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Executive Summary
The motive behind writing this project is to evaluate and analyze the management system of Amazon. Amazon is a web based platform where a user can buy and sell products securely. So the information and knowledge system of Amazon is quite innovative as well as complex. The main purpose of this project is to analyze and evaluate the knowledge and information system of Amazon. Amazon is an American based MNC situated in Seattle, Washington. Jeffrey Preston Bezos had initially founded the company on 5 July 1994 which was situated in Bellevue, Washington, United States. Initially the products were limited but gradually more and more categories of articles were included. The KM model to be induced in this project is The KM Matrix by Gamble and Blackwell (2001). According to this model, focus is given primarily to the strategic management of the organization. The outcome of this report is expected to reflect the analyzed facts, of the knowledge and information management within the company Amazon.
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[bookmark: _Toc65783476]Introduction 
Knowledge is the significant aspect of the organization as it describes the ability to apply information, both tacit and explicit in order to solve problems, take decisions and improve the functions of the core values of the organization. This report is based on the knowledge management of Amazon.com that enables the company to maintain the relationship between the customers and information. Amazon.com is a vast internet based company that sells various products from books, electronics, health products, groceries, dresses and many other goods to the customers across the world. They either sell directly or as middleman between brands and the customers (Hall, 2017). During the pandemic situation where the global economy and many organizations faced an economic downturn, Amazon.com showed significant growth of its business. The KM approaches of the company enabled to satisfy the customers by providing the valuable information. In this report various KM models and approaches namely SECI model, Choo sense making model, Wiigs model and Complex Adaptive System model are described and evaluated to understand their significance in creating and managing knowledge assets in the organization. The report mainly focuses on the effectiveness of KM practices in Amazon.com and the challenges faced by the organization in these aspects. It will thus provide recommendations to strengthen the knowledge management practices of Amazon.com in order to make it more effective and efficient. 
[bookmark: _Toc65783477]Main Body 	
[bookmark: _Toc65783478]Section 1: Knowledge and Information Management 
[bookmark: _Toc65783479]Background of Amazon 
Amazon is a web based MNC who provides service to the registered users. The user has primarily two options, one being able to buy and place orders while the other being the platform where a user can list his items in order to sell it (Cherry, 2020). Basically Amazon provides a platform where the buyer as well as the seller can do business transactions. Initially it was a platform where a user can register them in order to read the e-books. Then Amazon introduced the Kindle eBook readers, which was quite popular and the business it generated was remarkable (Wicker, 2020). Then it started including many articles such as electronic devices, stationary products, and clothes for men and women, grocery, beauty, gift cards, handicrafts, insurance, travel tickets, recharges and software. 
Along with it Amazon has started a subscription based web service which gives the users access to the movies, web series and other videos. The subscription also gives the user a benefit while ordering a product. A product can be opted for the same day delivery option which is not given to the non-prime users (Castelli et al., 2017). Amazon has become the one of the largest MNC and has a net worth of $1.7 trillion. Amazon uses various sources for the generation of data and to optimize that data for the better advertisement of the related products to the customers. Along with this, the search engines are also optimized for example if a person wants to search for a particular product then Amazon is the first site that will be shown to the customer (Avasilcai and Bujor 2018). It is also evident that Amazon has placed various offers too on the special occasions in order to boost the sale of its product. Though Amazon does not sell its products, it just helps to connect the buyer with the seller. If a person wants to start a business, all he has to do is register as a seller and list the products he wishes to sell. His part is over, now if a seller is interested in the product then he will place the order and make a transaction. It's Amazon's job to collect the product from the seller’s place and deliver it to the customer. Amazon does charge the seller for the service he is providing. But the method which is used by Amazon is quite robust. Product gets delivered in a span of two to three days even if the seller lives thousand kilometers away from the buyer.  It is known that there are other competitors such as Flipkart and others who have the same ease of use of the application. In order to stand out from them Amazon has introduced many features. Amazon prime is one of the subscription based features that can be acquired. It will help the buyer to gain access to the various movies and TV shows. Though it has a limited time access, that means it is only valid for a limited time i.e. 1 month pack or annual pack. This pack not only includes the video viewing feature but also other benefits such as during the placement of an order, the delivery date and the delivery charges are less. Along with it the company has introduced a new category that is the Amazon pantry (Kovacs, 2017). With this feature the customers are able to buy groceries from the application. The procedure is pretty much the same. 
