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Executive Summary
The first part of this report has gone through the concept of knowledge management. Additionally, the importance of knowledge management and its benefit regarding customer satisfaction and competitive advantage has also been discussed. Tacit knowledge has been helpful; for Amazon in the case of offering better quality products and services. A proper theory of tacit knowledge management such as Nonaka's theory and decision-making theory named DIKW have been described in the report for a better understanding of knowledge management through embedded knowledge and exchange of knowledge and information. Those two theories have also been aligned with the mentioned case study to understand the approach of Amazon amidst the COVID 19 pandemic situation. The management of Amazon has emphasised offering a healthy and safe workplace for the employees while following its SOP. The organisation has succeeded in the case of having clear roles and responsibilities of the employees while following its standard operating procedure.
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Knowledge and information management is a process used in business organization to increase proficiency and efficient performance by the employees and the organization (Santoro et al., 2018). This report will provide a detailed account of the significance of knowledge management, tools of knowledge management and how it can improve an organization’s performance in context to the American conglomerate Amazon.com. 
Amazon.com is an American information technology company established in 1994, it is one of the Big 5 organisations of the IT sector (About Amazon, 2021). Amazon is not only an e-commerce giant but also present in OTT platforms, technological innovation, medical research, electric cars, artificial intelligence and so on. During the Coronavirus pandemic when most of the business organisations has been laying off employees and suffering losses, Amazon.com has achieved the largest profit of its history in the fourth quarter of any fiscal year; 100 billion dollars (About Amazon, 2021). They have also continued hiring people throughout the pandemic. 
Knowledge management tools implemented by Amazon.com have reduced calls for customer assistance, one interface and platform for services and products, bridging the gap between the buyer and a seller with access to a wide range of options people can choose from in accordance with their budget, choice, and other factors (About Amazon, 2021).
Knowledge management is a framework provided to managers and other employees of an organisation to improve customer relations, be cost-effective, and decrease the loss of knowledge (Webb, 2017). It also helps an organisation achieve its short-term and long-term goals and improve its financial performance. With the surge of remote working and working from home the significance of knowledge management has increased (Abubakar et al., 2019). Thus, this report will also help understand the various aspects of organisational knowledge management and how it has been leveraged by Amazon.com.
The main purpose of this project is to study the importance of Knowledge and Information Management Skills for the Workplace. They are significantly important for increasing the workplace ability, as they need knowledge management because knowledge has become a central strategic and productive asset for the organisation in the information economy and it is one of the potential sources to achieve competitive advantage (Hebibi Raimi and Milićićević, 2019). In this report, knowledge management and its importance within the organisation to satisfy customers and how KM helps organisations to gain competitive advantage has been discussed. Apart from that, the report includes theory and models such as Nonaka’s tacit and DIKW framework has been discussed. Amazon uses KM principles and their practices to add significant value to the company and for customers in many ways. Moreover, the report has included an Investigation of KM techniques used by Amazon.com. Furthermore, the area where Amazon needs improvement has been mentioned by providing an appropriate recommendation. The expected outcomes from this report are to understand the knowledge management role within the organisation, the various aspects of organisational knowledge management and how it has been used by Amazon.com to increase their ability, performance, business process improvement and become problem-solving (Rahimi et al., 2017). 
[bookmark: _Toc70612448]Section 1
[bookmark: _Toc66890253][bookmark: _Toc68607669][bookmark: _Toc70612449]Background of Amazon
After being established in 1998, Amazon.com has begun its journey by selling books. In 1999, the company has opened a music store, which has expanded to a DVD and video store in the next year (About Amazon, 2021). The company has gradually increased its market share in the UK. It has been possible for the company, as they have increased their industry of delivering products.  The products that Amazon supplies are electronics, beauty, clothing and accessories, tools and home improvement, office products, luggage and bags, watches, and others as well (About Amazon, 2021). In todays' scenario, Amazon can serve everything that people need. 
Regarding the annual net sales, Amazon has been mostly benefitted due to the Covid-19, as they have crossed their records of net sales. Although, they are increasing their net sales since 2010, however, in 2020, it has gone to £19,041 million, which was £12,602 million in 2019 (Statista, 2021). 
