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Knowledge management is the procedure through which a firm can easily organise and analyse its business functions by sharing the gathered knowledge in a manner that can be accessible for the employees of the workplace. It includes various things in it like, technical resources, training document, people skill and along with this it also includes data mining. The plan of knowledge management involves a survey of corporate targets and examination of the technical tools. The company which is taken to perform this study is Amazon.com, inc. It is an American global technology firm established in 1994, with headquarters in Seattle, Washington and Arlington, Virginia, U.S. It basically concentrates on e-commerce, cloud computing, digital streaming, artificial intelligence, and online advertising.
 In this report, I will discuss about the theory of knowledge management along with the importance of good knowledge management development practices that we have learned in class during this module. This study includes Amazon's knowledge management challenges along with the recommendation to improve their practices of knowledge management. The following study also consists of the evaluation of the theories to find the effectiveness of maintaining good customer relationship management.
[bookmark: _Toc123667825]Overview of Amazon 

Amazon is one of the most known E-commerce companies, established by Jeff bozos in 1994, headquarter of the firm is in Bellevue, Washington. The firm started as the marketplace for online books and expanded the business in selling video games software housewares and electronics. Amazon arranged to develop its revenue from $15.7 (1996) million to US$469.822 billion (2021) and its operating income is US$24.879 billion (2021) along with this the net income of the company is US$33.364 billion (2021). 
In the present scenario, amazon provides service delivery for its products globally. Amazon is one of the largest web service providers in the world. It also provides the streaming of TV programs and movies via amazon prime. Amazon also provides smart devices like amazon Alexa. It also provides amazon kindle which they provide service of online book reading. Amazon announced the launch of Astro, its household robot supported by Alexa its smart home technology. Amazon has been referred to as “one of the most influential economic and cultural forces in the world” and is one of the words most valuable brands.

[bookmark: _Toc123667826]Knowledge management theory 

The knowledge management is basically termed as the series of step which cover processes that include identification, collection, storing along with transferring of information to each and every worker of the company. In context to Amazon, the process of knowledge management supports the organisation in delivering critical business information that is imperative for the overall growth and development of employee skills and knowledge. This helps in increasing satisfaction level of employees to perform their operations in the best possible manner. Moreover, the knowledge management theories have emerged that form the basis of formal scientific discipline assisted by many scholars, corporate as well as consultants. There are different types of knowledge management theories that are explained below in relation to Amazon firm are:
Organizational knowledge management theory:
This type of knowledge management theory lays greater focus on structure of company and also give attention on how the firm is designed in cultural perceptive for managing processes of knowledge system in effective manner. In addition to this, it also gives reflection on how the hierarchical system within an organisation is defined for managing the transfer and retention of knowledge data at a proper manner. Moreover, this form of theory allows the organisation in creating knowledge and formulates pathways for transferring created knowledge to each and every employee. This mode of theory asserts that learning takes place when there is greater attraction of employees for the purpose of finding as well as solving problems in best manner possible.
- Ecological knowledge management theory:
This form of knowledge management theory helps in dealing with different stakeholders like customer or employee along with learning communities. This type of community includes interactions between individuals and companies. In addition to this, it also lays emphasis on internal and external factors that assist in increasing connection between people by sharing knowledge relevant for attaining their growth and development in most effective manner. This ecological approach allows the firm to consider knowledge as the individualised information which is developed with the support of effective learning process; it is then share and lastly applied to practical form of situations. This enables in fostering high level of collaboration between manager and employees by improving satisfaction level of both the parties in appropriate manner.
- Techno-centric knowledge management theory:
This is one of the critical theories of knowledge management that lay emphasis on technology along with the process that undertakes the activities of designing technologies. This helps in fostering the transfer or flow of knowledge as well as storing the information in most secured and private manner. Along with this, it also has a larger impact on the knowledge-sharing practises of company which can be seen in terms of speedy transfer of information to each and every employee in effective manner. 
 This type of theory undertakes usage of diverse set of technological tools which are not only efficient but are also cost effective. This includes technologies connected with Artificial Intelligence like Natural Language Processing, Machine learning as well as predictive analytics. These tools have unique abilities that can be practised for optimising knowledge management practises in most appropriate manner.

