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[bookmark: _Toc87547106]Introduction 
Knowledge Management can be defined as the integrated solutions which are used to streamline the process of the acquisition and the distribution of knowledge effectively in the organisational infrastructure of the company. The business operations of the company can be validated to be more cost-efficient and productive with the effective share of the right amount of information regarding the business knowledge. When the management of the company will be able to produce the right amount of information and data regarding the business in the right amount as well as at the right time, then the decision-making system will be facilitated along with the scope of collaboration and innovation. The organisation's productivity level can be enhanced by the implication of the Robust Knowledge Management System. This report will signify the Knowledge Management System of Amazon based on the insights of the case study   
[bookmark: _Toc87547107]1. Briefly Introduce the organisation you have been given to write about
Amazon is a well-known American worldwide technical corporation with a category of service that includes Cloud Technology, Artificial Intelligence, and Digital Streaming, as well as E-commerce. Jeff Bezos established the business that year 1994 on July 5th, and it has been previously known as Cadabra Inc. The corporation is based in Seattle, Washington, United States, and its services are available on a global scale (aboutamazon, 2021). For the fiscal year  2020, the firm forecasts operating profit as well as annual sales of $22.9 billion and $425.064 billion, correspondingly. Amazon benefits from a global workforce of 1335000 workers, but only 810000 employees in the United States.
[bookmark: _Toc87547108]2. Briefly introduce the key knowledge management theory or theories that will underpin your report 
Any company's management must be very sensitive to customer issues by resolving all of the connections and complaints of the firm's potential clientele. Is a most effective way to do this is to keep a structured Knowledge Management Process in place so that the client base's understanding exactly can be analysed properly appropriately implicated for the firm's potential business growth (Barley et al., 2018, p.290). The following are among the most effective Management approaches that may be used by retailers like Amazon.
Ecological Theory of Knowledge Management: According to the Ecological Concept of Knowledge Management, all and every component of the firm's ecosystem plays a critical role in shaping the company's collaborative educational environment. The approach emphasises the company's specific connections and also the training communities established by the company's business. The feature of employee creativity, and also the firm's internally and externally industrial challenges that promote information exchange related to organizational architecture, receive special attention (Gosselin et al., 2018,p. 399). Some of the theory's essential features can be classified along the lines of knowledge diffusion, information sharing, development, and competitiveness. By elevating the significance of knowledge inside the firm architecture, the idea enables the connections between supportiveness of the firm's personnel base enabling engaging emotional use of resources planning.
Organisational Knowledge Management Theory: The four important areas of corporate culture are the foundation of the Organizational Management Theory. The concept of the socialization process can be defined as a method of spreading tactic knowledge amongst firm employees through cooperative actions instead of verbal or non - verbal interaction. The most prevalent media for the dissemination of ideas, pictures, and information is the internet (Jyoti and Rani, 2017, p.10). The most important part of the socialization process is the spreading of a common concept throughout the firm's personnel base. The idea of tactic data and understanding being converted into a holistic type of knowledge is known as externalisation. In terms of traditional learning approaches, this is thought to be particularly successful in knowledge management. The knowledge may become incorporated in practice and behaviour, allowing the individual to relive the overall experience. For most virtual circumstances, it will make it easier to acquire strategic expertise (Lim et al., 2017, p.810). The practice of raising the level of sophistication given explicit information is known as combinations.
[image: C:\Users\YOGA 11E\Desktop\Zucol\Downloads\TM (5).jpg]
		Figure 1: Organisational Knowledge Management Theory
(Source: Created by the learner)
Techno-centric Knowledge Management Theory:This is thought to be a useful scientific field for dealing with information and knowledge in the most effective way possible, depending on the firm's current innovation. Technology allows the company's management to reach its goals of the organization in the shortest amount of time feasible, thanks to technological improvements. The combination of the availability of a technical platform with the firm's possible genetic resource lineup is indeed the key focus (Imhanzenobet al., 2021, p.279). Social Network Analysis, Knowledge Acquisition, Complexity Science, Informative Theory, and Conceptualism are all factors. The company should concentrate on developing a component of the technical enablement for facilitating flows of information retention (Carayanniset al., 2021, p.20). The concept is not entirely reliant on the idea of the institution's future deployment. It is primarily concerned with the effects of individuals, procedures, and technologies on knowledge transfer.
Why are information systems being essential for Amazon?
