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[bookmark: _Toc70682567]Introduction
Knowledge management within any organisation is an important factor that helps in solving and addressing all the issues faced by the organisation, and helps them in the decision making process along with improving the functional aspects of the company (Ferreira et al., 2018). This report will consist of the knowledge management of Amazon.com that helps the organisation in maintaining a proper relationship between the customers and the organisation through free flowing of information within the system. Amazon.com is an ecommerce company that caters to a large number of customers with a huge range of its products starting from books, health products, dresses, groceries, electronics and many other products. During the pandemic situation, where the economy of the world and many organisations encountered an economic crisis. The business activities of Amazon.com showed significant growth and success. With the help of knowledge management approaches, the company has been able to satisfy the different needs of the customers by providing them with the information they require. In this report, various KM models such as the SECI model, Choo sense making model, Wiigs model and Complex Adaptive model are evaluated in order to have a better understanding of creating and managing the knowledge assets within the organisation. The report primarily focuses on the knowledge management practices within Amazon.co and its effectiveness in improving the productivity and profitability of the company. The final part of the report will consist of several recommendations to strengthen the KM practices within the company in order to improve the efficiency and effectiveness of the company. 
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[bookmark: _Toc70682569]Section 1: Knowledge and Information Management
[bookmark: _Toc70682570]Background of Amazon
Amazon is an ecommerce platform that caters to the people who have registered for its services. The user can perform two different functions on the platform, one being able to make an online purchase of their desired products and the other being able to list down the items in order to sell it (Cho, 2019). Amazon mainly provides a platform where the transaction process of buying and selling is carried on. With the introduction of Kindle and helping the readers with eBooks, the business activities and the revenue generated was remarkable. It also has a wide range of its products starting from electronic devices, stationary items, and clothes for men and women, handicrafts, insurance, travel tickets, beauty and gift products, recharge options and software. Amazon also provides a subscription-based web service where people have the access to the movies, TV series, web series and many more. Amazon’s prime service offers the users to subscribe to it and get the deliveries at their doorstep on the same day which is not provided to the non-subscribers. With its popularity and effectiveness in its functional aspects, the company has become one of the largest MNCs and has generated revenue of $1.7 trillion (Streitfeld, 2018). Amazon has been optimising its data in the most optimum way which has resulted in better advertisement of the related products to the customers (Alassaf et al., 2020). The search engines of the company are also optimised quite well so that if a person is making a search for a particular product, the website of Amazon shows up first. Amazon has quite a boosted up sale during the times of occasions as it tends to offer many offers to its customers and a wide range of products to choose from. Although Amazon does not manufacture or produce any products of its own, it helps in connecting the individuals to the seller so that they can choose from the various options available to them and make a purchase. If an individual wants to start a business, all he has to do is register himself as a seller and list the products he wishes to sell. 

The main function of the company is to collect the products from the seller and deliver it to the customers. Amazon does not charge the seller for the services that he is providing. Although the company follows quite a robust method and ensures safety of the products along with maintaining privacy of the details of the customers. There are competitors of Amazon such as Flipkart, Snapdeal, EBay and so on. The ecommerce has its own application which can be easily accessed by the customers (Flamand et al., 2020). The product visibility within the application is organised in such a manner that any customer can search for their desired products and make a purchase within the application itself. Although, in order for the competitor to stand out in the competitive market they need to offer a huge range of services and products as Amazon does. With the introduction of an Amazon pantry, the customers are being able to buy groceries from the application and the delivery of the products is being done at their doorsteps. With this new innovation, the fate of the company has been enhanced (Monestier, 2021). 
[bookmark: _Toc70682571]Knowledge Management
The primary objective of knowledge management is to aim at improving the efficiency of the organisation and ensure that knowledge is being saved within the company. Knowledge management consists of the process of creating, sharing, structuring and knowledge auditing in order to maximise the knowledge and effectiveness of the company (Ode and Ayavoo, 2020). Knowledge management usually covers three main areas which include accumulation of knowledge, storing and sharing of knowledge. Knowledge management helps the organisation of Amazon to facilitate the sharing of knowledge along with providing organisational learning and enhancing the organisational culture so that those who are interested in learning can find it easy to do so. The knowledge management practice within Amazon has ensured that the employees of the company utilise the knowledge to improve their efficiency and are well benefited from it (Antunes and Pinheiro, 2020). It helps the employees of the company to be aware of the situations taking place around them, creating situations and opportunities for best practices learning and overall improvement of the operational and functional units of the company.