The introduction of groceries in the system has set forth the company’s fate in competing with its competitors. According to the other apps that provide similar services are yet to include the groceries in its category list. It can be said that Amazon has increased its efficiency in managing and delivering the orders provided.
[bookmark: _Toc65783480]Knowledge Management
The Knowledge management model can be defined as the model that is used to idealize the management strategy in order to evaluate, analyze and enhance the existing systems. This module generally reflects the idea of when and why aspects in order to proceed (Ahmed and Elhag, 2017). This model is generally based on the ideology of strategic focus which has to be evaluated and therefore upgraded as soon as possible. This not only strengthens the model but also gives an edge to the companies who have implemented this model ( Rodríguez-Molano et al., 2018)
In general, the Knowledge management model is a management model that is used to understand and evaluate the knowledge as to how to design and showcase the website and application in order to gain attention from the buyers. This model is designed in such a way that it seamlessly provides the best user experience for the customer associated with it. The overall experience of the customers is very crucial for the growth of the company. As this is the only factor that makes the company stand out from its competitor. The feedback management system that is provided by the company is remarkable (Dalkir, 2017). The user gets a call from the delivery partner and the delivery partner confirms the presence of the customer in the address provided such that there is zero chances of inconvenience both for the delivery partner and the customer. 
[bookmark: _6nlokydivfya][bookmark: _Toc65783481]Importance of Knowledge Management
Knowledge management is very essential for an organization, especially for a web based MNC. This is because it not only boosts the efficiency of the ongoing processes but also enhances the decision making ability of the organization. In order to increase the efficiency, what measures are to be undertaken has to be analyzed and therefore a smarter workforce has to be built who will be more capable to make quick, informed and reasonable decisions. In other words it can be said that from the employees only a few are shortlisted on the account of their efficiency and are therefore preferred.
[bookmark: _puysj543fjre][bookmark: _Toc65783482]The role of Knowledge Management in satisfying customers
KM helps the organizations in achieving their goal of a well planned and efficient workforce system. This is done by the implementation of the KM module in the organization. This module is efficient enough to analyze the ongoing methods and processes within the organization. Along with this, it determines the measures that have to be undertaken in order to fill the gap (Leninkumar, 2017). Gap or loopholes can be defined as the part point which is present in the existing system which acts as a resistance in the organization’s way to success. This module sorts out the efficient employees within the organization are according to their skill set and decision-making ability. Thus, it gives the organization an edge in order to achieve the goal or target (Yussoff and Nayan, 2020).
The reflection of the importance of the knowledge management module can be immense. As it is the body that analyses and guides the company to locate the possible loopholes and possibilities in order to take proper steps. 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. Thus forming an application that has a net worth of over a trillion dollars.
 The primary motive of the company is to satisfy the customers. There are many steps where the customer is interacting with the app or the service such as while ordering a product, making a transaction and while getting the delivery (El-Adly, 2019). Initially it began with the installation of the application followed by the registration of the customer on the application. He checks for the products which the customer is in need of then places an order. Before placing the order the customer is asked the billing address and the mode of pay. If the customer wants to pay for the product during delivery. That option is also being provided. Most of the other sites who offer similar shopping platforms do not have the cash on delivery option. So by applying such features Amazon is able to satisfy its customers to such an extent that they tend to shop again and will even refer their friends to do the same. This chain of trust which is being created by Amazon is remarkable.
[bookmark: _Toc65783483]Section 2: Evaluation of Knowledge and Information Management Models/theories 
[bookmark: _Toc65783484]The Nonaka & Takeuchi Knowledge spiral model
The well known conceptual model is also known as SECI model and describes the generation, transfer and recreation of explicit and tacit knowledge within the organizations (Teffera, 2016). Explicit knowledge is derived from manuals and procedures whereas the tacit knowledge is learned from experience and indirectly communicated via analogy and metaphor. This model has become the foundation of knowledge creation and transfer theory. The model consists of four ways through which the knowledge types can be converted, shared and created in the organization. The first way is Socialization that is an indirect technique based on sharing tactic knowledge through practice, guidance, observation, imitation and participation. This process is based on creation of space virtually or physically where individuals and groups can interact socially among each other. 

