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(Task 1: Individual Report)


Executive Summary
Knowledge management (KM) is an interdisciplinary method that helps in creating, sharing, maintaining and using information and knowledge of an organisation. Information regarding knowledge management will be evaluated by considering the case scenario of Amazon Inc. The purpose of this task is that it will help in understanding knowledge management aspects from knowledge acquisition retention-transfer perspectives. For strengthening their knowledge management practices, importance of applying theories such as Sir Francis Bacon Theory, Johari window model theory, Merhabian’s 7-38-55 communication model theory, Bergon (2003) theory, Nonaka and Takeuchi theory have been demarcated. Also, other theories such as Wiggs model, The Von Krogh & Ross model and the Mayer and Zack theory have been described in the report. Recommendations for applying one effective framework of KM have been also evaluated.
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Introduction
Knowledge management (KM) is termed as the process that helps in searching, acquiring, sharing and documenting knowledge between people or professionals within an organisation. This interdisciplinary process benefits an organisation in terms of managing information and knowledge in an effective way. It is considered an essential aspect for every organisation as it enhances performance, boosts innovation, help in sharing insights and improves different other pivotal aspects. Through this report, important aspects regarding knowledge management will be evaluated by considering the case scenario of Amazon. The main purpose of writing this report is that it will help in understanding knowledge management aspects from knowledge acquisition retention-transfer perspectives in this organisation. Some theories and models such as Sir Francis Bacon Theory, Johari window model theory, Merhabian’s 7-38-55 communication model theory, Bergon (2003) theory, and Nonaka and Takeuchi theory will be discussed with respect to the case scenario of Amazon. Based on such evaluation, key factors that will help in overcoming challenges by Amazon will be highlighted. 
[bookmark: _Toc90316683]Section 1: Knowledge and Information Management 
[bookmark: _Toc90316684]Background of Organisation
Amazon Inc is a multinational American technology company. The organization was established with the aim of offering services such as cloud computing, e-commerce, digital streaming and artificial intelligence. The establishment of the organisation in 1994 has led in enhancing market base of this multinational corporation in the global market platform. Operational segment through North America-focused websites has led in offering retail services to customers. Besides offering this service, the international segment offers offer retail sales on wide range of goods along with subscriptions of websites (Taplin, 2017). The web service segment of Amazon comprises of sales of compute, storage devices, databases and AWS service offerings. The expansion of the services under different segments has led in recruiting approximately 1.3 million employees by Amazon. As the most influential; brands in the globe, Amazon Inc has been able to compete with companies including Apple, Google, Microsoft and Meta (Facebook). Owing to the negative implications of pandemic, Amazon continued to operate its business by recruiting large number of professionals for its different operational segments. The application of principles and practices of knowledge management have led in adding value for the services offered to customers. Advanced knowledge management techniques that are being applied by the organisations has not only enhanced overall quality of services but has also attracted potential users for different services (Tou et al.2019). Being one of the major players in consumer technology and digital media, the company is re-inventing new methods for maintaining its service quality. As a result, net sales of the company continued to rise despite of the repercussions of pandemic. (Refer to figure 1)
                [image: ]
Figure 1: Net sales and income of Amazon Inc (from 1997 to 2020)
(Source: Statista Infographics, 2021)
[bookmark: _Toc90316685]Knowledge Management
Knowledge management (KM) is an interdisciplinary method that helps in creating, sharing, maintaining and using information and knowledge of a business. The term was first coined for one of the internal studies conducted by McKinSey in the year 1987 on information utilization and handling. This multi-faceted strategy is implemented by most companies as it helps in attaining targeted goals and objectives in an appropriate way (Serenko and Dumay, 2015). In an appropriate manner, utilization of organizational assets enhances competitive base of an organisation and maximizes chances of boosting innovation. As part of the learning process within organisation, knowledge management is considered a vital aspect and the core goal of such interdisciplinary process is to enhance knowledge base of professionals by connecting them with another in terms of encouraging them to participate in team work tasks. Deployment of organizational knowledge is essential for developing overall work proficiency in any particular sector.  This discipline recognizes three important forms of knowledge namely, implicit, explicit and tacit knowledge (Girard and Girard, 2015). Implicit knowledge, under this multi-faceted strategy, is considered as hybrid kind that can be codified depending on the requirements of an organisation. 
                  [image: What is Knowledge Management? Definition and FAQs | OmniSci]
Figure 2: Knowledge Management Strategy
(Source: Omnisci, 2021)
In contrast to this, tacit knowledge is difficult to articulate and thus, many professionals fail to understand as well as share. Innovative thinking and ability of understanding industry-specific body language is essential. Explicit knowledge, which is even termed as codified knowledge or formal knowledge is different from the above discussed knowledge forms. This form of knowledge is readily understood, shared and articulated by any individual. Knowledge manage is an effective aspect that help in utilizing institutional knowledge in an effective way. As part of the knowledge management process, firstly, decision makers analyze the ways of deploying information and knowledge. Secondly, assessment of organizational culture in terms of incorporating human and cultural aspects within the system is analyzed. Lastly, content management along with information taxonomy is done. It is an important factor to be noted that cultural and human aspects of knowledge management and creation is essential. (Refer to figure 2)
[bookmark: _Toc90316686]Importance of Knowledge Management in the context of Amazon
