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   The purpose of this report is to understand the challenges of managing knowledge and information within Amazon company. To think of how Amazon become a model in the digital era and that they succeeded so well, even Covid 19 has not been an impediment but contrary, made them taking better decision. To analyse deeply the importance of knowledge management looking furthermore at the future expectations in regarding this company. 
In order to provide an understanding of the module literature in the context of knowledge management, this report is conducted to give a rich foundation for the study. This research is supported by theories and concepts of authors that were learned during lessons and found trough researching.
1. Introduction
  The present culture flourishes with information and it is obvious in what we purchase and exercises we contribute time overseeing. Having information gives openings and benefits in settling on the correct choice or methodology to carry out. Amazon have an abundance of information open box individuals they contact inside, similar to workers, and remotely, similar to costumers. A learning association is one where workers are engaged to change and grow new techniques, musings, and procedures that will propel its mission. An example in this sense it is Amazon.com, as they are focussing on making the costumer lives easier. The arrival of the digital pioneers, such as Amazon’s founder and CEO Jeff Bezos, disrupted these corporate leadership models of the past. No one is more determined than Amazon to reinvent the management system by using tools that have become available in the digital era. The board framework is genuinely progressive. It conveys a brilliant start to finish client experience that is better, less expensive, quicker, and more advantageous; it drives consistent developments in the interest of clients; it creates new businesses, expands the eco-system and more importantly, increases cash flows from gross margin that have enabled continuous investment in technology infrastructure and innovation. It makes colossal incentive for clients, yet additionally makes the world's best incentive for investors. Now, in the period of Covid – 19 the focal thought of Amazon is to envision another client experience that could turn into an extremely huge market space and a tremendous monetary chance, and envision another approach to give and customize this start to finish insight using an advanced stage and development of computerized framework that supportive of cesses information by means of calculations and organizes actual circulation by accomplices inside the environment.

2. Amazon’s Background 
Amazon.com is a company that provides online retail shopping services. It is divided into three business segments: North America, International, and Amazon Web Services (AWS). Retail sales of consumer products and subscriptions through North America-focused websites such as www.amazon.com and www.amazon.ca are included in the North America segment. The International segment sells consumer products and subscriptions via international-focused websites. The Amazon Web Services segment sells compute, storage, databases, and AWS service offerings to start-ups, enterprises, government agencies, and academic institutions around the world. Jeffrey P. Bezos founded the company in July 1994, and it is headquartered in Seattle, Washington. Beginning with books, the company has since expanded into a wide range of product categories such as consumer electronics, media, digital downloads, shoes and apparel, health and beauty, kids and baby, home and garden, and auto and industrial. Amazon is also present in Canada, the United Kingdom, Germany, France, Italy, Spain, Japan, China, Mexico, India, Brazil, Australia, and the Netherlands, in addition to the United States.
In terms of consumer products, the company produces electronic devices such as the Kindle e-readers, Fire tablets, Fire TVs, Echo, and Fire phones. Amazon also provides an annual membership programme called Amazon Prime, which includes free shipping, streaming of movies and TV episodes, and borrowing e-books for Kindle devices. Moreover, the company focuses on delivering easy-to-use features, quick and efficient delivery, and prompt customer support in order to provide a large range, low prices, and an excellent customer experience. Amazon's retail website, for example, includes personalised recommendations, customer reviews, a secure payment mechanism, detailed product information, customer wish lists, and a content preview of many books, among other features. Furthermore, the company allows third-party sellers to offer their products on Amazon's retail website or on their own websites, as well as to fulfil orders through Amazon's fulfilment service, through its Merchant and Amazon Marketplace programmes.
3.  Knowledge Management (KM) concept
Information management is described differently by different authors. The general and working definitions of knowledge management are as follows. Both were obtained from different sources, mainly from practical consulting material used in consulting engagements, and were used in practical consultation:
· High - level definition of KM: Knowledge management is the practise of overseeing the organization's knowledge development, organisation, and sharing processes.
