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Executive Summary
Knowledge management is the kind of management that comprises the creation, distribution and use of the knowledge base to get an effective outcome. An effective process of identifying the knowledge base, distributing, and executing the knowledge base to carry out business operations of the respective business organization enhances its profit and productivity. An effective implementation of a knowledge management system helps an organization in their decision making and implementation of any specific marketing strategy that will in turn enhance the efficiency of the organization.
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[bookmark: _Toc67161291]Introduction
Knowledge management is the kind of management that comprises the creation, distribution and use of the knowledge base to get an effective outcome. An effective process of identifying the knowledge base, distributing, and executing the knowledge base to carry out business operations of the respective business organization enhances its profit and productivity. An effective implementation of a knowledge management system helps an organization in their decision making and implementation of any specific marketing strategy that will in turn enhances the efficiency of the organization (Dalkir, 2017). Amazon is a world-renowned ecommerce business organization that has 15 global marketplaces around the world offering jobs to millions. Amazon started its venture with selling books but in a very less time it has expanded its business sector that offers a wide range of products from groceries, clothing, electronics as well as streaming service. Covid 19 the pandemic has adversely affected every sector of the business organization. However, an increase in the online delivery order enabled Amazon to make record sales. They modified their products base accordingly that will meet the present requirement of the customers in the pandemic. They started offering sanitizers, masks and safety kits for the health workers. They have opened many warehouses in different countries and subsequently hired a huge number of employees (Aguinis et al., 2020). This report will demonstrate the knowledge management system of Amazon that has enabled it to enhance their productivity even in the time of pandemic. A detailed analysis of the application of the theories that has been used by Amazon in their knowledge management tool has been provided such as their implementation of one portal, one interface, easily accessible webpage, crowd sourcing etc. The detailed evaluation will provide insight about the importance of integrating an effective knowledge management system in the business operation in order to enhance its efficiency.   
[bookmark: _Toc67161292]Section 1: Knowledge and Information Management 
[bookmark: _Toc67161293]Overview of Amazon
Amazon is a web based multinational company that duly provides services to the registered users of the retail platform. Moreover, the users of Amazon primarily possess two options; one of the users being able to buy and place borders whereas, the other being the platform where the user can be able to list all the items to sell them. Amazon provides a potential platform to the population worldwide, where the buyers along with the sellers can do business transactions easily. Initially, Amazon was a web platform, where the users could register them for the purpose of reading e-books (Cherry, 2020). Amazon has been the company, who introduced Kindle eBooks readers, which became quite famous and demandable among the book lovers and students as well. Eventually, the company started to expand its business through including several items such as electronic devices, stationary products, grocery, beauty products, handicrafts, gift cards, travel tickets, clothes for men and women, software etc (Wicker, 2020). Furthermore, Amazon has started to provide subscription-based web services that strategically give the users benefits like offers, discounts and coupons while ordering products or services. Therefore, it can be said that Amazon has duly increased its efficiency gradually and apparently in managing and delivering the orders that are provided (Castelli et al., 2017).  Moreover, the total consolidated net revenue of Amazon in 2020 has amounted to $386.06 billion, from which $104.41 billion were generated through international Revenue Channels (Coppola, 2021). Furthermore, in 2020, it has been recorded that Amazon employed 1,298,000 full and part time employees and is leading the commerce retailer in the U.S. with over $386 million as per the record of 2021 (Sabanoglu, 2021). 
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Knowledge Management is said to be the systematic management of the knowledge asset of an organization that helps in creating value and meeting tactical and strategic requirements. It further consists of the initiatives, processes, strategies as well as the systems that significantly sustain and enhance the storage, assessment, sharing, refinement and development of knowledge within the said organization (Ahmed and Elhag, 2017).  Knowledge management also expresses a deliberate, systematic, and synchronized approach in order to ensure the acknowledgement and utilization of the knowledge management process by the knowledge base of the company. Therefore, it can be inferred that knowledge management skillfully incorporates both holding and storing of the perspective of knowledge in terms of intellectual assets of the company (Dalkir, 2017). The feedback system in the knowledge management concept that is provided by the company is remarkable. Henceforth, the knowledge management model is referred to as a management model that is used to understand and evaluate the knowledge as to how to design the websites and applications to gain the attention of the buyers. 
