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1. Introduction

         Amazon.com, founded by Jeff Bezos on July 5th, 1994, in Washington, start its journey from a garage as an online marketplace for books. Today Amazon is one of the largest companies providing services and products. Also keeps its focuses on e-commerce, cloud computing, digital streaming, food market. Most valuated company in 2020 because of its fast and cheap services. Amazon does not stop growing, as of pandemic start sales has been increased and new jobs were opened. The Giant increase its headcount to 876,800 which 211,400 were hired between March and June during crisis times. Amazon bought Kiva System which allows to automate its inventory and provide quicker and more efficient services. 
        In this report were used two key knowledge management modules. Karl Wiig`s module where the management process must be precise and reasonable so that knowledge will be useful. It has a structure of four important components – completeness (knowledge is tacit or explicit within the company), connectedness - (strong relation between knowledge objects), congruency (include metrics like values, facts, procedures), perspective and purpose (technique company gets knowledge from specific opinion point). Another module is SECI or Nonaka and Takeuchi module. It includes four ways of knowledge conversion – socialization (sharing tacit knowledge which allows community to interact on a social level), externalization (process of conversing tacit knowledge into explicit concepts, allowing knowledge sharing), combination (combating components into knowledge system), internalization (where explicit knowledge incorporate into tacit).
        Purpose of report is to analyse how Amazon.com uses and manage its knowledge within the company. Suggestions how Giant can improve its way of collecting, using and managing knowledge information.















1. Background of Amazon company 
        In 1994, Jeff Bezos founded Amazon.com. His business was run entirely from his garage in Bellevue, Washington, at the time. Nick Hanauer was able to provide him with funding. This initial $40,000 investment was followed by a larger $100,000 investment from Tom Alburg, which assisted in making the new website more user-friendly. As Bezos goal was to create an online community, he added an option that allows readers to share their reviews so that all customers can see it. The company went public on May 15, 1997. The target price for the initial public offering (IPO) was $18, but by the end of the day, public interest had driven the price to more than $24 per share. A total of $54 million had been raised by the firm. Amazon.com is traded on Nasdaq under the symbol AMZN. In same year they added music and movies. In 1998 Amazon get success with opening its first international sites in the United Kingdom and Germany. To accommodate the large volume of orders, the company opened four order fulfilment centres in Fernley, Nevada, Coffeyville, Kansas, Campbellsville, and Lexington, Kentucky in 1999. Beginning of 2009 Amazon report 6.7 billion in sales allowing to open more fulfilment centres in 12 US states and eight other countries. The company's headquarters are in Seattle, Washington, and it employs more than 21,000 people globally.  By that year had been launched many other products and services such as cloth sale, Amazon web services (AWS), Amazon Prime, audiobooks company – Audible, shoe shopping site Zappos. Following years Amazon growth continue – they acquire robotic company Kiva System, allowing automation in its warehouses, also Twitch video game streaming site, start delivering packages on Sunday. In 2015 Amazon opens its first physical bookstore, the Echo becomes widely available. Two years later – acquires Whole Foods. In 2018 reaches a $1 trillion market cap, in that time Amazon announces New York and Virgina will be home to headquarters 2, but the following year they cancel the plan for New York, by that time the Giant marks 25 years in business. Amazon sales grew during the period of pandemic in 2020 - 37% more compared to the last year. 
        2. What is Knowledge Management  

Knowledge – a familiarity, memory, or comprehension of someone or something, such as facts (descriptive knowledge), skills (procedural knowledge), or objects (object knowledge), is referred to as knowledge (acquaintance knowledge). Information can be gained in a variety of ways and from a variety of sources, including but not limited to interpretation, reason, recollection, testimony, scientific inquiry, schooling, and practise, according to most accounts. Knowledge may refer to either a theoretical or practical understanding of a topic. It can be implicit (as in practical ability or expertise) or explicit (as in theoretical knowledge of a subject); formal or informal; systematic or specific.
  “Knowledge management is a discipline that promotes an integrated approach to identify, capturing, evaluating, retrieving, and sharing all of an enterprise`s information assets. These assets may include databases, documents, policies, procedures, and previously un-captured expertise and experience in individual workers.” 
As explained above knowledge management is a key in any organisation. This process involves collecting knowledge and converting it in a way where can be shared easily across the organisation. It also includes assembling tacit knowledge and transforming it into explicit knowledge. Documents and other forms of media can easily capture and store explicit information. This type of information is usually very specific, formal, and systematic. Manuals, records, procedures, and database files are popular storage formats. Perceptions, convictions, principles, instincts, and experience are all examples of tacit knowledge. It's difficult to elicit, identify, or record tacit knowledge since some of it is kept unconsciously. 




