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Knowledge management is a key factor that can influence any business or organisation positively. Having information in a central point makes it easier to store and retrieve information from any point.
Scenario A requires implementation of a knowledge management system for customer service purpose. Due to the fact that the business deals with the engine and technical equipment, there is a high possibility that some technicians may forget some things. This calls for a centralized source of information where technicians can retrieve information any time from any point. The knowledge management system provides an easy and fast way to store, update, and access information (Omoigui, 2010). The knowledge management system also helps the players to make an informed decision and reduce the number of errors or mistakes. When the same information is used by all customer service employees in a given business, then there is guaranteed standardization of processes. All these lead to improved customer service and satisfaction. 
An expert system is another important program that is of high benefit to any business. An expert system is simply a database comprising information from experts of a given professional or area. The database is loaded by information from experts past experiences to the specific situation and answer to the specific problem (Zhang, Mao, and AbouRizk, 2009). Expert system is made a reality by high-level search engines with the help of artificial intelligence (AI). With modern technology, the machines can access the expert system and adopt/ adjust to improve their performance as per the acquired information. 
Another important application to business is a Content Management System (CMS). This is an important system that is used to manage digital content. With the help of modern technology, the content management system allows multiple users to create (insert), edit (manipulate) and organize (publish) information in a given system. Due to the need of real-time capabilities of modern systems, the content management system allows the contributor to manipulate the content from any point using any supported device.
Focusing on our case A, it is important to remember that the business deals with technical products and services. With the help of an expert system, the customer care technicians would benefit by getting reliable information from the expert. Due to the nature of the services provided by the business, there should be no space for errors as it can lead to a lot of damage and a lot of customer dissatisfaction. Expert system would enable the customer care technician to make an informed decision, thus improving business performance. For example, an experienced engineer would share his experience with a specific problem and how the solution was achieved. An intern or new employee in our business would access the information and learn from the expert’s experience.
On the other hand, our business would enjoy a lot of benefits from the content management system. This system provides a systematic way to manage the central knowledge database. Every expert and technician can share and publish information. Once the data is ready in the database, the content management also helps users to retrieve and edit the data. For example, different technicians and experts may upload their expertise using their phones or personal laptops from any geographical point.
[bookmark: _GoBack]Business intelligence (BI) is another tool for business success. BI collects historical data, analyze it and help in deciding on the business (Yeoh, and Koronios, 2010). From our scenario A, the customer care technicians would benefit a lot if historical and past information is well analyzed and presented. This would help in making sound decisions and getting clear solutions to problems at hand.
How would social media be of good use to our case A? Social media has become part of our live. Social media platforms have improved greatly where common groups of people can meet and share remotely. Technicians from our company can form a group to discuss the work-related issues where they can share information. Any stuck technician can refer or seek assistance from colleagues through social media. A good example of a commonly used social media platform is Facebook, Whatsapp and Twitter.
In conclusion, data/ information is the most valuable resource in any given organisation/ business.  Having this resource manageable and accessible from a centralised automatically leads to business growth.
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