· Working definition of knowledge management:  Knowledge management is a practise whose aim is to enhance an organization's performance by systematically leveraging expertise and information:

- Efficiency (by repurposing intellectual assets);
            - Responsiveness (by allocating resources to respond to threats and opportunities); 
            - Competency (by overseeing information transfer to develop employee skills); and
            - Innovation (by bringing people together across time and geography to share ideas).
These two concepts have proven useful in a variety of situations and concisely express the nature of information management. The working concept is especially useful in this study context because it explains the practical and technological importance of information management.
Some authors use a process of information formation, validation, presentation, dissemination, and implementation to describe KM. Malhorta (2000) sees it as the embodiment of the synergistic combination of data and information processing capacity of information technologies and the creative and innovative capacity of human beings. Others, like Bollinger and Smith (2001), define the objective of KM in terms of making the organisation as intelligently as possible and realising the best value from its knowledge assets, by creating a learning organisation that is capable of measuring, storing and capitalising on the expertise of employees. Various KM definitions all allude to the nature of the interaction between people and technology in creative organisational processes and activities aimed at achieving business goals.
4. Importance of KM (knowledge management) for each organisation, including Amazon
Knowledge Management is a planned, organised approach to managing the development, sharing, harvesting, and leveraging of knowledge as an organisational asset in order to improve an organization's capacity, speed, and effectiveness in providing goods or services to clients in accordance with its business strategy. Individual, team, and organisational knowledge management are the three levels on which knowledge management takes place. It's a holistic approach that takes into account a number of viewpoints, including individuals, method, culture, and technology, all of which are equally important in managing information.
According to recent literature, knowledge management (KM) is the most recent management approach to the changing essence of the global economy. The third wave, the information era, the knowledge-based economy, and the knowledge economy are all terms used to describe the evolving new economy. Whatever language is used, the fact remains that the global economy is undergoing a significant transformation. This new economy is global, and it is built entirely on the production and distribution of goods and services. It is dependent on information technology to a large extent. The ability to recognise and exploit information assets is crucial for organisations operating in the new economy. As a result, businesses are struggling with how to make best use of their information assets. In the modern economy, effective knowledge management is seen as critical to sustainability and growth.
Productivity is often supported by knowledge management. Knowledge management can be as straightforward as providing a file room to store important contracts or as complex as artificial intelligence technology that gathers, stores, and retrieves information in the same way that an intern or personal assistant does.
Amazon.com is a shining example of information management at its best. People can use it if you make it simple by gathering all knowledge and information on a single forum. Amazon, on the other hand, its also a technological firm. An example of successful knowledge management is Amazon Connect, which is a productized version of the company's own contact centre apps.
Since Amazon handles billions of transactions per month, it's impossible for the company to have a live customer service representative on hand to answer every query, provide every update, and settle every complaint that comes through the call centre. For basic requests, the organisation instead relies on artificial intelligence, its knowledge base, and voice recognition technology. Customers will get updates on when their order will be shipped using data from Amazon.com transactions. It provides answers to frequently asked questions by using a database of previous customer service experiences. It also directs calls to the required live customer service representatives using voice recognition and historical contact data. 
Amazon's seller APIs are the last noteworthy example of information management. Amazon not only keeps all of its expertise in one place, but it also shares it with its sellers so they have the information they need to make the most money.
5. KM assists organisations in satisfying customers and gaining competitive advantage
The competitive environment of today has refocused company's attention on customer satisfaction. Costumer Relation Management (CRM) and knowledge management have evolved into critical strategic tools for all businesses in today's cutthroat world, not only Amazon. They both place a premium on allocating resources to business-supporting activities in order to gain a competitive advantage. Knowledge acquisition is widely acknowledged as being strategically important for organisational learning and innovation, about organisational policies, processes, and products. Knowledge management (KM) assists organisations in identifying, selecting, organising, disseminating, and transferring knowledge and skills that are part of the organization's history. Nowadays, knowledge management systems are used to build and maintain customer relationships, not just to sell products and services, as well as to access their information and knowledge. Knowledge management (KM) is a science that can be used to transform data and human knowledge into actionable insights and help with decision making. Amazon keeps track of products consumers look at but don't buy and then shows them in the form of an advertisement on the consumer's web browser, even after the customer has closed the product link(s). They will sometimes go so far as to suggest similar products to the one the customer looked at but did not purchase, as well as the most recent product purchased by the customer. This practise is viewed as a marketing strategy on the front end, while on the back end, it can be described as a type of active knowledge acquisition activities in which companies pick up on products that customers check out and are able to make suggestions or recommendations. 