Knowledge management is important for any organisation because helps getting more efficient decisions and achieving success. 
“The key take-away for executives is that knowledge is a resource that enables organizations to solve problems and create value through improved performance and it is this point that will narrow the gaps of success and failure leading to more successful decision-making. The key is for executives to convert individual knowledge into valuable resources to ensure that the knowledge is actually helping the organization grow both professionally for individuals and profitably for all stakeholders.
Companies are increasingly investing in knowledge management projects. But knowledge management in companies is still quite limited. Knowledge management can help companies identify their inefficiencies in organizational processes, and subsequently recover them on an instantaneous basis which enables executives to prevent further operational risk.”
Amazon is known as the most customer-centric company, and it wouldn’t be able to achieve this without successful knowledge management. Everything starts from costumer and goes backwards. Such a big company have opportunities to collect and study great and huge data from its costumers which helps them provide exactly what users need. Having access to this endless data gives organisations clear image on current and new products and services that’s why knowledge information management is a key for everyone. Nowadays internet has an unlimited storage for data and information about all users which makes easier analysing data. 
  

Evaluation of Knowledge and Management Models/Theories 

Tacit knowledge is developed inside an organisation among the employees. Each individual has different perspective and so understanding of subjects. Thats how we get tacit knowledge – own experience. Important here is communication between colleagues so that knowledge can be shared and used. Collecting and sharing knowledge within the company and its employees helps improving services and products.  
“The Nonaka and Takeuchi model is one of the knowledge management model that can be used in the knowledge creation and conversion. Knowledge management models itself are the approach to manage knowledge from people and process of an organization. Each organization usually capture, codify, or render tangible and intangible knowledge in the shape that we know as tacit or explicit knowledge. Tacit knowledge is kind of knowledge which is not written and used only by verbalizing the knowledge. This can lead to difficulties of acceptance for other people because there is no written information that can be used or read over in a long time, only the person who knows about the knowledge can keep it, but it will remain in the mind. In other words, explicit knowledge is the reverse explanation of tacit knowledge. Explicit knowledge is the written type of knowledge that can be used over by other people, but not all knowledge is transferred in a written way. Therefore, The Nonaka and Takeuchi model is one of the model that can represent the conversion of knowledge, whether it is from tacit to explicit or the other way around.”


Long term employees are the personnel with great knowledge. It's important when new once come they can gain crucial information about the workplace and its system of work.  Sometimes tacit knowledge can be difficult for sharing unless the person is not questioned about it. There are different strategies for capturing tacit knowledge. Same examples are:
· Organisational culture - Creating a community that encourages people to share their expertise. Rewarding people who exchange high-quality information with others. Reducing turnover and attract older staff to maintain the company's implicit information. Regular meetings, seminars, conferences are great way keeping track of the benefits and results.
· Mentorship program – Employees with longer experience should be encouraged to train and lecture juniors. The newcomers should shadow those people and take part in different activities such as meetings exc. Every new employee should be assigned a mentor, even though they are not from the same department.
· Workplace collaboration – No matter if an organization has hierarchical or flat structure, teamwork and collaboration must be encouraged, this will make knowledge sharing easier. 
· Forums and Informal groups – Creating forums in a platform for employees is a great way to give them opportunities to share their experience, problems and processes. These kinds of groups allow sharing a lot of tacit knowledge among their members. 
· Training – Training is a key in an organisation since tacit knowledge is about experience. Employees should observe how a work is performed and do it themselves to learn more effectively.
· Professional and social networks – Example of a professional platform which bit companies use is LinkedIn, where employees share their knowledge and work-experience, and everyone has access to it.


