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Executive Summary
Amazon is one of the most popular e-commerce websites. The organisation was founded in the year, 1994. The organisation also has business of cloud computing, digital equipment manufacturing, web services and so on. This report has discussed about the information systems of Amazon. Along with that, the report has also discussed about the knowledge management related challenges and recommendations for overcoming these challenges have also discussed in this report.
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The following report will be based on the various aspects of knowledge management in organisational context. Knowledge management refers to the process of building, sharing, utilising, and managing the information and knowledge of an organisation. Moreover, it focuses on a multidisciplinary method to accomplish the organisational goals and objectives by effectively utilising the knowledge. Managing knowledge is important for a company as it enhances the efficiency of the company's decision-making capability. It helps to ensure that all the employees have proper access to the overall organisation’s expertise. The report will focus on the process of knowledge management of a renowned organisation named Amazon. Suitable theories of knowledge management, such as Ecological KM theory and Techno-centric theory will be discussed in this report to gain a core understanding of the knowledge management process. Moreover, the significance of understanding the effectiveness of information creation, storing, sharing, integration, and application will be discussed in this report. However, the company often faces several challenges regarding potential knowledge management, and these will be highlighted in the report along with providing suitable recommendations to overcome these challenges. 
Background of the company
The following report will be developed based on a renowned American multinational technology organisation named Amazon.com Inc. The organisation was founded in 1994 by Jeff Bezos, and its headquarter situated in Washington, U.S. Amazon operates their business worldwide, and they have a focus on cloud computing, e-commerce, artificial intelligence, and digital streaming. Amazon is a public limited company and they follow hierarchical organisational structure to manage their organisational activities effectively. They annual revenue of the organisation is more than $386.064 billion and their net income is over $21.331 billion (aboutamazon, 2021). The organisation is considered as one of the biggest organisations in the Information Technology industry in the United States. Amazon has been maintaining the most influential cultural and economic forces in the world to enhance the growth of their business. In the time of the pandemic, when other organisations have been suffering to develop and manage their businesses, Amazon was successful in developing their sales rate. The organisation hired over 175,000 employees even in the time of pandemic and successfully fulfil the customers’ orders by effectively developing and maintaining the process of knowledge management. 
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The information system is a formal system implemented in organisations to collect, distribute, store and process information. It is also known as a sociotechnical perception where information systems constitute four components that are task, structure, people and technology. According to Zwass (2020), information systems operate based on interrelated components working together to process, collect, store and circulate information in order to support the decision-making process and analyse for the overall betterment of the organisation (Zwass, 2020).
Organisations rely on information system to manage their business operations along with maintaining the interaction with suppliers and customers. Furthermore, it also helps in formulating a competitive environment in the market place. For example, organisations are using the technology of information systems to manage their financial accounts, human resources to determine their potential customers through online promotions. Amazon is one of the leading organisation which performs its operations entirely build around the information systems (one.comodo, 2018). Furthermore, Amazon is considered an electronic mall that provides various cloud computing services. In today’s organisational context, information systems play a significant role in the business as it makes it easier for them to store huge operational data, communication records, revision histories and documents.  
Amazon is one of the leading e-commerce multinational organisations operating globally with a huge customer base. Furthermore, the company uses various specialised information systems to perform its business operations in order to attain a competitive advantage and also increasing the efficiency level for collecting, storing and interpreting the personal information of the customers. The advanced information systems have been one of the greatest success factors for the company Amazon. The business process analysis of the organisation operates through the amalgamation of information systems which plays a very significant role in determining the decisions-making process (Almazán, Tovar, and Quintero, 2017). In addition to that, the company operates mainly on the two-piece information systems software that constitutes a simple storage service that performs through the integration of the database. Another is the Amazon web services which support promoting the e-commerce platform where the customers create accounts and their profiles are generated and further enhanced services are incorporated. 
Automation and advance information systems are very important for attracting and retaining customers.