importance of gaining insight about effective creation, storing, sharing, application and integration of information that are critical for good knowledge management practises
The recent pandemic situation has disturbed the global supply chains and economy which has brought the industries to slow down its process of operating in effective manner. However, the Amazon organisation represented a drive to deliver convenience and low prices to customers by selling essential services in appropriate manner. The Amazon firm has also formulated internal testing initiative such as Project Ultraviolet in order to promote investments linked with internal testing programs. The reason for making proper connections with billions of people while recording and retaining large set of product information is due to adoption of advanced knowledge management techniques. This supports the firm in increasing value and satisfied customers by providing positive user experience through giving personalised features along with offering significant value to customers.
The Amazon Company adopts number of effective knowledge management practises which allow it in improving business environment where there is higher sense of accountability and collaboration. The firm undertake application of different core knowledge management programs along with principles of user experience by meeting employee demands in proper manner. In addition to this, the implementation of single interface helps in satisfying the needs of all of its stakeholders through gaining easy access of data in effective manner. This also support the Amazon firm in diversifying its business processes by keeping all the items in easy to index and findable manner.  The implementation of advanced information systems is considered as one of the biggest success factor of the firm. The amazon company operates the Two Piece Information Management Software which offers simplest storage services that is basically linked with integrated database system along with its patent technology known as Amazon Web Service. This helps in promoting the access to the E-commerce platform in effective manner. This type of web service enables the customer to formulate their accounts and personalise their profiles in convenient manner. This reflects efficiency in the process of different transactions. The Amazon Web Service is the platform which comprises of various systems as well as different functionalities directed towards increasing efficiency within information management system. This leads in delivery of business processes in appropriate manner. This type of system is recognised as highly advanced for promoting high level of interoperability in association with any form of internet enabled device. This makes possible the effective communication between various parties like buyers, sellers along with Amazon work members. In relation to this, the robust web service provided by Amazon incorporates distinctive features like dependability, security along with scalability. This process makes the company highly effective in performing critical business processes with support of Customer Relation Management system. Moreover, the other tool like integrated smart analysis search system of Amazon operates with the purpose  of delivering proper security of customer information and also foster practises that are followed for providing personalised customer service linked with profile of customer. This system is built on the Service Oriented Architecture as it facilitates service decentralisation so that scalability of system can be improved in effective manner.
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The knowledge management is considered the process which supports in doing capture, storing as well as sharing the knowledge and diversified experience of customers and workers. This assists in improving all over knowledge level of team members that enhances productivity and retention of crucial data sets. The main aim of knowledge management system is basically connected with the combination of technological processes and people so that information can be equally centralized and organized. In addition to this, it is also helpful in enhancing the culture of understanding, collaboration and productivity where employee actions are perfectly aligned at proper manner.  In context to Amazon, the effective knowledge management practices allow the firm in enhancing motivation level of workers by providing them information about every business process and available resources for doing actions in better manner. The following points show the importance of knowledge management practices in relation to Amazon firm which are:
Streamline knowledge:
The practice of knowledge management adopted by Amazon company helps it in optimising the internal infrastructure of storing company knowledge by making it more accessible to the different type of workers. The concept of knowledge management practices supports in construction of a type of culture where effective collaboration practices are taken into consideration. This is, in turn, enabling the company in improving curiosity level of workers that directly improve their satisfaction level in appropriate manner.

Access to best practices:
The knowledge management practises make the worker of company to gain quick access of the best practises by gaining information related to past projects. In relation to this, it also assists the workers to receive integrated information regarding their day to day work practises at fastest manner. This supports the workers in rising their performance as well as decision making levels. Moreover, it also enables the Amazon firm in removing barriers of knowledge by making workers on discovering valuable information which is vital for attaining the best performance levels.
On boarding and ongoing training:
The main goal of knowledge management models is provided workers to improve their skill sets by gaining access of regular training sessions. This can be initiated in proper manner as knowledge management system includes training material which consists of videos, learning series along with checkpoint quizzes. The workers can access all these benefits by showing interest and demand. Additionally, this feature of on-demand access supports the Human resource department of Amazon firm to speed up their hiring process and support all workers to grow professionally by staying well informed about changes in business environment.
Sharing the knowledge of subject matter experts:
The application of knowledge management system by Amazon company offers the subject matter expert an opportunity to share their knowledge and understanding in centrally visible place. This helps the subject matter experts to do not waste time in answering same questions again and again. The developed situation makes it easier for workers in order to connect with different knowledge expertise so that best knowledge can be accumulated in effective manner. Apart from this, it also helps the organisation in preserving knowledge of workers even when they leave the company.
