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Introduction
Knowledge management concept and importance for Organization 
The concept of knowledge management holds substantial significance for the firm as it enhances its ability to devise decisions. The concept is focused on ensuring that each and every employee in the firm has access to the expertise that is available in the firm (Hislop, Bosua, and Helms, 2018). According to Dalkir (2017), knowledge management contributes to making the workforce smarter, which is then able to formulate quick, as well as informed decisions for benefiting the firm. North and Kumta (2018) also noted that the knowledgeable workforce is able to induce more innovative practices, help enhance customer satisfaction, improve accessibility to best work practices, as well as increases the employee performance level, and reduces its turnover (Dalmarco et al., 2017). 
The significance of knowledge management is escalating each year. This is due to the intense competition in the market, where the focus is on driving practice that helps form an intelligent, competent, and flexible workforce (Orenga-Roglá and Chalmeta, 2019). This enables the firm to promptly respond to the crisis or disruptive situation, while also devise a plan for more effective work practices. Different reasons are highlighted concerning the knowledge management process (Serenko, and Bontis, 2016). This includes increase merger and acquisition, the key employee’s imminent retirement, as well as the upcoming recruitment derive, where this process is useful in their training. Some of the other benefits identified in the literature include the prompt decision making, more effective work practices, improved collaboration, better organizational knowledge building, as well as the optimized process of training and onboarding. Marques et al. (2019) also observed that knowledge management process helps in improving employee commitment, loyalty, and dedication to the work, reducing the turnover ratio, and improving the work performance and innovation. 
Some of the prominent examples of knowledge management in the firm include the cross-training program, where the present workforce employee engages in programs such as mentoring, shadowing, as well as more (Kimura et al., 2019). This helps the employees to attain the knowledge and learn the practices by observing others. Such as the hiring of an employee at the Toyota follows the shadow practice, where the recruit observes the experience one performing his duties for over a month. Also, in it, the newly deployed factories are staffed by the experienced employees that were working in the factories, following the recruitment of the new hires. Similarly, according to the study of Santoro et al. (2018), the content management system (CMS) has been deployed in the firm due to improved sharing needs, where the programs such as SharePoint and more enable individuals and the team to update, publish as well as access the interest of the company (Wan et al., 2017). Accordingly, the use of the social networking sites enables in the formation of collaborative and communicative work practices and network.
• Understand the key knowledge management processes required for organizational development

The understanding of the primary process of the knowledge management is critical to make the most of it. The earlier research of Kamukama and Sulait (2017) assimilates the various aspects of the knowledge management (as per Marr and Schium, 2001), which highlight the usefulness of the management related to the knowledge management process (Figure 1). The seven aspects are present in the knowledge management, which include knowledge generation, codification, application, storing, mapping, sharing, and lastly the knowledge transfer. All these aspects are significantly integrated as well as tightly interrelated and usually overlap (Legner et al., 2017). The process demonstrates the managerial lever, which can be used by the managers for optimizing using the knowledge assets. 
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Figure 1: Knowledge Management Process
The critical analysis of the knowledge management literature present that the map for the knowledge management can help transform it into the knowledge asset for the firm (Wu et al., 2019) (Figure 2). This helps highlight the organizational knowledge classification based on the difference between the Stakeholder resources of the firm, with the structural required of the firm (Hartono and Sheng, 2016). 
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Figure 2: Knowledge Management Asset Map
The present map is extremely useful for meeting the usefulness of the knowledge in the firm. Not only this, but it also outlines the map using both qualitative as well as quantitative assessment of the firm knowledge asset (Nicholas, 2018). Also, the KM literature analysis s shows that it could be characterized into three perspective including the strategic perspective, managerial perspective as well as operational perspective (Hussinki et al., 2017). The strategic perspective is supported with the strategic mainstream, which highlight the strategic significance of the knowledge in sustainable business success (this includes the CBV, RBC and KBT), which aligns with the goals of the company as whole. The other perspective of managerial is related to the assessment intellectual capital of the firm approaches and the methodologies as its application (Natalicchio et al., 2017). Lastly, the operational perspective of the knowledge management comprise of the organizational set as well as managerial projects as well as activities (this includes teamwork, community of practice, meeting, best practices to benchmarking, and more) (Gherardi, and Miele, 2018). The focus of this perspective is on the cognitive capital development along with the use of ICT tools (information communication tools). 
• Develop a framework for establishing a knowledge management culture. 