Low price, high margin: The automation process has created great value for the customers of Amazon. In addition to that, the strategy of enhanced information systems has been a key component for attracting and retaining the customer base. Furthermore, it has increased the competitive advantage of the company compared to others. Moreover, the strategy of selling the products at low prices has enhanced the sales volume with a short span of time and determined a long-term profit maximisation possibility for the company (Al-Emran et al. 2018)
Enhanced customer care: Information systems has helped the organisation to maintain its huge customer base through after sales services and enhanced the value in the market. Furthermore, an information system has incorporated efficiency, security and scalability of the communication system within the staffs and the users. The advanced technology has enhanced the experiences of the customer in regards to the Amazon app or website where all their issues are resolved with a solution within a specified time period. Furthermore, the systems have made the user experience much easier and enhanced performance. Henceforth, the higher the satisfaction level of the customer the more traffic and visibility will be created on the website (Xu, 2019).
Unlimited inventory: When Amazon started its business, its sole purpose was to sell books to its customers. However, the changing trends and development with time, has initiated the business towards growth and advancement in its service. Therefore, Amazon now presents various diversified services such as movies, music, video games, electrical appliances, cloud computing and various other products as per the increased demand among the customers. 
Decentralised decision-making process: The primary benefit of incorporating information systems is to allow the organisation to determine the decentralised decision-making process. The information systems in Amazon are managed through individual subsystems which have autonomous decision-making functions for differentiated resolution towards orders processing and customer queries. Furthermore, it helps to create a smooth flow of the core business processes where all the units perform individually. In addition to that, the various components of the information systems collect data and store it in the central database with the support of which the business process implemented (MacDonald, 2018). The system provides secure access to the information which supports the managers of Amazon to make effective decisions regarding financial, marketing, employee engagement and inventory and further establishing an overall performance of the organisation.
Increases the profitability and productivity: The advanced information systems as brought a revolutionary change in the way the business operates. Furthermore, the implementation of the information systems has supported the organisation to increase its productivity level. The employees’ works are becoming easier and with the support of the technology, their efficiency level is also increasing. In addition to that, the managers of Amazon are hugely benefitted and they can concentrate on other matter which requires their more attention (MacDonald, 2018). The customer base is also increasing because the integrated system enhancing the performance of the organisation on a regular basis. 
Henceforth, it can be evaluated that information system is very significant for the business operations and growth of Amazon. The growth rate of the company and the advancement in terms of services and products demonstrates, that information systems are very essential for the overall development of Amazon. 
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The information systems that Amazon uses involve Management Information System and Decision-Support System. The systems are discussed below, along with their input, processing, and output processes.
Management Information System (MIS)- Amazon has been using MIS to take decisions related to the business operations and functions. MIS helps to share the information about Amazon’s sale records and its recent position. The system stores information about the transaction process of the company. It helps management members create plans, control the business functions, and take decisions as per the company's situation. MIS involves two subsystems which are input and output subsystems (Ingram, 2019). 
Input- The input subsystem collects information from the transactions of the company and its business operations. It stores the sales records and the record of inventories that are left for sale. Apart from that, it saves information about the expenses incurred within the company. 
Processing- The data stored in the input subsystem is then processed and separated into various files in a systematic order. As per this data, the transaction process is conducted daily. 
Output- The output subsystem provides the data which is being systematically stored to the managers of the company. The data involves the company's transaction reports and inventory records on a daily, weekly, and monthly basis. It helps the managers to make financial statements and take decisions for the company as per those statements and records. 
Decision-Support System (DSS)- It refers to the system that helps managers of a company to make decisions about the company’s operations and services. These decisions might involve bringing innovations or solving particular problems that affect the proper functioning of the company (SEGAL, 2020).  The DSS, which is used by Amazon, helps its managers gather data from the company's external and internal environment. The DSS uses data from the MIS and the transaction processes of the company. The software used in DSS is user-friendly, which makes it accessible by the managers. It involves the use of several models, which increases its analytical abilities. 
Input- The input subsystem of DSS gathers data from the MIS and the transactions of the company. It also collects data about the company's stock prices and the prices that other companies have set up for their products. It gathers information about the situation of the competitor companies as well. 
Processing- It gathers the data separately in numerical formats, and the data is interpreted with the help of the various analytical models. It helps to describe the data such that the managers can easily interpret it and use it to take proper decisions (Tzortzaki and Mihiotis, 2019). 