Externalization is a technique that expresses the tacit knowledge into explicit ones. Here the tacit knowledge is documented and such that the manuals are distributed more easily within the organization (de Felice and Martucci, 2017). This process is difficult as the tacit knowledge cannot be codified virtually and thus the extent of this conversion mechanism is contradictory. The simplest way of this model is combination that is the technique of converting explicit knowledge into explicit ones. It integrates concepts into knowledge system in the form of review report, brief executive summary or new database. Internalization is the technique that transfers the explicit knowledge into tactic ones. The explicit sources here are used and the knowledge is internalized after learning and this helps in the modification of the user’s existing tactic knowledge. The entire process of conversion of knowledge via all four ways is continuous and dynamic and thereby needs collaboration, interaction and proper learning. Thus it is not a static model and the ways overlaps each other forming a spiral.
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Figure- SECI model 
The application of this model links strongly to culture on both organizational and national level 
(tutorialspoint, n.d.). Thus the issue that arises is to identify the significance of culture in the model and thus act as a limiting factor for the model. The externalization technique of this model is also not that practical to be implemented in virtual learning process. 
[bookmark: _Toc65783485]The Choo Sense Making KM model
The model is based on sense making, creating knowledge and decision making skills. All these three processes are linked internally and play a significant role in unfolding the knowledge vision of the organization. It also helps the organization to create knowledge and commit to it for the utmost results. The sense making is a long term aspect that aims at adapting the organization in the dynamic and complex environment such that it continuously prosper via prospecting activities and interpreting suitable information that enables the organization to understand changes, trends, competitors and suppliers (tutorialspoint, n.d.). The organizations face problems in reducing the uncertainty and managing the ambiguity. Knowledge creation is the process that refers to creating or acquisition of the knowledge in order to process and organize the information to generate new knowledge via organizational learning. The new knowledge that is obtained allows the organization to develop new techniques and capabilities to produce new products and services and to improve the pre existing ones. It helps the organization to redesign its processes and functions. This process explains the organization’s potential to act. Decision making process helps the organization to choose the best strategies and options that will help the company to progress efficiently. Though the process is restricted and bounded by the rationality principle and policies of the organization. The entire model focuses on how the information are selected and gathered to be implemented into the actions of the company. Though there are various constraints in terms of decision making of this model. The decision making is driven by searching satisfactory alternatives that are not optimal solutions. A proper decision making also requires broad range of information whose collection is beyond the capability of the organization as well as its processing is also beyond human capacity (Virkus, 2014). 
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Figure- Choo Sense Making KM model
[bookmark: _Toc65783486]The Wiig Model for Building and using knowledge
The basic principle of this KM model is based on the organization and synchronization of knowledge in order to make it useful and valuable. The essential dimensions of this model are completeness, connectedness, congruence, perspective and purpose. Completeness describes the amount of relevant knowledge that is available from the given source that varies from human minds to the bases of both tactic and explicit knowledge. It is important to ensure that all the information about the knowledge of the subject is available as if the existence is not known then the knowledge is of no use. Connectedness describes the relationships between different objects of knowledge that are well defined and well understood. The knowledge objects are mostly connected among each other and more is the connectedness, the more is the consistency of the content and thus more is its value (thecloudtutorial, 2021). Congruency is the aspect where all the facts, concepts, values and judgements as well as their links and connections are consistent. But this dimension is not always met as most content do not meet such ideologies. The perspective and purpose is the technique to gain information and understand it from a particular viewpoint and for a particular purpose. The knowledge is organized on the basis of dual dimensions of perspective and purpose. This model is based on internalization of knowledge on various levels that spans the classification of novice, beginner, competent, expert and master. The novice has no idea about the availability and usefulness of knowledge. Beginner knows about the existence of the knowledge but have no idea to use it. The competent knows as well as can use the knowledge and even reason it with external sources. The expert knows the knowledge and holds it in memory and applies it where it is suitable without any help. The master internalizes the knowledge fully and understands and integrates its values deeply and has the idea about the consequences of the knowledge (Virkus, 2014). 
