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[bookmark: _Toc103290123]Introduction of Company	
Amazon it’s one of the biggest online retail manufactures in the world which sells all types of products from, clothing, electronics, phone, laptops, and many other.
In 1994 Jeff Bezos started Amazon.com a bookshelf store which was selling book online, they were not the only company selling books online Computers Literacy a Silicon Valley Bookstore started selling books form their inventory for the customers from 1991. However, Amazon.com was all about delivering any book to any reader anywhere.
But Amazon.com was not merely a retailer of consumer products, Amazon.com was a technology company whose business was simplifying online transaction for the customers.
Despite what everyone else said that Amazon.com will lose in marketplace to become an established Bookselling chain, Jeff Bezos he understood the massive growth potential of the internet.
He argued that for an online retailer to succeed the company needs to “Get Big Fast” which was the slogan printed for all the employees T-shirts.
By December 1996 Amazon.com grow by reaching 180.000 customers, further in less then a year in October 1997 Amazon.com reach 1 million Customers accounts with an increase revenue from 15.6 million $ in 1996 to 148 million $ in 1997 and 610 million $ in 1998. Amazon.com success Propelled the founder Jeff Bezos on Time Magazine Cover in 1999 the “Person of the Year”.
In 2002 Amzon.com lunches Amazon Web Services (AWS)which offered data on Internet traffic patterns.
In 2006 the company expanded the (AWS) with Elastic Compute Cloud (EC2) which rents Processing Power over large or small Portion.
In present Amazon.com it’s the biggest online Retailer with a revenue of 477.748 billion $ with 1.608.000 Million Employee and more than 589 stores around the world.
Making Jeff Bezos one of the richest men in the world.

[bookmark: _Toc103290124]Introduction of Report

This report will show how Amazon manage to connect “zillions” of people with “zigabytes” of product information and what type on Knowledge Management and how they manage to approach the relationship between Customers and information.
With KM principles Amazon are enhancing those principles and practises to bring more value for their customers in many ways.
How Amazon was affected by Coronavirus and what was the response from them during the pandemic and how they keep those values and principles for their customers.
What are the theories and methods used by Amazon to keep and improve their KM and how to enhance the relationship between customer and information? 
What type of application, methods, and data it’s used to store all the products information and how they can store and communicate such vast information to the customers?

[bookmark: _Toc103290125]Knowledge and Information Management 
it’s the process of organizing, creating, using, and sharing information and knowledge within an organization, a successful knowledge management can includes maintaining the information were it’s easy to access.
The effective Management of any organization Marketplace performance It’s based primarily on.
· A shared more-or-less stylized notion on how value it’s created, maintained, and distributed within the organization and it’s shared with streams elements of the value within the organization participates.
· Sets of processes and technical systems or human systems that support and helps the organization by creating activities.
· Sets of key metrics that link the value creation in the organization with more-or-less objectives for the organization success.
· Sets of commands and control systems knowledge management infrastructure which monitor the efficiency and effectiveness of the value creation process.
There are more types of Knowledge Management (KM) which are 

· Knowledge.
· Information.
· Data.
Easier to say those types will form a triangle each of them has a sub type, which will help an organisation understand how to manage all the information, from when the information it’s received until it’s passed forward.
[image: Knowledge is information that changes something or somebody — either by  becoming grounds for action… | Knowledge management, Knowledge, Knowledge  management system] (image, 2022)



1. Data:
Each organization has their way of collecting data or information It’s very important how you collect and organize this data, having a strong storage database which will help, collect, store, and organize all the information which will be pass forward.
2. Information:
    All the information gathers will be summarised and          analysed; this process will give a better understanding about the data received which will give an insight into the customers desires and what they want and expect.
3. Knowledge:
In this step all the information from the previews step will be synthetised which will give an insight and a better understanding on what they must do next and how this will determinate their decision and which plan they will create to respond back.
Amazon.com uses the principles of Knowledge Management but their way it’s different then the usual KM we all know, they introduce their way of thinking and managing the database and all the information in the Organization.
All of those KM principles are turn that way that the organization will benefit from them 100% without any issues or loss for the company which will affect their customers, sales, and revenue.
[bookmark: _Toc103290126]Amazon Knowledge management.
Enhancing the value by using KM.
From the beginning Amazon determined that for the user experience will be more useful if the customers will have the ability to find what they want at any time they want it easily and quickly was their key to success.
But the organization thought that wasn’t enough, so they decide to create a system that could help the customers accomplish their goals in a personalised and intuitive way will add even more value to the customers experience.
Amazon follow the next principle which made them the biggest online retailer in the world.
· One portal, one interface. Everything we buy from Amazon all the business we do with them it’s from the same portal and interface. From groceries, electronics, books, toys, clothing, and many other products it doesn’t matter everything it’s one stop shopping. The portal and the users experience remain the same with no changes, which breeds familiarity and comfort for the customers and less anxiety when they explore new areas of the site. 
The same goes for all the employee where they have one portal which contains all the eLearning, video trainings, on job tools, courseware, everything in one common and familiar portal.
For example, just imagine how much anxiety will be among all the customers if all the departments where separated and each one of them will have a specific portal, this will create a huge discomfort for the customer which were forced to use so many portals of the same organization for different products. This it’s something which will affect the organization reputation, sales, and revenue.

