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Exexcutive summary 
The main purpose for writing this report is to evaluate the concept and importance of how organisations use knowledge and information management to run a business, the writer of this report will also be looking at the key knowledge management needed for an organisation’s development. The writer for this report will expand knowledge by doing a framework to demonstrate a knowledge management culture.
The organisation I have been given to base this report on is amazon, amazon is the number one in the market today, even while the whole wide world has experience hardships this year and last year due to Covid-19’ Covid-19 is a big family of viruses with some causes less severe disease, such as the common cold and more severe cases where it affects your respiratory system leaving many in coma for month or death’(Covid-19,2021), because of the high infectious rate which was affecting the whole wide world it meant a national lock down, this put a stop to all face to face trending in most shops, only essential shops was allowed to still trade and lots of drastic changes for many organisations but amazon has managed to sour to higher height amidst a crisis. Amazon is an online based enterprise that sells nearly anything you can think of, either directly or as the middleman. Amazon rent data storage and computing resources “cloud computing” over the world wide web (Amazon.com/history&facts,2021) therefore focusing my report on amazon is going to give me all the insight I need to understand knowledge and information management because they are an organisation that use this tool very effectively.
The models I will use in this report is the SECI model,  and WIG model I believe they show how amazon have used them to benefit the businesses knowledge, why I have chosen to use SECI model over using models like The EFQM model (European foundation quality management) because SECI model is about knowledge generation processes in an organisation, focusing on how explicit and tacit knowledge is created, relocated, and reinvented in the organisation for example amazon has information on the system stored about each customer on their software that is there explicit knowledge but the knowledge they already store in their heads about how to go about dealing with the one particularly customer is their tacit knowledge to be successful you should have the ability to jungle both tacit and explicit knowledge. looking at what model’s amazon has used to become so successful in the market over other models and give recommendations to why I think the use of more models or less will be an effective approach to the business knowledge.
My main expectation from doing this report is to gain the business knowledge on how to sustain a business in the 21st century, from this report its clear to me that you do not need to be a rocket scientist to be successful you just have to have the right knowledge and information and use them to your best ability in a smart, strategic way.  
The main section of my report will talk about the knowledge and information management, to support my understanding of  how Amazon use knowledge management I will be basing my factual examples from my organisation I work for which is ‘Asda store limited’ ‘Asda was created in the 1960s in Yorkshire, Asda is one of the United Kingdom’s top retailers, committed colleagues serve customers from a network of stores and online services, containing supercentres, superstores, supermarkets, living stores, petrol filling stations and depots across Britain. An average of 18 million people shop with Asda every week and 98 per cent of British homes are aided by Asda.com’(Asda,2021) and why it is an essential tool for a company to remain on top as well as evaluating the knowledge and information management models and looking how they work in my organisation with examples.
The last section of my report will cover the knowledge management techniques used by Amazon.com, with my conclusion showing the framework of given to the company to overcome any challenges that could arise in the future and why it will be an effective approach to progress the organisation further in years to come with recommendations to support my findings.
Introduction 
This report is going to knowledge management, knowledge management is a process gives you some information at the end so that you can use it to benefit an organisation, by collecting data turning that data into information which will lead to gaining knowledge and then protecting and transferring that knowledge you have gained from the information to the necessary sources.
The properties of knowledge management are the balance of tacit knowledge and explicit knowledge meaning you use what you know, your own intellectual intelligence (tacit knowledge) and transfer this into information you can teach or train which will then become explicit knowledge for example if you say London is in the United Kingdom this can be written down and you understand it (tacit knowledge) however explicit knowledge for example if somebody says make macaroni and cheese you are going to have to get understanding, you are going to have to learn how to make it before you can do it unless it already is apart of your tacit knowledge. 