Amazon Inc, as a multinational corporation offering different kinds of services to users across the globe, needs to focus on knowledge management aspects for enhancing productivity. Besides spending capital for providing safety gear to staffs and for its internal testing initiative named, Project Ultraviolet, the organisation has been recruiting large number of staffs for delivery of products and also for undertaking tasks in warehouse. Although, this corporation utilizes effective knowledge management techniques by encouraging professionals to share vital data with one another, it should prioritize the need of implementing some strategies for developing a learning culture (Heisig, 2015). With a focus on three important areas of knowledge management such as accumulating, storing and sharing knowledge, newly recruited staffs should be encouraged to work collaboratively with the pre-existing workers for learning vital aspects regarding the tasks undertaken by them in different departments. The main purpose of doing so is that it will help in improving overall efficiency of the company. The best practices involved in knowledge management include location of expertise, content management, communities of practice and lessons learned. Among these practices, communities of practice (COPs) and location of expertise can be beneficial for Amazon in several. Through COPs, small groups within organisation can be formed as this will enable professionals to share vital information with one another (Akhavan et al., 2016). Knowledge creation and transfer can be done effectively through this. Location of expertise will help in identifying proficiency of skills of staffs in specific areas and they can be assigned according to that. Moreover, lessons that is learned by professionals through case studies or by analyzing any metric can be beneficial for introducing major changes in operational processes. Furthermore, practices associated with content management can be effective in availing organizational information. Via dashboards, portals or even CMS (Customer Management Systems), contents that can be searched, indexed and related with external data can be availed. KM as an important disciplinary aspect promotes an integrated approach of identifying, evaluating, retrieving, sharing and capturing an organization’s information assets (Massaro et al,.2015). The primary reasons of implementing KM strategies that will benefit organisations like Amazon Inc increasing collaboration, in maintaining security of intellectual property, improvement of quality of information and enhancing efficiency level of accessing information. Therefore, knowledge management is important for every organisation including Amazon. 
[bookmark: _Toc90316687]Ways in which knowledge management is beneficial in satisfying customers and achieving competitive advantage 
As discussed previously through the above sections that knowledge management (KM) is an interdisciplinary method that helps in creating, sharing, maintaining and using information within an organisation. It is thus, an integral aspect in customer relationship management (CRM). As KM facilitates sharing, effective services to customers are provided. All customer agents have the accessibility of same product and customer information. In a way, consistent information is shared with customers. A well planned and organized KM system is therefore considered the cornerstone of successful customer experience strategy (Batista et al., 2017). Through KM, employees of an organisation get the scope of tracking number of calls, questions and emails that are addressed or asked. By encouraging customers to share their feedback regarding any service or product, opportunities for making improvements help an organisation to introduce changes that ultimately fulfill requirements of consumers.
External knowledge management benefits customers by providing better insight into products and services. The system maintained for such activities enhances customers’ experience as they get the opportunity of raising queries without waiting for responses of call center representatives. On the contrary, a well-executed KM strategy helps in improving internal work processes of an organisation (Bhosale and Kant, 2016). For instance, self-service portals developed by companies’ addresses queries and support requests made by customers. Due to that, internal support team members are engaged for handling complex tasks for improving service and product quality. 
For establishing an effective KM system, it is crucial to analyze solutions that will lower risks relating to sharing of information that may confuse customers. By analyzing behavioral intentions of customers, information that is sought by such users is easily identified. In addition, knowledge gaps or areas that require expansion, deletion and any other kind of changes are identified (Loon, 2019). Based on that, changes are initiated and customers are supported with all required information. Improvement in such ways satisfies potential customers and help in developing competitive base for organisations. 
[bookmark: _Toc90316688]Section 2: Evaluation of Knowledge and Information Management Models/Theories 
[bookmark: _Toc90316689]Ways in which knowledge is embedded in products and service concept in tacit knowledge of individuals 
As far as the concepts associated with tacit knowledge is concerned, it is difficult in articulating and innovative thinking and ability of understanding industry-specific body language is essential in this. Considering Nonaka’s tacit and explicit conversion and decision making model, tacit knowledge is subjective and such form of experience based knowledge cannot be expressed in words, sentences formulas or even numbers. Tacit knowledge of individuals acquired from product and service related concepts are shared with other individuals by socialization. The shared experience of interacting with suppliers and customers directly help in capturing knowledge (Champagne et al.2014). This process of transferring knowledge from one individual to another is defined as socialization. Externalization, which is the process of making tacit knowledge explicit, dialogue, forms an important means. This is the most important conversion mechanism. Tacit knowledge is codified into manuals, documents etc. so that they are easily distributable throughout the organisation. The tacit knowledge is not possible virtually to codify and therefore, the extent of this mechanism of knowledge is therefore debatable. Combination, is the process of explicit to explicit and is the most simple form, which includes several sources of codified knowledge that are combined for creating new knowledge through tools like documents. Finally, Internalisation is the process of explicit to tacit. As the explicit sources are usually learned and used, the knowledge gained is internalised and this modifies the existing tacit knowledge