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Introduction and Organizational Activities 
Knowledge management is a multidisciplinary way that includes sharing, collecting, using, and managing a company’s knowledge and information. It plays a crucial role in achieving the organizational objectives of a company through using knowledge well. KM helps organizations by providing resources, retaining knowledge, improving decision-making and encouraging innovations to support the development of the company. In this report, AMAZON and MICROSOFT are selected to compare their knowledge management activities efficiently. Organizational activities highlight the effective approaches that both of the selected companies used for knowledge management. A TOWS analysis has been used and recommendations are provided to improve the required areas of both selected companies.
In outlining the organizational activities of AMAZON, it include logistics, planning, staffing, and use of technologies to maintain as well as develop its technical infrastructure. Amazon practices knowledge management activities and uses principles to add significant value to its consumers in various ways such as one interface, and one portal. Furthermore, Amazon uses a top-down approach to manage their knowledge, which assists in effective decision-making capability for the company. For instance, customer complaints to the management of the company regarding the quality of services carry some evidence (Ivoryreserach.com, 2021). This approach assisted in making effective decisions that helped to fix the problem and improve service quality which helped to develop both company and consumer satisfaction at the same time. In the case of Microsoft, knowledge management is one of the most important parts of the overall success as it includes organizing, sharing, and analysing knowledge in the organization. Microsoft is one of the biggest technology firms in the globe headquartered in Redmond, USA. Bill Gates and Paul Allen founded the business organization in 1975 to develop and sell personal computers. The organization is known for its influential role in the software industry around the globe. The firm has shaped the computing industry with various products such as the Windows operating system and Office suite. After the introduction of cloud computing their organization has started to provide services such as Azure. The organization is known for its cutting-edge technology in the hardware segment as well as iconic products such as Xbox and other enterprising solutions.      
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In this part of the report, the knowledge management of both companies AMAZON and Microsoft has been discussed to understand the differences between them. This part of the differences as well as similarities of both selected companies are found during the analysis. 
	Threat 
	Opportunities 
	SO
	ST

	· A lack of employee buy-in
· A lack of leadership 
· Consistent organizational change 
	· Strong knowledge base 
· Knowledge management automation 
· Integrated learning 
· Knowledge management program 
	· Invest in new entrants 
· Expand operations in emerging markets 
· Use a data-driven strategy 
· Make its own payment options sticker 
	· Effectively penetrate 
· Create and maintain a variety of organizational communication 
· Conduct risk assessment and develop a contingency plan 

	Weaknesses 
	Strength 
	WO
	WT

	· Data security concerns 
· Reliance on third-party seller 
· Imitable business model 
· Regulatory issues   
	· Strategic management
· Continuous innovation 
· Customer feedback 
· Data protection 
· Access and identity control   
	· Invest in artificial intelligence
· Use augmented and virtual reality 
· Partner with other firms 
	· Design an effective framework 
· Develop personal brands 
· Reduce support costs 
· Fostering innovation 


Table 1: TOWS Analysis 
(Source: Self-Developed)
The above table illustrates the TOWS analysis of Amazon in practicing their Knowledge Management activities in the organizations (Amiri and Vida, 2023). It has been found that a lack of employees creates threads for Amazon in practicing their business. Due to a lack of leadership and consistent organizational change, knowledge management of this company has been disrupted and impacts their business development as well. On the other hand, various opportunities such as knowledge management automation, integrated learning, and knowledge management programs have helped to enhance the development of Amazon in Knowledge management practices (Charles and Uford, 2023). Data security concerns, resilience on third parties, imitable business models, and government regulations are considered weaknesses of Amazon's impact on its practice of knowledge management effectively. Moreover, the strengths of this company include strategic management, continuous innovation, customer feedback, data protection, access, and identity control as well. In discussing the TOWS analysis matrix, this approach helps Amazon to identify options and leverage strategies as well. Initially, TOWS analysis assists one in focusing on avoiding weaknesses, leveraging strength, making the most of opportunities, and systematically managing threats. This approach includes each of the inner four options such as S-O, S-T, W-O, and W-T accordingly (Hattangadi, 2023). As per the above table, the S-O of Amazon is detected to invest in new entrants, operations in emerging markets, and use a data-driven strategy that helps to employ their strengths to take advantage of identified advantages of the company. Besides this, the S-T of Amazon is seen in effectively penetrating, creating, sharing, and maintaining different organizational communication that supports making decisions. In addition, this approach further includes risk assessment activities and develops a contingency plan that supports Amazon to avoid threats by using strength during knowledge management practices. In addition to this, investing in new ventures, enhancing logistic options, improving web services through fulfilling capacity, and securing its investment using patents are helping Amazon to use its strengths to avoid threats. Furthermore, the W-O  of Amazon demonstrates the investment in artificial intelligence, and the use of augmented reality and virtual reality including partnerships with other firms, in this way, Amazon uses its Opportunities to overcome its weaknesses. Investing in technologies such as artificial intelligence supports improving customer experience, streamlining operations, and collaborating with other firms supports the enhancement of customers that helps to generate productivity effectively (Vasconcelos et al., 2021). Lastly, design for a Knowledge management framework, develop private brands, reduce supportive costs, and foster innovations that help to minimize its weaknesses and manage the identified threats as well. 