How processes of knowledge management are in line with infrastructure and processes of an organization are the basis of knowledge management’s effectiveness and it must achieve the goal of an organization (Ragsdell, Corfield, and Paton, 2016). Elements’ and processes’ simple list is not enough for understanding and representing such relationships. A holistic framework is needed in which they integrate in a whole of dynamic coherent. The focus of proposed framework is especially on the recognized organizational building blocks’ division and they will be divided into constituent elements having content dimensions as well as time so that characteristics can be defined which says that social ecology is formed out of these relationships and elements where knowledge is created, shared and used effectively by people (Tang, 2017). Such way management can be assisted by developed framework so that relationship’s true nature can be understood which is present between management processes of knowledge and an organization and for the success of an organization they are exploited. 
The abstract reality’s or objective’s part is a system which possesses demarcation which is frizzy and visible like virtual organization and elements of different mutually interconnection comprise it which helps in the common purpose achievement. Natural laws and/or system unique rules’ group is confirmed by their relationships. When there is decoupling of a system into smaller parts so system’s some dynamic properties are not in existence (Rubenstein-Montano et al. 2001), also, a system needs that there must be fitting of elements altogether to become effective and to comprehend its behaviour, systems thinking or systems approach is needed. We should see the social system as a comprehensive whole which help the numerous elements to get interacted with each other and not as disparate elements’ random collection as per the study of Gupta and Govindarajan (2000). 
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Figure 3: System Knowledge Management Framework
Part 1
Human decision making in business examples related to affect from limited time, data, and information.

Human decision making in the firm is of critical importance based on its substantial impact on the overall performance of the firm. The three components such as time, data as well as the information, which lay out the base for formulating effective decisions (Reymen et al., 2017). The component of data is primary in information making, which is related to the transactions recording as well as events occurrence, which take place based on the interaction or exchange between the individuals. The absence of the reliable data adversely affects the business, limiting its ability to formulate effective decisions. Alrabiah and Drew (2018) article further highlights that poor data can lead to inadequate work performance. For instance, the poor decisions related to the production activities can cause loss of production hors, wasted manpower as well as late deliveries, negatively affecting the customer satisfaction. All this contributed to the detrimental impact on the firm performance as well as profitability ratio.
Time is another component which plays a critical role in determining the firm success. The hasty decisions made concerning the firm operations can cause disastrous impact (Black, 2019). Although it is well-understood that companies can experience emergency situations, which can pose a hurdle in effective decision making. Such as this might lead to occurrence of the time-stress and cause detrimental impact on the optimality of decision processes.
Knowledge is the most important component for decision making in the firm (Hershberg et al., 2017). In case, the one taking decision does not possess the relevant knowledge, he or she is likely to make decision. If one does not have knowledge about the deterioration of the industrial plant, he or she is likely to continue operating it. The breakage of such plant can lead to production loss, and harm to the workers. 
 
