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 Amazon is a multinational technology company based in Seattle, Washington, USA (Oubari,2022) founded in 1995 by Jeff Bezos and started out as an online bookstore (Al Imran., 2014). Amazon is one of the most significant revenue-generating companies in the world (MarketLine,2023), with a vast clientele and customer base (my book). The company is primarily known for its e-commerce platform that sells a wide range of products online worldwide (MarketLine, 2023) which sells a wide variety of products, including clothing, books, electronics, pet supplies, and household supplies, and groceries (Abuhamdieh, 2006) but also offers digital streaming services, cloud computing, and artificial intelligence (MarketLine, 2023). The company produces electronics such as Kindle Fire tablet, Amazon Kindle e-book reader, Echo speakers, and Fire TV set-top box (Laudon, 2015). The Amazon Prime has over 150 million people, and includes free next day shipping, streaming movies, and series. (MarketLine, 2023). With over 1,600,000 employees worldwide, Amazon must deal with knowledge management across all employees, departments, and countries. At the end of the first quarter of 2022, Amazon's goodwill and intangible assets totalled $20.229 billions (Wanga,2023). 
Amazon stands out for its customer service, competitive pricing, express shipping, large product range, and worldwide operations (Oubari, 2022). Amazon works on a variety of platforms and connects sellers and buyers. AWS (Amazon Web Services) is a platform for platforms that provides the infrastructure, and tools to build other platforms. In addition to the network, also functions as an asset builder, service provider (AWS) and technology developer (application developer for Amazon Prime). The company is therefore a mix of many business models (Wu, 2018). Amazon's business model is B2C (Business to Customer), but the company also has Business to Business (Al Imran, 2014). The first model will be used for this report. B2C e-commerce involves the retail sale of products and services to individual customers, it uses Amazon, Walmart, and iTunes (Laudon, 2015). In this model, the consumer visits the website and places an order to buy. After receiving the order, the company will send the goods to the customer (Lin, 2022)
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Deploying advanced information systems has been one of Amazon's biggest success factors. Thanks to the collected data and its transformation into information, employees have knowledge in decision-making processes (Mutwiri, 2020). “We cannot understand ‘tacit’ knowledge unless we understand the binary is a kind of limit: the important sense is where you can do something with the transfer” (Turner,2011, s473). Knowledge can be explicit, and tacit (Thomas, 2020). Tacit knowledge is internal or hidden in people's minds, explicit knowledge is in the form of documents, rules, or procedures (Abuhamdieh, 2006). For organization, it is the tacit knowledge of experienced employees that matters when making decisions (Thomas, 2020). 
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Tacit knowledge has value and elusiveness. The value is since most knowledge consists of things that people know but cannot put into words. Tacit knowledge is difficult for companies to exploit because it resides only in human minds and cannot be searched electronically. With the development of an organization, it is hard to see how tacit knowledge grows. This knowledge is not available, so it is difficult to disseminate it in the organization. Tacit knowledge becomes manifest in the process of sharing during social interactions. However, such a process is both difficult and expensive, and the fact that tacit knowledge must be externalized before it can be used limits its usefulness. The troublesome aspect of tacit knowledge is its elusiveness, which is due to at least three reasons: people are not fully aware of it; there is no personal need to share knowledge and there is a risk of knowledge loss and competitive advantage. Employees often do not want to share knowledge because they believe that they will become unnecessary in the organization and the lack of an appropriate remuneration mechanism at the individual level can effectively hinder the sharing of ideas despite the potential organizational benefits (Stenmark, 2000).
Retaining and expanding knowledge helps improve processes, operations, innovation, and profitability. This can be done through knowledge management (KM). However, to take advantage of the knowledge, Amazon implemented an internal KM strategy consisting of a 4-process model.
1) Employees are encouraged to share tacit knowledge through practice, observation, imitation, and participation in informal and formal processes within the organization.
