019).
Merit: The model provides a path to the managers and leaders to achieve the longing goals and objectives of the business with its efficient and effective application on the business.
Demerit: The negative shade of the model on Amazon is that it focuses only on the three elements to operate the business and ignores all other essential elements like finances, marketing, human resources etc.
SECI Model
The four basic elements of the model are Socialization, Externalization, Combination, and Internalization. The basic element of the model is to create and share the empathy of knowledge within the people at the workplace and as a result, the model prepares the workforce for future challenges and difficulties (Holford, 2019).
Merit: The model contributes to the improved employee productivity and working efficiency that will be benefiting the organization only.
Demerit: The model is quite expensive as it requires a lot of resources and spending to arrange the resources for effective implementation of it.
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Practical Evaluation of the Proposed Knowledge Management 

Framework for Amazon.com

PurposeofPoster

The main objective, the purpose of creating the poster is to uncover the entire

discussionthatwasdoneintask1whichmeansthereportnAmazoncasestudyonthe

topicKnowledgeInformation Management andtherelevanttheoriesandstrategies.

Introduction

AnAstuteKnowledgeisthemostcrucialthingthatanentrepreneurorbusinessdevelopermusthave

to set up a successful business idea in the market and lead it successfully. The poster is going to

address the several relevant information to the topic that is Knowledge Information Management on

the Amazon case study. The information that is being discussed in the poster includes challenges to

knowledge management by Amazon, the recommendation for strengthening and different

frameworksandmodels likeSECI model, Wigg model, ecologicalmanagement theoryetc.

Recommendations forStrengthening Knowledge ManagementPractices

It can be recommended to Amazon that implementation of the Knowledge information

management framework by the company at the workplace will help a lot to the company in

achievingthelonging objectivesand goals.Allthe modelsandtheoriesdiscussedinthereportare

relatedtoKnowledge Information Managementthat meanstheKIManalysisisbeneficialforlarge

scale organisations like Amazon to deal with the changing market dynamic with efficient

knowledge and information. Also, the theories and frameworks are going to make correct gap

identification in the market so that the strategies for the future can be developed accordingly

(Ansharietal.,2019).

Conclusion

The poster concludes that knowledge management is an essential part of the business

organisation that results in efficient and effective working of the organisation in the

challengingbusinessenvironment.ThecaseofAmazonisbeingaddressedintheposterthat

wasdiscussedindetailintask1whichwasareport.

Amazon’sKnowledge ManagementChallenges

There were many challenges faced by Amazon to manage the entire organisation and they were

analyzed in the Knowledge Information Management analysis that is abbreviated as KIM. Here are

somekey challengesfacedby Amazon.

Transaction Processing System is alternatively known as real-time processing and in this, the

challengeforthecompanyistomanage thereliability,performanceandconsistencyinemployees.

Technologyisspreadingrapidlyinthemarketandasaresult,theofficeautomationsystemisthenew

challengefororganisationsto dealwith.Inthis,theproblemistokeepstoredallthepastinformation

oftheorganisationincluding thepresentonewithlargespacedmemory cards.

The knowledge work system is another challenge or difficulty faced by the managers and leaders at

Amazon at presentbecause a lack of knowledge and experience may lead to the poor performance of

thecompanyinthemarket (Al-Qeremetal.,2020).

References

•

Al-Qerem, A., Alauthman, M., Almomani, A. and Gupta, B.B. (2020). IoT transaction processing through

cooperativeconcurrencycontrolonthefog–cloud computing environment. SoftComputing, 24(8),pp.5695-5711.

•

Anshari, M., Almunawar, M.N., Lim, S.A. and Al-Mudimigh, A. (2019). Customer relationship management

and big data-enabled: Personalization & customization of services. Applied Computing and Informatics, 15(2),

pp.94-101.

•

Culpepper, P.D. and Thelen, K., 2020. Are we all Amazon primed? Consumers and the politics of platform

power.ComparativePoliticalStudies, 53(2),pp.288-318.

•

Deb, S.K., Jain, R. and Deb, V. (2018), January. Artificial intelligence―creating automated insights for customer

relationship management. In 2018 8th International Conference on Cloud Computing, Data Science &

Engineering (Confluence) (pp.758-764).IEEE.

•

Farnese, M.L., Barbieri, B., Chirumbolo, A. and Patriotta, G., 2019. Managing knowledge in organizations: A

Nonaka’s SECI model operationalization.FrontiersinPsychology, 10,p.2730.

•

Holford, W.D. (2019). The future of human creative knowledge work within the digital economy. Futures, 105,

pp.143-154.