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Knowledge management is a significant factor and process for a multinational company like Amazon. In the initial stage, Amazon determined that the user experience, customer’s ability of finding their desires, to be the key to gain success. Therefore, the experiment of the customers would be added with more value, if the system could help the customers to accomplish their goals in a personalized manner (Rahimi et al., 2017). Henceforth, in such a situation, knowledge management and the utilizations of it helps the company to procure such personalized experiences for the employees. Therefore, Amazon has been duly observed to use KM principles and practices to add significant value to the experiences of the customers (Omotayo, 2015). 
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· Knowledge management strategically helps the organizations like Amazon, to achieve their goals to meet the customer demands and needs (Leninkumar, 2017). 
· The module of knowledge management within the organizations like Amazon, is said to be efficient to strategically analyze the ongoing methods and techniques along with the processes within the companies (Yussoff and Nayan, 2020). 
· KM determines the measures and precautions that are required to be undertaken in order to fill the gaps and bridge them up effectively. 
· KM duly enables the organisation to achieve their goals and targets (El-Adly, 2019).
· The module of knowledge management also determines the possibility of the potential factors that can be duly used in enhancing the overall productivity and efficiency of the website. 
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Global business organizations have employed different Knowledge Management (KM) models to integrate unique approaches into their business functions. KM models provide structured framework of assessing the knowledge and information management processes employed by an organization to analyze the communication, processing and storing of information within the organizational context (Jaleel et al., 2019). In this section four models of knowledge management have been evaluated critically according to their application and scope in organizational contexts.
· WIIG Knowledge Management Model
This model was conceptualized by Karl Wiig in 1993 that focused upon organization and synchronization of knowledge through the integration of four steps- building knowledge, holding knowledge, pooling knowledge, and applying knowledge. The key objective as depicted by this model is creation, storing and utilizations of quality knowledge to be incorporated by organizations. According to the four steps of WIIG model, building effective knowledge has been facilitated and sourced from both internal and external resources (Hussinki et al., 2017). Holding knowledge is referred to storing the information accumulated in safe and secure format to be utilized by the individuals in future. Pooling of knowledge is facilitated by KM approaches through discussions and cross-talking of individuals having relevant expertise and experiences. At the last stage, application of gathered knowledge in enhancement of the work procedures and techniques have been facilitated (Bratianu, 2019). The WIIG model has been advantageous for developing knowledge management aspects in organizations due to its completeness, congruence and connectedness (Escrivão and Silva, 2019). Through building knowledge aspects as per the first step of this model, complete information is analyzed. This model has been impactful in keeping proper alignment with the facts and concepts related to the organizational perspectives supporting effective decision making and problem solving. This model provides more precise conceptualization than the fourth quadrant of Nonaka and Takeuchi model depicting the theory of internalization (Durmic, 2017).
· Nonaka and Takeuchi Model
The key focus of this model has been knowledge creation. Explicit knowledge is referred to as documented information to be gathered from studying literature whereas tacit knowledge is accumulated through constant practice and experience gathered that are kept in memories of individuals (Hussinki et al., 2017). Through this model, four steps of knowledge conversion have been reflected-
· Socialization
In this approach, knowledge conversion takes place from tacit-to-tacit form. Presentations, demonstrations, and personal conversations have been examples of socialisation where transfer of knowledge take place between individuals formally or informally (Mohajan, 2017).
· Externalization
Through externalization, knowledge is conveyed to wide range of audiences in a predetermined way. For example, presentations in seminars, webinars and conferences are undertaken to convey knowledge and messages to the target audiences. Externalisation approach of knowledge management is applicable for academic institutes and R&D centers.  Here tacit information is converted to explicit form (Escrivão and Silva, 2019).
· Combination
In this approach tacit information combines with explicit information and conveyed in explicit form for a specific purpose of problem solving or project accomplishment (Foote and Halawi, 2018). 
· Internalization
Through this approach explicit messages are converted into tacit information. Knowledge is accumulated from relevant resources in explicit manner and assimilated through effective learning and understanding in tacit format (Escrivão and Silva, 2019). For example, business organizations require specialised experts for the purpose of modifications and up gradations of their business functions through internalization of procedures and techniques (Sensuse and Cahyaningsih, 2018). 