CRM relates to the procedure of gathering valuable information about customers and using it to plan various marketing strategies. It aids in customer acquisition and retention by emphasising characteristics that add value to customers. CRM is a form of communicative marketing that results in customer satisfaction. Many CRM processes, the same as in Amazon’s company, rely on knowledge resources, such as:
· Customer behaviour knowledge, personal preferences, and consumer choice about product use or service quality;
· Employee expertise, such as sales experience and client care insight;
· Knowledge of business partners, such as complementary services and products of interest to customers;
· Understanding of business processes;
· Contract or partner agreement knowledge;
· Employee abilities and competencies;
· Employee desires, needs, and aspirations.



A.  How knowledge is embedded in products and the service concept in the tacit knowledge of individuals
The way Amazon does, it is due to a knowledge system composed of six building blocks that assist individuals in making products and providing services much better and faster, continuously and relentlessly empowering Amazon for more growth and exploration into the limitless sky of the digital age.
        1. Customer- Obsessed Business Model
Amazon's business model is customer-centric, ever-expanding, based on novel platform, ecosystem, and infrastructure concepts, able to defy traditional laws of diminishing returns, and actually delivers increasing cash flows and a higher return on investment.
                    2. Continuous Bar- Raising Talent Pool 
Amazon’s talent pool is carefully defined, carefully documented and carefully chosen, together with a full end to end follow up and feedback, so that the talent pool itself and the self-reinforcement mechanism for talent acquisition and retention continue to be raised. Amazon includes a designated and trained person known as the "bar-raiser" in all interviews. They ensure that the hire is a good fit for Amazon's culture and constant bar-raising.
                    3. AI-Powered Data and Metrics System
Amazon uses modern technology to operate differently every day. An ultrasound, cross-silo, cross-layer, end-to-end, real-time, input-based and AI-enabled data and measurable metrics system from Amazon can therefore be tracked, measured and analysed in real time with detected defects, generated insights and automated routine decisions. In this way, a single source of truth is provided and "personal surveillance" is considerably minimised, which enables massive organisational reduction.
         4. Ground-Breaking Invention Machine 
Amazon's invention machine is continuous and accelerating, with the goal of producing ground-breaking, game-changing, and customer behaviour -shaping inventions that create massive new market spaces and economic opportunities.
                    5.  High-Velocity and High-Quality Decision-Making 
Another flaw with legacy management systems is that decision-making occurs at a glacial rate, with a "one-size-fits-all" approach applied to virtually all matters requiring a yes or no response. All kinds of frustrations litter a typically lengthy approval process comprised of numerous executives and committees, and decisions are further stalled by all kinds of politics, backstabbing, system-gaming, and the routine charades of maximising requests on resources while minimising commitments on results. We're all probably familiar with this from our own experiences. Amazon's decision-making is high-quality and quick, and it adheres to a collection of clearly defined values and specifically built toolsets that are applied consistently throughout the company. This can make the workplace very demanding, but it relieves workers of many of the above-mentioned headaches.

        6. Forever-Day-1 Culture 
They have become static, sluggish, and risk-averse, with a touch of complacency and bureaucracy thrown in for good measure. Others might last for a while, while others might fade into obscurity or irrelevance, others would become targets for predatory acquirers, and just a few would be able to replenish themselves on a regular basis. Amazon, as a company, is dedicated to being Day 1 forever, combining the size and scale advantages of a large corporation with the pace and agility of a startup, as well as the continual upgrade of organisational capabilities.