Microsoft_PowerPoint_Slide.sldx
Practical Evaluation of the Proposed Knowledge Management Framework for Amazon.com

Purpose of Poster 

The main objective, the purpose of creating the poster is to uncover the entire discussion that was done in task 1 which means the report n Amazon case study on the topic Knowledge Information Management and the relevant theories and strategies.

Introduction 

An Astute Knowledge is the most crucial thing that an entrepreneur or business developer must have to set up a successful business idea in the market and lead it successfully. The poster is going to address the several relevant information to the topic that is Knowledge Information Management on the Amazon case study. The information that is being discussed in the poster includes challenges to knowledge management by Amazon, the recommendation for strengthening and different frameworks and models like SECI model, Wigg model, ecological management theory etc.

Recommendations for Strengthening Knowledge  Management Practices

It can be recommended to Amazon that implementation of the Knowledge information management framework by the company at the workplace will help a lot to the company in achieving the longing objectives and goals. All the models and theories discussed in the report are related to Knowledge Information Management that means the KIM analysis is beneficial for large scale organisations like Amazon to deal with the changing market dynamic with efficient knowledge and information. Also, the theories and frameworks are going to make correct gap identification in the market so that the strategies for the future can be developed accordingly (Anshari et al., 2019).

Conclusion  

The poster concludes that knowledge management is an essential part of the business organisation that results in efficient and effective working of the organisation in the challenging business environment. The case of Amazon is being addressed in the poster that was discussed in detail in task 1 which was a report. 

Amazon’s Knowledge Management Challenges 

There were many challenges faced by Amazon to manage the entire organisation and they were analyzed in the Knowledge Information Management analysis that is abbreviated as KIM. Here are some key challenges faced by Amazon.

Transaction Processing System is alternatively known as real-time processing and in this, the challenge for the company is to manage the reliability, performance and consistency in employees. 

Technology is spreading rapidly in the market and as a result, the office automation system is the new challenge for organisations to deal with. In this, the problem is to keep stored all the past information of the organisation including the present one with large spaced memory cards.

The knowledge work system is another challenge or difficulty faced by the managers and leaders at Amazon at present because a lack of knowledge and experience may lead to the poor performance of the company in the market (Al-Qerem et al., 2020).
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Knowledge Management Framework for Amazon 

The report discussed three different types of theories and models for knowledge management in the context of the given case study of Amazon. Those three theories and models are organizational knowledge management theory, ecological knowledge management theory, wigg model and SECI model.

Organizational Knowledge management Theory: The objective of the theory is to strengthen the culture and the workforce of the organisation and for the correct implementation of the theory the Amazon managerial team introduced the two-pizza rule where the number of team members working together in a team is being restricted to 8 only. To have quality outcomes limited and quality members in a team are required not quantity (Culpepper et al., 2020).

Merit: The benefit of applying the model to Amazon was that it strengthened the workforce of the company by winning the trust of its employees and developing employee retention.

Demerit: The drawback that the company will face is in training the employees as per the changing dynamics of the market that results in the low productivity and progress of the employees.

Ecological Knowledge Management Theory: The basic elements that this theory focuses on is in building relationships at the workplace and strengthening the interaction between the employees and other senior management staff to reduce the confusion with them and avoid conflicting situations at the organisation. Amazon implements the model by focusing on the needs and requirements of the employees and then making the changes in its policies, strategies and procedures accordingly (Deb et al., 2018).

Merit: The advantage of the model that will be experienced by Amazon post-implementation is increased internal relation and a peaceful working environment for the employees at Amazon that ultimately results in increased productivity.

Demerit: The negative outcome of the model on the Amazon is as a lot of time wasted in building relations and making interactions and as an outcome the work gets suffered and get delayed. 

Wigg Model: The originator of the model was Karl Wigg that highlighted the three main terms to live the dream of a successful business. Firstly as per the model, the businessmen must have consumers and goods to sell in the market, followed by a second condition that includes the availability of all the essential resources required to operate the business and last is the strengths of the business to perform the acts (Farnese et al., 2019).

Merit: The model provides a path to the managers and leaders to achieve the longing goals and objectives of the business with its efficient and effective application on the business.

Demerit: The negative shade of the model on Amazon is that it focuses only on the three elements to operate the business and ignores all other essential elements like finances, marketing, human resources etc.

SECI Model: The four basic elements of the model are  Socialization, Externalization, Combination and Internalization. The basic element of the model is to create and share the empathy of knowledge within the people at the workplace and as a result, the model prepares the workforce for future challenges and difficulties (Holford, 2019).

Merit: The model contributes to the improved employee productivity and working efficiency that will be benefiting the organisation only.

Demerit: The model is quite expensive as it requires a lot of resources and spending to arrange the resources for effective implementation of it.
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