· Meetings – Most organizations have meetings only when a new project comes in, which includes objectives, goals and deliverables of the project. If there is a failure in the project usually there are no additional debriefing meetings which will allow employees to better understand where they failed and how they can manage it better in future. Having meeting before and after projects assemble superior practises. 
· Documentation – Using management systems for storing knowledge and giving options employees to produce case studies and notes of previous projects is another way of getting and keeping tacit knowledge within an organisation. 

                                  [image: ]

         
      Investigating of KM techniques used by Amazon.com 
Amazon.com is one of the most successful e-Commerce company and this was the goal when it was discovered. To make such a customer-centric organisation, Amazon uses knowledge management principles. Here are some of them:
· One portal – All services and product provided from Amazon such as food, clothing, books, electronics, AWS and others are in one portal which makes easier for costumes to access and get what they want, when they want. As customers, employees use one portal as well where they can get information, videos, eLearning, place where knowledge can be shared easier. 
· Consistent presentation – Consistency is important here, all the information and specifications about a product are displayed in same way, so employees don’t need to figure out what everything means. Recruitment, presentation is same in every site. 
· Modular content – In every page of Amazon website are used easy-to-read groupings and sections. This allows employees to easily access only the information they need, without losing time.
· Almost magical personalization - Amazon know its users well, because collects huge data from their browsing, which allows recommending products, showing addition information, save history. 



· Crowdsourcing - Amazon uses social futures which helps getting and building knowledge for each costumer based on search history and similar items purchase from other people. 
· Subscriptions, reminders and alerts – Amazon have subscriptions for regular updates and reminders. That system allows the organisation to get and save previous and new data without doing heavily researches. 
· Feedback – Amazon created future feedback allowing all customers to share their opinion and experience. This is one of the most effective ways of getting KM and improving their services and products.
· Reduces servicing – Giving enough clear information about every product Amazon sells, reduce redundant calls and emails to its call centre, which brings costs low.
· Performance-centred – Employees can do their job more efficiently by providing costumers clear path for action such as cancel order, change payment method or changing order.
· Great online help – Amazon has an option “help” which is easy to use and follow, this increases costumer's satisfaction and lower the costs. Data collected from this sector is knowledge management and is useful in future.
· Mobility – Amazon.com doesn’t have working hours and is easily accessed from any mobile device, which is important for mobile workers. 
          
                   More of Amazon`s knowledge management methods are following: 
“Query rewriting (QR), which aims to improve the shopping experience by reformulating ambiguous customer input queries into well-formed queries, is a critical component of modern e-commerce search engines. In this work, we present a practical deep learning solution, named as Query Understanding EnhancEd mechaNism (QUEEN), to the large-scale query rewriting problem in e-commerce search engines. QUEEN incorporates query annotations, the byproduct of query processing pipelines in most e-commerce search engines, to model ambiguous product search queries. The empirical study is based on 38.5 million anonymous product search queries. Compared to other SOTA baselines, QUEEN improves the sentence level recall by 6% (relatively).”
“Can one build a knowledge graph (KG) for all products in the world? Knowledge graphs have firmly established themselves as valuable sources of information for search and question answering, and it is natural to wonder if a KG can contain information about products offered at online retail sites. There have been several successful examples of generic KGs, but organizing information about products poses many additional challenges, including sparsity and noise of structured data for products, complexity of the domain with millions of product types and thousands of attributes, heterogeneity across large number of categories, as well as large and constantly growing number of products. We describe AutoKnow, our automatic (self-driving) system that addresses these challenges. The system includes a suite of novel techniques for taxonomy construction, product property identification, knowledge extraction, anomaly detection, and synonym discovery. AutoKnow is (a) automatic, requiring little human intervention, (b) multi-scalable, scalable in multiple dimensions (many domains, many products, and many attributes), and (c) integrative, exploiting rich customer behavior logs. AutoKnow has been operational in collecting product knowledge for over 11K product types”
Another case study shows that Amazon use Nonaka and Takeuchi module from long time as their knowledge management method.
Necessity for social interaction in the knowledge development process described my Nonaka and Takeuchi is proof of Amazon`s early development. When Jeff hires new employees, he brings other executives so that having only his own perspective won't be the problem. He was convinced that finding those who could best contribute to Amazon.com's creativity required a diverse set of viewpoints. Another way where Jeff is seen to manage context to exploit tacit knowledge in is his web technologies – socialization and externalisation, there is the focus. 



