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[bookmark: _heading=h.30j0zll]1. Introduction 
An organisation’s method for producing, disseminating, using, and overseeing its intellectual property is called knowledge management, or KM (Purwanto, 2020). To increase performance, creativity, and decision-making, an organisation’s common knowledge must be gathered, organised, and disseminated. The process of acquiring, organising, maintaining, and sharing information is known as information management, or IM (Manesh et al., 2020). It concerns ensuring that the appropriate information is accessible to the correct individuals at the appropriate times. Effective management in today’s organisations requires knowledge and information management talents such as information analysis, critical thinking, communication, teamwork, and technological proficiency. It can boost knowledge search, improve decision-making, and reduce overlapping of effort for both individuals and groups (Tiwari, 2022). They also strengthen connections by encouraging trust as well as improving innovation, communication, and teamwork. Acquiring these abilities may improve innovation, efficiency, and creativity both individually and as a team, as well as one’s worth and opportunities for advancement. For the following report, the two chosen organisations are Amazon and Microsoft. The following report will analyse TOWS as a knowledge management system. It will assess the value they provide, evaluate current knowledge management systems, and make recommendations for additional improvements to guarantee competitiveness as well as market success.
[bookmark: _heading=h.1fob9te]2. Background of the Organisations 
Amazon is a famous American multinational technology company based on many industries like e-commerce, digital streaming, online advertising, artificial intelligence, cloud computing etc. It operates under the public sector with over 1.5 lakh employees. The company’s revenue is $468.850 billion. The brand was founded in 1994 and operates in more than 20 countries across 5 continents. It is one of the most influential forces in economic and cultural development around the world and is a valued brand worldwide. The brand has many subsidiaries that help the brand to generate profits and capital which can help the brand to gain a competitive advantage over competitors. is the world’s largest online retailer of smart digital cloud computing services. It has led to the launch of Amazon Prime, the brand’s online subscription plan that reaches more than 200 million customers worldwide (Carino, 2022). The brand also offers a wide range of downloadable and portable content through its wide range of media, channels and applications. Amazon has launched Amazon Web Services with an API that provides opportunities for web developers to build web applications (Bandaru, 2020). It launched Elastic Computing Cloud services in 2008 that helps companies lease data storage and computing power from Amazon (Weinman, 2023). Amazon has launched a Fulfilment program that allows individuals and small businesses to sell their products through Amazon’s warehouses and fulfilment program infrastructure.
Microsoft Corporation was founded on April 4, 1975 by Bill Gates and Paul Allen has become a leading organisation in the technology industry (Rajaraman, 2020). Headquartered in Redmond, Washington, this American multinational company rose to power with its revolutionary Windows operating system, which quickly became the go-to platform for personal computers around the world. In its early days, Microsoft honed its focus on software development, specializing in operating systems, programming languages, and popular productivity tools such as Microsoft Office. One of its major triumphs was the creation of MS-DOS, the operating system used in IBM-compatible PCs, laying the groundwork for Microsoft’s future dominance in the PC market." Microsoft released Windows 1.0 in 1985 which marked its entry into becoming one of the largest technology companies in the world. Microsoft further cemented their position in the business through subsequent releases such as Windows 95, Windows XP and Windows 7.
Microsoft expanded its product line to include a wide range of software and services like Azure (cloud computing services), LinkedIn (professional networking), Xbox (gaming), Visual Studio (developer tools) and Microsoft Office suite among others. Antitrust investigations and legal battles have been part of Microsoft’s existence with regard to its operations and market leadership. It  is witnessed than appreciation for the contribution of technology and innovation on behalf of many philanthropic works under Bill & Melinda Gates Foundation.
Satya Nadella succeeded Steve Ballmer who said cloud computing  is not the most valuable but put them among the most valuable firms globally by market capitalization. It  also helps them soar onto new frontiers (Ball, 2022). Prior to the appointment of  CEO in 2014, Satya Nadella has shifted Microsoft into a cloud-first focus  on AI, enterprise software, and subscription-based offerings.  It  resulted in its rise up to become one of the most highly valued firms across different sectors today. It is  ranked among the highest market capitalized companies worldwide. Microsoft continues to be a leading force in shaping the future of technology. 
