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[bookmark: _Toc86771186]Introduction
A set of planning’s that involves recognizing, gathering, keeping and sharing implicit, explicit and tacit data to people all across a firm is usually referred to as knowledge management. The assignment has provided a case study that highlights the conditions of business during the global pandemic. The global pandemic not only brought deaths to millions of people all across the globe but also restricted the functioning of many organizations. The slow-paced death of the retail sector was accelerated but the global pandemic boosted the profitability of the business in online platforms. One of the most famous online retailing giants, Amazon experienced huge growth during the crisis of the global pandemic. The company recorded sales during the global pandemic and became a default retailer and significant service provider to millions of customers worldwide. The report will evaluate the concept of knowledge management and its significance in boosting the performance and productivity of Amazon. The report will also underpin theories of knowledge management following the importance of information systems in the company. Further, the report will evaluate the information system implemented in the organization explaining the input, processing and output of such systems. The report will also identify possible challenges Amazon can face while implementing knowledge management along with offering some recommendations for the company.

[bookmark: _Toc86771187]Company background
The online retailing giant Amazon was founded by Jeff Bezos in July 1994 from his garage in Bellevue, Washington. Earlier, Jeff Bezos had started the online platform for books but later it started to sell software, apparel furniture, food, jewelry, toys, video games and electronics. The company is headquartered in Seattle, Washington and is an American multinational company that deals with cloud computing, e-commerce, artificial intelligence and digital streaming. With more than 1,330,00 skilled workforce the company is serving zillions of customers all across the world. The skilled employees of Amazon have facilitated the shopping experience of zillions of customers by providing them with home deliveries in remote areas of many countries. During the global pandemic, the company made huge profits and also started "Project Ultraviolet" to provide safety and security during the crisis of the global pandemic. The company has changed the shopping habits of many individuals by offering them safe shopping during the pandemic. 


[bookmark: _Toc86771188]Brief introduction about  the key knowledge management theory or theories:
Knowledge management
Knowledge management can be understood as a set of processes that requires recognizing, gathering, storing, sharing and maintaining the information and knowledge of a company (Di Vaio et al., 2021). For example, a firm’s intranet website is a tool used in knowledge management which is an internal site with stored information about anything that is virtually related to the company (Hussinki et al., 2017). The intranet can consist of news articles, corporate announcements, blog spots and videos.
Significance of Knowledge Management
Knowledge management plays a crucial role in enhancing the efficiency of the decision-making ability of a firm (Abbas and Sağsan, 2019). The system of knowledge management helps the company to make sure that every worker of the firm has access to the overall proficiency held inside the company. It helps in creating a skilled workforce possessing the potential to make a quick and informed decision that can be profitable for the firm (Wu and Hu, 2018). The appropriate implementation of knowledge management can help the company to encourage innovation, reduce employee turnover and to enhance consumer benefits by accessing best practices.


[bookmark: _Toc86771189]Theories of knowledge management
Organizational learning theory
The organizational theory was proposed by Chris Argyris and Donald Schon. The theory states that whenever the desired results vary from the factual result, a group or an individual will get involved in understanding and mitigating the irregularities. The process of organizational inquiry will allow the employee to communicate with various staff of the company which will ultimately encourage learning (Pellegrini et al., 2020). Thus learning can be understood as a direct outcome of this process. The theory highlights three types of learning and they are listed below. 
· Single loop learning: It is composed of one feedback loop when the strategy is redesigned to answer the unexpected error in the outcomes. For example, if sales are decreased then the managers of marketing report the reason and modify the strategy to bring the sales back on track.
· Double-loop learning: It refers to the learning that leads to transformation in theory-in-use. For the generation of a more effective atmosphere strategy, values and estimations that decide action are changed. It can be understood as instead of modifying strategy, the managers can redesign the total sales process to avoid such irregularities shortly.
· Deutro learning: It encourages learning that can develop the learning system itself. For the identification of how learning takes place, it is composed of behavioural and structural elements.