[bookmark: _Toc70682572]Importance of Knowledge Management
Knowledge management within an organisation is very important as it helps in boosting the efficiency of the decision making ability of the organisation. With the help of knowledge management, an organisation can build up smarter workforces who are able to make quick and informed decisions that result in benefiting the company (Tavallaee, 2020). With the help of knowledge management practices within Amazon, innovation has been fostered, there has been a significant reduction in the employee turnover and the customers have benefitted from having an access to the organisation’s overall expertise (Marques et al., 2019). A knowledge management practice within the organisation of Amazon has enabled the company to stay ahead of the curve in such a competitive market (Roy, 2020). It further helps in increasing and improving the collaboration process of the company along with the building organisational knowledge. The employee on boarding of Amazon along with their process of training has also been optimised which has increased the overall happiness and retention of the employees along with valuing their knowledge and skills thus helping innovation foster within the system (Rahimi et al., 2017).
[bookmark: _Toc70682573]The role of Knowledge Management in satisfying customers
Knowledge management practices within Amazon have helped the staff and the individuals in attaining the various goals and objectives formulated by the company. With the training and development programs, the company has been able to increase the efficiency of the individuals along with the effectiveness of the operational factors of the company. (Hebibi et al., 2018). The primary motive and objective of the organisation is to ensure that the customers are satisfied with their products and services. With all the technological advancements and the advent of globalisation, the demands of the customers have increased and it has been one of the primary objectives of the organisations to ensure that these requirements of the customers are being met and addressed to. This module also determines the possibility of the factors that can be used to enhance the productivity and efficiency of the website. With the introduction of application, the probabilities and possibilities are enhanced such as organizational success with lucrative activities and sustainability is achieved. Thus forming an application that has a net worth of over a trillion dollars (Soniewicki, 2017). Knowledge management ensures that the staff and the employees of the organisation are well trained and have the proper knowledge to be able to help the customers in addressing their needs and issues via the help and assistance of knowledge assets. When the issues and the desires of the customers are being well met, the customer satisfaction is being generated. As knowledge management practices within Amazon have enhanced the organisational culture and employee efficiency, they have been able to utilise their skills and talents to ensure that the various needs of the customers are being well met. With the large number of products that are available within Amazon, a customer does not feel the need of visiting any other site. The ecommerce platform provides a huge range of services and products to its customers thus enabling their happiness and product purchase easily (Soltani et al., 2018). This module is efficient enough to analyse the on-going methods and processes within the organization. Along with this, it determines the measures that have to be undertaken in order to fill the gap.
[bookmark: _Toc70682574]Section 2: Evaluation of Knowledge and Information Management Models/theories
There are several theories that can be reflected here as knowledge management is complex in nature. There are three intricate but very common models that are used by many companies.
[bookmark: _Toc70682575]Nonaka and Takeuchi Model
The Nonaka and Takeuchi KM model is based on a common foundation of expertise generation and occurrence management. The SECI model is a well-known conceptual model that illustrates the transmission, transfer, and recreation of overt and tacit knowledge within institutions. Explicit knowledge is obtained from instructions and practises, while tacit knowledge is acquired from practice and conveyed indirectly through analogy and metaphor. In order for creativity to occur, the bar must first be raised in the realm of knowledge creation. The model describes and expands on two kinds of knowledge that is overt knowledge that is well known and tacit knowledge that is the result of years of experience. Because knowledge creation is a continuous process that happens both intentionally and unintentionally around the organisation, this model views knowledge capture as the key to continuous improvement.  There are four methods that are being discussed in the Nonaka model (binus.ac.id, 2021). 
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Figure 01: Nonaka and Takeuchi model


Socialisation: The tactic of exchanging tacit knowledge through observation, imitation, practise, and involvement in formal and informal communities and organisations is known as socialisation. This process is essentially pre-empted by the establishment of a physical or virtual space in which a given community can communicate socially. Here's where wisdom is shared through lectures, protests, one-on-ones, and so on. It may be a casual conversation over tea between two people or a formal open-up session. It might also take the form of a mentorship programme, with the goal of systemic downloading of tacit information onto a successor (Tlu.ee, n.d.). 