Output- The data is converted and is presented in the form of maps and charts. It makes the data short and understandable, which helps the managers to take decisions faster. The output is also interpreted as per the online queries of customers, which the DSS has stored. 
Significance of theefficientformation, storage, distribution, implementation, and integration of data is important for proper management and development of knowledge
The information regarding the various important aspect of a company like Amazon is needed to be referred to during the decision-making process. The information helps Amazon’s employees understand and consider the business strategies' abilities and the company’s situation before making any decisions. Therefore, the generation, sharing, and application of data are essential for managing and developing knowledge within a company.
Significance of generating, saving, and sharing data-
1. Generating or creating information is helpful as it helps to keep a systematic report of all the important information of Amazon, such as the transactions, revenues, and inventory stocks. It keeps the employees informed about the company’s situation and the decisions that are taken by the company management.
2. Saving the records of Amazon’s sales and stocks helps make it available for all the employees and managers working within the company. The company members are able to refer to the data before deciding to implement any strategy and completing their tasks. The saving up of data helps protect it from getting lost, which helps the company members refer to it in the future and create budgets or make decisions about innovations (Ruggles, 2019). 
3. Sharing data will help to maintain transparency in the workspace. It further helps to minimise the expenses of data collection for other business activities. The company members are able to get authentic data and use them for making decisions for the betterment of the company. The decisions thus taken have fewer possibilities of being incorrect which will improve the productivity of the company. The sharing of data helps the new employees develop their knowledge about the company and rectify their mistakes. 
Significance of application and amalgamation of data-
1. Applicationof data that has been collected from various sources is essential for a company’s knowledge management and development. The company members analyse the data and take decisions as per them. For example, the record of customers’ demand is essential for keeping the products/services available for the customers. It helps the company to estimate the future sales rate of the company. Apart from that, it helps the company members create budgets for manufacturing and delivering products based on customer demands. The data relating to the customers’ complaints are referred to, and a proper check on the quality of their products/services is maintained.   
2. Amalgamation of the varied types of information collected in several departments of the company is essential to take collective decisions. For example, the data about the customers’ preferences and the data about the effective business techniques can be analysed together. The use of both of these data types will help to monitor the quality of products/services (Johannessen and Olaisen, 2018). It will help the company members of Amazon to find out the techniques by which they could deliver the products/services and solve the customers’ complaints. 
Brief introduction the knowledge management theories used by Amazon
Knowledge management theory refers to the framework of methods that guide organisations or institutions to manage and develop the data stored in their databases. Amazon concentrates on two specific knowledge management theories- ecological knowledge management theory and techno-centric knowledge management theory. 
Ecological knowledge management theory- Amazon’s major focus is on meeting the customers’ demands. Therefore, they need to support open interaction among the employees and the customers such that the employees can identify the customers’ needs. The ecological knowledge management theory helps to concentrate on the bond among the individuals related to the business. It also concentrates on enhancing communication among those individuals. Consequently, the communication with the customers helps Amazon’s employees to know about their perceptions regarding their products ‘quality. It helps them use this data and bring in further modifications within the quality of their products/services and processes. 
Apart from that, ecological management theory helps gather information about the condition of the market. The data about the competitors’ products and their popularity in the market helps Amazon learn about the changes that can be brought in within its processes to satisfy customers’ needs (Gold and Segars, 2017).  Communication among the employees has also been focused on due to the applications of the theory of ecological management. It helps the employees to share the data that they have collected separately and modify their processes. It has been noted that the use of ecological management theory had helped Amazon to provide better services to the customers in the pandemic when others retail companies were unable to do so. It has made the company retain its existing customers and gain new customers. 
Techno-centric knowledge management theory- This theory of knowledge management enables to focus on designing efficient technologies. It also helps the management to concentrate on the proper functioning of the technologies. The technologies are the main priority of Amazon in this pandemic situation as all business transactions occur through digital technology. Therefore, the application of the theory of techno-centric knowledge management is beneficial for Amazon. The theory guides the company members to collect, store, and share data through digital technologies. The customers’ orders are taken and stored in the company databases. The products/services are modified as per the information stored in the databases. The products are even delivered among the customers based on the orders placed by the customers online.  
