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Information and knowledge are vital for the success of organizations as they enable effective decision-making processes. In knowledge management, Knowledge can be defined as organized information that has been analyzed to mean something that is valuable to the organization (Shannak, Masa’deh and Akour, 2018). For example, a sales department can have information about random facts about the sales that an organization made in a particular financial year. However, such information can become knowledge if it is analyzed to produce details about why the company made the volume of sales it made and if it met its sales target or not. Organizations have to process large volumes of information pertaining to the different departments and the different overall organization goals. At all levels of organizational management information and knowledge management is the key to successful decisions and projects. As Greiner, Böhmann, and Krcmar, (2022) note, most of what an organization knows is in the minds of the people within the organization and only a small portion of the knowledge can be found in the IT systems an organization uses. This report sets out to discuss information and knowledge management to investigate how organizations benefit from the same. The report will focus on Amazon and Microsoft as the reference points. The report will further give recommendations on how the two organizations can improve their knowledge management systems.
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Amazon is currently the biggest online retail company in the world by revenue. Headquartered in Seattle, Washington, the United States, the company was founded in 19 to sell books online. As it expanded, the company diversified the products it sold online by offering a platform to other retailers and manufacturers to use the platform to sell their products. Currently, the company has diversified further and ventured into an array of businesses including cloud computing, web hosting, digital streaming of music and other live forms of content, and artificial intelligence (Amazon, 2023). In its core retail business, the company provides online shoppers with a wide range of products including clothes, electronics, food, furniture, and other household goods. Furthermore, through Amazon Kindle, amazon provides a platform for authors to self-publish their books and offer them for sale through the same platform where readers can buy them as e-books (Amazon, 2023). Finally, the company also runs a payment processing platform known as Amazon Pay that people with accounts on the platform can use to transfer funds to other external entities (Amazon, 2023). 
Microsoft is among the first technology companies to invest in software development, most notably, the Microsoft Windows operating System (Microsoft, 2024). Founded in 1975 and currently headquartered in Redmond, Washington, United States, the company primarily generates revenue by designing, developing, and selling a wide range of software products (Microsoft, 2024). In addition to software, the company also designs, manufactures, and sells hardware products such as computer accessories, Xbox 360 accessories, Surface RT and Surface Pro. The company invests heavily in research and development for future technologies where it works towards advancing the boundaries of technology by introducing new software and hardware products designed to further enable people and businesses. Part of the company's activities also include cloud computing services to subscribers. Such services include Microsoft Dynamics CRM Online, Microsoft Office 365, and Windows Azure (Microsoft Corporation, 2024). 
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Threats
Cybersecurity threats – as a technology company, Amazon is heavily reliant on the internet, data, and technological innovations, which makes it susceptible to cyber attacks that can disrupt its operations Gantz et al., 2015). A disruption of its operations will interfere with its knowledge management processes and information technology systems. 
Unfriendly regulations – the company has operations in most parts of the world. However, governments around the world are beginning to be wary of the impact of large online retailers such as Amazon on their local retailers (Mulugeta, 2022). As a result, Amazon is experiencing unfriendly governmental regulations designed to protect local retailers. Such regulations limit the information that Amazon can collect for purposes of expansion and improvement of its services.
Opportunities
Increase in demand for cloud computing services – the rise of cloud computing has made businesses around the world begin to prefer cloud computing over traditional servers for their websites (DeStefano, Kneller and Timmis, 2023). The demand is an opportunity for Amazon to expand its Amazon Web Services, which will enable the company to collect more information and understand better ways to improve cloud computing. 
Development of robotics and automation – the field of robotics and automation has been advancing in recent years to the extent that robots capable of carrying out delivery services exist (Macrorie, Marvin, and While, 2021). Advancements in the two fields present an opportunity for efficiency for Amazon as the company can automate tasks using robots. The use of robots and automation will benefit Amazon from a KM point of view as the company will be able to automate information processing procedures using AI data analytics. 
Weaknesses
Overreliance on third-party sellers – third-party sellers are the majority of entrepreneurs on the Amazon online retail platform. Third-party sellers make it difficult for Amazon to control the quality of products sold on its platform (Lai et al., 2022). Moreover, the company does not get the opportunity to learn the details of the products from third-party sellers with the same accuracy it would if it developed the products, thus limiting its knowledge of the products.  