Data, information, or knowledge in my decision making

The five decision that I made today using the data, information and knowledge is the selection of the clothes that I wear. The data serves as the casual wear clothes, information includes the clothes available, and knowledge is the accurate selection of the college stores. The second decisions were driving to McDonalds. The data includes the area or the street that I have to reach, the information is how I would I reach there with precisely route, and knowledge is the drive to the place. Third example is my selection of the drink, where the images of the drink are presented. I know for the fact that black is harmful for body, therefore, I go for white drink based on my knowledge. The fourth example includes my visit to the store for buying the shirt for mom. The articles available serve as my data, the information is that my mom needs a symmetrical pattern shirt. My knowledge here includes selection of the symmetrical pattern shirt. Last, the turning at the read, where the symbol indicates a left turn, the information is that I should turn left, and my direction and movement of car to the left is the knowledge. 
Use tacit or explicit knowledge in a card game and their difference. 
Tacit knowledge and explicit knowledge’s bit are used by a card player. When to get played defensively, when offensively and when get played are all told by tacit knowledge which is dependent on his experience. 
If you know the things without knowing so it is termed as tacit knowledge in which it is unknown that how you know the things whereas if you know the things and you can give explanation about it so it is called explicit knowledge. The example of tacit knowledge is that there are people who do not know the grammar rules, but they have the ability to speak grammatically. If the knowledge is known to your associate or neighbour or co-worker but the knowledge is not written or codified so it would come under the category of tacit knowledge and on the other hand if the knowledge is structured or written down so it would be termed as explicit knowledge. Such as, there is any problem in word and your co-worker has the knowledge of fixing it and only she has the ability to fix it. If there is a trial from the side of Project Management in codifying and rooting out so this is called the tacit knowledge. It will become explicit if such knowledge gets saved or written down. It is very difficult to define and document the tacit knowledge as it remains in the mind of human and on the other hand, we can document the explicit knowledge and books have the explicit knowledge. 
 
Categories of computer-based information systems
Mostly, computers refer to the data processing machines, where individual understand as well as accept the fact that computers are the machines (Stergiou et al., 2020). These machines are specifically designed for the data and information input, storage, processing as well as final output. The categories of the information system are detailed below. 
1. Transaction Processing Systems
Business transactions’ processing is pertained by the organizations most basic system which is computer based. If computer-based system is able for capturing, classifying, storing, maintaining, updating and retrieving data of transaction to keep the record and for the purpose of input towards CBIS’s other types then it is termed as a transaction processing system (Miles et al., 2019). The activities of routine business are aimed to be improved by systems of transaction processing. The whole organization is affected by a transaction which is an activity or event. Common transactions include cheques deposit, employees hiring, customers billing and orders placement. Every organization has its own set of transactions. 
Transactions are processed in every organization as they are included in activities of business. If transaction processing is taking place in s systematic manner so it means that the organization is successful in performing its operations. Accuracy and speed are provided by systems of transaction processing and routines can be followed with no variance by programming them. 
 
2. Management Information System
Due to many reasons, computer does data processing with extreme effectiveness. Quick processing of huge data related to accounts as well as different other transactions is possible, and it is one of the reasons. Routine clerical processes’ automation and record keeping were the tasks that early computer applications used to perform. But now, control purposes, management planning and policy making can also be possible with updated computer applications. There is more concern of management function by management information system. Management’s all level along with knowledge which is important to run smooth business can be provided by MIS. There should be economic friendly, concise, complete, accurate, timely and relevant information. 
 
3. Decision Support Systems
Unpredictable kind of information is offered by this type of information system like it may be needed only once by the business professionals. Reports of regularly scheduled management are not produced by these systems, but wide range of requests is entertained by them. Recurring nature is not possessed by all decisions of organization. Managers are assisted by the decision support systems and these managers should not make semi-structured or unstructured decisions. When there exist no clear processes to make the decision and if not all the elements which are needed to make decision are not considered is recognized prior to it. If there is unstructured problem so manager’s judgment is important in making the decision. Manager’s judgment is supported by the decision support system and is not replaced. 
 
4. Office Automation Systems
One of the latest computer-based information systems is office automation systems. It is expected that the effectiveness as well as output of managers, staff professionals, administrative assistants, office-workers-typists, secretaries and persons like this will be increased with the development of these office automation systems (Li, Guo, and Wang, 2019). Automation of offices is adopted by various organizations. It means that they have started using equipment of word processing so that storing, typing, revising as well as printing materials of texts can be facilitated. Computer based communications system is considered another development, for example electronic mail and such way people would be allowed electronically to make communication via terminals of computer. Numerous office activities can be taken place electronically by an office automation system and it is integrated computer-based system which has multi-functions. 
 