 In order to run a successful business, efficient management of the organisation data and finance along with a quality information system is needed.  Every firm can face slow workflow if there are issues with the data in terms of reliability and accuracy.  An information system is essential since it makes the data accurate, readily available and easily accessible to the firm. In the fast-changing business environment where the preference of the customers is dynamics, the business with a proper information system can remain competitive. Since business like Amazon has to embrace innovation to meet the expectation of the customers and hence the success of the business are pegged on the quality of the information system.  Information systems are essential for Amazon because they can bring numerous benefits and help the business to tackle the external and internal processes with the operation on a daily basis. The information system makes it easier to evaluate the independent process like data to produce crucial products and organise other work activities.  Hence the information system in amazon can provide the firm with a competitive edge by evaluating how the company manufactures, sell and provides service to the customers. Further, the information system enables the organisation to deliver accurate data and information readily and take the necessary action needed for a particular task. In fact, the employees and the employer of Amazon can work more efficiently with the help of an information system. It is more effective since within this type of system the documents get stored and folders can be shared as well as accessed by the employees. 
What are the information systems implemented by Amazon and describe the input, processing, and output of such a system 
The business of Amazon is well facilitated with the application of a Management Information System which facilitates the mechanism of the collection being followed in the company infrastructure facilitating the Value Chain of the business. The Management Information System used in the business operations of Amazon is well facilitated with the application of the technology, presses as well as the system of the operations to influence the Knowledge Management of the company (Kane, 2017 ,p. 40). The Management Information System initiates its role of influencing the buying habits of the potential customers starting from the time when the activity of the customer gets initiated. The role of the Management Information System initiated by Amazon concludes at the moment when the cuter base finished off with the buying activity on the online portal of the company resulting in payment actions. The management of Amazon has induced a structured Research and Development department so that the effective trends of the market along with the customer buying habits can be well analysed and monitored. 
The technical department of Amazon works on matriculating the digital glitches of the portal so that not a single kind of discrepancies can be faced by the potential customer base of the company at the time of e-shopping.  The main functionality of the Management Information System can function over the system of Input, Processing and Output paradigm of the framework. The Research and development team of Amazon works on the input that is being taken in the form of feedback, reviews as well as acquaintances received fork the side of the customers at the time portal activity (Martins et al., 2019 ,p. 491). The R&D team works with the Machine Learning algorithms to train the data regarding the input of the Management Information System. The outputs of the Management Information System are being then induced in the e-portal of Amazon to ring on the necessary modulations based on the requirements of the customer base.  
[bookmark: _Toc87547109]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.
The Knowledge Management System implicated in the business operations of Amazon can be categorised into the five different phases which can be represented with the application of a continuous cycle. 
· Application and Addition of Knowledge:  The management of Amazon can well implicate the Knowledge Management System in the organisational infrastructure of the company. This will provide the base or the identification of the missing elements from the core business system (Abualoush et al., 2018 ,p, 281). The missing elements are then amended in the business system to fill the potential gaps 
· Creation and Improvement of Knowledge: The management of Amazon should work on the creation of information, knowledge and data for the business scope in the retail market in accordance with the current market trends and customer requirements. The existing knowledge base of the company should be well analysed and the gaps should get identified. After doing the same, the implications should be in accordance to the requirements of the employee base. 
· Knowledge Distribution: The management of Amazon should work on the effective distribution of the acquired knowledge and informative insights among the potential employee base of the company (Bongku,  and Kurniawan, 2019 ,p. 50). The same should be identified by the potential employee base of Amazon  in the daily work practices so that no bottlenecks will get identified.   
· Knowledge Application: The employee base of Amazon should be knowledgeable enough to know the loopholes of the existing business system of the company. On the basis of the Knowledge Management System, the same will be implicated by the employee base of the company with some external  inputs from the market trends. 
· Knowledge Integration: After being well implicated in the existing business information system of the company, the employee base of Amazon should be responsible enough to get the main essential of the knowledge and insights (Mardani et al., 2018,p. 19). The same should be integrated in the existing organisational capabilities of Amazon as well as the scope of data processing.  
The management of Amazon should be well acquainted on the perspective that the following aspects should be well implicated in the business scope and organisational infrastructure  of  the company. This will pertain the existing Knowledge Management System of the company so that the employee base does not miss any kind of integral component of the business. 
· Know-How of the issue: Required training and assistance should be given from the side of the management of Amazon so that the employee base of the company will be facilitated in the identification of reason and platform of knowledge 
· Metric Matriculation: The potentiality of the Knowledge Management System should be well matriculated by the management of Amazon with the help of seem pre defined industrial metrics (Patalas-Maliszewska and Kłos, 2017 ,p. 155). This will give an idea on how well the knowledge expertise has been integrated the business system of the company.  