Ethical concerns – the company has earned a negative public image with allegations of unethical treatment of its employees (Mulugeta, 2022). A negative public image puts customers around the world concerned with the ethical and humane treatment of employees. The lost potential customers deny Amazon the opportunity to expand its market share and collect more data.
Strengths 
Cost leadership – Amazon has the main strength of offering the products on its platform at a cheaper price than its competitors (West, 2022). As a result, the company has amassed a large customer base across the world, which has enabled it to collect data about purchase preferences and patterns from different regions of the world. 
Strong logistics – Amazon has invested in efficient logistics that has enabled the company to deliver its products to customers on time. The strong logistics enable the company to win customers and increase its market share, thus increasing the pool of information it has at its disposal. 
Third-party sellers – third-party sellers give Amazon the ability to offer a wide range of products on its platform thus consolidating different types of customers on its platform (Lai et al., 2022). The wide variety of products provides Amazon with the opportunity to collect information about customer preferences and patterns.   
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Threats 
Cybercrime – Microsoft relies on internet-based services that can be illegally accessed through cybercrime. The company, therefore, faces a constant threat to protect its infrastructure from cybercrime (Newman, 2023). In the event of a successful breach of its cybersecurity systems, the company stands to lose its information acquired by criminals, which can jeopardize its knowledge management procedures.  
Competition – Microsoft faces competition in many of its products. The company faces competition from Amazon for its cloud computing services and Sony for its hardware products (Gilbert, 2022). Competition reduces Microsoft’s ability to increase its market share thus limiting its ability to gather information on a larger scale.  
Opportunities 
Growth of cloud computing – cloud computing services has grown in demand, which gives tech companies the opportunity to capitalize and win market share in the sector (DeStefano, Kneller and Timmis, 2023). The opportunity increases the company's prospects of acquiring information about cloud computing customers and using it to increase its efficiency. 
Growth of remote work – in recent years, companies have increasingly allowed their employees to work from home (Lund et al., 2020). The rise in remote work is an opportunity for Microsoft to capitalize on its products that enable remote work such as Microsoft Teams.
Growth of the smartphone industry – the increase in demand for smartphones provides tech companies with an opportunity to capitalize and use their research and development and the talent in their workforce to design and manufacture smartphones (Park and Kim, 2021). Entering the smartphone market will enable Microsoft to gain a wider customer base, which will translate to more information that will improve its KM systems. 
Weaknesses
Lack of innovation on its hardware products – the company has notably lagged behind in its hardware products as it has been outcompeted by Sony and other manufacturers of Gaming hardware (Gawer and Cusumano, 2019).
Poor acquisition strategy – Microsoft has demonstrated a poor acquisition strategy that has led to failed acquisitions such as Massive, LinkExchange, Danger and WebTV (Aktas, de Bodt, and Roll, 2023). Poor acquisition affects the company’s knowledge management as the failed companies give it the wrong information to work with.
Strengths
Leading market position – In software, Microsoft is an industry leader at the global stage. Its Windows operating system is the most popular operating system in the world, used by billions of computers. Its position as a market leader in software puts the company in the best position to acquire and manage knowledge about customer preferences for software.  
Customer loyalty – Microsoft has a high degree of customer loyalty from its customers as compared to other tech companies (Smith and Wright, 2020). People using the company’s software are loyal to the software and adopt the software’s updated versions shortly after they are released.  
User-friendly software – the software that Microsoft designs and sells is uniquely user-friendly as users do not need to have a high level of computer literacy to operate. Creating user-friendly software increases loyalty and market share, which provides the company with large volumes of data that it can use to predict the next trends in software preferences.  
Diverse product portfolio – Microsoft has a diverse portfolio of products that contribute to its revenue. The different products reduce the chances that it will suffer financially when one of its products fails to do well. Moreover, the diverse range of products and services provides the company with varied information about different subsectors.
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One customer service for customers and employees – the company has a unique portal that applies to both employees and customers who need help with any of the services provided at the company. The portal allows companies to search for information regarding delivery, an order return, and reporting suspicious activities among other enquiries. The portal enables Amazon to gather information from customers and equally provide them with the information they need (Dimitrakaki, 2022). From the portal, Amazon is able to analyze customer queries and understand the frequently asked questions, which can lead to knowledge of problems in its delivery systems or customer relations. Moreover, the company is able to share knowledge with its employees in an instant (Dimitrakaki, 2022). One of the markers of effective Knowledge Management is the ability of a company to supply its employees with the information they need. When employees search for information on the portal, they are instantly supplied with information that helps them perform their duties more efficiently hence efficient knowledge management.  