Knowledge management has some challenges like culture, belief and if your purpose is not clear from the start this can lead to some challenges as you will not know what to do with the information received as you did not start out with a clear mission or vision. A quotation phase ‘Jack of all trades but master of none!’ meaning has a lot of tacit knowledge (intelligence) but does not know how to apply it effectively.
Another challenge is if you spend money to capture the knowledge and then do not protect the information (copy write) for example putting your trademark on the piece of information, you could lose the information gained to an competitor which will not be an effective outcome. 
 Knowledge management in an organisation is shown, please see below.
Capture data – process the data according to the company by giving meaning to the data – information use this and apply to the company- analyse outcome to see if you benefited from the data you implanted to the organisation.
This will give you an experience which is called knowledge how you use the knowledge once you receive it will base on the success of the overall knowledge you gained essentially that is how you manage the knowledge once received, will gain the positive or negative impact on the organisation, everything we do is knowledge management as we are constantly receiving data (information) we have to manage this according to importance in our life’s, for an organisation its according to the rules and regulations of the company to benefit overall profit. 
The organisation I work in is called ‘Asda store limited’, Asda has many different departments all working together for the organisations benefit how ‘Asda store limited’ use knowledge management to gain competitive advantage is by allowing customers to use one platform for all uses ‘Asda store limited’ has many different links to customers by there many different stores and facilities  so they are able to build up a profile on each customer for example ‘Asda store limited’ petrol filling stations you can only pay for your purchase by card so they are collecting your data (collect data) transfer this information to the correct department  like sales and promotion department, whilst protecting it from any competitors and then using the information to bring overall profit to the company.
Knowledge management is going to be helpful to an organisation when you know the companies’ mission and vison and match the data you are collecting with the mission and vison so that you know you are creating useful knowledge for the company; you must retain this knowledge for its usefulness to remain effective by writing it down and protecting it which is data security, once your knowledge is retained and protected you will do a management framework to have organisation of the information being communicated. 
Knowledge management is put into a framework, capture the knowledge, write it down and spread to the department so that if one person leaves the company the information and knowledge does not leave with them it is retained in the company.
There are 3 main levels to an organisation where knowledge management can be used effectively:
1. Strategic level – Executive information systems – collecting the right knowledge to help build the company up
2. Tacit level – Management information systems – understanding the information to a standard to be able to transfer to employees.
3. Operational level – Transaction processing systems -can help to build strong and lasting employees.
History of Amazon
Amazon.com is an American worldwide technology company centred in Seattle, Washington which concentrates on e- commerce, cloud computing, digital steaming, and artificial intelligence. Amazon.com is an enterprise that sells books, music, movies, housewares, electronics, toys, and many other goods directly or as the middleman between other venders and Amazons masses of customers. (Amazon,2021)
Amazon.com uses Knowledge management principles and practices to add significant value for their customers which helps them to remain on top while other companies have not yet taken this opportunity which has given Amazon.com the competitive advantage by having one portal and one interface, this means everything is stored in one place, no matter what you want its all done in the same portal this breeds formality and comfort putting the customer at ease, allowing less anxiety as they explore. For example, if you went on a website associated with football but then wanted to look for some cooking equipment you would have to change portals to do this, so Amazon.com has recognised this and used the knowledge that it is better to have all your software and data on one platform for your customers convenience and so you can build up each customer personal data knowledge to be able to give each customer specialised personalization.
Amazon.com have insanely easy and consistent transactions, using the same structure for products specifications and reviews they display information in the same way and same order not to confuse the customer, it’s clear that with the help of the knowledge management Amazon.com is receiving they are using it to give the customer a better experience all round leading to why they are number one and on top of the market even through a global pandemic, Amazon.com has managed to rise to higher height.
The pandemic, Covid-19 has affected lots of businesses worldwide with many having to shut their doors forever but not Amazon.com, Amazon has used knowledge management models and theories to remain on top and unhinged while the global economy suffered a bad year. 
 