Ecological Knowledge Management theory
According to this theory, every component of an "organizational ecosystem" is very significant and plays a crucial role in designing the atmosphere of collaborative learning. This theory gives huge importance to employees, their learning community and relationships which also involve cooperation between the company and their employees (Zaim et al., 2019). The internal and external challenges are taken care of that persuades employees to share knowledge. The primary components of this theory are knowledge, knowledge sharing, modification and competition. The primary use of this theory is to develop the relationship and cooperation between the resources and staff to enhance the quality of knowledge inside the company. This theory has captured huge attention in managing knowledge in a firm. The ecological perspective of Knowledge management states that an effective knowledge management system depends not only on technology but also on social ecologies like culture, process and structure.
Techno-centric
This theory focuses on technology to increase the creation and sharing of knowledge. The techno-centric theory of knowledge management gives efforts to encourage semantic technologies for retrieval and search and the improvement of e-learning tools for communities of practice. The innovations of social computing tools like wikis and blogs have supported more ecosystem, self-governing or unstructured initiatives to the generation, capture and creation of knowledge (Raudeliūnienė et al., 2018). It also involves the formulation of new forms of networks, matrixed institutions and communities. However, these tools in the majority of the part are usually based on code and text which reflects the transfer of explicit knowledge. The major issue faced by these tools is to filter useful knowledge that can be reused and to make sure that their content is transferable by extended channels.
[bookmark: _Toc86771190]3. “Demonstrate the importance of understanding that the effective creation, storing, sharing, application and integration of information is an essential prerequisite for good knowledge management development practices”
[bookmark: _Toc86771191]a)”Why are information systems being essential for a company ?”
With continuous change in the world especially due to the pandemic situation, businesses must develop new strategies and innovative technologies. These can help companies survive in the market and fulfill the main requirements and demands of the customers. Implementing information systems can help companies in performing business operations a lot and also aids the management to control the internal and exterior procedures (Hewage et al., 2018). Various reasons have been listed below for information systems being essential for a company:
· Sales and development of products: Any business that is trying its best to strive to improve and have a successful future has to utilise a well-defined business organisation system. An information system can aid in examining procedures that are not dependent and also help in enabling organised working procedures. So an information system helps companies in understanding how their businesses are generated, developed and also helps in understanding their sales procedures.
· Data storage: Keeping records of the various activities is crucial for all the firms, to know the reason for the issues and so to provide solutions. Business Information systems make it easier to record data regarding operations, histories based on revisions, communication data files. It helps firms to find various data about the company with the help of information systems.
· Decision making: It also simplifies the procedures of decision making and organizes the procedures of delivering data and hence helps in decision making.
· Behavioural change: Information Systems can be used to improve communication and relationships between the management and its staff members. These systems help in storing documents in a folder that can be organised and shared by the staff members of a firm. This also helps in ensuring data flow between the managers and their staff members. This also helps the experienced staff members to attend the decision-making procedures of the firm and this helps the management in motivating employees and making them more dedicated towards their work. 
So, the above reasons clearly show why information systems are important for the proper functioning of a firm's business. Information systems improve the productivity of the employees and the management, save resources and time. These systems also help in maintaining the work environment within the firm that can help the management to fulfill the main requirements of the employees.
Some of the effective working elements that aid the knowledge management and development practices have been mentioned and described clearly below:
Effective creation
Effective creation can be defined as continual amalgamation, transfer and transformation of various data of a particular company. It helps firms in forming new ideas and developing tacit and clear forms of knowledge. It allows staff members to modify past performance and operations and also helps in identifying gaps in knowledge rather than wasting assets and just making duplicates of previous products (Mello and Schmink, 2017).
Storing
Storing knowledge involves both the soft or hard style of storing and retention of employees' and organisation's knowledge that can help in easily retrieving data. Storing data helps the management to easily acquire the required data. This ultimately helps in saving time and other resources of the organisation and thus helps in improving the performance of employees and the organisation.