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Figure- Wiigs KM model
[bookmark: _Toc65783487]Complex Adaptive System Models of KM
An organization is often termed as an adaptive, complex system with various individual segments and representatives that interacts significantly among each other. The KM model that adapts to these complex adaptive structures involves functions strings (tutorialspoint, n.d.). The main reason behind it is to bring insurance to great extent within the feasible living system and organization. This system is also known as intelligent complex adaptive system (ICAS) and it follows the principles of cybernetics. It utilizes the mechanisms of communication and control in order to understand the processes that a company need to perform to remain viable. In this model the representatives of the organization interacts among each other to enhance and improve the performance of the company. The individuals of the organization interact with each other locally and their combination in the behaviour give rise a complex adaptive phenomenon. The adaptive system of this model involves lot of individuals who interacts and results in a complex behaviour in accordance to adaptation. Thus the complex behaviour is the outcome of all the interactions. In this model the intelligent elements are self organized individuals having composite behaviour and are part of the organizational hierarchy (thecloudtutorial, 2021). The main challenge of this model is to use the advantages that are offered by the force of people who cooperates by maintaining a global unity. The organizations solve the issues by creating options and utilizing resources in order to add value on the initial input. 

[image: ]
Figure: Complex Adaptive System Models of KM
[bookmark: _Toc65783488]KM models help the organizations in creating and managing knowledge assets 
Every organization has its own knowledge management model. It helps the organizations to understand the strategic needs of the business. The KM model is the structural way used by the organization to create and manage the knowledge that would be used by the organization to carry out investigation of these properties and use it in accordance to the specific needs of the organization. All the models discussed above have four parts namely capture of the information, storage, customization and utilization. These parts of the models help the organization to create, store, share, apply and integrate the information that are associated with the creation and management of knowledge. The SECI model is based on creation of knowledge as a dynamic process in the organization. Amazon opt this procedure or the model in order to review and recommend the organizational aspects such as rating system, You tube’s comment and many more. The continuous transfer of the information between tacit and explicit knowledge helps the organization to create new innovative knowledge assets and amplifies across individual, organizational and inter organizational levels. The model is not only based on theoretical perspective to distinguish explicit and tactic knowledge but also offers practical tool for assessment of creation and management of those knowledge assets in the context of the organization. The KMSP-Q is a questionnaire that operationalized the SECI model and provided consistency to the theory of the model (Farnese et al., 2019). It helps the organization to monitor its capability to manage new knowledge and detect the strengths and weaknesses of the policies and programs related to knowledge and management. The Wiig’s model helps the organization to create and manage the knowledge assets via 4 stages. The knowledge is build from external as well as internal sources that covers tacit as well as explicit knowledge. Then the information is stored in a specific way such that they can be easily retrieved. This includes physical documents as well as training of people of the organization. Then the knowledge is pooled and shared between the groups of experts. The knowledge is then applied in order to improve or change such that the new knowledge is automatically embedded in the organization (helpiewp, 2018). The Choo Sense making KM model helps the organizations to interpret specific information by analyzing the trends and changes in the dynamic business environment in order to store and utilize it to generate new knowledge and improve and manage them. It helps the organization to use those aspects and information as assets in its decision making process. The complex adaptive system is based on interaction among the individuals of the organization that leads to sharing of information among them and thereby results in creation and management of the knowledge assets within the organization.   