[image: ]
Figure 1: Net sales of Amazon over the years
(Source: Statista, 2021)
Similarly, the revenue of the company has gone over £277 billion in 2020, which was almost £201 billion in 2019 (Statista, 2021). Henceforth, the impact of Covid-19 has been beneficial for the company. 
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Figure 2: Revenue of Amazon over the years
(Source: Statista, 2021)
[bookmark: _Toc68607670][bookmark: _Toc70612450]What is Knowledge Management
Knowledge management is the process of prescribing, structuring, intercepting, and sharing knowledge and concept among employees within an organisation with consciousness (Santoro et al., 2018). Knowledge management is implemented with the concern of improving organisational efficiency along with saving the knowledge within the company. Sometimes, the knowledge management system is referred to as the process of training and learning, by which the knowledge is shared among employees or customers of the company. Therefore, a cyclic motion is injected regarding the generating, sharing structuring, auditing knowledge (Abubakar et al., 2019). It helps the organisations to increase the effectiveness of collected knowledge. With the help of the knowledge management process, the organisation is focused to engage a learning culture, in which the sharing of knowledge is encouraged. 
[bookmark: _Toc68607671][bookmark: _Toc70612451]Importance of Knowledge Management for Any Organisation
In the current business scenario, knowledge management is highly essential for any organisation. It is because knowledge is now considered an important intangible asset for an organisation. With the capabilities of knowledge generation within an organisation, it can create flexibility, in which new challenges are met. The decision-making ability of the company is benefitted from the knowledge management system (Fidalgo-Blanco, Sein-Echaluce and García-Peñalvo, 2018). With knowledge management, employees are ensured about their expertise and it makes the entire organisation smarter with its decision-making for its benefits. The knowledge management system helps the company to inject innovation, due to which the customers are benefitted from the best practices of the company, along with a reduction of employees' turnover (Abubakar et al., 2019). Apart from that, an improved project of collaboration is generated, in which the team performance is improved. Therefore, organisational knowledge is also built. Thus, the employees are benefitted, and they become satisfied, as they are included in a learning culture. They value knowledge, training, and innovation as well, due to their hesitation of implementing innovation is reduced with the assistance of knowledge management. 
[bookmark: _Toc68607672][bookmark: _Toc70612452]The Assistance of Knowledge Management Regarding Customer Satisfaction and Acquiring Competitive Advantage
Knowledge management has been helpful for the organisation regarding the customers' satisfaction, as with the improved information, organisations can meet the customers' needs and demands. Therefore, the competitive advantage is achieved as well. In terms of Amazon, it has been more significant, as customers hold a positive impact for meeting their demands of products with quality and pricing. Amazon also maintains an after-purchase feedback process, by which they improve their lacks in products. Therefore, customers are satisfied, and the product quality is also improved, which helps to have a competitive advantage. It has been evident that 89% of customer trust Amazon for purchasing their desired products (About Amazon, 2021). In September 2019, almost 150.6 million people have used the Amazon application in the UK (About Amazon, 2021). During the pandemic of Covid-19, the company has supplied relevant products with more innovation, due to which they have been able to overcome the competition issues in their respective market. 
It has been evident that competitive advantage provides a long-term benefit to the company. With an adequate level of knowledge management, Amazon has been able to increase their information, which has helped them to innovate their products. Therefore, the right information from the right people at the right time has been effective for meeting the expectation of customers. For instance, with the help of market research through effective knowledge management the customers have protected Covid-19 with the help of a mask and sanitiser. It has increased the trust among customers and made them satisfied as well. Therefore, the organisational objectives are also fulfilled, which eventually drives Amazon to gain a competitive advantage in the respective market (Arnett, Goldfinch and Chinta, 2018). The knowledge management has helped the company to use the social media strategy effectively, which has enabled them in their competitive advantage as well. 
[bookmark: _Toc70612453]Section 2
A) [bookmark: _Toc70612454]Embedding of Knowledge within Products and Service
Tacit knowledge is defined as knowledge, which is garnered from the personal experience of an individual based on his/her personal experience and context (Hadjimichael and Tsoukas, 2019). The knowledge is not so easy to present in a tangible form. In the case of an individual, tacit knowledge is gained from being exposed to organisational culture. Apart from that, an individual can also obtain tacit knowledge from various training and development programmes. One of the most significant advantages of tacit knowledge is that it ensures the communication of tacit knowledge in an effective manner. 