2) Employees must express tacit knowledge through explicit concepts. This allows for easier and better management of all collected information.
3) The information is integrated with the company's knowledge system.
4) Explicit knowledge is transformed into tacit knowledge.
As part of its KM system, Amazon emphasizes the importance of communication, both traditional and digital, as a great channel for knowledge sharing and better productivity. In addition, the group uses a combination of bottom-up and top-down approaches to implement its strategy. The first implies that information comes from the lower levels of the hierarchy to eventually reach top management. This approach is crucial as issues can be better understood, expressed, and resolved by employees who are closest to customers or operations. A top-down approach is also necessary to ensure these operational goals are achieved. Another internal practice is the Trial and Test Report which it must operate within a defined strategic framework to ensure that the right information is provided, even and especially - if the program has failed. Finally, the key element of KM is a single company interface that allows to gather all elements and services in one place and meet the needs of all users with a clearly defined and well-implemented KM model, Amazon was able to process information and knowledge. This was facilitated by the company's culture and the "learning by doing" mentality of top management who are expected to lead by example (Wang, 2023).
Amazon uses both explicit and tacit knowledge to make operational, tactical, and strategic decisions. Explicit knowledge provides clear guidelines and procedures, Amazon stores goods in giant fulfilment centres (FC) located around the world. Explicit knowledge is crucial for Amazon's operational decisions. Amazon has detailed procedures for receiving and processing customer orders, which are codified and followed by employees across the organization. FC are also highly automated and rely on explicit knowledge to ensure that products are picked, packed, and shipped accurately and efficiently. Manager can make decision base of that knowledge. (Delfanti, 2021). 
Amazon's strategic decisions are heavily influenced by tacit knowledge. Jeff Bezos (Shpuntov, 2022) is known for his intuitive decision-making style and was quoted as saying that "All of my best decisions in business and in life have been made with heart, intuition, guts... not analysis”. However, he said as well “"If you can make a decision with analysis, you should do so” (Hamilton, 2018). The analysis of data stored in information systems - explicit knowledge enables decision makers to gain insight into specific areas of information storage and retrieval. Knowledge-based decision support facilitates the formulation of specialized solutions to technical problems. Moreover, Amazon managers allows to search for specific documents or files in the information system using integrated file processing algorithms (Mutwiri, 2020). Amazon's information management system helps to make a virtual copy of the physical market to better understand fluctuations in supply and demand. The integration of the communication system with the information system permits for the automation of business processes and faster response to customer (Mutwiri, 2020).
An information management system accesses information by collecting, sorting and storing information faster, making it easily accessible for finding and analysing. Interpretation or specialized data analysis algorithms are built into the architecture of Amazon's information management system to facilitate data interpretation. This is important to help managers understand how their decisions affect business. Basically, data collected from customer profiles (gender, address, age, and so on) orders, deliveries, and payment processes are compiled into reports for easier analysis. This makes it possible to coordinate activities and understand how decisions change business processes (Mutwiri, 2020). 