B. How KM represents a systematic approach in sharing and exchanging an organisation’s knowledge base
The transition from inherited resource-based competition to increasingly intense and diverse knowledge-based dynamic competition has been driven by the rhythm of technological innovations. Through the promotion of product architecture creativity and value creation, the ability to integrate expertise has increasingly evolved into a key factor, stimulating the growth of organisational skills and competitive advantages. In today's competition, intangible resources are more important than tangible resources were previously. Tacit knowledge has become a more important factor, requiring organisation to not only build and accumulate knowledge integration skills, but also to codify and translate tacit knowledge into explicit instructions in order to create and direct organisational daily routines for gaining competitive advantages. In the face of an increasingly knowledge-based competition, the KBV system is becoming more instructional than the RBV framework in terms of assisting both innovators (market leaders) and imitators (market followers) in developing and accumulating their respective competitive capabilities. 
Information is a finite resource. It quickly loses its value if it is not used. As a result, it should be used and exchanged. Furthermore, people do not work for the rest of their lives. As a result, when they leave the company, their knowledge, especially tacit knowledge, goes with them. As a result, sharing information is critical to success, as success is the result of a team's collective effort in the organisation. As a result, developing a knowledge-sharing community in the workplace is a 21st-century necessity. Organizational culture is a relatively static tacit infrastructure of ideas that shapes not only our thought, but also our behaviour and interpretation of our market climate. When awareness becomes clear, it becomes information for others, and can be easily exchanged both within and between organisations. Internally, tacit information should be shared among employees so that it can be used more often to carry out day-to-day tasks and achieve excellence. 
C . Tacit and explicit conversion theories and decision-making model
Practitioners engage in and socialise current and new activities that enable them to focus on their success "laws," according to organisational information development theory (see Nanoka 1994). Employee diversity is a source of creativity, according to the theory, in our case the practitioner is the Amazon’s employee. Employees gain ‘fresh' ideas, perspectives, and perceptions by combining various biographies, allowing them to focus on events and circumstances. As a result, organisational information building seeks to broaden boundaries by bringing in more employees of varied backgrounds and interests, as well as people from various functions, divisions, and groups. Employees' varied implicit knowledge, which they learned in part through their various social practises, is a source of imagination. Employees can discover new ways of identifying problems and searching for solutions as a result of information transfer (e.g., externalisation and combination) (Nonaka and Konno 1998, Leonard and Sensiper 1998). In comparison to the social practise view of organisational knowledge, social identification arises among certain groups participating in the production of organisational knowledge and who cross social practises in organisational knowledge creation theory. As the discussion reveals, tacit knowledge (along with other types of knowledge) is seen as a necessary component of creativity. Hidden ‘rules' of success, processes, problem awareness, problem solutions, and activities that have the ability to be expressed can all be found in organisational social practise. The explicit information end of the spectrum is built on these components. When individuals act together to improve practise, according to Eyerman and Jamison (1991; see also Tilly 1999), they also generate new, explicit information in the process, which encourages others to act as well. Employees at Amazon may have a tacit sense of injustice based on how choices are taken or benefits are used. Following that, people will express their knowledge and share it, and then take action to improve their situation. These dimensions of information conversion must also be considered when developing organisational knowledge.
The relation between Amazon's knowledge production theory and the social practise view of organisational knowledge is still being worked out. This poses a problem for the theory of organisational information formation. As Brown and Duguid's seminal work shows, creativity necessitates contact between people in social practises who have gained distinct tacit knowledge as a result of their membership in these practises. Differences in social practises may be essential, but not appropriate, for understanding organisational knowledge formation, as the premise that externalisation and combination of knowledge is useful hinges on.
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Figure 1. Knowledge conversion model borrowed from Nonaka & Takeuchi, 1995
Operational systems facilitate socialization with Amazon customers, while collaborative systems will be used for socialization within organization. Collaborative and analytical systems both support the internalization process by providing learning opportunities. 