As per Nonaka's Tacit knowledge management theory, knowledge can be transferred from tacit to explicit and it helps in proper knowledge management. Nonaka's theory mainly demonstrates knowledge as a systematic, dynamic and ongoing process that has no end. Explicit knowledge is the knowledge that is transferrable and capable of showcasing in front of the whole world. However, tacit knowledge is gained through experience and professional practice and those are embedded in specific product and service as per the work base (Bandera et al., 2017). This tacit knowledge is more subjective and depends from person to person. There are four modes in Nonaka’s tacit knowledge model such as; socialisation, externalisation, internalisation and combination. Making tacit knowledge explicit, is known as externalisation. Transferring one's tacit knowledge to another is known as socialisation. Transferring one's explicit knowledge to another is known as combination. The process of absorbing explicit knowledge and make it tacit is known as internalisation (Kahrens and Früauff, 2018). 
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Figure 3: Nonaka’s tacit knowledge management
(Source: Kahrens and Früauff, 2018)
While making other product, this experience and tacit knowledge will be embedded in the product or service. As tacit knowledge can be transferred through socialisation, the product and services of a particular brand can be the mediator for transferring this and even it can be helpful for the users to gain knowledge via this way. Staffs or the employees are the enablers of the system of tactic knowledge embedded through products. As they design the products or services and make the conceptualised strategy, their tacit knowledge is reflected on them. After gaining proper experience in a particular field, the tacit knowledge can be embedded in the product. For mass manufacturing of any product, tacit knowledge is vital for the success and effectiveness of the product in the market. The products or services also helps in converting the knowledge from tacit to explicit. The knowledge of a particular set of employees can be seen portrayed in the products. This makes tacit knowledge management is a very active and experimental process (Kahrens and Früauff, 2018). From the case study, Amazon has increased its profit number in the pandemic time also. With the tacit knowledge of employees, it has made large investments in safety gear which leads to propelling of large orders.
In the case of Amazon, it is beneficial in the case of carrying out the business process in an excellent manner. Apart from that, tacit knowledge is useful in the case of differentiating an organisation from its competitors (Hadjimichael and Tsoukas, 2019). In this regard, Amazon has succeeded in the case of maintaining a skilled and competent workforce relying on a substantial amount of tacit knowledge. As a result of that, the organisation has gained the provision of offering better quality products and services based on diverse knowledge. Therefore, it accounts for the increased profit share of the company. 
B) [bookmark: _Toc70612455]KM in Sharing and Experiencing Organisation’s Knowledge Base by Sharing and Exchanging
The systematic approach of knowledge includes the scope of sharing and exchanging in knowledge management. The DIKW model can enhance the scope of knowledge sharing by opting for proper stages of execution. It involves data, information, knowledge, and wisdom. Data means the raw form of knowledge that has been gathered by the individual via a certain sign or experience. After that, the individual must interpret information from the raw data. The knowledge shows the existing idea of the individual about this information. Wisdom means the respective action will be taken according to the data, information, and knowledge. This model is a hierarchical approach that enables the individual to perform as per the consequences. This knowledge pyramid or building blocks help any individual to take proper decision based on the data and information (Frické, 2019). Hence, the wisdom step is crucial for this model.
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Figure 4: DIKW model for decision-making
(Source: Frické, 2019)
Only when any one can articulate the data to knowledge, proper decision-making can happen and show the wisdom of the individual. In any organisation, different types of data are shared, and staffs must be able to formulate it into information and enhance their knowledge with it. This can be useful in future while making any crucial decision. Even for exchanging knowledge as per the organisation's base, the employees must use their respective wisdom for taking better decision for the betterment of the organisation. The DIKW makes a systematic approach towards any information and helps individual to decide in a more sustainable manner. Proper knowledge management can also lead to a proper decision-making process in the organisation. Employees can exchange information with each other to stimulate better knowledge management and decision-making process (Yusof et al., 2018).