Knowledge management has been important part of operation system in Amazon.com. That’s why today this is one of the most successful E-commerce organisations. As mention already Amazon is the most customer-centric company which is key for customer satisfaction. Three points for achieving that are large selection, low price, fast delivery. Amazon never stop improving its services. 
      3. Improving Amazon`s knowledge management frame
       Amazon still have areas which can be improved. Foster the right mindset its important part of the working process. This include making work more enjoyable so employees can feel more comfortable sharing knowledge. 
   “1. Encourage & Foster the Right Mindset
Although the Future of Work Research report reveals that 83% of people feel happier at work when they’re sharing knowledge and helping others,  challenges that can prevent this from happening regularly, such as siloed expertise and disparate teams. Silos, in particular, lead to people only sharing knowledge with their closest colleagues. Here are ways to foster a fruitful knowledge sharing mindset.
Here are ways to encourage and foster a fruitful knowledge sharing mindset.
· Model the behavior from the very top. If necessary, ensure a model change from the very top stakeholder, so everyone is sharing knowledge and promoting it.
· Use intrinsic motivation and autonomy. Support employees by making work enjoyable. The more employees enjoy their work, the more they’ll want to exchange knowledge.
· Experiment with learning and encourage that “failures” are a part of innovation and success. Promoting this message removes the fear employees may have and makes space for learning to happen.
· Make knowledge sharing part of your company values. For the entire organization to live by this value, it needs to be communicated company-wide. Share with new employees the importance and how-tos of knowledge sharing within the organization from day one.
· Dismantle information silos by making knowledge sharing easy. If half of your team is using one tool and the other half is using another, there will be a significant gap where knowledge isn’t exchanged between teams. You can remove information silos by creating one centralized platform to store and share knowledge without making it a time-consuming process.
· Celebrate team members who exemplify this mindset. Knowledge sharing reduces repeated mistakes, helping employees make more informed decisions and increasing productivity by 10-40%. All of this helps employees flourish1. 
2. Create Spaces for Sharing to Happen
Many traditional office spaces can be unintentionally counterintuitive to knowledge sharing. Your employees might work in cubicles closed off from others, but, offices can equally be too open-plan. Additionally, remote work presents its own set of challenges. With a 140% increase in remote since 2005,2 organizations need to craft virtual spaces for employees to share knowledge.


· If your office is full of cubicles (physical barriers to knowledge sharing), consider creating comfortable, common areas where employees are encouraged to communicate.
· If your office is solely open plan, consider creating quiet areas where employees can collaborate without distraction.
· Other ideas to promote conversation include adding coffee stations throughout the office, informal conference room settings, or even casual seating in high-traffic areas.
· For remote workers, establish regular virtual events such as Top Learnings from this Month that encourage knowledge exchange.
· Provide employees and remote workers with an intelligence platform that can go beyond the limitations of video conferencing and messaging apps. Intelligence platforms can facilitate knowledge sharing, retain know-how and provide employees with access to expertise wherever they’re working.
3. Encourage Several Forms of Knowledge Sharing
By encouraging several forms of knowledge sharing, you can also boost employee engagement. In an academic study by Hsu and Wang3, knowledge sharing results in higher satisfaction rates, more visibility and time-savings. Employee disengagement loses $7 trillion annually4.
· Provide employees with multiple ways to share their knowledge. This way each employee is empowered to select the method they find fits their personality and skills best.
· Reserve time throughout the week for employees to share and contribute knowledge, this way, it becomes a habit.
Have a weekly learnings round-up with the full team so everyone can share what they learned that week or an interesting resource they found.
· Host regular retrospective meetings where staff can raise what went well, issues and potential improvements.
Implement an intelligence platform that can provide access to real-time knowledge and expertise.
· Change up the scenery. Try implementing off-site events and meetings where a new scene can inspire colleagues.
4. Lead by Example
According to a report from the Society for Human Resource Management5, Fortune 500 companies lose just under $32 billion a year, simply by failing to share knowledge. To avoid being a part of this statistic, management teams should also play their part by fostering a culture of knowledge sharing and be a role model.