5. Organization Structure 

Different organizational structure includes the offering of two hierarchical level, this include the tall organizational structure as well as flat organizational structure (Zubair and Kamal, 2016). Several layers are present in the tall structure from management to the workers, while only few layers exist in the flat structure (Zubair and Kamal, 2016). In tall structure, the employee reporting to the manager are low, while they are more in flat structure. The prominent example of the IKEA, a furniture retailer as well as manufacturer, serves as the flat structure that is formed based on the attitude of the employee, job involvement as well as ownership. The use of computer-based information system facilitates by prompt flow of the information in the structure. 
 
 
Part 2- Case Study 

Porter American Airlines incorporated concerning ‘cost leadership’ and ‘product differentiation’. 

American Airlines Company is highly recognized in its market segment. In the industry, there is an intensifying competition that creates challenges for American Airlines to maintain its position in the market leadership, and without implementing significant efforts its market share increases (Stark & Stewart, 2020). American Airlines is compelled by the Prevailing business environment to get a critical advantage that keeps it ahead among its competitors. American Airlines is considered as a global brand because of its strong presence across the world. Based on critical elements, American Airlines has maintained its competitive positions that give a significant edge over rival involving the competitors in many consumers markets. There are competitive advantage strategies of American Airlines that are developed in the light of the intensive and generic growth model of Michael Porter.  
The firm has implemented some strategies which are the combination of differentiation, cost leadership, and focus strategies to control the competitive influence. The sales growth objectives and customer base expansion are obtained by concentrating on its intensive growth strategies that are based on 3 generic strategies which are differentiation, cost, and focus. American Airlines adopted these intensive growth strategies to attain targeted growth including- product development, market penetration, diversification, and market development. In this study, it is explained in detail how Airline gets a competitive advantage by implementing these intensive and generic growth strategies. 
Porter’s generic strategies streams 
The generic strategy of Porter has three major streams that are adopted by many multinational firms such as, American Airlines to attain their desire growth objectives. 
Cost leadership
Cost leadership strategy includes obtaining a competitive advantage by minimizing the cost. Cost leadership is considered as a major generic strategy that is used by American Airlines in many consumer markets. 
· The main objective of implementing this strategy is to maintain the firms’ leadership position in the market through effective value chain management. 
· The market share of American Airlines increases because of these strategies. However, it targets the middle-class group which carries great importance to cost leadership, and the pricing factor is the significant strategy that full fills all the requirements of such a consumer segment. 
· American Airlines always focuses on easy accessibility and affordability of its products over the globe, which creates brand awareness and maximum sales growth and gives a significant competitive advantage basis. 
· Other Airlines charge low prices by maximizing the effectiveness of the supply chain and also lower its production cost. Discounts coupons are frequently offered by American Airlines to attain sales target and deal with the competitive pressure by its nearest rival. The intended results of these promotional and discount campaigns are to encourage consumption and raise brand popularity.
American Airlines discussed the cost strategies that highlight various benefits proposed by the generic strategy. Such as instant brand recognition, encourage consumption, and attaining targeted sales by emphasizing the affordability of products and its accessibility. Although, according to American Airlines’ analysis the competitive advantage strategies of Airlines highlight cost leadership as the major strategy, differentiation strategies also used by the company with cost leadership to organize the basis for competitive advantage in this competitive consumer market. 
Differentiation
Another most common generic strategy used by Airline is “Differentiation”, it aims to establish a competitive advantage. American Airlines uses this strategic combining with a cost leadership strategy to attain growth objectives. 
· Differentiation strategy is implemented as a secondary generic strategy through which Airline can expand its customer base by enhancing the features of their products.
· The strategic objective of American Airlines is to implement this strategy for more modification, and this is done by planting the innovation and addresses the growing health concerns of the consumers. For an instant, the product line is extended by American Airlines after recognizing their consumers’ interests that make them different from the competitors and extend their scope within the company. The combination of cost leadership with differentiation has helped the Airline to establish a loyal and strong consumer base.
· The Differentiation strategy helps American Airlines to make its product offerings more prominent and different from other alternatives. American Airlines is the most experienced brand with an efficient foothold where the differentiation strategy used as a tool to minimize the pressure given by other brands. They do big investment in marketing; celebrity endorsement and advertisement that make them different from other brands.  
· Moreover, the brand logo is also used to allocate a differentiation basis. The different and unique distinctive brand logo has created a significant brand image in the mind of consumers. Although the brand goes through many revisions, keeping the essence the same, which is also considered as a strong differentiating element. 
Moreover, a large variety of flavors offers by the company to match the unique taste of their consumer. The company uses innovation as an instrument to offer differentiates services that make the consumer happy and thus, American Airlines ‘preferences increase over other Airlines. 
Focus strategy
Another generic Competitive strategy is “Focus” that motivates the company to concentrate its resources on extending the narrowly targeted segments. When Focus strategy is adopted by the company, they can serve certain market segments and their competitive advantage.