· Zack Knowledge Management Model
This model of KM has been developed by Meyer and Zack who have incorporated various stages of data processing to facilitate data refinery. The various stages of knowledge management through conversion of information into applicable knowledge are as follows-
· Data acquisition
· Data refinement
· Storage
· Retrieval
· Distribution
· Presentation (Escrivão and Silva, 2019)
All the stages integrated in this Zack Model of KM have been well designed and integrated foolproof logical framework through a dedicated data networking system. This network and logical structure of the model resulted into effective analysis of knowledge repository through reflective depiction of the steps of KM cycle (Mittal and Kumar, 2019). The Meyer and Zack model has been one of the most popular and effective models for the organizations to incorporate effective knowledge management practices as it covers a detailed overview of all the elements related to the KM model. Through this model constant feedback is provided according to knowledge processing (Lokshina and Lanting, 2019).
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Amazon.com strategically connects efficiently and effortlessly to the customers across the globe through the potential use of advanced knowledge management techniques. Therefore, such approaches by Amazon impacts in developing a close relationship between the customers and information. The knowledge management principles are strategically used by the company to enhance the business values (Al-Dailami, 2015). The knowledge management of the company Amazon systematically helps in such enhancements within the organizations through several ways, which include,
· All the businesses that are associated with Amazon, along with all the products that are offered to the customers, are available in one portal and also enables the consumers in performing one stop shopping of various products such as books, clothing, grocery, electronic etc from just one platform - Amazon (Ferraris et al., 2019). 
· The detailed information about the products and services are all available on Amazon. This is seen to be a result of excellent management of content where the information of the displayed and offered products is published in a consistent manner. 
· Every page of Amazon has been seen to be organized in utterly easy to read the sections and not involve downloading any PDF. This, therefore, enables the customers as well as the employees to access the contents.
· Amazon systematically provides a clear path to the customers to accomplish their tasks effectively (Rosenberg, 2014). 
[bookmark: _Toc67161300]Amazon’s KM challenges and improvements to overcome them.
Amazon.com has widely faced and experienced potential challenges and issues in terms of knowledge management that includes various aspects such as being dependent on the suppliers and contributors, developing confusion among the employees and the customers, mishandling of the valuable information of the company etc. The strategies adopted by Amazon.com, with respect to KM system, have been complex and the needs and desires of the employees are to be trained properly to collect and input the data along with utilizing it efficiently (El-Ebiary and Hatamleh, 2020). However, the process of this training has been extremely costly on Amazon.com. Therefore, there are various areas and aspects of Amazon.com that need improvement in order to evaluate and take actions to overcome such challenges associated with the knowledge management system. 
[bookmark: _Toc67161301]Conclusion and recommendation
This report has analysed the impact of knowledge management strategies incorporated by Amazon during the crisis period of Covid-19. Through this report the operational background of Amazon has been depicted along with the concept of knowledge management. The impact of effective KM practices incorporated by amazon has been justified with reflection of its customer experience and competitive position in the marketplace. Different theories and models of knowledge management have been evaluated critically with their applications in real life ventures. The KM model applied by Amazon to facilitate knowledge integration and processing within its scope has been analyzed in this report. The different strategies incorporated by Amazon in order to facilitate knowledge management have been analyzed effectively. 
The following recommended ways can be incorporated by Amazon in order to enhance its knowledge management aspects-
· The management of Amazon would focus on enhancing its public relation strategies through multi-dimensional modes in order to convey their messages to wider range of consumers in real time (Lokshina and Lanting, 2019).
· Integration of relevant artificial intelligence techniques through the implementation of zero-click approach that will enable the customers to carry out their shopping through introduction of verbal commands (Mohajan, 2017). 
· Amazon can focus upon its B2B marketing strategies along with its consumer business to support small businesses to grow while dominating the marketplace through its unparalleled services like automated warehousing, logistics and cashless checkouts (Escrivão and Silva, 2019). 
· The management of amazon can incorporate local languages in its online business platforms across its global locations to facilitate the knowledge management aspects more effectively (Foote and Halawi, 2018).
These recommended frameworks for Amazon will be beneficial for the company to create and manage knowledge assets accordingly in future in enhancing the productivity and financial profitability of the business. All the activities of the recommended framework to be accomplished by the project development team of amazon within a stipulated time frame of 6 months starting from April 2021 in order to cope up with the challenges it faced due to the outbreak of Covid-19 pandemic and integrate knowledge management techniques more effectively into its business functions.
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