[bookmark: _heading=h.3znysh7]3. TOWS analysis (Threats/Opportunities/Weaknesses/Strengths) about their Knowledge Management System
[bookmark: _heading=h.2et92p0]3.1 TOWS analysis 
	Internal 
External
	Strengths 
Org 1:  Amazon
Amazon’s e-commerce platform demonstrates important information about customers, which provides essential decision-making knowledge. Its strong technical structure, which includes AWS, makes data analysis as well as storage more effective. To ensure ongoing development and brand awareness, the organisation cultivates an innovative culture.
	Weaknesses  
Org 1:  Amazon
Amazon’s e-commerce operation is primarily dependent on third-party retailers, it faces challenges including fake goods and unreliable customer service. Due to its market dominance as well as antitrust issues, Amazon is under regulatory investigation and has been the target of criticism for its labour practices, pay, and employee welfare. These developments might result in legal challenges or regulatory limits.

	
	Org 2: Microsoft
Microsoft, known for its Windows, Office, and Azure products, is a global leader in business software. With Azure, it competes with market leaders AWS and GCP in the cloud computing space and has a robust developer community, substantial R&D investments, and a noticeable presence in the space.
	Org 2: Microsoft
Microsoft has difficulties with software asset management, piracy, as well as traditional software licencing arrangements. Customer loyalty and trust are impacted by perceptions of privacy issues and security flaws. Compared to rivals like the likes of Apple and Google, the company Microsoft has had less success in the consumer sector. Its Windows Phone as well as Surface tablets have not been well received.

	Opportunities 
	SO
	WO

	Org 1: Amazon
By utilising its current infrastructure and clientele, Amazon may grow into new industries including healthcare, entertainment, and logistics. Additionally, it may increase operational effectiveness and consumer experiences by utilising AI and machine learning technology. Amazon may also reach unexplored client segments in new markets.
	· Amazon may investigate new prospects in developing areas and sectors by utilising its extensive consumer data and technology infrastructure. 
· Amazon can provide customers with personalised experiences and innovative solutions by improving its knowledge management system through investments in AI and machine learning technologies. 
	· Amazon’s knowledge management system can help overcome its labour practices and regulatory oversight shortcomings.
· Amazon can avert risks and take advantage of the potential for growth in unexplored markets and sectors by enhancing employee engagement procedures and compliance protocols. 

	Org 2: Microsoft
Microsoft can increase its competitive edge by taking advantage of the expansion of cloud computing diversifying into new technology like AI and IoT, and further fortifying its position in important markets and sectors through strategic alliances and acquisitions. 
	· Microsoft may explore innovative possibilities in cloud computing and future technologies by utilising its leading position in software for businesses and a reliable developer ecosystem. 
· Microsoft can improve its knowledge management system to produce creative solutions and spur growth in important markets and sectors by allocating resources towards research and development. 
	· By using its knowledge management system, Microsoft can overcome its perception problems and licencing model shortcomings. 
· Microsoft may take advantage of possibilities in cloud computing and new technologies by shifting to subscription-based and cloud services and enhancing security and privacy protocols. 

	Threats
	ST
	WT

	Org 1: Amazon
Price wars and pressure on margins are inevitable as a result of Amazon’s fierce rivalry with traditional shops and e-commerce giants such as Alibaba. It might face obstacles from the government and possible antitrust lawsuits, which could limit its expansion and result in penalties. Customer trust, privacy, and brand reputation are at stake due to cybersecurity risks and data breaches.
	· Amazon can survive threats from fierce competition and legal issues by utilising its well-known brand and devoted customer base to set itself apart from rivals. 
· Amazon can sustain its competitive edge in the market and provide exceptional customer experiences by improving its knowledge management system. 
	· Due to its dependence on third-party retailers and poor labour laws, Amazon is at risk of threats from both competitors and government agencies. 
· Amazon may reduce risks and improve its defences towards external threats by resolving these flaws by using its knowledge management system. 

	Org 2: Microsoft
Microsoft is facing significant rivalry from both established and emerging rivals, which puts pressure on prices and decreases market share. Threats from regulations and quickly advancing technology exist, yet to remain competitive and relevant, one must always innovate and adapt. 
	· Microsoft can distinguish itself from rivals and lessen the risks posed by fierce rivalry and regulatory issues by utilising its advantages in corporate software and cloud computing.
· Microsoft can sustain its competitive standing in the market and provide value to consumers by improving its knowledge management system.
	· Microsoft can distinguish itself from rivals and lessen the risks posed by fierce rivalry and regulatory issues by utilising its advantages in corporate software and cloud computing. Microsoft can sustain its competitive standing in the market and provide value to consumers by improving its knowledge management system.