Externalisation: Externalization is the process of transforming tacit understanding into overt ideas. This process is critical to knowledge sharing and creation because tacit knowledge is heavily internalised. Data is codified here within the organizational culture of Amazon to be disseminated in a scheduled way, such as through publishing via social media platforms of amazon, presentations at seminars and conferences conducted with the managers and so on. This is a concern for academic institutions and research and development centres because they are considered as the source of information dissemination.
Internalisation: Internalization is the process of incorporating overt knowledge into tacit knowledge. Simply put, this is preparation for a specific purpose. An organisation may need professionals to sift through specific documentation to troubleshoot a manufacturing line to minimise rejections or streams of financial records to plug profitable gaps. 
Combination: Combination is a method for incorporating principles into a knowledge system. A synthesis in the form of a review report, a trend analysis, a succinct executive summary, or a new database to arrange content are other examples or instances. Knowledge improvement and adaptation take place globally. Tactic information is combined with explicit information to construct expertise that has been modified or expanded to deal with a specific problem or project (Knowledgemanagement's Weblog, 2017).  
[bookmark: _Toc70682576]Choo Sense- Making KM model
An organisation is often described as an adaptive, complex system with numerous individual m segments and members that communicate extensively with one another. Function strings are used in the KM model that adapts to these complex adaptive systems. The primary rationale for this is to incorporate insurance to a large extent within a viable living system and organisation. Choo sense-making KM model is 
Sense Making- Its long-term goal is to ensure that businesses respond and continue to thrive in a dynamic and complex environment by prospecting and interpreting appropriate information that allows them to understand changes, patterns, and situations about customers, vendors, rivals, and other external environment actors. This is applied within the organizational culture of amazon via the employees who input innovative strategies and unique ideas in order to survive within the complex and dynamic market situations. 
Knowledge Creation- It is a procedure that encourages a corporation to produce new knowledge through organisational learning by creating or acquiring, organising, and processing information. The acquired expertise enables the company to identify new skills and capacities, produce new products and services, enhance existing ones, and redesign its organisational processes. 
Decision Making- Based on the organization's approach, the Company must choose the best choice among those that are plausible and presented and follow it. The bounded rationality principle governs the decision-making process in businesses. This model focuses on the selection and incorporation of informative components into organisational activities (Legiawan, 2017). 
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Figure 2: Choo Sense Making model of KM
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The model was established by Karl Wiig in the year of 1993. It says, knowledge must be coordinated and synchronised in order to be helpful and precious. There are four dimensions in the WIIG model. 
Completeness: It expresses the amount of related knowledge available from a given source. Human minds and knowledge bases are examples of sources. First and foremost, the corporation must ensure that the knowledge is complete if all available information on the subject is present, so if no one is aware of its existence, they will be unable to use this knowledge.
Connectedness: It summarises the well-understood and well-defined relationships between various knowledge objects. The majority of knowledge objects are linked to one another; the more linked a knowledge base is, the more cohesive the content and the higher its value. There are various sources of wisdom, both implicit and explicit, each with incomplete information. When developing expertise for the group, completeness is an essential step toward utilisation.
Congruency: This will be the positioning of facts and figures, principles and content with the goals of the group, and the usefulness would be directly proportional to how the experience becomes a crutch for problem-solving. When all of the facts, ideas, viewpoints, values, decisions, and relational links and connections between the objects are coherent, the knowledge base is congruent. 
Purpose and perspective: It is a tactic for knowing something from a certain point of view for a specific purpose. The businesses coordinate a large portion of the expertise in relation to the dual dimensions of view and intent. Capturing information from a specific perspective entails looking at the components that may be needed in the future for a specific purpose (Elezi, 2018). 