· Knowledge Exploitation: The collection and retrieval of the knowledge, data and information should be well manipulated according to the business requirements of Amazon. The data should be exploited ion the most effective so that the market demands of the company are well aligned with the business objectives (Lopes et al., 2017 ,p.481) 
· Consumption of Knowledge: The Knowledge Management System of Amazon facilitates in the collection of information and data so that the requirements of the potential customers are met. The data, knowledge and information should be translated into the explicit form before feeding the same in the business system. 
[bookmark: _Toc87547110]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 asset and maintaining effective customer relationship management.
[bookmark: _Toc86682172]Evaluation of the identified scenario of the given organisation
Not only has coronavirus epidemic killed over a million people globally. It has also wreaked havoc on the international economy, bringing sectors to a halt, causing enormous unemployment, and has exacerbated the slow demise based on previously failing departmental stores in the retail sector.Amazon, on the other hand, is among the few outliers. At the peak of the coronavirus crisis, amazon e-commerce behemoth has become the preferred store and a necessary resource for several users, due to its seemingly limitless variety and commitment to give service and low pricing.Using modern Knowledge Management system to handle the interaction between data and customer base, Amazon's administration is capable of connecting zillions of individuals with gigabytes of project information. Amazon's management is especially concerned with the quality standard of the firm being assessed depending on user experiences component and consumer relationships (cnbc, 2020). This is what has made it easier for the company's board to achieve operational and strategic goals in its most customized and transparent way possible.Amazon continued to hire despite massive joblessness uncertainty.To fulfil client purchases, the business hired and over 175,000 new warehouse and delivery workers during March and mid-April 2020. In the quarter ended June 30, Amazon hired 36,400 new employees, boosting its total workforce to 876,800, up 34% year over year. Amazon's pandemic-fueled expansion isn't anticipated to cease anytime soon, particularly as the company gears up for Prime Day in October and the festivities that follow. As  Per the estimates, Amazon is anticipated to surpass $100 billion in quarterly profit for first time have ever seen in the final quarter.

Figure 3: Principles of Knowledge Management for Amazon
(Source: Created by leaner)
Singularity of Portal and Interface:  Any product and merchandise accessible on Amazon's side is presented through the same gateway, enabling for one-stop purchasing and a better user experience. This also contributes to the patient's comfort with the purchase process (amazon.science, 2021). With synchronisation of the portal for displaying information at all stages of the work, the implications of an unified platform and interface also help the firm's personnel population.
Consistent Presentation :Amazon's presenting method is quite planned and methodical, with the same sequence of display applied to all features, whether they are product details or reviews. This indicates the industry's ability to handle content on a large scale, wherein material is prepared and disseminated in a consistent way (amazon.science, 2021). This aids in the monitoring and preservation of the any item on Amazon's website.
Modular Content: Amazon's administration has the power to arrange each webpage of the site in a user-friendly manner without the use of outside books. Amazon also provides more information in an ingenious way by including an external links in the item description box. This makes time management more efficient for the sales force by allowing them to immediately view the webpage's particular data.
Distributed Upstream Content Creation: Amazon's administration is completely focused on displaying the genuine content of every product on the site without introducing any unnecessary stuff. This really is highly dependant on the firm's e-business design guidelines and rules. The factors of information fullness, authenticity, and appropriateness for the item in front of the intended customers are also facilitated.
Personalisation atomicity: Perhaps one Amazon's greatest significant qualities would be that the company has a systematic know-how platform for the company's potential consumer base. The most exciting aspect of the algorithms generated for Amazon's website is that it has been constructed in such a way where the more a client engages with the portal, the more knowledge about it gets trained. This simplifies the browsing history component of Amazon's portal, allowing the corporation to concentrate on a listing of specific products (amazon. science, 2021). This improves the program's effectiveness and competitiveness, resulting during one of the most user-friendly dynamic interfaces.
Crowd-sourcing: Amazon's strategy has the ability to develop customer data and understanding depending on user input, rankings, and reviews. Because of the many online buying actions that occur on a daily basis, the prototype of the Amazon website has evolved across several aspects. This also aids in the development of a community spirit among some of the firm's employee base in the absence of any form of clinical arena.
Reduced Servicing: Because of the provision of a complete and consumer e-commerce platform, the rates of customer support and assistance in term of 24X7 communications also has been substantially decreased through Amazon's administration. It is one of the organization's main cost-cutting initiatives, and it has also improved the concept of consumer happiness (amazon. science, 2021). As a result, Amazon's administration has already been capable of cutting the costs associated with managing customer service enquiries for the business.