· Competition and regulatory barriers represent a threat to Microsoft because of its licensing business problems and perception difficulties. Microsoft may reduce risks and bolster its defences against outside attacks by addressing these vulnerabilities through its knowledge management system. 


(Source: Hemphill and Wu, 2020; Brevini and Swiatek, 2020; Vlazakis and Varela, 2020; Mäder, 2021;  Amazon 2023; Jurevicius, 2023; Microsoft, 2023 and Microsoft, 2024)
[bookmark: _heading=h.tyjcwt]3.2 Similarities/Differences in the Context of Knowledge Management
Similarities 
· To gather information from their massive information storage facilities, the companies Amazon and Microsoft both make substantial use of AI and data analytics technology (Pothukuchi, Kota and Mallikarjunaradhya, 2021). They make better decisions, provide more individualised customer service, and increase operational effectiveness by using this data. In their knowledge management systems, both companies emphasise the efficient use of data because they understand its importance as a strategic asset.
· To assist their knowledge management activities, Microsoft as well as Amazon have made significant investments towards building strong technology systems. Amazon uses AWS to access its cloud computing services, whereas Microsoft uses Azure (Pothukuchi, Kota and Mallikarjunaradhya, 2021). These platforms facilitate effortless information transfer as well as collaboration across organisations by offering scalable as well as safe environments for processing information, analysing, and data storage.
· Both companies encourage their staff members to experiment, take chances, and look for innovative ideas by fostering cultures that encourage creative thinking and continual learning. On the one hand, Microsoft’s growth mindset encourages staff members to recognise difficulties and learn from mistakes, whereas Amazon’s Day 1 viewpoint emphasises a startup mindset (Akter et al., 2022). This innovative culture encourages the generation and sharing of information inside the organisations, which propels continuous development and adaptation.
· To encourage information exchange and communication among staff members, Amazon and Microsoft provide a range of platforms and collaboration tools. Whereas Microsoft provides solutions like Microsoft Teams, SharePoint, and Office 365, Amazon employs websites, collaborative documents, as well as internal social networks (Williamson, 2023). With the use of these solutions, staff members may communicate in real-time, exchange information, and work together with minimal difficulty across regional boundaries.
Differences 
· The main goal of Amazon’s knowledge management system is to improve e-commerce as well as streaming services for digital devices by using user data. On the other hand, Microsoft’s knowledge management system tends to be business-focused, focusing on multinational customers through cloud computing services as well as applications for collaboration and productiveness (Akter et al., 2022). Their areas of focus and market orientations are very different, even though both companies place a high priority on innovation and data utilisation.
· Although employee development as well as engagement are important to both organisations, their strategies could be different. The fast-paced and challenging working environment at Amazon is well-known, and it might affect employee retention as well as involvement. On the other hand, Microsoft places a strong emphasis on the professional growth as well as the satisfaction of its employees, providing enough training courses and chances for advancement (Williamson, 2023). The knowledge management methods and results inside the organisations might be impacted by these variations in organisational culture and practices.
· Amazon’s primary business is e-commerce, but it also makes money from digital streaming services like Amazon Prime Video as well as cloud computing via AWS. However, Microsoft’s income stream is broad and includes a variety of goods and services such as corporate software, cloud computing (Azure), hardware (Surface), and gaming (Xbox) (de Laat, 2021). The organisational knowledge management goals, investments, and strategies may be impacted by these variations in business models and income sources.
· Amazon and Microsoft are involved in highly regulated sectors, yet, they can encounter distinct regulatory obstacles and obligations for compliance. The e-commerce operations of Amazon could be governed by laws about consumer protection, antitrust legislation, and data privacy, but Microsoft’s cloud and company-wide software can be vulnerable to extra inspection concerning data security, rights to intellectual property, and export restrictions (Akter et al., 2022). The design and deployment of knowledge management systems to maintain compliance as well as minimise legal risks may be impacted by these variations in the regulatory environments.