The focus strategy can minimize the cost and also provides the best offers. The low-cost focus strategy is implemented to full fills all the requirements of niche market segments with the lowest price. Whereas, focus strategy is implemented to enhance the taste, design, and size of the products that could match the requirements and needs of the customers. 
Considering the product attributes, strategies are revised by American Airlines and keeps changing its product packaging and designs to satisfy the psychological expectations of the customers and also maximizes the money’s value.
Intensive Growth Strategies
The production of new products or markets to achieve corporate growth objectives is done by intensive growth strategies. American Airlines is the multinational company that uses these strategies to recognize how to further penetration into the present market is achievable and how the customer base is extended through the product and market development. Firm instantly grows by adopting this intensive growth strategy, this strategy can also actively seeks the opportunities for market and product expansion. The combination of these three major generic strategies which are: streams-cost, focus, and differentiation set the basis for intensive growth strategies of American Airlines. The choice of implementing each strategy is depending on the competition’s level, market characteristics can be targeted along with the unique organizational growth objective. 
Aim of American Airlines to use intensive growth strategies
American Airlines intends to maximize the broaden market share and profitability to maintain relevancy and also ensure business growth. These strategies can be effectively implemented by the firm to apply intensive efforts, particularly when it is considered as a competitive advantage by the management. This study discusses the American Airlines 4 intensive growth strategies to recognize the contribution of every growth strategy in attaining the targeted sales growth at the international level.
Market Penetration (Primary Strategy)
Encouraging sales growth is included in market penetration within the present customer base. If involves some activities which can lead to raising the market share by focusing on the products available in the market. American Airlines adopted market penetration to achieve growth objectives as it is the prime intensive growth strategy.
· American Airlines need to lower its prices while implementing this strategy and use various promotional and marketing strategies to increase sales in the current customer market. Various discounts and deals are offered by the organization and they also run promotional campaigns and design attractive packaging of their products to attain targeted sales growth. While implementing this strategy organization needs to design some aggressive marketing to achieve its targeted goals.
· The strategic objective of American Airlines is linked with market penetration to raise its sale by reducing its prices the process of cost leadership. There is an association between low price and low-cost leadership. The American airlines get helped by this innovation in extending the customer base. Although the market becomes saturated. Therefore, when the market becomes saturated it leads to an increase in the cost of market penetration. In this case, the organization gets no profit after investing in various promotional and marketing activities which motivates the organization to establish other growth strategies.
· Market penetration is adopted which is considered as a primary intensive growth strategy and it is associated with the ability of American Airlines to differentiate its offers other than achieving the cost leadership. Combining the cost strategy with generic strategies helped in the intensive growth strategy (Baroto, and Abdullah, 2011). At the initial stage of growth, an important role played by the market penetration strategy that makes American Airlines more successful in the home market. At the national level, it used to target other new markets across the world. The brand gained awareness through market penetration which is used as an instrument to develop new products for new and existing consumer markets. 
Although American Airlines is considered as the largest global industry players and market penetration is still considered as a primary growth strategy as a firm is present in many consumer markets with more growth potential. 
Diversification (Supporting Strategy)
Diversification strategy includes new product developments and entering new markets. It is further divided into two diversification which is related to diversification and unrelated diversification. 
· It has been seen that unrelated diversification is riskier as compare to the related diversification as the company decides to develop a new range of products for the new market with no initial experience.
· Whereas, in related diversification, the existing knowledge of the company, its infrastructure, and resources supports the decision to transform the portfolio of its products. American Airline attain growth through its product development and market penetration as the American Airline possess the secondary importance to this strategy  
· The portfolio diversification of American Airlines is supported by the cost leadership strategy because of its cost reduction ability, and present infrastructure that helps the organization to explore opportunities for the new products in the market (Cortés, García, and Agudelo, 2015). 
· The strategic objective is associated with a diversification growth strategy that expands the product portfolio through efficient acquisition strategies (Meissner and Wulf, 2015). Because of the risk factor, the firm concentrates on some related diversification and also avoid involving in risky activities. Instead, the firm uses its brand awareness and make its position strong enough to produce related products in the industry of global drink. However, there are few examples of unrelated diversification of American Airlines that offer merchandise from shirts, glasses to pens, and fridges.
· Implementation of related diversification is obtained by the profitable business after examining consumers’ expectations and market trends (Reed and Luffman, 1986).
· Business sustainability improves through related diversification strategies and helps the company to attain growth objectives. A well-organized product portfolio with its related diversification also has some risk hedging ability as there is declining trends are seen in some products area that can be managed by emerging trends. 
 