With proper decision-making and knowledge sharing, Amazon has made the ultimate benefit of the pandemic situation. The employees and managers have extracted data from the market and converted it to information. By this process, it has gained knowledge about the rapidly changing customer's preference in the tough time. Hence, with proper wisdom, it has bought 175000 new warehouses and hired many delivery executives from March to mid-April. With proper knowledge exchange of all the executives in the company, Amazon has been expected to exceed its quarterly revenue of over $100 billion (CNBC, 2021). It has opted to use the proper knowledge management of the employees; hence, the headcount has been increased by 35%. Amazon has taken the right decision by cross-functional information exchange and it has helped the company by making more profit and expand the business in new marketplaces by investing heavily in the hygiene and health gears. Even their project Ultraviolet is also an outcome of the proper decision-making with the knowledge management process (CNBC, 2021). 
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[bookmark: _Toc70612457]Significance of Knowledge on the SOP of Amazon
An SOP (standard operating procedure) is defined as step-by-step instructions compiled by a company for helping the employees to conduct the daily business operations in a proper manner (Balendra et al., 2019). With the following of the SOP, an organisation aims to gain efficiency in its business process, along with quality in its products and services. The prospect of knowledge has high usefulness in the standard operating procedure of a company. With the gaining of proper knowledge, an organisation understands the regulations it needs to maintain while conducting business effectively (Kianto, Sáenz and Aramburu, 2017). Amazon is one of the most popular organisations in the world. The company has a huge customer base, along with an excellent market share. As a result of that, there is a huge need of following the SOP of the company in a proper manner. Within the standard operating procedure of Amazon, the management has always focused on ensuring high quality within its products and services (Culpepper and Thelen, 2020). 
In this regard, the organisation has always opted for hiring skilled and potential employees. In this regard, the role of knowledge has been highly vital. The company has always emphasised the feedbacks of the customers and have brought necessary changes within its services. It has been highly beneficial for the company in the case of having a decent customer base. While relying on the aspect of knowledge management, the organisation has succeeded in the case of ensuring better interaction with the customers. One of the primary components within the standard operating procedure of Amazon is that the company gives a profound focus on the maintenance of equality within the workplace (Emerson, 2019). While obtaining vast knowledge on the different employment legislations, Amazon has succeeded in maintaining a huge workforce by promoting equality within the employees. During the pandemic of Covid-19, Amazon has revised its standard operating procedure. The management has opted for the strict implementation of the social distancing norms, and daily sanitisation of the workplace (Culpepper and Thelen, 2020). 
[bookmark: _Toc70612458]Main Outcomes Accomplished by Amazon via its SOP
It is evident that an organisation needs to follow its standard operating procedure to bring successful improvements in its business. One of the most significant outcomes gained by Amazon by following its SOP is the clear establishment of the roles and responsibilities of the employees. As a result, that, the organisation has succeeded in the case of having a huge employee base of 1,298,000 (About Amazon, 2021). The detailed guidelines in the SOP have helped Amazon to carry out its various functions such as manufacturing, procurement, sales, customer service, human resource, and many others in an excellent manner. The company has low employee turnover, and there is an excellent interrelationship between the staffs. The establishment of the brand image is one of the major outcomes that have been achieved by Amazon while following its SOP (About Amazon, 2021). It can be said that Amazon has a vast number of outlets in different parts of the world. While following the instructions in the SOP strictly, Amazon has succeeded in bringing consistency within its operation. As a result of that, the company has succeeded in the case of offering quality products to the customers. 
In this regard, a loyal customer has been gained by the company. Reducing various mistakes within the business process is one of the most significant outcomes gained by Amazon while following the standard operating procedure. It can be said that the SOP of a company is comprised of a checklist, which is followed by the management within its daily business operations. In this regard, Amazon has reduced various mistakes, which can occur due to human intervention. As a result of that, excellent customer feedback has been gained. One of the most potential outcomes gained by Amazon by following its SOP is the maintenance of the health and safety of the employees. It has become more prominent during the Covid-19 pandemic. The management has strictly followed the different Covid protocols. Apart from that, the company has aligned the SOP of the government with its SOP (Sustainability, 2021). 