Nonaka and Tekuchi’s (1995) model of knowledge conversion plays a vital role in 
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      6. How knowledge has become increasingly important in Amazon SOP (Standard Operating Procedures)
One of the key reasons Amazon launched SOPs in the first place is to improve quality. SOP becomes the store for this material. Producing high-quality goods or providing high-quality services is an absolute must and a fundamental prerequisite of doing business. SOPs, on the other hand, have a lot more value in Amazon. One of the most compelling reasons for Amazon's use of SOPs is to ensure that the information they have in the company remains in the company. I am not referring to industrial espionage; rather, I'm referring to the fact that the people doing the work today may not be around in a year's time (or a month for that matter). What is commonly referred to as ‘tacit' knowledge must be routinely purged from the minds of employees and recorded for business use (also known as ‘explicit' information). Employees will be expected to create and design innovative technologies that will benefit millions of consumers and tens of thousands of collaborators. It's never enough to keep the status quo at Amazon. Each one is supposed to come up with ways to improve the customer experience while also cutting costs. And Amazon's developers, who see themselves as problem solvers rather than coders, have this approach. Everyone is attempting to develop true game changers rather than quick fixes. Amazon's market networks are, first and foremost, enablers. They make it possible for people to write and sell books, sell to Amazon customers, use Amazon's technology, and use Amazon's computing resources. Amazon develops through self-sustaining virtuous cycles by making these platforms accessible. Amazon's platforms are always built with the user in mind. To build a smooth user experience, policies, rules, processes, algorithms, and technologies are all streamlined.
          A. What are the main outcomes that Amazon has been achieving with the use of these procedures
Amazon.com has launched a brick-and-mortar model that has been historically inherited in history, becoming the first ever brand to become a symposium of world-renowned e-commerce as the first e-business model described as 'strange attractions.' Amazon has emerged as the first company to initiate an online book retailing service model since 1995, the first to provide consumers with the opportunity to search and order for online books, and the first to introduce a one-click customer information model, including credit card numbers, a model that companies across industries quickly followed. The first company that performs collaborative filters technology for gathering information first hand and analysing customer purchasing practises and purchasing history. The first company is to capture and improve customer preferences. It predicts and recommends what customers want, which represents a 25% return on purchase and significantly lower than the 30 percent of the industry average (suppliers). Amazon is also the first company to offer an e-mail alert and order tracking system to customers.  The first company which incorporates two ways to stimulate customer wishes and choices. By acquiring Junglee Corp in August 1998, Amazon was able to provide a shopping comparison programme, which enables customers to find and allocate products outside of the scope of the category of Amazon products. Amazon was also able to offer an onsite referral programme through a reciprocal affiliation programme that attracted participants from affiliated websites. 
Amazon launched Alexa Custom Assistant in January 2021, a new service that allows smartphone manufacturers, automakers, and service providers to build custom-branded voice assistants that are powered by Alexa and work together. The Alexa Custom Assistant can be integrated into cars and consumer electronics, such as smart displays, speakers, set-top boxes, fitness trackers, and more, to provide a full, controlled voice solution that reduces expense, complexity, and time to market.

[image: ] Fig. 1 / Source: /www.greyb.com/amazon-business-strategy/#Amazons-Achievements
As a result of their eCommerce business model, Amazon grew their sales numbers, buyers, and revenue by extending their offerings to new markets and expanding their horizons. AWS also contributes significantly to Amazon's sales stream - (Figure 1).
        B. What are the areas Amazon.com can still improve in the future in order to overcome the challenges & Recommendations
[bookmark: _Hlk70327260]Beckman (1999) identifies a number of obstacles to knowledge management implementation in a typical organisation. Therefore, those can be applied in our case. On four of these, we quote Beckman:
· First, rather than sharing information, it is frequently hoarded; 
· Second, useful knowledge gained by others is frequently overlooked rather than implemented in everyday work situations;
· Third, by failing to quantify intellectual assets, organisational cultures often undervalue knowledge and expertise;
·  Fourth, rather than being praised for their valuable organisational conduct, workers who share their experience and skills are regarded as naive.