One interface – one of the methods that Amazon uses to achieve Knowledge Management is the one interface that the company maintains for all its products and services. All its products and services including hardware, software services, household products, and electronics among others can be found in one interface which is the Amazon e-commerce website (Santana, 2023). Maintaining one interface for all its products and services provides the company and its employees with a single gateway for knowledge, which makes it easier to manage the knowledge collected from the e-commerce website.  
Data analytics – Amazon is popular for accurate recommendations that guide its customers on what to buy. The company achieves this through machine learning systems that analyze data acquired from the customer's buying history, search history, and browsing behaviour. The data analytics systems that the company employ analyze large amounts of customer data and provide personalized recommendations (Goyal et al., 2020). In addition, the company’s data analytics system enables the company to forecast demand and conduct efficient inventory management. By analyzing vast amounts of data from consumer behaviours on its e-commerce websites, the company is able to gather knowledge of the demand trends and use it to forecast the demand for its different products (Goyal et al., 2020). Thirdly, data analytics systems at Amazon that are powered by machine learning programs enable the company to gather information that it uses to detect and prevent fraud. The company is able to acquire knowledge by analyzing data concerning repeated transaction behaviours. The use of data analytics machine learning is a highly effective method of knowledge management as it enables Amazon to acquire valuable knowledge from the vast amounts of data it collects from customer behaviour while on its e-commerce website (Rashid and Huang, 2021). The main reason for Knowledge Management in an organization is to help the organization conduct its business activities in efficient ways (Ode and Ayavoo, 2020). Amazon is able to conduct its business activities of offering the products on its e-commerce website efficiently using the knowledge it gains from the process of data analysis that it conducts using its machine learning programs.

[bookmark: _Toc160624014]Microsoft Knowledge Management Systems

Microsoft 365 – Microsoft 365 is a platform that Microsoft offers to organizations to help in managing knowledge among their team members. Within the organization, employees use Microsoft 365 to share knowledge (Mint Group, 2023). Through a feature known as Microsoft Teams, employees can share knowledge using one of two channels namely the Learning Center and the Idea Bounce (Mint Group, 2023). On the learning centre platform, employees can share their best practices based on experience and have access to a repository of materials from other employees based on their experiences. On the Idea Bounce platform, employees, together with their managers, can share their ideas on how to resolve the problems they experience (Mint Group, 2023). The platform is effective for Knowledge Management within the organization as it democratizes information where all employees within a department can access information about the solutions to the problems they face. 
Microsoft Digital – Microsoft developed Microsoft Digital to provide its employees with a platform for knowledge sharing. Using technologies such as Azure Data Factory and Azure Data Lake, the company built a platform that is primarily used to enable communication among its employees (Microsoft, 2022). The company uses machine learning, data science techniques and algorithms to analyze the data it collects from Microsoft Digital to learn the sentiments of its employees. Through the platform, the company is able to understand how its employees feel about the platforms they use to share knowledge, the issues they experience, and the likelihood of achieving their goals. Subsequently, the company uses the information to help its employees be more productive. The platform is important to both the organization and the employees. For the employees, the platform enables them to share information about their goals and their experiences within the company with each other. 
Microsoft SharePoint – SharePoint is a platform that employees at Microsoft use to collaborate with each other by creating documents, sharing documents, and other forms of information. SharePoint platform within Microsoft enables employees within the organization to pass information to each other and to the management (Microsoft, 2022). The platform enables the organization to organize information from employees and turn it into knowledge that can be used to make employee performance better.
Microsoft Viva Topics – Microsoft acknowledges the complexities of managing knowledge in an organization of its size. The company is committed to enabling a culture of knowledge sharing by providing employees with access to the information they need (Kellington, 2023). To facilitate effective knowledge sharing, the company created Microsoft Viva Topics where employees can have access to consolidated knowledge sources. Microsoft Viva Topics hosts more than 10 petabytes of information and more than 353 million search items (Kellington, 2023). The platform makes it possible for Microsoft to avail itself of all the information that its employees may need from wherever they are in the world. The tool is effective for knowledge management for a company the size of Microsoft where there are thousands of employees spanning multiple countries around the world. Having a tool that can store large volumes of data is an effective way of storing and managing information as it will be ineffective to rely on physical means of storing and sharing information with employees.         