	Threats
	Opportunities 

	· Microsoft's 2022 workforce diversity has shown a major imbalance in the recruited workforce as the number of women employees hired is 30%. Still, the business diversity score is 5% which is the second lowest in Fortune 1000 companies (Blogs.microsoft.com, 2024). 
· Intense competition in the technology market from business organizations such as Google and Apple has been threatening the market position of Microsoft. For example, in 2020 Google increased the competition for the remote working model by adding a video call feature-editing tool and another remote working tool in its Gmail, which forced customers to switch from Microsoft to Google.
· In the cloud-computing sector, the existence of established players such as AWS and Google Drive has also as threatened the growth and profitability of Microsoft Azure. 
· Increasing controversies have also threatened the brand reputation of Microsoft in recent times. For example, Microsoft got a 10 billion dollar Pentagon contract for cloud storage over Amazon's AWS (cnbc.com, 2024). 
	· The growing market share for Microsoft Azure from 21% to 23% between Q3 2022 to Q2 2023, after launching Microsoft Cloud for Healthcare shows there is a huge opportunity for the organization to increase its market share more (Techcrunch.com, 2024). 
· By investing in OpenAI Microsoft has significantly gained an upper hand in the artificial intelligence market. By investing in research and development in IoT and artificial intelligence, Microsoft can become the leader in the next wave of technology innovation. 
· Microsoft acquired Activision Blizzard for 69 billion US dollars, which helped the organization to significantly compete with its major competitor Sony PlayStation platform, which can help the organization, increase its market share as well (Reuters.com, 2024). 

	Weaknesses
	Strengths 

	· Increasing cybercrimes have affected Microsoft significantly, as hackers have started to attack Windows operating systems. 
· Microsoft is behind in growing hardware products such as computers and phones, whereas business organizations search as Google and Apple have a clear dominance over Microsoft. 
· Some acquisitions of Microsoft such as web TV link exchange have significantly affected the overall profitability of Microsoft. 
· In recent times Microsoft has lost its market leadership in the Internet browsing segment as Google and Safari have gained huge market share in the Internet browser segment resulting in shutting down Microsoft Edge in 2021 (Microsoft.com, 2024). 

	· Microsoft is the Global leader in software technology as it has the world's largest operating software Windows OS and a leading cloud Service named Azure. Additionally, office 365 and Dynamic 365 help to keep commercial cloud Service for the organization. These software technologies help the organization to get a daily active user number of 300 million in 2023, which is double from 2021 as in 2021 total number of daily active users for the organisation was 145 million (statista.com, 2024). 
· Microsoft is one of the biggest business organizations in the globe with a market valuation of 3 trillion US dollars in 2024. 
· Microsoft has been seeing strong growth in its overall business as in ·         FY 2022 the revenue for the organization has seen a 17.96% growth and the organization generated in total revenue of 198.3 billion us dollars (Microsoft.com, 2024). 
· In 2022 Microsoft was ranked as the second most valuable brand in the globe with a total brand value of 278 billion US dollars, showing a strong brand reputation in the Global market. 
· Microsoft has a diverse product portfolio as 32% of its total revenue comes from productivity and business processes such as LinkedIn 38% of its total revenue comes from intelligent cloud Service search Azure and 30% of the total revenue comes from personal computing accessories search as Xbox and other hardware services (Microsoft.com, 2024). 