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Figure 03: Wiig model
[bookmark: _Toc70682578]These KM models or theories help organisations in creating and managing knowledge assets 
Each company has its own model for knowledge management. It assists corporations in understanding their business's key objectives. The KM model is the structural method used by the organisation to produce and maintain expertise that would be needed by the organisation to investigate these properties and use it in accordance with the organization's physical disabilities. Modelling in KM is the science of describing the KM framework pictorially in order to demonstrate the integration and inter-relationships between different components in a clear way. Models attempt to capture all of the various processes within an organisation, as well as the special knowledge requirements of each of them, and to foster a system of acquiring and storing this knowledge in order to allow continuous learning (Shujahat et al 2017). Adaptive systems are made up of several autonomous agents that communicate with one another. Their behaviour allows for the appearance of some complicated adaptation conditions. The sum of all interactions yields a general model of complex behaviour. The clever components of the adaptive model are made up of self-organized individuals who may have been a part of the firm's general hierarchies. The organisations have now examined three models that take very different approaches to knowledge management (Raudeliūnienė, et al 2018). There is one other key aspect of KM that has not been addressed directly by these models. It now refers to the measurement of consequences, which informs management about whether the adopted programmes are producing the desired results. This is reliant on the management of data and information. The knowledge management generates substantial all pertinent aspects of KM in sufficient detail. Because organisational needs differ, each model must choose its key focus areas and areas of redundancy to avoid wasting time and resources collecting useless information. The expertise is pooled and shared among expert groups. The knowledge is then applied in order to enhance or modify the organisation so that the new knowledge is automatically embedded. By evaluating patterns, the WIIG KM model assists companies in interpreting unique information. In general, many of these models assist organisations in utilising certain facets and information as assets in their decision-making processes. The complex adaptive system is based on communication among the organization's people, which leads to information sharing among them and, as a result, the creation and management of knowledge assets within the organisation (Sathishkumar, and Karthikeyan,  2017).
[bookmark: _Toc70682579]Section 3: Investigating of KM techniques used by Amazon.com
[bookmark: _Toc70682580]KM techniques used by Amazon.com and its associated outcomes
With the advancement in the technological aspect, the company has been able to connect effortlessly to the customers across the globe with the help of the techniques of knowledge management. The various approaches carried forward by the company have enabled the company in developing relationships between the customers and the sharing of information amongst them. The principles and practices of knowledge management were implemented by the company to enhance the value of its business activities and to ensure that customer satisfaction is being generated by the company (Rodrigues, 2020). 
Amazon is one of the largest e-commerce companies serving a huge population with a wide range of its products and services. The organisation focuses on understanding the different needs and demands of the customer in order to be able to cater to those needs. With the help of the reviews and the feedback platform of the company, it has been easier for the company to have a proper understanding of the user experience of the customers. This is connected to the N and T model of socialization in Amazon by implementing the understanding of knowledge management. Since the understanding is produced at all levels of enterprise that is why this model is connected to the socializing aspects of Amazon. This knowledge facilitation within the organisation has enabled the employees to train themselves and increase their efficiency to cater to and address the various needs of the customers. The customer retention system is another system adapted by the company that gathers and stores knowledge about the customers via their purchase and search history (El-Ebiary and Hatamleh, 2020). These have contributed to one of the reasons for the success of the company and add value to the management of the organisation. Km techniques and practices have helped the company in numerous ways by helping them in the accomplishment of their goals and needs in a customised manner. This has enabled the operational aspects of the company and has enhanced more value to the system. The way in which KM techniques have helped the company are given as follows.
· One portal, one interface: All the relevant activities of the company along with the products offered by the company are available in a single portal and helps the customers to do one stop shopping of the different products they are in need of such as the books, electronics, clothing, healthcare items and so on (Štefko et al., 2019). This helps the users have easy access to all the products and services provided by the platform along with exploring new areas on the site. The single portal and the single interface help the employees to gain knowledge of all forms about the workplace in a common, familiar and easy way. The courseware, e-learning and website videos are all present in the same interface (Al-Dailami, 2015). 
· Consistent Presentation: From presenting about the specifications of the products to the reviews, the platform displays all the information for their products in almost the same way and in the same manner, whenever it is possible (Mousavi et al., 2021). This helps ecommerce manage their content in the best way possible and in a consistent manner. This helps the employees to have easy access to the information and interpret them as it is available on the site.
· Modular content: The modular content of Amazon is easy to read sections that have been provided to its customers. Most of the additional details of the products and its features are being provided as an additional option (Mousavi et al., 2021). The customers have the option to select whether or not they want to read through the additional comments or sections.
· Content creation distributed upstream: Amazon seems to control most of its online activities along with the internal system activities. But the main focus of the company is to generate the content for its company (Mousavi et al., 2021). It has been significantly noticed that the content comes from the same place as adhering to the design standards, writing styles, and policies of the company and other practices of the company.