2. Analysis of SABRE addition to American Airlines competitive advantage

The American Airline is provided a competitive advantage by SABRE, when it came to the agency-booked tickets as there are various other agencies that are present in the United States in comparison to the Apollo (United) or Worldspan (Northwest/TWA/Delta), as compared to the other two systems (CRS/GDS) that are dominant in the United States. For the SABRE booking, the AA was substantially paid itself, which had provided the numeric advantage, such as cost advantage in comparison to the rivals, where they are paid less in terms of GDS fees. Also, the SABRE is more efficient to employ in terms of functionality as compared to the Apollo or the Worldspan. Not only this, but it has sustained a more cohesive base for developer, and have remained more functional as it is owned by only one owner, while Apollo, Worldspan, as well as Galileo are owned by the same company.
 
Factors that led to American Airlines erosion 
The company was not able to achieve competitive edge due to the fees which it was liable to pay to SABRE. The increase in the technology and lack of integration of it in the American Airlines case emerge as another factor leading to its reduced competitive edge. 

4. Business transformation due to information systems 

The information system is substantially changing the world of the business. Such as the integration of the smartphones, texting, emails, as well as webinar have changed the way business tasks were assigned, workers communicated as well as update on their work status. This is evident from the examples of the change in the retail sector, where most of the transactions happen on the internet (Legner et al., 2017). This is the reasons that firms such as Walmart, as well as General Electric are integrating efforts for adopting the information system for their growth and survival. 
 
5. Primary three major new information system trends. 

The three primary information system trends observed include the cloud computing, big data as well as mobile digital platform. The benefits the company in terms of the productivity enhancement, accessibility to wide source of information, improved collaboration, and information control. Whereas, the disadvantages include the power loss, lower connectivity to the internet as well as costly service maintenance, etc. (Legner et al., 2017). The big data also enables improved productivity, improved decision making, fraud detection as well as reduced costs. While the disadvantage include need for talented staff, costly system, cultural resistance, and more. Lastly, the mobile digital platform provides the advantage such as greater reach, effective marketing, and reduced development cost, different tools. While the disadvantage includes its social disruptions, content exposure, no privacy of the photos as well as videos and more. 
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