Sharing
In a company, sharing data not only helps in increasing productivity but also helps in empowering employees to perform their tasks effectively and efficiently. Staff members can perform tasks faster and smarter by having assessed a certain insight, resource and expertise. 
Application
Knowledge application systems aid in supporting the procedures through which some people can use data obtained by other people without actually trying to acquire or learn that particular data. Knowledge application systems support directions and timetables that include high-level systems. It deals with the capacity of enterprises and business data that has a positive impact on the management system of a firm. It is also used in decision-making procedures and conducting tasks by making a particular routine that can help in time management.   
Integration of information
Integration of data helps in linking the strategies and procedures of the organisation, while offering certain initiatives at various stages of the business. It helps in searching for existing data and hidden data within some data files of the organisation. Integrating data into various groups based on their data can also help in saving time and resources. Integration of data helps in organising and assessing data assets of the organization (Athayde et al., 2017).
[bookmark: _Toc86771192]4. “Demonstrate an evaluation of the identified scenario within the given organisation. Relevant alternative academic theories must be identified and evaluated to check the effectiveness of knowledge and information management culture within the given organisation in terms of creating knowledge assets and maintaining effective customer relationship management”
During the pandemic, various companies were shut down due to continuous lockdown as they could not operate at all in the market. But Amazon's businesses had increased more during the pandemic instead of decreasing, they had a lot of sales and also hired a lot of new workers who worked from home. Though companies were struggling to survive in the market, Amazon spent billions of pounds on pandemic-related investments like safety gears for employees and Project Ultraviolet initiatives. In the case study, it has been mentioned that Amazon was able to connect 'zillions' of individuals with 'gigabytes' of product data, this was possible only because of knowledge management systems. Amazon utilised knowledge management systems to perform its business activities efficiently. Online sales of Amazon's products boosted during the second quarter of the pandemic. Amazon was also able to help various unemployed people during the pandemic, the organisation hired and developed more than 175,000 warehouses and delivery employees during the pandemic. There was a 34% increase in employees during the pandemic and the revenue for Amazon exceeded 100 billion pounds within the fourth quarter of 2020. This was a personal revenue record for Amazon and it became one of the few American companies to exceed that threshold.
Amazon utilises various principles of knowledge management to add value for their consumers. 
· Amazon uses the same portal to distribute different types of products. Food, electricity, clothes etc. It does not matter at all. No matter what type of products the customers buy, the experience of the customers remains the same as the organisation uses only one portal. A single portal makes the employees more familiar with workplace data in various forms. 
· The details of all the products of Amazon are always arranged in the same way. The employees compose data and then provide it to customers in a compatible way. 
· The website has the same type of presentation approach which increases the value of the metaphors, flowcharts and other frameworks in the sites. 
· The company provides an easy-to-read section on its pages without including any PDF files. This helps employees in assessing the contents that are needed and finding important documents. 
· Amazon.com is a user-friendly site that provides recommended products based on the consumer's history. By knowing the users and providing important content helps in increasing the productivity and efficiency of the firm. 
· The transaction procedures of Amazon.com are also very easy and it allows users to subscribe to their products and get alerts or reminders when new products are launched (Pezzuti et al., 2018).
· Amazon values the feedback of its customers and it provides a feedback section on the front page of all products and allows readers to provide any kind of feedback. This allows the organisation to know the demands of the customers and develop their products according to the requirements and demands of the customers.