· Consistent Presentation.
All the products sell by Amazon they have a specification as well as reviews all in the same way and order which makes the customer find all the information easier doesn’t matter of the product. All of this come from outstanding content management which adds the benefits such as the ability of the user to track and archive every information.
This content management it’s useful for the employee which can understand better and easy how to place any specification or information for every new product that comes place on salles on the site, just by following the previous specification order of other products.



· Modular content.
They are the ones which organize every page on Amazon in easy-to-read section, they don’t create elaborated PDF file with additional details to comb through. If additional details are in place for some products, they just create a simple button with “click her for more information” which doesn’t create a barrier for the customer to get what he wants.
This allows all the employees to access just the content they need without wasting time, allowing them to find what the customer wants and needs faster which it’s a good thing.

· Distributed upstream content creation.
Even we think Amazon appears to control everything we see for most of the parts. The products companies where the real expertise are they generate the content. Adopting Amazon design standards, writing style, and other practices and policies which make the content look that come from the same place making it more usable.
By moving the Content creation to the source, the responsibility of the content completeness, relevance, and accuracy its also moved to a more accountable party.

· Almost magical Personalization.
The most amazing part on Amazon it’s that they know what each customer wants, by accessing the site more often the better they know you and what you want, by checking the history they can recommend products we might like and providing us additional information on what we are looking for.
Even without registration Amazon knows what we are looking for and recommend products, but with the registration everything become more personal and willingly let them know us and what are our needs, because we recognise the value of the service. The productivity and efficiency it’s boosted when the system has the capability to know users and provide the best and most important content.



· Crowdsourcing.
Whit the sources which allow the customers to provide ratings and reviews including bad or good, plus the ability to provide images letting us analyse what the customer bought and bring knowledge and awareness in users.

· Insanely easy and consistent transactions.
Buying something from Amazon its simple just add the shipping details, card details, and just by simply clicking you will purchase the needed product, just to make it simpler if the buyer it’s a registered user he has the option to save his details which will enable a faster transaction in the future.
Even if the user wants to hold or request more information the process it’s the same which makes the users more comfortable with the system.

· Subscriptions, alerts, and reminders.
Using Amazon each customer has the option to appoint reminders or alerts about the products which are out of stock asking to be reminded or alerted when they are back on sale. For the customers with subscription, they have the option to ask for alerts and reminder with all the products they are looking for, promotion, discounts, and if any substitute product comes on sales instead of what are they looking.

· Feedback.
Amazon it’s one of the most successful eCommerce sites which gets users to provide useful and meaningful feedbacks.
The company values what the customers have to say, and they provide value feedback back to the customers with all the information, those feedback goes on the products front page giving the readers the opportunity interpret and sort the information to their liking. They even have the option to rate other customers reviews. This information it’s not just om the benefit on future customers but also allows Amazon to improve the service and the product companies to improve their products.
Amazon implication: the user’s feedback on a value content it’s the most effective way to gauge Knowledge Management Effectiveness.
· Reducing Servicing.
Amazon are trying to reduce the call centre calls and email even by a bit which will result in a tremendous cost savings.
That’s why they try so hard to make their site so user friendly and comprehensive as much possible, this it’s a tremendous cost saver and results in higher customer satisfaction.

· Performance Centred.
Every customer has the option to cancel, change, return an item, or even find an item that was bought a year ago Amazon provides a clear path to action for all the customers to accomplish what they need.
· Great Online Help.
Amazon has an online help desk which it’s easy to read and use just by clicking the “help” button all the users have all the information they need to have to ask or require, which again will increase the customer satisfaction and productivity by decreasing the company cost.
Amazon implication: “Help” is, in fact, KM. Anything which will improve the Help function on any software or tools which will be beneficial to worker productivity.
· Mobility.
Amazon can be accessed at any time from any device. Its easy to work with the application, give you enough choices of the products. Great for offers, working with small retailers and company that just start their businesses, accessing the app you can find almost everything that you need from different places and the delivery will be as soon as possible, which is flexible.
[bookmark: _Toc103290127]AMAZON during Covid-19 pandemic