 Table 2: TOWS analysis of Microsoft
(Source: Self-Developed)
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In this part, a critical analysis of Amazon and Microsoft companies has been used to explore their knowledge management practices effectively. The contribution of information technology has been used while practicing knowledge management in an organization. 
Knowledge-management Value chain analysis in the context of Amazon 
Knowledge management indicates the robust process and approaches implemented by the organizational leaders for storing, transferring, and applying knowledge through its incorporation that would result in contributing towards enhancing organizational success. According to Skidmore et al. (2021), knowledge management encourages the sharing of ideas and cooperation among team members ultimately leading to increased consumer satisfaction through undertaking improved decision-making within the firm. 
Knowledge acquisition: In the context of knowledge acquisition, organizations acquire knowledge in numerous ways and methods relying upon the type of knowledge that the employees seek. Amazon has gained success by accurately meeting the needs of its customers; however, it wanted to establish systems that could assist consumers in an intuitive and personalized manner. In context to knowledge acquisition, Amazon has relied upon Zendesk Guide, a smart knowledge base that assists consumers in harnessing the power of organizational knowledge. The system enables users to develop customizable help centers as well as customer portals (Rahe et al., 2021). Amazon uses “One portal, one interface” for conducting business operations, thus breeding comfort and familiarity permitting limited anxiety among the employees as they explore new site areas. Videos, eLearning, courseware, and on-job-tool are displayed in similar places thus making it an “easy-to-use” gateway for the employees.  Amazon uses consistent presentation regarding its product presentation or reviews making it easy for the employees to easily track and archive information (Haider and Kayani, 2021). Modular content is organized in “easy to read sections” without additional efforts from the employees to waste time in scanning elaborated documents. 
[image: ]
Figure 1: Knowledge management value chain
(Source: Mena et al., 2020)