[bookmark: _Toc68588895][bookmark: _Toc70612459]Areas of Amazon can still Improve in the future to overcome the challenges
Amazon is using knowledge management program to enhance their performance and ability to gain high productivity, customer's engagement and competitive advantage. However, it has been found that the organisation is facing some challenges (Toniolo and Pitt, 2021). It has been found that customers have been complains that they do not provide feedbacks, rating and reviews of customers; therefore, Amazon is facing challenges in satisfying customers and engaging them. One area that Amazon could improve is the pre-buying experience, where the customers research the products and select one product to purchase. This is because Amazon does provide information and knowledge through reviews and rating. However, some of their new products do not have many reviews and sufficient ratings that can make understand their customers about the product quality and reviews (About Amazon, 2021). Amazon uses knowledge management practices and principles to add significant value to their customers in many ways. it can help Amazon in future to overcome challenges and engage more customers.  Apart from that Amazon need to work on getting feedback from their customers as it has been seen that because of Covid-19 pandemic situation their sales have been boosted, but it has been found that many of their customers have complained that they are not shown reviews and rating of some products. Users’ feedbacks is not just for the benefits of future consumers but it can also allow the company to improve their service and performance, therefore they should focus on getting feedbacks and share their product's review and rating for future customers as user feedbacks on the value is a significant way to gauge KM effectiveness.
It has been seen that Amazon has hired various employees in Covid-19 crises, but due to that situation, they do have been able to provide training to their employees, therefore their workforce has been facing issues, coordination and communication issues. Additionally, they also have facing challenges in knowledge management skills. They need to improve their workforce performance and skills for the future; it would also help them to overcome other challenges. Additionally, the areas where Amazon need improvement is in communication, as there is inconsistent communication of Amazon, the reason for this challenge is the Covid-19 crises, as in the pandemic time the communication of Amazon with sellers has become poor, which could need improvement in future. 









[bookmark: _Toc68588896][bookmark: _Toc70612460]Conclusion and Recommendation 
[bookmark: _Toc68608915][bookmark: _Toc68608916]Based on the above discussion on Knowledge and Information Management Skills for the Workplace it can be concluded that Amazon uses KM principles and their practices to add significant value to the company and for customers in many ways. The staffs of Amazon have become conscious about their roles and responsibilities, due to which they can recognise their certain lacks based on the market needs. It has been found that during the time of pandemic situation the sales of Amazon has increased and the company has supplied relevant products with more innovation to gain a competitive advantage and to overcome other challenges. Amazon also implemented higher quality with an effective pricing strategy with the help of KM practice and principles to drive the company to have a competitive advantage. Apart from that, Nonaka’s tacit and DIKW framework has been discussed. Additionally, the significance of knowledge on the SOP of Amazon has been mentioned within the report. Furthermore, the main outcomes accomplished by Amazon via its SOP have been discussed and it has been found that SOP helps the company with clear establishment of the roles and responsibilities of the employees and enhances their establishment of brand image. Also, Amazon gets benefits from the SOP in reducing various mistakes within the business process and maintenance of the health and safety of the employees. 

Knowledge management practices and principles have helped Amazon to improve its service quality and add significant value to the company and for customers in many ways. Based on the areas of improvement in future for the Amazon it can be recommended that the company requires improvements in some areas for future development and to overcome challenges. It has been found that many customers have complaints that they did not able to get reviews and rating of some products. Therefore, Amazon should share their pre-buying customer’s experience to get the attention of their future customers and with the help of knowledge management to overcome the customer's complaints issues (Wu et al., 2021).  The company need acquisition about the knowledge regarding customers expectation from them, as they have known that customers want to see pre-buying customers experience, it should be applied within the organisation to retain the knowledge and transfer it in order to aware their organisation to work accordingly to satisfy their customers by providing them feedbacks, reviews and ratings. Therefore, the company should provide user feedback options where their customers give feedback on using their products it can also help the company to quickly distinguish useful and important content based on the feedback from their peers (Tikhomirova and Shuai, 2019). Additionally, Amazon should provide effective training for their employees to acquire the knowledge management skills that can improve their performance quality to mitigate future challenges (Manesh et al., 2020). Apart from that training and should be implemented by Amazon to improve their communication with their sellers.
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