Amazon impresses consumers with various selections of products and fast shipping that is often free of cost. However, to provide a great shopping experience to customers, a firm requires huge infrastructure and lots of technology. Some of the largest warehouses of Amazon are nearly 1 million square feet, employ thousands of employees and hold various inventories. The firm has developed and maintained various warehouse management systems. Some inventory management services of Amazon which help in operating the warehouse procedures include inbound and outbound shipment, picking of items, arranging, packing and storing inventories. These inventories are very important while performing delivery activities for the customers. The technologies utilised by Amazon comprise web services, middlewares, groupware and networking. These are known as the pillars of the management information system of Amazon. The systems of the enterprise that are used with the internet are logistics, accounts and Human resources. The firm utilises MIS systems to collect information by collecting data that helps a lot in the decision-making process. The firm implements the information system through the internet by operating the IS and making use of its technological and application systems. This procedure assisted Amazon a lot, especially during the pandemic to provide products to its customers and also gain its profit margin. Using the inventories and strategies to provide home delivery to its customers was an effective strategy of the firm. The firm has also been using “SAP” as its E.R.P. system for its operational activities on the internet. It uses the Freightos software for global shipping and manages prices and routings for shippers (Kepuska and Bohouta, 2018).
[bookmark: _Toc86771193]5. “Discuss Amazon’s potential knowledge management challenges and offer recommendations to strengthen their knowledge management practices from the knowledge acquisition-retention-transfer perspectives.”
In simple words, knowledge management is about transforming any data into useful information which is kept by the management in the form of a record. This can be helpful in the future while performing business activities. Amazon has utilised the management information system to conduct its business activities and provide its products to its customers through online procedures. Knowledge management provides ideas, solutions and also increases the productivity of the firm. But there are many challenges too that Amazon has faced in the past due to Information management systems, some of those challenges have been mentioned below:
 Demotivation amongst the employees:
 Amazon has been facing a lot of challenges to keep all employees on the same level especially when it comes to sharing data regarding the firm's business. Employees of Amazon are comfortable with their working activities and when it comes to adapting to new technologies or processes puts the employees in a tough spot and demotivates them. The employees must stay motivated to maintain productivity and sustainability in the market. The only way to avoid risk like this is to develop and maintain a culture that learns, improves, shares and changes.
[bookmark: _Toc86771194]Difficulty in pacing up with the changes in technological advancements: 
Technology has been changing every single day with new updates and though there are technological changes every day, Amazon tries its best to keep up with the new technologies that can fulfill the main demands of the customers. Being one step behind while using technologies that are mostly digital can be a huge risk for the successful business of Amazon and its online business. It is a constant challenge for Amazon to always use the latest technologies while developing and providing products to customers. With the introduction of 5G technology and the network has been a major problem for Amazon. Some employees are unable to use 5G networks for various reasons such as connection issues due to locations, all mobile phones do not support 5G technology (Fonseca-Cepeda et al., 2019).

Security issues
Amazon needs to provide a well-defined level of security for its data. Even knowledge management requires security, the management must make sure that various data is given to the right channel and people. The leakage of the company's most essential data has been a major problem for Amazon in the past. Having a good security system is very important for Amazon as it has a lot of business data that cannot be shared with everyone.  
Problems in keeping up-to-date and correct shared data
Keeping track of data that has been shared is a huge challenge for Amazon, the firm has been trying its best to maintain routined updates and verifications. Keeping reminders is one of the ways that Amazon has been trying to keep up with updates regarding data (Osborn et al., 2021).
[bookmark: _Toc86771195]Recommendations regarding knowledge management practices that Amazon can utilise
Facing the issues of knowledge management and boosting productivity is the main aim of Amazon. Though various issues include knowledge management tools, the firm can follow various ways to keep up with technological updates. There are various ways to enhance knowledge management that can help the firm in maintaining sustainability in the business. Those ways have been mentioned below:
Accept socialising desires: Amazon must encourage its employees to develop relationships with colleagues which can lead to sharing of data. These interactions aid employees with each other better. Interacting with each other can help in being aware of their colleague’s strengths and weaknesses. Employees can solve each other’s problems while sharing data. 
Encourage collaborations: Hearing the issues of employees regarding knowledge management practices must be the priority of the management. Keeping employees on the sidelines can harm the performance of Amazon. Involving them and hearing their voices can help in improving the business performance of the firm. During the decision-making processes, involving and hearing the ideas and viewpoints of the employees can help Amazon in making knowledge management clear.  