Initiating research and documents for easy access:
 The concept of knowledge management practises allows the Amazon organisation a chance to convey information drawn from research and documentation process to broader size of audience. This makes that information more accessible to each worker as it is not only shared within one department or particular line of business. Apart from this, the principles of knowledge management system assist in enhancing the value of information by making it easily accessible in appropriate manner.
Answering questions of employees and customer:
The adoption of knowledge management system also has Q&A component which support the Amazon company to increase the chances of giving appropriate reply to questions asked by worker or customer. This type of process supports the users in publishing their own questions and posts it within cloud platforms so that answer can be gained in effective manner.
 In addition to this, the knowledge management system is considered critical for employees and customers as it can be used in both external and internal manner. This enhances its benefits as the information becomes more searchable for defined users.
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Amazon faces various challenges when they use knowledge management as tool to access the information to their employees. Some of the challenges of knowledge management is listed below: - 
•	Motivation: - sometimes managers find it difficult to share the knowledge and information at common workplace. They face issues in motivating the employees as they find it hard to change the habits and working abilities of the employees. When employees don't find interest in taking the knowledge and information from their seniors then it becomes a challenge for the manager to share the data and to perform the knowledge management effectively. 
•	Technology fatigue: - as the technology is developing day by day workers of the amazon are constantly asked to adapt and learn new technology system by which they can experience technology fatigue. When employees are asked to update their current technology or ordered to use new tools then they find it difficult to focus on their working or to complete the given task efficiently. Workers can be nervous in using new knowledge management technology if they've seen transformation in digital technology.
•	Making sure employees can find the knowledge they want: - while implementing the new knowledge management technology, employees of the amazon may face new challenges in navigating the growing knowledge wealth. If the employees don't understand the taxonomy of the firm, they will suffer to access the exact proper information and may even end up using or finding outdated resources. 
•	Keeping knowledge up to date : - one of the essential aspects of maintain the system of knowledge management is assuring that the data within used by the employees and firm is up to date. If the time sensitive content is not archived or updated on the regular basis then employees may suffer with loss of data of customers in amazon. Keeping the knowledge up to date is really important for the amazon to provide the trending content to the searchers and customers and if they lack in that then customers will shift towards the competitors of the amazon.
•	Getting senior leadership buy in: - the culture of knowledge and information management starts from the top level of the amazon. There are high chances of that senior leaders can also be slow in adapting the new technology in the business. It may not always fit in the daily working practices and responsibilities of the top level management to develop the technology of the business. When managers and leaders are not using latest technology then employees also don't get chance to use new technology, which result as one of the main challenges of knowledge and information
management of the amazon. 
• Measuring knowledge contribution: - knowledge cannot be quantified easily as it is complex to derive it out of relationships of people and experiences. When it comes to contribution of knowledge, the concentration shifts on the purpose instead of efforts and outcome. Measuring the contribution of employees about sharing their knowledge in group activities is really important to develop their information and knowledge. Top level management should focus on commencing the activities which focus on measuring the skills and knowledge of the employees of amazon.
•Ensuring relevancy: - the information that amazon use to solve the queries of the customers along with the result that amazon provide when customers search for the products should be relevant. When the data is not relevant with the requirements of the customers than they focus on using other applications rather than amazon so amazon should focus on relevancy of the data.

[bookmark: _Toc123667829]Conclusion 
It has been concluded from this report that, knowledge management helps in improving the efficiency of amazon by developing the process and technology of the business. Knowledge and information management play an important role standardized the processes stored in the system for employees to access, so that amazon can easily improve the training and onboarding of the employees. It is helpful for the business to increase the collaboration between the business and its customers as users are sharing their preference, knowledge, and data to improve the processes of working. 
This report discussed the key theories of knowledge management along with the importance of understanding the effective use of storing and sharing the data for good knowledge management practices. The above report includes the evaluation of the academic theories used by the business to analyse the effectiveness of the knowledge and information management culture. This report also includes the factors that focus on maintaining effective customer relationship management along with the challenges of knowledge management. This report has helped me to understand more the important knowledge and information management through the research done and also through the shared knowledge in class by our lecturer. 