of the user. This is one of the ways in which the knowledge is embedded in services and products and the knowledge gained continuously created and converted as the users of the knowledge collaborate, practice, learn and interact (Spencer, 2018). The SECI Model Knowledge Creation is therefore, a dynamic model and a visual representation of the continuous learning process that takes place within an organisation. Therefore, it can be said that Nonaka model results in true knowledge and actionable understanding and this comes from the gut level belief and commitment of the organisation for satisfying the needs of the customers. The employees would be able to understand the needs and requirements of the customers and therefore through the proper learning extend their services in the right way as required by the customers. As within an organisation including Amazon, there are five enablers for creating knowledge, vision, strategy, structure, system, and staff, it can be said that conveying and building of knowledge requires shared feelings, emotion, experiences, mental models and also empathy spaces (Kaur, 2015). 
 (Refer to figure 3) 
                    [image: SECI model]
Figure 3: The SECI (Socialization, Externalization, Combination and Internalization) Model
(Source: Hajric, 2021)
[bookmark: _Toc90316690]Sir Francis Bacon Theory - knowledge is power
It can be said that human beings have always conceived different ideas in the form of weapons which have helped them in fulfilling their desires and interests. According to Sir Francis Bacon, if a human being wishes something was true, they would overcome the various kinds of obstacles they might encounter in the process of gaining knowledge. It can be said that most of the barriers that the individuals will face are located in the cognitive capacity of the human being (Sitaula, 2017). This keeps the employees of Amazon motivated as they believe in this theory. They have started to understand that if they are facing any obstacles, it is due to their cognitive capacity. According to Bacon, there are four false notions that could act as an obstruction in the understanding of the human being which can prevent them from discovering the truth. The employees of Amazon work rigorously towards understanding this theory and implementing it in their practice so that they can achieve the best results for the company by attaining the goals objectives (Bosco, 2017).
Johari window model theory
The Johari window model is a model which creates an understanding of self-awareness and communication between the employees. This model has been utilised by the employees of Amazon in order to provide information regarding their ability and the motivational factors along with having a better understanding of their emotions and attitudes. The managers and leaders of Amazon have been able to delegate tasks in a better way which has helped them in the process of training and development purposes. This model has also been utilised for the purpose of gathering information about the various relationships and bonding between the team members within Amazon (Osmanoğlu, 2019). This has been informative enough to be useful for collaborations of intergroup and sharing of knowledge. The four quadrants of the Johari window have helped in understanding the degree of socialization between the organisational members.
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Figure 4. The Johari Window Model 
(Source: Osmanoğlu, 2019)
Merhabian’s 7-38-55 communication model theory
This model is particularly used for the purpose of illustrating the various important factors which are crucial and understand the words alone when it comes to conveying meaning for interpreting meaning. It is also necessary to take care of the considerations of various contexts of communication which include expression, tone, style, facial expression and body language So that the employees have a better understanding of the general rule that can help in transferring any given communication situation within Amazon (Henry, 2019). It has been crucial that their employees understand how to convey and interpret various types of meanings which are essential for the purpose of effective communication, building relations and fostering management within Amazon.
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Figure 5. Merhabian’s 7-38-55 communication model theory
(Henry, 2019)
Ways in which systematic approach help organisation in sharing and exchanging its knowledge base across organisations 
Knowledge management system includes the systems that are developed for capturing, refining, creating, tagging and circulating information that is used for making improvements in business productivity of an organisation. There are three basic ways in which knowledge system is managed:
· Undertaking the utilisation of information systems and technology for improving business efficiency.
· Undertaking the organisational method for improving the business efficiency.
· The third way is to create a healthy workplace that would result in enhancing the efficiency of the business operations (Gitman et al., n.d.). 
There are different business productivity software such as spread-sheet, word processing, and graphic programs for undertaking a number of tasks within an organisation. Companies like Amazon also make use of such hardware and software for managing the organisation’s information and is known as management information system. These elements of management information system supports decision making within an organisation, and also helps in the collection and storage of the organisation’s key data and produce certain information needed by the managers for controlling, analysis and decision making (Hwang et al., 2018). Factories of the organisations make use of the computer based information system to automate the process of production and also monitor and order inventory. Most of the organisations also use the information management system to process and handle the orders of the customers and also billing and payments of vendors. Many organisations have different types of the information management systems that start with systems to process transactions. Some of the management systems that could be undertaken by organisations like Amazon include Transaction Processing System (TPS), the Decision Management Support Systems, the Decision Support System, the Executive Information system, and the Expert Systems (Choudhary and Jadoun, 2016).
Wiig’s model