Seeking feedback of employees: Analysing the feedback of the employees and helping them with various issues can help the firm in making the concept of a knowledge management system clear. Seeking their ideas while making decisions can motivate employees and make them more self-determined. Sharing with the entire team of a particular sector regarding its respective business activities is also a solution to keep the employees updated.      
Encourage a change mindset: Amazon must look for new opportunities and try to improve its business activities by adopting change management within the firm (Balderas et al., 2019). Embracing challenges and learning from mistakes, taking control over situations and not giving up must be the principle of the firm. Amazon must align its organisational structure and the management must follow the firm’s vision and principles.  



[bookmark: _Toc86771196]Conclusion
The main reason for the success of Amazon during the pandemic is the utilisation of knowledge management practices. This report has discussed Amazon and its knowledge management practices. It has also demonstrated the importance of creating, storing, sharing, data application and integration for knowledge management practices. The main knowledge management theories have been demonstrated in the report. The report has demonstrated an evaluation of an identified scenario of Amazon and the various challenges it faces due to knowledge management practices. Recommendations have been provided regarding the ways Amazon can solve the knowledge management issues within the work environment. Amazon's key to success during the pandemic is the knowledge management practices but though there are various issues, the firm can find a way. The management and employees have tried their best to maintain sustainability in the market even during lockdowns due to the pandemic. Their effective business strategies and practices have led them to the top position in the market.  
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a)”Why are information systems being essential for a company ?”
With continuous change in the world especially due to the pandemic situation, businesses must develop new strategies and innovative technologies. These can  help companies survive in the market and fulfill the main requirements and demands of the customers. Implementing information systems can help companies in performing business operations a lot and also aids the management to control the internal and exterior procedures (Hewage et al., 2018). There are various reasons that have been listed below for information systems being essential for a company:
Sales and development of products: Any business that is trying its best to strive to improve and have a successful future has to utilise a well-defined business organisation system. An information system can aid in examining procedures that are not dependent and also help in enabling organised working procedures. So an information system helps companies in understanding how their businesses are generated, developed and also helps in understanding their sales procedures.
Data storage: Keeping records of the various activities is crucial for all the firms, to know the reason for the issues and so to provide solutions. Business Information systems makes it easier to record data regarding operations, histories based on revisions, communication data files. It helps firms to find various data about the company with the help of information systems.
The main purpose of this poster is to practically evaluate the knowledge mangement framework for Amazon
Discuss Amazon’s potential knowledge management challenges
Difficulty in pacing up with the changes in technological advancements: 
Technology has been changing every single day with new updates and though there are technological changes everyday, Amazon tries its best to keep up with the new technologies that can fulfil the main demands of the customers. Being one step behind while using technologies that are mostly digital can be a huge risk for the successful business of Amazon and its online business. It is a constant challenge for Amazon to always use the latest technologies while developing and providing products to the customers. With the introduction of 5G technology and network has been a major problem for Amazon. Some employees are unable to use 5G networks for various reasons such as connection issues due to locations, all mobile phones do not support 5G technology (Fonseca-Cepeda et al., 2019).
 
Security issues
It is very important for Amazon to provide a well-defined level of security for its data. Even knowledge management requires security, the management must make sure that various data is given to the right channel and people. Leakage of the company’s most essential data has been a major problem for Amazon in the past. Having a good security system is very important for Amazon as it has a lot of business data that cannot be shared with everyone.  
Recommendations
Accept socialising desires: Amazon must encourage its employees to develop relationships with colleagues which can lead to sharing of data. These interactions aid employees with each other better. Interacting with each other can help in being aware of their colleague’s strengths and weaknesses. Employees can solve each other’s problems while sharing data. 
Encourage collaborations: Hearing the issues of employees regarding knowledge management practices must be the priority of the management. Keeping employees on the sidelines can have a negative impact on the performance of Amazon. Involving them and hearing their voices can help in improving business performance of the firm. During the decision making processes, involving and hearing the ideas and viewpoints of the employees can help Amazon in making knowledge management clear.  
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