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Cultivate a culture of knowledge sharing among employees – knowledge sharing is a behaviour that can be cultivated by the employees through culture change (Azeem et al., 2021). Amazon can achieve effective knowledge sharing among employees and managers by creating a culture where employees and managers can freely discuss and exchange ideas. While it is important that the company uses the technologies it uses to manage data and information, it will improve its knowledge management processes more by integrating KM into its culture. A culture of knowledge sharing will improve the KM processes at the organization because it is the employees who use the technologies to share information. 
Develop modern data mining strategies – Amazon’s business model of e-commerce is reliant on understanding customer needs and using that information to suggest items that they would purchase (Aversa et al., 2021). In order to improve its KM systems, the company should invest in constantly updating its data mining strategies. The more data that the company acquires from customer behaviour, the more the company will be able to personalize its recommendations in an effective and accurate way. Developing data mining strategies will further improve the company's KM systems as it will enable the company to gather more data about its employees and how they can be enabled to perform better.
Take advantage of Artificial Intelligence technology – Artificial Intelligence technologies that use large language models (LLM) to simulate human intelligence can help large companies like Amazon manage knowledge in more effective ways. The technologies, including OpenAI's ChatGPT-4 and Google's Gemini can analyze large volumes of information and produce knowledge that the company can use to facilitate its business (Hadi et al., 2023). In addition, given the financial power and the talent available to Amazon, the company can develop its own LLM technology that is trained to serve its specific knowledge needs. Such technology will drastically enhance the company's IT systems and employee output in relation to information analysis and knowledge management.
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Integrate their knowledge-sharing platforms within the organization – as discussed earlier in the report, there are several platforms that Microsoft applies to facilitate knowledge management within the organization. To further improve the KM processes at Microsoft, the report recommends the integration of the platforms in ways that allow seamless movement from one platform to another. Achieving such a level of integration will enable the consolidation of information, hence making it easier for employees and managers to access and use information and knowledge in the different knowledge-sharing platforms used in the organization.
Take advantage of Artificial Intelligence technology – Artificial Intelligence technology can be of great use to Microsoft in its KM systems. The report recommends that Microsoft take advantage of the advancement in Artificial Intelligence and apply it in its KM systems. The company can integrate Artificial Intelligence systems in its IT systems in order to make them more effective in processing information. Moreover, the organization can use Artificial Intelligence to create chatbots that provide personalized information about the organization to employees within the organization (Hadi et al., 2023). Such chatbots can be trained to answer questions that employees can have about their tasks, help them retrieve documents, and give them ideas that are aligned with the organizational goals.   
Create direct touch points with customers in its software - as the world’s largest software developer, Microsoft requires constant feedback from the users of its feedback in order to execute more effective knowledge management. The report recommends that Microsoft should provide a window in its software where users can submit their views and suggestions about the software. Through that window, the company can gather information on how to improve the subsequent versions of the software. In addition, the organization will be able to gather vast amounts of information from its consumers throughout the life cycle of its software. The information will be vital for the company in competition with other software developers as it will give it the opportunity to design customer-centric software.
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The TWOS analyses carried out in the report have shown that Amazon and Microsoft have numerous strengths in relation to knowledge Management. The two companies have been able to leverage their technological foundations to create IT platforms that enable their employees to share and access knowledge efficiently within their respective organizations. However, there are areas of weaknesses where the two organizations will do well to develop and improve. For Amazon, the main weakness is in the form of the ethical concerns that have earned the company a negative public image. The company should improve its treatment of employees as this will have a direct impact on its knowledge management. Treating employees ethically and humanely will improve their willingness to participate in a culture of knowledge sharing, which will improve the overall knowledge management at the company. On the other hand, the report has made the finding that Microsoft has the weakness of poor acquisition strategy. The company should improve on its acquisition strategy as this will have a direct effect on improving its knowledge management. Successful acquisitions will expand the company's reach and enable it to acquire new types of data and information from the subsectors of the acquired companies. Consequently, the company will have more information about the technology industry, which will result in improved knowledge management.
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