The Karl Wiig KM model (1993) emphasises the underlying basic concept: material must be organised in order to provide useful and meaningful information. Depending on how the information will be used, it should have been structured accordingly. The amount of relevant expertise obtainable from a particular source is referred to as completeness. Human minds and knowledge bases are examples of sources. Researchers must first establish that the knowledge is created; expertise may be comprehensive if all available material on the subject is provided, but if no one is aware of its presence, it cannot be used. Another well and well-defined relationships between the different knowledge objects are referred to as interconnectedness. Usually knowledge objects are linked to one another; the more linked knowledge and understanding is, the more comprehensive the material is and the more valuable it is. Perspectives and intention refers to the phenomenon of knowing some from a given viewpoint for a specified reason. Researchers use the two main dimensions of viewpoint and purpose to organise a lot of our information. When all of the information, conceptions, viewpoints, values, assessments, and relational ties here between entities are coherent, the base of knowledge is said to have been coherent. The vast majority of specific knowledge will fall short of such expectations (Sánchez et al., 2020). 
In context of Amazon, the firm utilize their resources to build more knowledge about the customers’ needs and wants, build expertise on the product development process and train employees accordingly. 
The Von Krogh & Ross model
Organizational knowledge is viewed as a self-organizing structure in which humans are translucent to external information, according to a cognitively epistemological approach. In this view, the brain can indeed be viewed as a computer built on logic and detection systems, which does not allow for contradictory statements. As a result, the organisation gathers data from its surroundings, which it then processes logically. Appropriate responses will be developed through searching and various cognitive capabilities - all of that is based on the mobilisation of individual computational functions. The brain does not analyse consecutive symbols, but rather senses the overall outlook, global qualities, models, and synergies, as is well known. The rules that control how the various components interact are known as learning rules. Information is not only gathered from the outside world; it can also be produced in the body. Learning occurs as a result of acquaintance and practice (tlu, 2021).
In Amazon, the Von Krogh model is applied through a digitized system in which the information is transferred through channels and knowledge is transferred through the training process. 
Meyer and Zack theory
Meyer and Zack's model emphasises the "refinery" in defining the distinct phases of a KM cycle. Gathering, elaboration, information retrieval, dissemination, and presentation or usages are the degrees of research technique to convert into usable knowledge.
To ease examination of the knowledge base and unambiguous identification of each stage of the KM cycle, every one of these stages is networked using pure logic. Overall integrity and timeliness of the data are prioritised during the information stage. This can include things like scope, width, depth, credibility, authenticity, appropriateness, significance, cost, scarcity, and so on, depending on where the event consisted from and what requirements they bear. Information must be stored after it is obtained, however not all information may be stored. To begin, the data must be turned into knowledge packets. This makes future search and processing more convenient (Supermane and Tahir, 2018).
Amazon uses physical, logical, cleaning, standardisation, storage and retrieval and distribution processes to share knowledge and grow as an organisation.  
[bookmark: _Toc90316691]Section 3: Investigating KM techniques used by Amazon
[bookmark: _Toc90316692]Importance of knowledge in maintaining information systems by Amazon
Amazon Inc has become one of the largest global companies in the world. For establishing its position in the global technology industry, new kinds of services under e-commerce, digital streaming, cloud computing and artificial intelligence has been introduced by this company. Although, it has acquired a large market share in the technology industry with approximately 7.7% share in market, knowledge management has become an important area for this company. In this organisation, knowledge management has become primarily essential as it encourages employees to document and distribute important internally for developing effectiveness of overall work proficiency. With KM, knowledge efficiency has been enhanced and workforce of Amazon has been collaboratively working for attaining targets. Management information system (MIS) of Amazon has been used as a vibrant tool that streamlines management activities and ensures that diverse services are offered to customers (Nascimento et al., 2018). Firstly, with the integration of customer relationship management and information management as part of the business strategy, miscommunication between employees and customers has lessened as they get the scope of sharing vital information with one another and professionals take decisions accordingly. The knowledge management technique that is applied by Amazon has led in sharing authentic information with buyers. As appropriate information is shared by employees besides providing accurate to customers, miscommunication reduces. By creating and sharing data, integration of information has led in enhancing knowledge regarding management of development practices. Based on the Johari window model theory, delegating tasks to the employees by the managers become one of the most essential factors that help the management of organisation in boosting the performance of the employees and bring about profitability within the company (Geisler and Wickramasinghe, 2015). However, in Amazon Inc, learning interaction between professionals is not done effectively and this aspect does not result in encouraging them to share information with each other. Secondly, for internal communication, knowledge has become increasingly important (Loon, 2019). Due to communication gaps, many new recruited employees fail to acquire data regarding business from existing staffs of this organisation. As a result, it does not promote transparency in accessing appropriate data about operational processes.  MIS aids organisation and its system in maintaining synergy between information system and interaction between people. Therefore, for internal communication, reliable information about business is not shared by professionals (de Souza et al., 2015). For instance, in MIS, employees of the concerned organisation have often failed to access information regarding personal data and purchasing habits of consumers. Lastly, according to Bacon, there are four false notions that could act as an obstruction in the understanding of the human being which can prevent them from discovering the truth. The employees of Amazon work rigorously towards understanding this theory and implementing it in their practice so that they can achieve the best results for the company by attaining the goals objectives. They have been able to get a better understanding of their follies and obstacles so that they can overcome those in order to bring profitability and productivity within the workplace of Amazon. For sharing, collecting, maintaining and deploying organizational knowledge in improving efficiency of MIS, the knowledge and information management culture needs to be developed in Amazon Inc. 