[bookmark: _Toc65783489]Section 3: Investigating of KM techniques used by Amazon.com 
[bookmark: _Toc65783490]KM techniques used by Amazon.com and its associated outcomes 
Amazon.com connects efficiently and effortlessly to the customers across the world by the use of advanced knowledge management (KM) techniques. The approaches of Amazon results in developing relationship between the customers and information. The KM principles are used by the company to enhance its business values. Amazon.com is one of the most successful e-Commerce companies across the world. The organization focuses on the user experience in order to understand their demands and needs as well as preferences quickly and easily. The information systems used by Amazon are Amazon web services and simple storage system. The Amazon web services helps the retailers and customers to gather information and develop knowledge. 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). This is the main reason that leads to the organizational success. Though it was not enough as it is significant for the organization that its system helps the customers to accomplish their goals and needs in a personalized way in order to enhance and add more value to the experience. The knowledge management of the company helps in this enhancement by several ways. 
· All the business associated with Amazon and all the products that is offered to the customers are available in one portal and enables the customers to do one stop shopping of various products such as books, clothing, electronics, healthcare items and so on. This helps the users to get familiar and comfortable while exploring the new areas of 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). 
· The information about the product available on Amazon is displayed in the same way and it contains every aspect of the products that is from its specifications to its reviews. This is the result of outstanding management of content where the information are composed and published in a consistent way. The employees can easily go through the information and interpret it as it is available in the consistent way. 
·  The every page of the site of Amazon is organized in easy to read sections and do not involve any PDF. This enables the customers and the employees to access the content they require in a time effective manner. 
· The content of the product is designed by the companies but they follow the design and writing standard of Amazon and also its practices and policies and thus appear more usable. As the content creation is moved to the source, they become responsible for the completeness, relevance and accuracy of the content. This leads to the empowerment of SMEs. 
· The personalization of the site is the most significant aspect that attracts the customers the most. They get amazed by the way the site seems to understand them. The more the site is used the more it gets personalized. 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 drives the registration of the customers to the site as it recognizes the value of the service they provide. 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 (Ferraris et al., 2019). 
· The aspects of crowdsourcing such as customer ratings about the products, feedbacks, reviews and images as well as customer analysis like bought together and so on build a knowledge and awareness among the customers. 
· The insanely easy and consistent transactions results in making the customers comfortable with the system. This is one of the most important aspects of KM approaches (Rosenberg, 2014). 
· The feedbacks from the customers are one of the most important aspects that led to the success of the company. These feedbacks provide value to the customers and help them to get the information of the products they are searching for. This information not only benefits the future but also helps the company to improve and enhance the quality of its products and services. 
· Amazon provides a clear path to the customers to accomplish their tasks.
· The mobility and great online help of the organization increases the satisfaction of the customers and enhances the productivity and cost effectiveness of the company. 
[bookmark: _Toc65783491]Amazon’s potential knowledge management challenges and areas of improvement to overcome these challenges 
The potential challenges faced by Amazon.com in the knowledge management include various aspects such as being dependent on the contributors, creation of confusion among the employees and the customers, mishandling of the valuable information of 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 organization. One of the major challenges faced by Amazon is the sharing of knowledge among the employees and the managers. The strategies adapted 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. This training process is costly for Amazon.com (reference, 2020). As the company have customers across the world it is difficult to manage the vast range of information. Thus there are various areas of improvement the company needs to evaluate and take steps in order to overcome these knowledge management challenges.


[bookmark: _Toc65783492] Conclusions and Recommendations
In the concluding part, it can be said that knowledge management is one of the significant aspect that facilitates customer satisfaction in Amazon.com. It potentially helps the organization to gain competitive advantage and develop relationship among the customer and the information. The organization has adapted various techniques and information systems of knowledge management in order to maintain their position as one of the leading e-commerce companies across the world. But it faces various challenges with respect to these knowledge management techniques that need to overcome in future. There are various models of KM that can be adapted by the company to solve these issues. It can adapt complex adaptive system model to enhance the communication aspects within the company and this will help in extraction and acquiring of the information from the employees and will eliminate the aspect of confusion among the individuals of the organization. Amazon can implement this framework from 1st April, 2021. 
	Knowledge management framework
	Timeline

	Learning process
	1st April 2021-30th April 2021

	Communities of practice 
	1st May 2021- 31st  May 2021

	Knowledge assets 
	1st June 2021- 15th June 2021

	Enabling technology 
	16th June 2021- 1st July 2021
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