Knowledge storage: Knowledge storage is a vital part of knowledge management procedures that return the availability of the retrieved data for employee usage. The knowledge accumulated is stored within large databases. Amazon EMR is used by the organization for processing large datasets by utilizing the latest version of big data processing frameworks for instance Apache Hadoop, and HBase. Amazon DynamoDB, document database is a multi-region database with “in-memory caching”, “built-in security”, restoration, and backup of the internet scale operations that are used by Amazon (Akter et al., 2021). However, support from the management body ensures the development of “planned knowledge storage systems” and the development of “corporate-wide schemas” as well as rewards employees for effectively updating documents.  
Knowledge dissemination: Knowledge dissemination is another vital aspect of the knowledge management procedures where approaches are being undertaken by the organizational leaders to ensure that the knowledge reaches the people who require it. In the context of Amazon, the organization has an integrated approach to communicating and promoting knowledge within the organization (Ode and Ayavoo, 2020). Amazon has also undertaken initiatives through establishing online platforms with a “customizable front page” for each consumer ensuring that consumers can easily access information from remote locations.
Knowledge Application: Knowledge Application is another vital aspect within the KM value chain where an organization's knowledge is considered to be a systematic part of the decision to generate higher returns or productivity. An effective knowledge management approach implemented by the firm serves to be beneficial in streamlining the business process by overcoming shortcomings.  In the context of the administration of knowledge management within the organization, Amazon utilizes trial-and-error methods (V Nair and Munusami, 2020).  The organization implements strategic frameworks that are operated to ensure the conduction of trials and pilots for acquiring accurate and valid information.  However, organizational leaders are required to be at the forefront while implementing practices that would promote successful knowledge management. 
Amazon has an emphasis on a ‘bottom-up’ approach where information from the grassroots level is communicated to the top authorities. For instance in case of any form of queries or complaints received from consumers regarding service quality are communicated to the managers in superior positions (Aslam et al., 2021).  Such information is vital for undertaking valuable organizational decisions and rectifying mistakes. However, the organization has also relied upon a top-down approach where employees are asked by managers to effectively manage valuable information regarding product manufacturing consumer data, and market data.  
Microsoft
Microsoft Corporation is the Global leader in software technology for private computing and is known for focusing on knowledge management systems (KMS) to promote collaboration, customer satisfaction, and innovation in the organization (Taherdoost and Madanchian, 2023). With the help of KMS the business firm focuses on promoting seamless knowledge sharing among employees, improving the product development process, and delivering personalized solutions for the customer. Microsoft's KMS such as Microsoft Viva Tropic and Vital Knowledge are two of the best platforms for promoting collaboration among employees regardless of their geographical region or organizational hierarchy (Sahoo et al. 2023). In addition to that, platforms such as SharePoint Microsoft Teams and Microsoft Office 365 provide a centralized feature for sharing documents, communicating with team members in real-time, and collaborating on projects (learn.microsoft.com, 2024). It also helps the organization to improve productivity and innovation as these platforms promote a culture of teamwork and knowledge sharing. For example, in 2023 Microsoft has reported a 31% increase in team productivity due to the adoption of SharePoint for team collaboration. 
As commented by Yumhi et al. (2024), knowledge management systems are important to enhance product development processes in an organization. With the help of KMS Microsoft can streamline its production and development process from idea level to launch a product. Microsoft 365 admin center is one such aspect that helps the organization to promote knowledge creation acquisition and sharing information across teams (learn.microsoft.com, 2024). This process helps employees gain insights and increase innovation, which ultimately reduces the overall delivery time of high-quality products that meet customers' expectations. Moreover, KMS helps Microsoft analyse large amounts of data and get valuable insights to deliver personalized solutions for customers (learn.microsoft.com, 2024). With the help of platforms such as Microsoft Azure, the organization can analyse large data samples, which allow the organization to make informed decisions and valuable insights into the market trends. This method helps the organization to provide personalized services and increase customer satisfaction and loyalty. 
Knowledge acquisition: Microsoft always focuses on acquiring knowledge from both external and internal sources to stay ahead of competition and industry needs (Iaia et al. 2023). The business organization uses tools including Microsoft Dynamics CRM for collecting information from customers' feedback, which helps the organization to improve the product development process. Additionally, strategic partnership and the acquisition of new technology also helps the organization to improve its knowledge base and competitive advantage in the Global market. 
Knowledge sharing: sharing knowledge is the primary motivation of KMS in Microsoft (learn.microsoft.com, 2024). The business organization uses platforms such as Yammer and Microsoft Teams to promote real-time communication and collaboration in the organization, which helps employees from various departments and geographical locations to effectively communicate and share their knowledge. Additionally, Microsoft also encourages Innovation and dissemination practices in the organization to promote its culture of collaboration and sharing information. 
Knowledge application: Leaders of Microsoft always focus on effective knowledge sharing and application in the organizational structure to promote value for customers and drive organizational success. The integration of Azure is one of the prime examples of this as this cloud computing platform helps the organization to get important insights from data and make effective decisions (learn.microsoft.com, 2024). Additionally, Microsoft also uses AI and machine learning technology to promote personalized customer experience and effectively optimize business operations within the organization (Karyatun et al. 2023). Microsoft's KMS is also supported by a proper IT system that promotes knowledge and Information sharing. Platforms including SharePoint act as the central part of the whole process for storing and organizing knowledge. On the other hand, tools including Power BI helps to effectively visualize data and analyze that to get in-depth information. 
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Amazon
KM systems within an organization are dedicated to not only storing information but are also responsible for organizing and disseminating information that enhances easy access to the information by the employees. 