[bookmark: _Toc90316693]Main outcomes of such procedures
In maintaining management information system (MIS), Amazon Inc has faced constraints in several aspects. Due to lack of knowledge sharing between professionals, miscommunication between customers and employees has developed a gap. The procedure of sharing knowledge between employees has resulted in deteoriating efficiency of workforce. As learning interaction between professionals are not done effectively, negative outcomes in managing information system within the organisation has been analyzed. Moreover, in internal communication, due to lack of information sharing, newly recruited staffs of Amazon have faced several kinds of challenges in undertaking tasks in warehouses and in delivery products to customers (Chen and Fong, 2015). Internal communication is pivotal for ensuring reliable data is shared between professionals and they can further proceed with other tasks that are associated with it. From knowledge acquisition retention-transfer perspectives, such procedures have maximized potential knowledge management challenges for Amazon Inc. The role of enterprise resource management (ERP) systems needs to be stated in this aspect as employees of Amazon does not utilize such system effectively for integrating internal and external information that may influence management functions. 
[bookmark: _Toc90316694]Areas of improvement for overcoming challenges 
Based on the analysis in the above sections, it has been identified that Amazon Inc may face several constraints due to lack of efficient utilization of information. Knowledge management has become crucial for the organisation for different reasons and the areas that are required to be improved has been highlighted in the following section:
· With the usage of management information system (MIS), Amazon Inc needs to create awareness regarding knowledge management by professionals of different departments. By encouraging employees in terms of creating, sharing, maintaining and using information and knowledge relating to business, learning interactions between staffs will help them to integrate internal and external information. For instance, information in e-commerce platform needs to be shared appropriately so that customers can understand and raise queries regarding any product or service. The application of Johari window helps in understanding the illustration and improvement of the factors that create self-awareness along with forming mutual understanding between the different employees of Amazon as well as the group of team members (Geisler and Wickramasinghe, 2015). 
· For developing knowledge and information management culture, professionals of this organisation need to be encouraged for engaging in internal communication processes. From knowledge acquisition retention-transfer perspectives, strengthening such knowledge management practice is essential for this multinational company. For instance, the application of the WIIG model, Amazon has been able to conduct its business activities successfully in an organised manner. The application of this model has helped Amazon enact intelligently by facilitating various other activities for the purpose of creating, accumulation, deployment and the utilisation of quality knowledge. It has helped the management of the company in terms of building knowledge from the various external and internal knowledge sources. It has also been able to hold and pool knowledge along with applying knowledge in the context of organisational activities. The von Krogh and Roos is one of the models that help the organisation in differentiating between the knowledge of individuals and the knowledge of the social groups. The application of this model helps in analysing why and how the different aspects of knowledge get to the workers of the company. It also analyses why and how the arrival of knowledge takes place within the organisation of Amazon along with analysing the various barriers of knowledge management within the organisation. Values, strategies and assumptions that results in discouraging employees in not sharing information with each other can be changed for developing an efficient environment. Motivated employees will then be able to acquire knowledge and share them for utilizing different kinds of technologies. 
· Manual errors in different kinds of tasks that are undertaken by professionals in Amazon Inc can be reduced through KM. A knowledge and information management culture can be developed for maintaining effective customer relationship management through application of the principles of techno-centric theory. As per this theory, the processes that are followed for designing technology will help in facilitating flow of knowledge and information storage by employees (Miglani, 2014). In order to share personalized data with customers and storing vital information, employees of Amazon Inc will be able to enhance quality of services. 
[bookmark: _Toc90316695]Conclusion and Recommendations
The discussion through the first task of the report has helped in examining the importance of knowledge management (KM) for creating, sharing, maintaining and using information and knowledge in organisations such as Amazon Inc, a global based technology company. Apart from applying principles of the three theories, namely, Sir Francis Bacon Theory, Johari window model theory, Merhabian’s 7-38-55 communication model theory, Nonaka and Takeuchi theory, other theories such as Wiggs model, the Von Krogh & Ross model and the Mayer and Zack theory can also be helpful. It is recommended that the framework of location of expertise in the KM can be beneficial for the organisation. Through this, senior employees can identify proficiency of skills of staffs in specific areas and they can be assigned for undertaking specific tasks as per that. As they will be engaged for performing tasks as per their expertise, they can be trained for enhancing skills, ability and knowledge. It will help in developing knowledge and information management culture in Amazon as employees will utilize effective collaborative tools and share knowledge for providing high services to customers. The proposed framework can be developed by Amazon Inc within 2 months and it can be implemented within 3 months for boosting performance by strengthening knowledge management practices. 
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Title: Practical Evaluation of the Proposed Knowledge Management Framework for Amazon