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Amazon operates a two-part information management software that includes Simple Storage Service combined with an integrated database and Amazon Web Service. Effectively implements business processes through a customer relationship management (CRM) system (Mutwiri, 2020). Amazon is known today as the largest and most successful e-commerce retailer, and it has achieved this through its high level of customer service (Ukeni, 2022). Amazon is known for providing customers with good quality products in one place. Over the years, the company has managed to maintain customer relationships without having to meet them face to face (Kaur, 2016). Customer satisfaction is paramount for Amazon. To accomplish its mission, the company adopted and implemented available technologies (Ukeni, 2022). Amazon uses specialised information systems in its business processes to achieve a competitive advantage through better efficiency in collecting, storing, and analysing data of its customers. The integrated Smart Analysis Search system provides useful information and personalised customer service based on the customer profile. The Amazon transaction processing system is a vital element of the Business Information System that enables customers to make purchases safely and efficiently. Amazon's information management systems are also integrated with unique features, such as an intelligent recommendation system that analyses a customer's previous inquiries to recommend items. Customer order information is processed by a supply chain management system that is integrated with the payment system and website (Mutwiri, 2020). Technological developments have created new ways for companies to use the enormous potential of customer relationships. With increasing competition, maintaining customer satisfaction, increasing sales potential, and maintaining customer loyalty becomes essential to success (Thomas, 2020). Business Intelligence tools are used to help CRM systems focus on decision support, market research, marketing, customer service, and collaboration with customers on products and services (Phan, 2010). Customer Knowledge Management (CKM) is essential for business (Thomas, 2020) because it is more expensive to acquire new customers than to keep them (Phan, 2010). CKM facilitates the exchange of customer knowledge within and between customers and the company to facilitate learning from customers (Thomas, 2020). CRM needs big data for better customer experiences, especially personalization and customization of services (Anshari, 2019). There are several challenges in transforming customers' tacit knowledge (experiences, ideas, information, opinions) into explicit knowledge (helpful ideas for solving customer problems or innovating services). Large retailers such as Amazon.com, eBay, and Walmart can manage large amounts of knowledge and communicate with customers using big data and analytics techniques. In these companies, data collected from various sources is transformed into business and analytical knowledge (Thomas, 2020). The purpose of CRM is to collect data on every contact between the company and the customer and the customer with the company and store them in the CRM system so that the company better meets the expectations of customers.  CRM software helps an organization build a database of customer information (Mutwiri, 2020). CRM and Web/Apps technology allows organizations to better understand customers and convince them to buy (Anshari, 2019). CRM system is an element of the Amazon IT system (Mutwiri, 2020). Information management is automated in such a way that it analyses the personality and interests of customers to recommend their favourite products through a customer relationship management strategy to attract and retain customers (Al-Imran, 2014). To achieve high customer satisfaction and loyalty, amazon uses system. The database collects customers' personal data, credit card history, transaction history, order history, profile, and purchase history (Mutwiri, 2020). The order processing system keeps records of transactions and provides the delivery system with details of the shipment (Mutwiri, 2020).  eBay collects data mainly on transaction history (Mahmud, 2021).  Through customer feedback “If you build a great experience, customers tell others about it. Word of mouth has great power” (Al Imran, 2014, p8), customer interests, wish lists and the system of product review websites gather information about customers (Mutwiri, 2020). Automated communication with customers is provided by e-mail and messaging systems as well as order information systems. Amazon's CRM system successfully integrates sales, service, and customer communication. (Al-Imran, 2014).
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Figure page 2 CRM System base on Amazon
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The supply chain is a network of people and companies working together to deliver a product, from sourcing, placing them in stock, packaging, and delivering the product to the customer (Lin, 2022). Nowadays companies focus on using various digital technologies to develop their supply chains to improve the process of delivering goods/services to the customer (Hejzi, 2020). "The technological progress has had a direct impact on the evolution of the Supply Chain" (Vicén,2018, p5).   Companies use supply chain management (SCM) systems to help manage supplier relationships. These systems help suppliers, purchasing companies, distributors, and logistics share information about orders, production, stock levels, and delivery of products and services, so that they can work efficiently (Laudon, 2015). The Amazon supply chain attaches great importance to costs, the fastest possible delivery of the product to the customer, quality, and innovation. The company's success can largely be attributed to its global sourcing network, as it has operations worldwide (Ceil, 2018). Amazon offers everything from A to Z (Lang, 2012) and operates over 175 fulfilment centres spanning. Amazon works with over 2 million partners in the US, including sellers, developers, content creators, authors, and suppliers. Third-party sellers began joining Amazon in 1999. They currently account for 58% of Amazon sales (Quaker, 2022). Cooperation of sellers with Amazon can take place Fulfilment by Amazon (FBA), the seller sends products to a designated Amazon fulfilment centre. Once an order is received, workers pick, pack, and ship the item via trucks or planes to a sorting centre. In the sorting centre, the items are sorted by postcode for shipment to the customer (Lin, 2022). Amazon's FBA program takes care of the entire supply chain network. Amazon not only takes care of warehousing and inventory management but also ensures that the delivery time is shortened, and the delivery cost is reduced. Amazon has revolutionized the way products are delivered (Ceil, 2018). eBay does not offer a similar fulfilment service and sellers must handle their own inventory storage, shipping, and customer service (Mahmud, 2021).