Performance-centred: Amazon's administration also has designed a disciplined and methodical course of action for the firm's e-commerce gateway to fulfill all of the consumers' needs. It has also allowed the company to transition from such a topic-based strategy to the well performance-based strategy.
Mobility :Amazon's management has developed the firm's e-commerce web application being as efficient as possible, allowing us to use it from any place and at any time (amazon.science,2021). This has made it easier for management to boost consumer happiness while also increasing business profitability.
Amazon's administration has indeed been able to recognize information management requirements expansion, and as a result, all of the firm's operations have been linked to the Techno-centric Information Management Theory. This idea has allowed Amazon's leadership to involve all the E-commerce system's technology qualifications in order to connect the firm's explicit knowledge and information into one of the most pragmatic ones (OYAKHIRE, 2021, p.75). As a result, the company should be able to analyse the customers' preferences and needs and implement the product with the support of the firm's technology resources.
Information System used by Amazon 
Amazon has been using the Management Information System (MIS) like a dynamic tool for efficacious data collection, with the some of the greatest MIS techniques being implemented in the Amazon Value Chain. The implementation of Amazon's software, processes, and systems in the firm's digital business helps the originality of the MIS used by organization for knowledge creation (Al Shobaki and Abu-Naser, 2017, p.7). The influence of MIS is estimated from of the time a purchaser or consumer initiates an engagement just on website until the time they purchase a product and continue to payment choices.
[bookmark: _Toc87547111]5. Discuss Amazon’s potential knowledge management challenges and offer recommendations to strengthen their knowledge management practices from the knowledge acquisition-retention-transfer perspectives.

Amazon’s potential knowledge management challenges
Collecting data :  One of the major challenge that Amazon needs to address  is the way they collect all information and that exist throughout the organisation. Generally, the data exist in PDFs, spreadsheets, data bases and word documents. Most of which is mainly unstructured and becomes difficult for it to computerised. Hence the collection of the unstructured data becomes a hassle and there is always a probability for the data to get misplaced. Using advanced technologies can make it easy for Amazon to convert the unstructured data into a structured one. 
Accessing knowledge: Once the data is being collected, then the challenge arise ishow to access the information. The accessibility of the information must not interrupt the workflow of the employee. The knowledge management system  should be so efficient that employees get data like people ask Alexa.  In this way the productivity gets declined  when the staffs has spend hours  to find the data across different platforms. 
Staff Motivation: The primary duty will be carried out by the firm's employee base, which will be aided by Amazon's technology infrastructure. When equipment becomes obsolete and expires, numerical operations may become very time consuming (Demir. 2017, p.5). This could be perceived as extremely chaotic for the staff base, which could be demoralising for them.
Recommendation to strengthen Amazon’s Knowledge Management Challenges
Amazon's leadership may concentrate on improving the firm's Knowledge Management System, which is connected with the Management Information System, by looking at the following recommendations.
· Amazon could strive to strengthen its e-commerce system's goods and services by improving anti-phishing measures (Demir. 2017, p. 6).
· To improve client relationships, the corporate should seek to incorporate the platform with an online community (Demir. 2017,p. 8).
· Customer Relationship Management must be integrated into all aspects of the company's business.
· To properly understand the theory of Virtual Agents, the organisation should combine the Knowledge Management with Ai Technology. This will allow the information and data to be educated very efficiently.
· Amazon's marketing techniques need to be more tailored towards the desires of its prospective client base (Demir. 2017, p,.10).
· The disconnect among sales activity and business model should be bridged as soon as possible.
[bookmark: _Toc87547112]Conclusion 
From the above report, it can be concluded and inferred that Knowledge Management System is very much significant for the implication of business operations for any company, irrespective of the domain. The Knowledge Management can be characterized as the coordinated arrangements which is utilized to smooth out the course of the securing and the circulation of information viably in the hierarchical foundation of the organization. The business activities of the organization can be approve to be more expense proficient and useful with the powerful portion of perfect measure of data in regards to the business information . At the point when the administration of the organization will actually want to create the perfect measure of data and information in regards to the business in the perfect sum just as the ideal opportunity, then, at that point, the dynamic framework will be worked with alongside the extent of joint effort and advancement. The association's efficiency level can be upgraded by the ramifications of the Robust Knowledge Management System.