Introduction 
The purpose of the presentation is to throw some light on the major challenges related to knowledge management faced by Amazon. Through the presentation certain recommendations would be provided to the organisation for strengthening their knowledge management practices from the perspectives of knowledge acquisition-retention-transfer. The purpose of presenting the poster is also to evaluate the proposed knowledge management framework of Amazon that would include the potential drawbacks and benefits of the proposed framework of knowledge management for the organisation. Although Amazon has been able to connect to their customers with large amount of information about the products, the company’s knowledge management framework is still not enough for satisfying the needs of the customers. Therefore, the presentation provides some recommendations for adding more value to the customer’s experience. 
Amazon’s potential knowledge management challenges 
The potential knowledge management challenges that might be faced by Amazon include the ever-evolving technology and the employee motivation for keeping up with the changes. 
The technology is ever evolving and what has worked well till the present date soon becomes out-dated. Finding particular information for the customers become inconvenient when compared to the previous information providing system the organisation provided. This could be seen in the insufficiency of the customer satisfaction even after the efforts of Amazon to connect “zillions” of people with vast range of information. Although the organisation has been able to enhance the customer experience and provides them the ability to find for whatever information they want easily and quickly, the customers have become so acquainted with the advanced technologies and the provisions of more personalised data that they want more from Amazon’s services (Inkinen, 2016). 
Yet another challenge that might be faced by the organisation includes Employee motivation. Lack of motivation of the employees to learn new things every time with the developing and advancing knowledge and technologies would result in no lasting benefit to an organisation. Thus, acceptance of the employees in such cases depends on the knowledge management tools that are adopted by the company. If the tools being used are out-dated and eventually very difficult or time-consuming for the employees to use, the acceptance of learning is somewhat rejected by them (Asrar-ul-Haq and Anwar, 2016). 
Recommendations for strengthening Amazon’s knowledge management practices 
In order to strengthen Amazon’s knowledge management practices in the places where it lacks, the organisation could follow some of the knowledge management theories:
The Johari window model is a model which create an understanding of self-awareness and communication between the employees. This model has been utilised by the employees of Amazon in order to provide information regarding their ability and the motivational factors along with having a better understanding of their emotions and attitudes. The managers and leaders of Amazon has been able to delegate tasks in a better way which has helped them in the process of training and development purposes. This model has also been utilised for the purpose of gathering information about the various relationships and bonding between the team members within Amazon (Osmanoğlu, 2019). This has been informative enough to be useful for collaborations of intergroup and sharing of knowledge. The four quadrants of the Johari window have helped in understanding the degree of socialization between the organisational members.
Sir Francis Bacon Theory Knowledge is Power
As per Sir Francis Bacon’s theory regarding knowledge management, “knowledge” is perceived to be the power itself. Sir Bacon has established the concept of sharing and attaining knowledge that has been the basis of reputation and influence. According to Bacon, science has driven human knowledge, power and control over nature (Rothberg and Erickson, 2016). Amazon can consider implications of this theory in its operational perspectives for integration of knowledge across the organisation in order to impart significant power and authority to the employees and other stakeholders. Knowledge related to updated technologies and modern business processes along with the market requirements and preferences considering diverse socio-economic factors can provide significant power, control and authority to the leaders and managers of Amazon to impart productivity and profitability for its business (Henry, 2019).
Evaluation of the proposed knowledge management framework for Amazon 
The proposed theories or the frameworks that Amazon might undertake to mitigate the challenges that it might face includes several benefits as follows:
By undertaking both the Johari Window Model and Sir Francis Bacon theory, Amazon would be able to ensure an increase in the customer satisfaction. This is because the Johari Window Model would help the organisation to spread awareness amongst the employees regarding their job roles as well as their capabilities, which motivates them to undertake developmental activities and improve the organizational outcomes (Yahyapour et al., 2015). 
The proposed knowledge management strategy promoted the cultural and innovative changes. This is done by the encouragement of idea sharing, access to the latest information and collaboration. By undertaking the “Knowledge is power” theory proposed by Sir Francis Bacon, the details of the roles, the changes within the workplace, the shift in knowledge that is mandatory to function in the changed job role (Abubakar et al., 2019). According to this theory, Amazon can incoprporate effective knowledge management practices to impart significant power and authority to individuals associated with the organisation for enhancing effectiveness and accuracy of operations. The managers of Amazon would make a better learning environment for the employees in which the knowledge is gained, retained and shared by the employees for better customer service (Lima, 2021). 
The framework proposed would also result in a better decision making and also speeds up the access to information and knowledge (Karlinsky-Shichor and Zviran, 2016). 
On the other hand, several drawbacks for implementing the knowledge management theories for Amazon might include:
The knowledge management tools might be very complex for the employees of the organisation and requires the need of undertaking costly training. 
Also, if the managers of the company are unable to utilise the knowledge management tools in a proper way both time and money is wasted and operational efficiency also gets prevented (Abubakar et al., 2019). 
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Recommendations for strengthening Amazon’s knowledge management practices 