During the pandemic in 2020, Amazon had their biggest success. In the first three months of the year, they reported $108.3 billion in sales. This is 44% up from the previous year. The panic during the first period of the Covid pandemic, get the shoppers to purchase more and more products that they usually buy from the local shops. Also, the company make big success providing subscription to grocery stores like Morrisons in United Kingdom. Collaboration like this makes huge progress in profit in both companies letting employees to work during the pandemic, drivers to continue to do their job and customers to spend their money even more than before.  There were different regulations during the pandemic that people need to follow and because of the over buying products in stores, there was a period that customer can buy limited quantity of a certain products as milk, baby milk, toilet paper, bread, flour, oil, etc. Other problem was – only one person from household can do the shopping, one time per week. For a family of 4-5 that’s make the life during the pandemic complicated and huge percent of the regular customers return to Amazon. The company had access to many different small businesses and companies all around the world which provides products and services fulfilling the needs of the demanding customers. 
The Prime subscription that provides free deliveries on products, discounts, and other perks, increased with 44%. The customers start to spend double than before per year which increase household to spend $3000. 
Because of the pandemic many people lost their jobs. Not all the sectors can provide working from home hours or furlough. In the hospitality for example, working from home is impossible and the furlough was way above the actual money that the hospitality employees take. Amazon needed extra employees in their warehouses, drivers, online centres, and they hired many people and expand their company even more than before. That boom makes the company sustainable and excellent job provider in hard times like Covid-19. Even after the pandemic period most of the workers decided to keep their jobs in Amazon than to go back in insecure sectors like hospitality. Their increase their hourly pay to more than half million of their employees and they provide jobs to more than 1.6 million people. Before Covid they were opening more positions during Christmas period for example (holiday positions), like that people can work and use discounts on biggest holidays of the year.  
Holiday season is short, that’s why during the pandemic which sustain more than 2 years worldwide employees had their jobs, good and often payments, and the company didn’t overspend money on over hiring because of the demands of the business. 
The retailers which are selling products via Amazon they are charge a fee for every item added on the site, after the sale of the product Amazon has a commission from the product price and the rest of the amount going to the product company.
That was the one of the points where Amazon revenue bloom, during the pandemic all the hygiene products sold in vast amount from users to businesses which bought from the site, increasing the revenue of the Amazon drastically as well and the CEO Jeff Bezos when he became the wealthiest men in the world.
With the revenue increased Amazon had plenty financial to expand further by opening more stores and hiring more employees which will boost they growth in the future as well as the revenue.
During the Pandemic with all the customers focusing on buying from Amazon like their main supplier for many products, another increase when the Brexit was implemented I the United Kingdom and all the Europe Union stopped all the current contract and renew them with different policies and prices.
Amazon being a world wide site with products from around the world most of the customer found it safer and more secure to use them, which increased the amount of new customers.



[bookmark: _Toc103290128]Conclusion

Reading the report above we will understand how Amazon manage to stay in top by implementing a strong Knowledge Management system which made them the leaders for an organization which grow to be a strong Online retailer world-wide.
What are the principles they fallow to improve their KM and how they manage to organize their organization to be sure that satisfaction of the customers what they are looking for?
How they manage to provide the most easy and personalized site for their users and simplify the navigation becoming more structured and integrate everything under one portal. How adopting the KM principles, they manage to become more organized and structured with their sites managing all the users and the products under same portal with all the information and specification which will allow the customers to have access to all of those in an easy and understandable way.
Providing all the information and products on the same portal they increase the customers satisfaction as well as the productivity and efficiency.
Having a good KM, the company can easily track on what the customer wants or need, being able to provide recommendations or replacements products, increasing the customer satisfaction and value of the content.
Few things that happened with Amazon during Covid-19 pandemic their sales blossom and increase drastically, making harder to keep up with the new customers and additional orders, being forced to open more stores and hire additional employees for different role and positions, from workers, drivers, Human Resources, managers, and many others.
We will learn about their benefits after the implementation of a successful Km which boosted their relationship with the customers increasing the productivity and efficiency and revenue, becoming mote trust-worthy and more recognize by all the users around the world.
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Everything we buy from Amazon all the business we do with them it’s from the same portal and interface

All the products sell by Amazon they have a specification as well as reviews all in the same way and order which makes the customer find all the information easier doesn’t matter of the product

They are the ones which organize every page on Amazon in easy-to-read section, they don’t create elaborated PDF file with additional details to comb through

Even we think Amazon appears to control everything we see for most of the parts. The products companies where the real expertise are they generate the content
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Insanely easy and consistent transactions

The most amazing part on Amazon it’s that they know what each customer wants, by accessing the site more often the better they know you and what you want

The most amazing part on Amazon it’s that they know what each customer wants, by accessing the site more often the better they know you and what you want

Every customer has the option to cancel, change, return an item, or even find an item that was bought a year ago Amazon provides a clear path to action for all the customers to accomplish what they need.



Buying something from Amazon its simple just add the shipping details, card details, and just by simply clicking you will purchase the needed product
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