· Along with providing opportunities for knowledge sharing and building trust, senior stakeholders should lead by example. Anyone in a leadership position who evangelizes knowledge sharing will see better results if they practice what they preach.
· Leaders who openly and transparently share their successes and failures will encourage their employees to do the same.

· Put collaboration over hierarchy. Everyone in the organization, regardless of their role, should co-create and co-share. It helps normalize knowledge sharing, which, ultimately, enhances company productivity and employee happiness.
5. Have Experts Share Their Knowledge
To improve knowledge sharing across your organization, identify organization-wide subject- matter experts.

Expert knowledge is highly critical to an organization’s success. But experts need an efficient and scalable way to share their knowledge that minimizes the burden on their time. To help with this challenge, here are some tips to overcome this barrier:
· Make sure your tech stack includes a tool that can capture employee skills and expertise in a way that’s accurate and real-time. Modern skill mapping tools are making outdated methods of identifying expertise like CV’s and surveys a thing of the past.
· When you've identified your experts, make sure they know that their knowledge and expertise are highly valued and critical to the business's success.
· Remember that everyone is an expert: Uncover unsung heroes who have expert knowledge, but may not have been given the opportunity to share it. This also reduces the burden on other subject matter experts.
· Show experts in a quantifiable way what their contribution means to the company and, when appropriate, publicly thank them for their support.
· Help experts understand the time it saves once it’s shared effectively. For example, housing their answers and expertise on a knowledge management system means there’s a centralized place where employees can access expert answers to FAQs or quickly seek further expertise.
· The Future of Work Research Report also showed that 69% of people said having access to an expert within the organization would have prevented mistakes.
· Finally, if your knowledge management system can integrate into other workplace apps, transferring knowledge can be automated and provide employees with the knowledge within the tools they already use.
6. Formalize a Process
Knowledge sharing can only be truly effective if there’s a process every employee is aware of and can contribute to.
· Surprisingly, 54% of respondents from the Future of Work Research Report said their company doesn’t have a process for extracting knowledge before people leave or aren’t aware of one.
· With a formalized process, your organization is at a lower risk of losing valuable experience that can benefit others and keep you from innovating.
· To retain an expert's intelligence and insights, create a process, ensure it works and formalize it.
· To make this as easy as possible, choose as a platform that allows employees, regardless of department or location, to quickly access crowdsourced expertise and know-how in real-time.





7. Use Effective Tools
While useful for communication, workplace video conferencing and messaging apps aren’t designed to facilitate knowledge sharing. The limitations of these tools can leave employees less productive and more frustrated. Research shows that knowledge workers spend a month each year searching for the right information, knowledge and expertise in their organization. To combat these challenges, organizations should look to an AI-powered knowledge-sharing platform.
· Gartner has predicted that by 2021, 70% of organizations will implement AI to assist employee productivity and as a result, save 6.2 billion hours.6
· AI-powered knowledge platforms are an essential part of the productivity puzzle. An effective intelligence platform can identify experts and retain crowdsourced knowledge while making it available in real-time.
· The best tools integrate into workplace apps. You can bring the knowledge directly to your employees by using a tool that integrates into the apps they already use on a daily basis.
· By using the right platform, you can supercharge productivity, innovation and workforce development by providing employees with instant access to collective knowledge and expertise.”



















7. Conclusion
Providing Amazons employees with comfortable workplace is a key for better performance. Regular meetings for leanings and sharing information are useful. Using more resources for regular learning lessons trough platforms and other services. Everyone from leadership team must lead by an example. Sticking to this kind of process will create a learning structure for sharing knowledge and information. Appropriate time for implementing the new way of knowledge sharing and getting into this process as usual practice will be no more than one year. 
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