Amazon might use the Johari window for the purpose of having a better understanding of the individual’s emotions and attitudes.

For overcoming the second challenge that Amazon could undertake the Sir Francis Bacon Theory - knowledge is power. 
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Title: Practical Evaluation of the Proposed Knowledge Management Framework for Amazon

Introduction 

The purpose of the presentation is to throw some light on the major challenges related to knowledge management faced by Amazon. Through the presentation certain recommendations would be provided to the organisation for strengthening their knowledge management practices from the perspectives of knowledge acquisition-retention-transfer. The purpose of presenting the poster is also to evaluate the proposed knowledge management framework of Amazon that would include the potential drawbacks and benefits of the proposed framework of knowledge management for the organisation. Although Amazon has been able to connect to their customers with large amount of information about the products, the company’s knowledge management framework is still not enough for satisfying the needs of the customers. Therefore, the presentation provides some recommendations for adding more value to the customer’s experience. 

Amazon’s potential knowledge management challenges 

The potential knowledge management challenges that might be faced by Amazon include the ever-evolving technology and the employee motivation for keeping up with the changes. 

The technology is ever evolving and what has worked well till the present date soon becomes out-dated. Finding particular information for the customers become inconvenient when compared to the previous information providing system the organisation provided. This could be seen in the insufficiency of the customer satisfaction even after the efforts of Amazon to connect “zillions” of people with vast range of information. Although the organisation has been able to enhance the customer experience and provides them the ability to find for whatever information they want easily and quickly, the customers have become so acquainted with the advanced technologies and the provisions of more personalised data that they want more from Amazon’s services (Inkinen, 2016). 