The usage of the theory of techno-centric knowledge management has guided Amazon to assign employees to share the data collected among various departments through digital technologies. The employees of various departments are able to interact with each other and deliver the products to the customers on time (Alavi and Leidner, 2020). Apart from that, the company members are also assigned to gather customers’ feedback on the products. They even solve the customers' queries online and provide them appropriate customer services within a short period. The information remains secure, and there are very few possibilities of losing the data. It guides the employees to estimate the customers’ demands and keep the products available for the customers. It has even helped Amazon to deliver the bulks of products to the customers during the pandemic period.
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Amazon’s potential knowledge management challenges
The knowledge management area for Amazon is very important, as the organisation can meet the expectations of the customers by managing the knowledge management principles properly. The knowledge management process of Amazon helps the organisation to focus on developing the personalisation of products and services of the organisation. This makes it unique from the other e-commerce websites. However, as the knowledge management is a vast process to maintain within the large organisation like Amazon, therefore it also creates many challenges for the organisation. Some of the major challenges of Amazon have been discussed below: 
1. Technological challenge regarding one portal: One of the major knowledge management principles of Amazon to provide best service to the customers is to use one portal and one interface. This makes the buying process simpler for the customers from Amazon. This knowledge management principle can create issues regarding the technological aspects (Rosenberg, 2014). The failure of Amazon portal or any technical issue of it can create issue for Amazon as well as all the service of it can get disturbed. 
2. Challenge of keeping employees motivated: The employees of Amazon need to make continuous presentation at the portal to attract more customers. The employees of Amazon need to display all the relevant information at the website to make a direct connection with the customers. In this case, Amazon faces issues regarding keeping the employees motivated always during the continuous presentation development knowledge management process. The employee retention can also get suffered in Amazon due to continuous work pressure by following the knowledge management principle of continue all the updated information in the website of the organisation. Therefore, this challenge can also create issue within the internal working environment of Amazon by creating issues related with work pressure within Amazon (Casey, 2018).  
3. Challenge regarding security management: The knowledge management practice of Amazon focuses on keeping the records of the customers who visit the website. The organisation also tends to record every movement of the customers their purchase behaviour as well as their history and orders. This enhances the personalization aspect of Amazon. However, maintaining the security is also a challenge for Amazon. There is a chance for the organisation to loss the customer data in case of any hacking or other technological issues. 
4. Challenge regarding keeping the personalization process updated: The knowledge management principle of Amazon is also depended on creating personalised process for the customers. This knowledge management principle is focused on creating a good impression among the customers. This can create value of Amazon among the customers (Garfield, 2018). However, in this case, the knowledge management process regarding personalization of products can create challenge for the employees to keep the process updated always. Any technical default can reduce the quality of personalization; hence there would be issues within the employees of Amazon as they cannot do it manually (Abubakar, 2019). Along with that, all the data of the customers need to be managed properly for the personalization process of Amazon. Any lacking is the data management process while conducting the knowledge management process based on personalizing concept can create bad image of Amazon among the global customers. 
5. Challenge of cost management: Amazon has a wide range of products and services along with international customers. The organisation therefore, needs to focus on efficiency of the knowledge management processes for keeping the organisation relevant in the high competitive market. In this case, one of the major challenges Amazon faces to implement the knowledge management principle in to conduct the cost management always. The economic stability of the international market as well as the inflation rate creates impact on the business management of Amazon, as the organisation has global business. In this case, therefore, keeping the knowledge management updated always by developing motivation and training of the wide range of employees of Amazon is costly (Gunjal, 2019). This creates challenge for the organisation to manage the costing of the organisation always. Along with that, the knowledge management process of Amazon also needs to implement new technologies within the organisation. Technology implementation process is also costly to maintain for Amazon sometimes (Mahdi, 2019). 
6. Challenge to follow the needs of the customers always: The market trends are ever changing. In this case, the buyers of Amazon also have different kinds of trends and the trends are also changes frequently. Though Amazon conducts different kinds of market survey for keeping the products and services relevant, but it is not possible to follow all the market trends. In this case, this challenge reduces the effectiveness of the knowledge management process of Amazon by not creating an effective impression on the customers.