[bookmark: _heading=h.3dy6vkm]4. Critical evaluation of both organisations’ Knowledge Management systems
Improving the customer experience is at the centre of Amazon’s knowledge management approach. Customers receive a smooth and comfortable trip with their unified, user-friendly interface across the webshop to Amazon Web Services. Customer concerns have been addressed promptly and accurately because of features like Amazon Kendra, a powerful search engine that combs through a variety of information sources. According to Dumaine (2020) Amazon stands out for its dedication to the user experience leading to customer satisfaction and loyalty. Amazon aggressively promotes information exchange. Employees of every level or department may contribute to and access important information through a wide range of wikis, forums and collaborative tools (Rajagopal, 2024). The democratisation of knowledge promotes creativity, fosters team problem-solving and enables workers the freedom to study and develop. With the help of the "Amazon Answers" programme, staff members may exchange best practices and solutions with colleagues in other teams and regions, fostering teamwork and expanding the business.
Amazon recognises the value of data and makes good use of it in its knowledge management approach. They provide a comprehensive picture of the corporate landscape through the integration of different data points such as product information, market trends and consumer behaviour through their knowledge graph. Amazon can stay ahead of the curve because of the data-centric strategy that guides product development, marketing initiatives and strategic decision-making (Langer and Mukherjee, 2023). Amazon should personalise recommended products based on user data, that boosts sales and elevates customer satisfaction.
The information available to employees at Amazon can be daunting based on their breadth of knowledge. Effective filtering techniques with carefully selected data are essential to navigate this vast amount of information and ensure rapid access to appropriate knowledge, regardless of whether search engines such as the Center are needed or not (Luengo et al., 2020). Without effective ways to manage the volume of information, it can be difficult for employees to access critical information which hinders productivity and creativity.
In an organisation, discord among different departments can slow down information sharing. It’s a lot easier to deal with problems when you’re all working together instead of by yourself. These problems require cooperation, as well as the sharing of knowledge. As stated by Sehgal et al., (2020) data protective measures require Amazon servers to store large amounts of data and protect itself from security threats. Amazon’s brand reputation could be damaged and consumer faith shaken by data breach issues. The risks created by data such as these can be avoided simply by sticking to protocols. Moreover, risks can be prevented by regular security updates to data systems and compliance with employee training directives. It is important to adhere to data privacy laws.
Microsoft’s main asset is the self-service model of SharePoint. In the shifting sands of this industry, it can make coordination among departments and teams across the company to manage projects, interact, and exchange assets (Rais et al., 2022). In a connected ecosystem people go about their work under less stress, encourage doing things together, tear down walls of information and lessen resistance. All of which will help speed up production by letting people make better decisions faster. In order to cope with the predicament of excessive information, Sharepoint integrates artificial intelligence. Now users can get relevant answers even to very precise questions only through strict machine learning and natural language processing. The role is able to identify critical issues quickly and efficiently, saving valuable time and providing greater application of knowledge.
Microsoft recognised that active communities are the ideal settings for the expansion of knowledge. The company promotes a lively knowledge-sharing community through a variety of channels including online forums, user groups, expert networks and annual conferences like "Microsoft Ignite (Shrestha et al., 2021). These professional connections between users and professionals foster peer-to-peer learning, information exchange and problem-solving. The community-centric approach encourages teamwork, contributes value to the database and gives users a sense of belonging. The company has developed an important knowledge environment.
However, SharePoint’s sophistication has several disadvantages. The complexity of the features makes it easy for new users to become lost, which hinders knowledge transfer and adoption. Bridging this gap and guaranteeing that everyone can use the platform and contribute requires intuitive interfaces, simple navigation and comprehensive training programmes. A system for knowledge administration that is not fully exploited may result in lost opportunities.
Carrying to the cloud comes with certain inherent concerns. According to Manthiramoorthy and Khan (2024), Ownership, administration, and potential exploitation of user data are raised by Microsoft’s servers. Establishing confidence requires openness, good data governance practices and compliance with stringent data privacy rules. Microsoft must constantly demonstrate their commitment to preserving user privacy to allay fears and guarantee widespread adoption. Integrity with other systems and flexibility may be restricted when depending only on one provider. The "walled garden" strategy may make it more difficult to collaborate with outside partners who utilise other platforms and limit access to important information sources. Addressing this problem and promoting a more diversified knowledge environment where businesses may use the finest tools and resources independent of vendor affiliation are possible through open-source solutions and industry-wide interoperability standards. Microsoft has made certain progress in this area to realise the prospect of open knowledge sharing.