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Figure page 3 Supply Chain System base on Amazon (Source: Lin, 2022).

Amazon uses inventory tracking systems which allow tracking of the availability of products and the quantities in stock, helping to sort the products that need to be replenished to meet customer needs. The company's system allows to enter a massive amount of data and process it in reports that help make a rational decision (Alshmrani, 2021). Each fulfilment centre has 1 to 4 million boxes and 10 million products. Amazon has image analysis computers and vision systems to know each item's location (Hejzi, 2020). Thanks to the system, all products can be categorized automatically, allowing for better distribution, and saving time in searching for products. A robotic AI system identifies the nearest location of an item and passes it on to the operator (Vicén, 2018). Amazon has its centres on the outskirts of large cities to shorten the delivery time to the customer. Amazon is developing air delivery services using drones to increase its logistics capabilities. Amazon has also introduced robots into its warehouses to help deliver goods the company to significantly reduce product warehousing costs, reduce delivery costs and increase the overall efficiency of its services (Ceil, 2018). According to Amazon, using robots and an AI system has shortened the order selection process from 90 minutes to 15 minutes (Vicén, 2018). Amazon uses Kiva multiple types of robot arms to grasp and move items as needed. CMC CartonWrap machines pack 600-700 boxes per hour. Amazon uses the SmartPac, an automated machine that packages products in patented envelopes (Laber, 2020). Thanks to the systems, amazon can monitor sales rates, quickly replenish popular products, and launch promotions to reduce ageing inventory (Quaker, 2022). With access to large amounts of data, Amazon is a pioneer with its predictive shipping patent, which means it prepares products for shipping before purchase. Thanks to this, it shortens the time of delivery of goods to the customer (Hejzi, 2020).
[bookmark: _Toc131549448]The strengths and weaknesses 
[bookmark: _Toc131549449]CRM system 
Amazon owns its systems, so it does not depend on anyone. Business sells it to other companies and use it in their business. Because it creates, it can quickly correct errors and improve the system (Amazon, 2023). CRM system helps to improve customer service and communication with employees and customers.  Furthermore, it gives customers a good experience as they can get a solution to various problems in real-time. Satisfied customers pass the information on to others (Mutwiri, 2020). Thanks to the CRM system, the company understands its customers better because it knows their needs, trends, and market situation. They can build an ideal communication strategy with the client via phone, e-mail, social media, and chat. More effective customer service, anticipating customer needs, increasing customer satisfaction and loyalty, and better customer segmentation (Ukeni, 2022). Access to analytical data and reports, increased revenues and work efficiency, more efficient communication, and cooperation between teams, streamlining administrative tasks. Employees save time because they do not have to create reports themselves. Amazon's CRM systems use customer data to deliver personalized recommendations and experiences, increasing customer engagement and loyalty. Amazon's CRM systems enable the company to collect and analyse customer data to gain insights into purchasing behaviour, preferences, and trends, enabling more effective marketing and sales strategies. Amazon's CRM systems use data to suggest complementary products or upgrades to customers, increasing revenue per customer.