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The knowledge management is considered as essential process which supports the firm in gaining higher satisfaction level of employees by giving them access to learning materials in effective manner.  The aim is to boost the environment where there is high rate of collaboration between manager and employee. This poster will describe the challenges of knowledge management in association to Amazon Company. It will also recommend solutions for strengthening practices of knowledge management. In addition, it will also critically analyze proposed knowledge management framework for Amazon firm.
Knowledge management challenges:
There are number of challenges faced by Amazon Company during the implementation of knowledge management practices (Ammirato, S., Linzalone, R. and Felicetti, A.M., 2021). These are explained below:
Obsolete technology:
The practicing of technologies such as Google drives, Drop boxes or Outlook cannot allow the organization to share knowledge information in wide and efficient manner. This is because older systems have decentralized architecture under which contents are kept in different repositories. This can also foster frustration level when doing collaboration with different departments.
Lack of Employee buy-in:
The knowledge management system may fail of there is no strong participation from the side of employees. The worker resistance as well as lack of assistance from management is linked with failure of change programs. This can slow the process connected with goals of knowledge management practices ( Liebowitz, J., 2019)(Massingham, P., 2019).
Regular organizational change:
The consistency in organizational change can pose a risk to the firm in terms of changing the knowledge content format into the one that is more accessible and understandable. The change in the plans of Amazon business can lower the impact of initiating knowledge management programs due to less integration with new service processes.	
Recommendations for strengthening knowledge management practices:
In order to solve problem associated with the increasing reach of knowledge information, the Amazon firm can undertake usage of Coveo software which ensures that data is easily searchable as well as accessible by all workers in company. This is due to the support of Artificial Intelligence as it can deliver the required search outcomes from any type of search. This will allow the users to receive personalized results of search related to their profiles and past purchase history (Chopra and et.al., 2021)
It is recommended that Amazon firm can solve the issue of lack of employee participation by integrating smart search option into other sources of content they already use. This will help in reducing technology fatigue in minds of workers. In relation to this, the company should build environment where knowledge champions are highly appreciated. This can support in encouraging knowledge sharing and creating processes for promoting unselfish knowledge sharing.
It is recommended that adoption of knowledge management practice can allow manager of Amazon firm in solving problems at once and then share its solution to all of its team members. This type of approach can support in gaining higher customer satisfaction, employee morale as well as manufacturing efficiency. Moreover, it can also aid in extending knowledge to numerous channels like chatbots, in-product support as well as client communities.
Knowledge management framework of Amazon:
	The Amazon Company will undertake usage of Amazon Web Service platform which is also referred as cloud computing software or cloud service provider. This supports the company to practice knowledge management practices in better manner by doing critical functions like storing, networking, security, databases and many more. This supports the firm in keeping data regarding employee and customers in more secure as well as reliable manner (Adeinat, I.M. and Abdulfatah, F.H., 2019).
Benefits:	
Scalability and Procurement:
	The usage of Amazon web services benefits the Amazon Company in launching new virtual machines and related examples in few minutes. This makes procurement process less time consuming and fewer efforts. In terms of scalability, it allows the firm in scaling up and down so that adjustments with infrastructure can be made in instant manner.
Security:
	The platform of Amazon Web Services support in taking cloud security to next level by ensuring that infrastructure of network are secured in physical manner. This makes the shared security model in which the customer can control security standards in both levels that is at customer end as well as at data centre end. It also incorporates farewell software where information’s connected with confidential data are protected in effective manner.
Flexible:
	This is recognized as flexible approach in relation to pricing, security as well as in the process of automations connected with device scaling. Due to its serverless computing process, it offers the user a chance to configure everything from scratch to direct usage of platform in proper manner.
Drawbacks:
Cloud computing issues:
	The Amazon firm can face some cloud computing problems which cover different types of issues like downtime, limited control along with back up protection. This can make lessen the smooth process of knowledge management practices.
Variations in default limits:
	The default limits of resources on AWS tool can vary from region to region. This basically consists of images, volumes as well as snapshots.
Changes in hardware level:
	The transformations in the hardware level can make AWS application in offering less performance and usage of applications makes difficult.
Conclusion:
	It was concluded from the above poster that knowledge management practices is critical for improving motivation level of workers by giving them free accessible data in effective manner. This poster has drawn explanation about challenges related to knowledge management and offered recommendations for improving process in better way. In addition to this, the poster has also evaluated the knowledge management framework of the Amazon company which also covered benefits and drawbacks.
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