Use of knowledge Management systems in their respective businesses
The core of Amazon’s knowledge management approach is satisfying the demands of millions of customers by providing millions of items. A smooth client experience is ensured by their unified, user-friendly interface across all platforms, including AWS and the web shop (Fiorello, 2021). Customers may locate information fast and precisely with the use of tools like Amazon Kendra, a potent search engine that explores a variety of knowledge sources. Their success is largely attributed to their emphasis on customer experience. Internal knowledge exchange is encouraged at Amazon. Employees from any department may contribute to and access useful knowledge through a network of wikis, forums, and collaborative tools like “Amazon Answers” (Kauschinger et al., 2021). It stimulates group innovation and problem-solving. Amazon makes unprecedented use of data. It integrates product specifications, market trends and customer behaviour that offers an in-depth perspective for strategic decision-making. The brand stays ahead in the competition because of their data-driven strategy. Teamwork is at the heart of Microsoft’s strategy. Teams may share knowledge centrally by utilising SharePoint, their unified platform. Knowledge silos are reduced by the integration, which facilitates cooperation and optimises procedures. Azure Cognitive Search is another way they utilise AI to their advantage. It makes use of natural language processing to interpret user intent and provide pertinent results, even for imprecise inquiries. It facilitates the effective search and application of knowledge.
Microsoft focuses on active community building through user groups, online forums and events such as "Microsoft Ignite." Peer-to-peer learning and knowledge exchange are made possible by the emphasis that additionally enhances the content of information and promotes a feeling of community. Future information exchange has enormous potential because of emerging trends like blockchain technology that offers transparent and safe data sharing and the immersive metaverse. Task automation, personalised information distribution and the extraction of insights from massive data sets are various fields in which artificial intelligence will have a crucial significance.
[bookmark: _heading=h.1t3h5sf]5. Recommendations
Amazon should use tiered information systems and database dashboards to extract knowledge based on relevance, user and access. Use search tools like advanced capabilities hubs to better navigate the ocean of information. The company should promote interdisciplinary initiatives such as hackathons and collaborative knowledge sharing events. Encourage teamwork through forums like "Amazon Answers" where employees can share solutions and best practices across departments, break down barriers and unlock collective wisdom. Amazon must implement strong data governance, regular employee training on data privacy and strict adherence to regulations. Explore blockchain technology in terms of its potential to increase data security and trust among consumers and regulators.
Microsoft should prioritise user-friendly interfaces with intuitive navigation, application-based functionality and contextual support. Invest in comprehensive training programs to empower users and unlock the full potential of the platform. Microsoft should encourage collaboration and open solutions to break vendor lock-in and facilitate collaboration with external platform partners. It will expand access to valuable information and diversify knowledge. Microsoft needs to be transparent about data practices, implement strong security measures, provide users with flexible privacy policies to build trust and address user concerns. Microsoft should demonstrate an unwavering commitment to user privacy to promote minimal use of cloud-based solutions.
Both organisations need to explore advanced analytics, personalised recommendations, and automated knowledge capture through AI and machine learning to deliver insights and efficiencies. Use these tools to empower employees to increase their knowledge acquisition and application. Amazon and Microsoft should promote a culture of continuous learning and knowledge sharing through communities, mentoring programs and knowledge cafés. Encourage experimentation, innovation and open communication to foster knowledge creation and dissemination. Both organisations should establish key performance indicators to track knowledge sharing, employee engagement and business impact. Continuously analyse and refine KM strategies based on data and user feedback to ensure continuous improvement and enhance the value of their knowledge assets.
[bookmark: _heading=h.4d34og8]6. Conclusion 
The above report is based on evaluating knowledge and information management within the workplace that may assure improved organisational excellence. Knowledge management refers to the process by which companies collect, organise, share and analyse its knowledge in an accessible and efficient way. Effective knowledge management is crucial for enabling and inspiring individuals to share ideas, collaborate effectively and get access to the recently updated information. By assuring effective knowledge management within the workplace organisations will be able to stimulate innovation and cultural changes required for staying relevant with changing business requirements. The report has assessed knowledge management at Amazon and Microsoft that are well known organisations in the modern business world rendering effective incorporation of information for serving effective insights that may help to make effective strategic decision making within the workplace. It has assessed TOWS analysis for both of the organisations regarding Knowledge Management of both of the organisations. Furthermore it has critically evaluated knowledge management systems of both of the organisations and incorporation of Knowledge management within the organisations. Both of the organisations have to deal with knowledge management issues due to departmental conflict, security concerns and preserving enormous quantities of data that may hinder the effectiveness of the organisations while impending its brand recognition. Potential recommendations has also been offered that the organisations could incorporate for mitigating the issues. 
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