Recommendations
Amazon has been effectively focusing on developing and maintaining the process of knowledge management as they considered knowledge as one of the key assets. The organisation, moreover, has been trying to develop and manage an effective framework to establish an effective knowledge management culture. However, Amazon often faces various difficulties to maintain the key principles and approaches of knowledge management. Consequently, the challenges develop, and the organisation faces issue to get the effective outcomes of knowledge management. The following recommendations will be effective for Amazon to overcome those challenges to gain better outcomes. 
i) Motivating employees-
One of the key challenges that Amazon faces while maintaining the knowledge management process is the lack of employee motivation. Therefore, it is recommended to the management of the organisation to provide attractive rewards and incentives to their employees to encourage them. At first, the management of Amazon needs to change the program to align their organisational values and culture to knowledge management. After that, they require to set proper goals and measurement processes that the managers and employees must achieve. Establishing formal rewards and incentives will help to reinforce the measurements and goals(Garfield, 2018). Apart from that, the management teams of Amazon should focus on developing open communication with their employees to interact with them on a regular basis. The effective communication process can help the management to understand the knowledge gaps of their employees as well, and they can take proper actions to develop the knowledge of their potential employees. Moreover, with the help of this process, the organisation will be able to retain their most capable employees who have efficient knowledge about the organisation (Abualoush, 2018). 
ii) Embracement of the desire to socialise-
Amazon often faces challenge regarding knowledge acquisition and transfer, and due to that, they sometimes face various difficulties to understand the needs of their potential customers. Therefore, it is recommended to Amazon for focusing on developing the path of socialisation. Employees have the basic tendency to be socialised with others. Therefore, the management of this organisation should encourage their employees to develop relationships with other employees as well as with the customers to share effective knowledge with each other(Rossi, 2015). The management teams can arrange a regular meeting, conferences, discussion sessions, and others to develop the interaction among the employees so that they get the opportunity to know each other effectively. This strategy will help the employees to transfer the knowledge with each other, and the organisation will be benefitted to develop a strong process of knowledge management. Apart from that, the organisation needs to develop their communication with potential customers by focusing on their feedback and reviews. This can help the organisation regarding knowledge acquisition, and they will be able to take proper measures to fulfil the customers’ needs (Davenport and Grover, 2016). 
iii) Providing proper guidance and training-
The management of Amazon has been facing various challenges regarding talent acquisition, retention, and transfer and consequently, they have been facing manage the cost of the organisation. Moreover, the technical glitches have been increasing due to the lack of proper knowledge management. Therefore, it is recommended to the management of Amazon to arrange proper training and learning activities to develop the knowledge of their employees. The management teams need to focus on those particular employees who have the potentiality to manage the knowledge. After that, they can provide effective roles and responsibilities to the potential employees to share their knowledge with others so that the knowledge within the organisation can be effectively transferred(callcentrehelper, 2019). Moreover, organising proper training and development sessions can help the new employees to enhance their knowledge effectively. Therefore, the management of Amazon needs to arrange and develop proper training programs to develop the technical knowledge and skills of their employees. This will help the organisation to improve the knowledge of their employees, and by utilising the enhanced knowledge of the employees, the organisation will be able to reduce the technical issues regarding knowledge management (Marwick, 2017). Moreover, the experts of the organisation should provide proper guidance to the employees by sharing their knowledge so that the employees can perform effectively without increasing the expenses of the company. 
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The knowledge management is the techniques which organisations often use to increase the capability of productivity of the employees. In this way, the productivity of the organisation can also get increased. This report has focused on the multinational organisation Amazon. Amazon is known for their perfect service and good quality customer management along with productivity. The global pandemic has changed the perspective of business. In this case, Amazon has used the complete online delivery process of the e-commerce to develop the business in the pandemic as, now people are more depended on the technologies and online processes. The organisation is therefore, focused on making the use of different knowledge management process to keep the service quality and standard high. The knowledge management processes are known to increase the capability of the organisation. However, the KM principles are large processes. This report has focused on the importance of information systems for Amazon. Along with that, the report has also discussed about the information system Amazon has focused in the organisation. The following report has discussed about the challenges regarding the knowledge management and has focused on providing recommendation regarding it. 
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