Yet another challenge that might be faced by the organisation includes Employee motivation. Lack of motivation of the employees to learn new things every time with the developing and advancing knowledge and technologies would result in no lasting benefit to an organisation. Thus, acceptance of the employees in such cases depends on the knowledge management tools that are adopted by the company. If the tools being used are out-dated and eventually very difficult or time-consuming for the employees to use, the acceptance of learning is somewhat rejected by them (Asrar-ul-Haq and Anwar, 2016). 

Recommendations for strengthening Amazon’s knowledge management practices 

In order to strengthen Amazon’s knowledge management practices in the places where it lacks, the organisation could follow some of the knowledge management theories:

The Johari window model is a model which create an understanding of self-awareness and communication between the employees. This model has been utilised by the employees of Amazon in order to provide information regarding their ability and the motivational factors along with having a better understanding of their emotions and attitudes. The managers and leaders of Amazon has been able to delegate tasks in a better way which has helped them in the process of training and development purposes. This model has also been utilised for the purpose of gathering information about the various relationships and bonding between the team members within Amazon (Osmanoğlu, 2019). This has been informative enough to be useful for collaborations of intergroup and sharing of knowledge. The four quadrants of the Johari window have helped in understanding the degree of socialization between the organisational members.

Sir Francis Bacon Theory Knowledge is Power

As per Sir Francis Bacon’s theory regarding knowledge management, “knowledge” is perceived to be the power itself. Sir Bacon has established the concept of sharing and attaining knowledge that has been the basis of reputation and influence. According to Bacon, science has driven human knowledge, power and control over nature (Rothberg and Erickson, 2016). Amazon can consider implications of this theory in its operational perspectives for integration of knowledge across the organisation in order to impart significant power and authority to the employees and other stakeholders. Knowledge related to updated technologies and modern business processes along with the market requirements and preferences considering diverse socio-economic factors can provide significant power, control and authority to the leaders and managers of Amazon to impart productivity and profitability for its business (Henry, 2019).

Evaluation of the proposed knowledge management framework for Amazon 

The proposed theories or the frameworks that Amazon might undertake to mitigate the challenges that it might face includes several benefits as follows:

By undertaking both the Johari Window Model and Sir Francis Bacon theory, Amazon would be able to ensure an increase in the customer satisfaction. This is because the Johari Window Model would help the organisation to spread awareness amongst the employees regarding their job roles as well as their capabilities, which motivates them to undertake developmental activities and improve the organizational outcomes (Yahyapour et al., 2015). 

The proposed knowledge management strategy promoted the cultural and innovative changes. This is done by the encouragement of idea sharing, access to the latest information and collaboration. By undertaking the “Knowledge is power” theory proposed by Sir Francis Bacon, the details of the roles, the changes within the workplace, the shift in knowledge that is mandatory to function in the changed job role (Abubakar et al., 2019). According to this theory, Amazon can incoprporate effective knowledge management practices to impart significant power and authority to individuals associated with the organisation for enhancing effectiveness and accuracy of operations. The managers of Amazon would make a better learning environment for the employees in which the knowledge is gained, retained and shared by the employees for better customer service (Lima, 2021). 

The framework proposed would also result in a better decision making and also speeds up the access to information and knowledge (Karlinsky-Shichor and Zviran, 2016). 

On the other hand, several drawbacks for implementing the knowledge management theories for Amazon might include:

The knowledge management tools might be very complex for the employees of the organisation and requires the need of undertaking costly training. 

Also, if the managers of the company are unable to utilise the knowledge management tools in a proper way both time and money is wasted and operational efficiency also gets prevented (Abubakar et al., 2019). 
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most organizations face is that it is usually better to have the event rather than the interpretation. However this is -
often too costly (both financially and time-wise) to be feasible.

OLis transmitted through socialization, education, imitation and so on, and can change over time as a result of
interpretations of history.

Organizational Learning Theory: The Three Types of Learning

Argrys and Schon (1996) identify three levels of learning which may be present in the organization:

Governing Variable |- | ActionStrategy |+ | Consequences

single-ioop learning

Double-ioop learning.

«  Single loop learing: Consists of one feedback loop when strategy is modified in response to an unexpected
result (error correction). E.g. when sales are down, marketing managers inquire into the cause, and tweak the
strategy to try to bring sales back on track.

«  Double loop learning: Learning that results in a change in theory-in-use. The values, strategies, and
assumptions that govern action are changed to create a more efficient environment. In the above example,
managers might rethink the entire marketing or sales process so that there will be no (or fewer) such
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