· Personalisation: The main reason of the customer attraction is the personalisation offered by the company to its customers. They feel valued being a part of Amazon’s customers where their needs are being addressed and they can access most of the services they want. It recommends products to the customers and reminds them about the history as well as provides additional information about the products they are searching for and thus connects efficiently to them. This facilitates more subscriptions to Amazon as compared to other sites (Rao et al., 2020). The productivity and efficiency of the employees get enhanced as the system has the ability to know and understand the users and offer important content to them whenever they need.
· Crowdsourcing: With various features such as the reviews, customer ratings, images and many other things that have been brought together have helped in building knowledge and awareness of these information among the customers (Engler et al., 2015). 
· Consistent transactions: Amazon has a user friendly payment option where transactions can place at the customer’s fingertips (Mousavi et al., 2021). It is very easy and comfortable for the customers to make a purchase through the application of Amazon.
· Subscriptions, alert and reminders: Subscription to Amazon Prime will enhance the user experience further as they will have an access to the movies and web series provided by the application (Eslami and Ghasemaghaei, 2018). The subscription also allows the customers to get their product delivery on the very day of their purchase thus enabling customer satisfaction. 
· Feedback: Amazon is one of the most popular ecommerce platforms that enable the customers to provide their user experiences and feedback in order to help the organisation understand how to enhance their services and range of products so that the customers are satisfied (Mousavi et al., 2021). This facility helps the organisation to improve its services further and the seller companies to improve their products.
· Performance Centered: Amazon provides a clear road to action for the customers and their need to accomplish various things on the platform. They can have access to their order history, make an online purchase, cancel their products, change their orders, change the mode of shipping and so on (Rosenberg, 2014). 
· Service reduction: As the site of the company is user friendly, it has significantly reduced the calls to the call center of Amazon. This helps the company in saving a huge cost and enables in generating customer satisfaction (Mousavi et al., 2021). 
· Online help: With the online help of the ecommerce site, users have been able to get many helpful options from the website along with the fact that it helps in addressing their problems to a great extent (Ferraris et al., 2019). 
· Mobility: The availability of ecommerce and its relevant apps can be operated anywhere and on any device. It has a flexible time. This helps the users operate and use the applications at their own convenient times (Mousavi et al., 2021).
[bookmark: _Toc70682581]Amazon’s potential Knowledge Management challenges and areas of improvement to overcome these challenges
The challenges that Amazon has a potential of encountering in the areas of knowledge management includes the various aspects. This depends on the dependency of the activities of the company on the contributors, creating confusion and conflict among the employees and customers of the company. This particular challenge has been understood from examining the models which have been explained via knowledge management. Amongst all these factors, mishandling the information of the company can also be among the issues and challenges posed by the company. The lack of utilization of the knowledge efficiently can lead to loss of time, resources and even act as a cause of failure of the organisation. The major challenge posed to the company is the facilitation of the sharing of information and knowledge among the employees and the customers of the company. The strategies adopted by the knowledge management system are complex and the employees’ needs to be trained properly in order to collect and input data and utilize it efficiently. Thus with the help of the training and development programs the company has been able to improve its effectiveness along with the efficiency of the employees which have contributed to the growth and success of the company. Thus there are various areas of improvement the company needs to evaluate and take steps in order to overcome these knowledge management challenges.
[bookmark: _Toc70682582]Conclusion
In a nutshell, it can be said that the notion and language of knowledge management (KM) arose within the management consulting community. When the Internet came along, those organisations soon recognised that an intranet, an in-house subset of the Internet, was a fantastic tool for making information available and sharing it among their geographically dispersed units. Officials soon recognised that by developing tools and methods such as dashboards, knowledge locators, and best practise databases, they had gained expertise that could be marketed to other organisations, especially large, complicated, and dispersed organisations. The report here has outlined all the necessary information of knowledge management in context of Amazon and also the models are explained so that the reader will find it easy to interpret the concept of the theories easily. 

	Knowledge management framework
	Timeline

	Learning process
	21st Feb 2021-18th March 2021

	Communities of practice
	21st April 2021- 21st  May 2021

	Knowledge assets
	31st May 2021- 15th June 2021

	Enabling technology
	16th June 2021- 1st July 2021
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OVERVIEW OF CHOO'S (1998) KNOWLEDGE
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