Every company aspires to develop in a consistent and long-term manner. However, as a company grows, it will face obstacles that can be thought of as by-products of development. Amazon's performance is determined by how it responds to these challenges. Bezos takes it a step further, constantly looking forward and imagining how things will improve in the future.
Consequently, with what has been said, I propose some actions to take or ideas that Amazon must look at and think about, looking deeply from the perspective of the past.
· Continually making investment decisions based on long-term market leadership rather than short-term profitability considerations;
· Continuing to assess the success of their services and investments in order to eliminate those that do not provide appropriate returns and increase their commitment in those that do. To gain knowledge from both accomplishments and failures;
· When given the option between maximising the present value of potential cash flows and optimising the appearance of GAAP accounting, they would select the cash flows;
· Share strategic thinking with customers, if Amazon makes bold decisions (as competitive pressures as permitted), so that customers can assess whether they invest rationally in long-term management;
· Keeping their lean culture and working hard to invest wisely. Amazon recognises the value of maintaining a cost-conscious culture, particularly in a company that is losing money;
· Achieving a balance between a development mindset and a concentration on long-term profitability and capital management. Amazon is prioritising growth at this point because they feel that scale is critical to realising the full potential of their business model;
· Recruiting and maintaining a diverse and skilled workers, with a focus on equity options rather than cash compensation. Amazon's success would be determined in large part by its ability to attract and maintain a motivated employees, each of whom must think like, and therefore behave like, a business owner.
People at Amazon must constantly consider how to improve. They would address issues such as how to do more for less; how to continue to entertain and wow customers; and what new things can be done.
       C. Knowledge management framework can Amazon.com use in the future
In the following sequence I propose an example of knowledge management framework that can be used in organisation like Amazon, in order to make knowledge management culture more enriched and effectively functioning.
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Fig. 2
The structure in Fig. 2 identifies a number of promising areas for future study. While true, the proposed model only provides a partial view of the knowledge-intensive environment and lacks a significant portion of the complexities of business processes that heavily rely on human resources. To harvest further industrial growth, I suggest that knowledge management researchers look beyond the current knowledge management literature. The payoff for knowledge management researchers right now is empirical testing, so I urge researchers to put the proposed model to the test. Besides, longitudinal proof is expected to upgrade the comprehension on how the previously mentioned forerunners can advance information creation cycle and execution. It essential to take note of that dynamic style differs across cultures, such the impacts and magnitude may vary, this may be an interesting area to investigate.





7. Conclusions 
Amazon's corporate plan focuses on investing in technology, developing its logistics applications, improving its web services through distribution capability, M&A strategy, logistics R&D operations, experimenting with Fintech, and patenting its innovations. In regarding the management system used by Amazon is truly revolutionary. It provides a superior end-to-end consumer experience that is better, cheaper, quicker, and more convenient; it promotes constant developments on behalf of customers; it generates new industries, extends the eco-system, and, most significantly, it raises cash flows from the gross margin, allowing for continued investment in technological infrastructure and innovation. In most situations, the only true differentiator between organisations in terms of skills, responsiveness or agility, ability to adapt when appropriate, adding value to consumers and all stakeholders, and so on is competence. Because information is such a valuable asset to any organisation, it must be properly managed. Most organisations, like Amazon, are in the process of transitioning to a knowledge-focused approach, which necessitates a cultural shift (i.e. values and focus). Shifts from individual to group, action to results, completion to evolution, escalation to partnerships, content to meaning, and comprehension to learning are all required. Amazon must embrace a mentality in which knowledge is viewed as a team asset that must be controlled rather than an individual's. Because the primary goal of the team is to capture and develop mutual information, not only to solve individual customer issues, but also to improve organisational learning.
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