· An Appropriate Knowledge management system serves to be effective in fostering innovation within the firm while enhancing the decision-making process of the organizational leaders. However, numerous issues like lack of “user-friendly interfaces”, and inefficient search along retrieval of information often make it difficult on the part of the employees to navigate the accurate information (Singh et al., 2021).  However, in context, Amazon needs to reconsider the needs and preferences of the users and accordingly invest in an “intuitive user interface” that would streamline information and motivate active participation. The advancement of AI further holds significant promise in effective KM systems.  AI systems are capable of automating information and enhancing search capabilities through the usage of NLP and assisting in knowledge creation through ML algorithms. Thus, Amazon’s approach in integrating AI technologies within KMS contributes towards easy access to information. 
· The COVID-19 pandemic has resulted in the acceleration of remote work and resulted in the urgent requirement of effective KM within the organization in virtual settings.  Organizations are required to adapt to KMS to support remote collaboration, ensure seamless access to vital information, and foster a sense of shared knowledge irrespective of the physical distance. As stated by Anwar and Abdullah (2021), the adoption of cloud-based solutions, video conferencing tools, and collaborative platforms can prove to be effective in meeting the challenges of "remote work' in the future. However, unlocking true knowledge potential within the firm is a continuous process.  As opined by Ode and Ayavoo (2020), addressing common issues, implementing user-centric initiatives, and embracing advanced technologies can help Amazon optimize Knowledge management for driving innovation, fostering a culture of continuous learning, and improving decision-making. Along with technological advancement and globalization, knowledge management serves to be the crucial component for empowering employees, accelerating corporate success, and assisting businesses to stay competitive in the dynamic setup.   
· Social media along with collaboration tools has been gaining importance for enhancing knowledge sharing among employees and customers.  Platforms; like Yammer and Slack can be explored by organizational leaders for conducting conversation, with team members and sharing information in real-time (Son et al., 2020).  Amazon should focus on investing in social media platforms and updated collaboration tools for breaking down silos and encouraging "cross-functional learning". Amazon can use social media more innovatively for posting relevant content and sharing updated information that aligns with corporate goals (Abbas, 2020).  Interacting with consumers on social media platforms, can further help Amazon obtain valuable information about consumer purchase decisions and can help organizations formulate strategies based on the obtained knowledge and information. Implementation of such an approach can contribute to the effective management of an organization's knowledge and contribute towards enhancing the organization's success.  
Microsoft
· Microsoft needs to focus on promoting cross-functional collaboration by integrating communication platforms such as Microsoft Teams. Creating a collaboration space where employees from various departments can share their knowledge, insights, and ideas will help the organization enhance collaboration in the organization (Demir et al. 2023). It will also help to improve workflow and enhance the overall productivity of the business firm. Additionally, by communicating with teams in real-time employees can work more effectively which will drive innovation and deliver value to customers. In addition to that, using OneDrive and SharePoint for saving and sharing documents from the cloud will help the organization to improve knowledge sharing in the organization. 
· To stay competitive in the global market and remain at the forefront of innovation Microsoft needs to increase its investment in artificial intelligence and machine learning technologies. By integrating AI platforms including Microsoft Copilot the organization can improve its knowledge management system by automatically routine tasks and analysing large data samples to get valuable insights (Jarrahi et al. 2023). Integrating AI-driven solutions can help the organization improve decision-making and develop advanced solutions that can meet evolving customer demands. On top of that, integrating Microsoft Copilot can also help the organization to improve personalized recommendations for employees and customers, improving the user experience. 
· Microsoft needs to focus on implementing an effective data governance framework that helps the organization ensure Data integrity compliance and data protection within the knowledge management system (Chaudhary et al. 2023). By creating a proper policy procedure and control for data management Microsoft can safeguard sensitive information, reduce risks associated with data breaches, and maintain trust and confidence among customers. The present data governance framework of Microsoft named Microsoft Purview helps the organization to comply with data regulation frameworks such as GDPR (Blogs.microsoft.com, 2024). However, by including AI in this framework, Microsoft can improve its ability to map data and classify sensitive information. 
· As per the views of Chaudhary et al. (2023), enhancing user experience and accessibility is the most important aspect of improving acceptance of new technology. Microsoft needs to prioritize enhancing user experience and accessibility in the knowledge management system to ensure that employees can easily access new information. Therefore, the organization needs to read design user interface and improve search functionality and content delivery mechanism to effectively meet the user needs and preferences. Microsoft needs to focus on creating a proper governance framework such as Microsoft Purview to promote the adoption of a knowledge management system and increase the effectiveness of business outcomes. 
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After the brief discussion, it can be concluded that the knowledge management practice in both Amazon and Microsoft has a crucial role in driving organizational success and promoting innovation. Both business firms operate in a highly competitive market where the ability to use information effectively is important for achieving sustainable growth and competitive advantage. The present report has discussed some key threats to Amazon including lack of proper leadership, constant changes in the firm, and lack of employment, which can affect the overall growth of the organization. On the other hand, the TOWS analysis of Microsoft has highlighted that the organization is facing major competition from players including Google and Apple along with a lack of diversity in the organization. 
Business organizations such as Microsoft and Amazon need to invest in strong knowledge bases and knowledge management automation processes to improve employee engagement and get new opportunities in the market. By implementing recommended strategies both Amazon and Microsoft can address existing challenges in the market and improve their knowledge management system to promote collaboration and innovation in the organization. Moreover, by investing in AI and machine learning along with a proper data governance framework the organization can promote knowledge sharing and address areas of development. It will help both Business organizations to drive sustainable growth and maintain their position in the global market as the market leader.    
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