[bookmark: _Toc87547113]Task 2 - Evaluation of Proposed Knowledge Management Framework 
[bookmark: _Toc87547114]Introduction 
The process of Knowledge Management System can be signified as the methodology that determines the level of knowledge gathering, knowledge organisation and as well as knowledge sharing of the elements related to the knowledge base. This enhances the employee base of the company to perform the respective business operations  on the basis of the core responsibilities. The Knowledge Management System can be implicated effectively to define the business objectives of a company and achieve the same with the help of maximised support of the capable employee base. The purpose of this study is to signify the major areas of importance regarding the Knowledge Management System of renowned MNC, Amazon 
[bookmark: _Toc87547115]Discussion on Amazon’s potential knowledge management challenges and offer recommendations to strengthen their knowledge management practices from the knowledge acquisition-retention-transfer perspectives
Knowledge Management Challenges 
Several kinds of challenges are associated of Knowledge Management with the business operations of Amazon that should be critically analysed by the management of the company so that the improvement can be done
· Backdated Technology: The applications of technology are considered to be the most challenging factors for the improvement of the knowledge management system of the company. This is done so that business operations of the company can be improved in terms of quality and aligned to the market requirements of the industry (Ananda et al., 2019 ,p. 225). The application of the technological gadgets and other tools is very much significant for the enhancement of the level of the knowledge in the company infrastructure. The management of Amazon should be very much considerable about two of the most important factors of the company (Nugraha and Budi, 2017,p. 604). The employee base should be given appropriate vocational training on the application of the technological tools so that it can be well implicated in the Knowledge Management System. This will determine the effective quality of knowledge extraction from the Knowledge Management System.   
Information Shortage: The management of the company should work on the potential inventory of the information and knowledge base of the business. A structured database management system should be maintained for the systematic storage of data  regarding the customer details and information (Pratama and Sulistyowati, 2019 ,p. 5). The employee base of the company  should be given appropriate access to the database management system of the company so that the information can be essentially be sued in the development of the knowledge level of the company. The amount of information may be ever increasing form the side of the customer behaviour and the data base should be efficient enough to maintain the data atomicity of the knowledge management system. 
Recommendations of the enhancement of the knowledge management system of the company 
· Encouraging the workers: Appropriate Employee Assistance Programs should be inducted by the management of Amazon so that the employees can be well equipped in the application of the Knowledge Management tools (Nisar et al., 2019 ,p. 269). The vocational training can also be a part of the Employee Assistance Program inducted in the working scope of Amazon. 
· Improvement of the knowledge capturing process: The database management system should be efficient enough to reflect to the attribute of data atomicity is that vast amount of data regarding the customer base of Amazon can be stored (Karsen et al., 2018 ,p. 305).  This data may be ever increasing in terms of customer behaviour adding to the knowledge base of the company. 
· Application of updated technologies: The management of Amazon should be really efficient enough on the lines of implicating some of the most updated technological tools to be used in the Knowledge Management System (Kandukuri,  2017 ,p. 12). 
[bookmark: _Toc87547116]Evaluation of the proposed knowledge management framework for Amazon 
The Knowledge Management System of Amazon should be built on the basis of the  following aspects

Figure: Knowledge Management Model 
(Source: Created by learner)
· Initiation:  The ideas of creation of the knowledge base should be initiated by the management of Amazon
· Development: Some of the practices should be developed and repeated to improve the quality of the data and information
· Standardise: The operations related to the knowledge management of the company should be improved and standardised according to the requirements and behaviour of the customers (Väyrynen et al., 2017 ,p. 1740004). 
· Optimise: The information and data collected regarding the customer actions should be trained and optimised so that they can fit in the Knowledge Management database of the company. 
· Innovate: The operations regarding the knowledge management of Amazon should be innovated with the approbation of appropriate  technologies and tools 
[bookmark: _Toc87547117]Benefits and drawbacks of the proposed knowledge management framework
Benefits 
· The class of business process in the working scope of Amazon will be enhanced with the help of organisational capability of making decisions. 
· The utilisation of the knowledge management framework will facilitate the management understanding the customer and plan the business operations accordingly.  
Drawbacks 
· The employee base can face the complexity of the knowledge management system in the initial period of the business which can slow the pace of business operations. 
· Improper application of the knowledge base can dismantle the structural foundation of the company in terms of business operations that can affect the  brand image in front of the potential customers. 
[bookmark: _Toc87547118]Conclusion 
From the above report, it can be concluded and inferred that Knowledge Management System is very much significant for the implication of business operations for any company, irrespective of the domain. The course of Knowledge Management System can be connoted as the philosophy that decides the degree of information gathering, information association and just as information sharing of the components identified with the information base. This upgrades the worker base of the organization to play out the particular business procedure based on the center liabilities. The Knowledge Management System can be embroiled adequately to characterize the business destinations of an organization and accomplish something similar with the assistance of boosted backing of the proficient worker base.
[bookmark: _Toc87547119]
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