The downside is the possibility of system failure, loss of essential data and high vulnerability to cyber-attacks that can affect customer experience. Amazon is an international company with its own CRM system in a particular direction. However, this may only sometimes produce the expected results in another courtiers. What works in the US only sometimes works in Europe. Amazon loses knowledge every time employees leave, and the knowledge of people dealing with it will be essential for the system's operation (Wang, N. 2023). The Prime service guarantees members free delivery, and access to series, movies, and music but a lot of movies are paid extra, unlike other platforms like Disney Plus or Netflix, where everything is in membership cost. Although Amazon has a highly developed CRM system, it has much knowledge about customers, but it does not focus on knowledge from customers. Many customers place different orders, not only for themselves. Then similar products are shown in the suggested products. Lack of personal contact, Amazon's automated systems may lack the personal nature of human interaction, which potentially leads to a lack of emotional connection with customers and does not encourage customers who do not use the internet to shop.

[bookmark: _Toc131549450]Supply Chain System
Amazon's supply chain system relies on a strong infrastructure that includes advanced technology and automation, efficient transportation, and plenty of warehouse space. This infrastructure enables Amazon to handle huge volumes of orders and deliveries. The system was designed with the customer in mind. The company is committed to providing fast and reliable delivery, hassle-free returns, and excellent customer services (Vicén, 2018). This approach has helped Amazon build a loyal customer base. Amazon's supply chain system relies on data and analytics to make informed decisions. The company collects and analyses huge amounts of data regarding customer purchasing decisions, stock levels and shipping times. This allows Amazon to optimize its supply chain and improve efficiency (Hejzi, 2020).  Amazon puts a lot of emphasis on technological development to improve its supply chain. For example, the company is a pioneer in the use of drones for deliveries or robotics in warehouses. Amazon also has unlimited stock thanks to the fact that it has many suppliers, it can offer its customer almost all products.
Amazon relies heavily on third-party vendors to deliver its products. This can create challenges in terms of quality control and delivery times. If the customer receives a defective product, the company's reputation will suffer (Quaker, 2022). Amazon's massive inventory can be difficult to manage, and this can lead to increased costs and reduced profitability. Amazon's supply chain system has a significant environmental impact, and the company is responsible for a large amount of greenhouse gas emissions. Just like in the case of the CRM system, if the system fails, the company may lose important data and it will disorganize all work (Ceil, 2018).

[bookmark: _Toc131549451]Challenges in deploying, and recommendations. 
In the correct operation of systems and bringing the intended benefits, the main challenge is failing the system and cyber-attack. To deal with these problems, Amazon must use better and better security measures that will protect company and customer data. However, for the system to work flawlessly, the company should take care of key employees whose knowledge is necessary for the proper operation of the systems. However, it is recommended that the company establish an appropriate employee motivation system and encourage employees to share knowledge.
In the case of a CRM system, one of the challenges is also the appropriate acquisition of knowledge from customers, not only about customers. Often customers make purchases for friends or family and then in the product proposals they see only products that were not ordered for them. It is recommended that the company introduce a check box before making the payment where the customer will check the product purchased for me or the product purchased for someone else. Thanks to this, the company will not recommend products that the customer is not interested in at all.
In contrast, in the supply chain system, the main challenge is to protect the environment. The company has a large impact on greenhouse gas emissions. Amazon is recommended to increase the number of electric cars and drones so that it will be able to reduce consumption.
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Amazon is a vast multinational platform company founded in 1995 by Jeff Bezos. In 28 years, it has become one of the largest companies in the world. Implementing advanced information systems was one of the company's most significant success factors. Thanks to the collected data and their transformation into information, employees have much knowledge. In terms of operational, tactical, and strategic decisions, the company uses both Explicit and Tacit Knowledge.
Amazon has highly developed Customer Relationship Management (CRM) and Supply Chain Systems because it uses the latest technology. Also, amazon is the creator of its systems, which the company sells to others. Amazon collects information about customers, purchase decisions, and search history to improve their business and give customers positive experiences that will build loyalty. Also, thanks to the advanced supply chain technology, the system works at a high level to ensure the customer receives the ordered product as soon as possible. By constantly improving the use of the latest technology and using the Management Information System, amazon has become one of the most profitable companies in the world.
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