Knowledge and information management models

SECI model explained is ‘the intangible model that was first planned by Nonaka (1991) and extended by Nonaka and Takeuchi,1995) it illustrates how explicit and tacit knowledge is created, transferred, and recreated in organisations’(SECI,2021). 
SECI models extricates four knowledge proportions to aid in sharing the knowledge 
Socialization – tacit knowledge to tacit knowledge meaning through face-to-face experiences. 
Externalization – tacit knowledge to explicit knowledge for example news articles or leaflets.
Combination – explicit knowledge to explicit knowledge for example doing a questionnaire inside the organisation or outside and collecting the explicit knowledge and then combining it to form new knowledge to be shared.
Internalization – explicit knowledge to tacit knowledge for example something you have learnt and having the ability to reflect and communicate your findings.   
 SECI model Helps improve product services by providing a framework to help management to start the process, this model values the robust nature of knowledge and knowledge creation, however I can see that it is based on Japanese culture so this could create a barrier for other organisation when they follow the framework as the Japanese culture is that employees stay with the company for a very long time whereas in many organisations employees are free to leave the focus is not solely on retention of employees.

The knowledge framework helps the organisations information systematically exchange and be shared to bring overall profit to the company by having short term aims like satisfying the customer. Long term aim is more profit, and more revenue 
When I look at SECI model I can see that it is based on the ‘use’ and ‘creation’ part while  WIG model is more customer focused driven they are both useful tools to use in knowledge management but I can see why for example if you are looking to build up your customer satisfaction you would use WIG model because the knowledge you will gain will help you improve services for customer satisfaction, whereas if you wanted to implement a new technique into the company using SECI model would be useful as its focus on continuous creation knowledge either planned or by accident in a organisation it will capture the knowledge for improvements to the organisation.  
 However I can see ways in how Amazon.com is using SECI knowledge management tool to help the organisation for example they have fast next day service, so they are using this tool to effectively deliver products and services to customers, even through a pandemic, services and products was still able to reach customers in a timely fashion for overall profit for the company, many individuals had to turn to online services throughout the pandemic, so having an organisation with the vision to satisfy its customer by gaining the knowledge of what is needed and creating and delivery to bring in more revenue.

WIG model explained is that it theorizes that knowledge   should be managed according to importance.
Key features are  
· ‘Completeness – how relevant and ready is the knowledge
· Connectiveness – well understood and defined relations 
· Congruency – when all facts, concepts, prospects, and values link 
· Perspective and purpose – we categorise much of our knowledge using the dual dimensions of perspective and purpose’(Dalkir,2011)
The WIIG model is an effective asset to an organisation because it will organise your knowledge management properties into importance or relevance, so you are not wasting time, another reason why it is a useful asset is because it focuses on well established understanding of the knowledge so leaves less room for misunderstanding and confusion when it comes to delivering the knowledge i.e., through training, monitoring or even delivery with of the information. For example, Amazon.com by using the same portal and same software so this shows they are using the WIIG model to create easy understanding for customers so there is no confusion for customers.
Four major steps of WIIG model
· Building knowledge – ‘from outside or inside knowledge sources’
· Holding knowledge – ‘retaining the information in a specific form 
· Pooling knowledge – ‘across intranets and knowledge management portals 
· Applying knowledge – ‘in the framework of work embedded in process’(KM cycle,2021)
 This systematic approach in sharing and exchanging an organisation’s knowledge base helps the company’s decision-making systems by helping them make strategic decision for the progression of the company, for example in a vast business economy where things are always changing you need to be able to keep up the changes so you do not get left behind, so making fast strategic decision will help you gain competitive advantage.
 
how the framework helps the company systems work for more profit is by finding a gap in the market to give your company competitive advantage by ‘intelligent acting by facilitating the creation, accumulation, development, and use of quality knowledge’ meaning there is knowledge behind every experience you encounter but the organisation wants to only do intelligent, strategic moves to receive useful knowledge for a powerful outcome.  
Amazons knowledge and information techniques 

SECI model is used in amazon by the way they put the customer first and want to know more about each individual customer to build up a rapport on them to be able to meet there needs for example they use a strong data base system and information systems like integration with other data and information meaning they can personalise your experience. 
 however, they could also benefit from using other models’ techniques like in WIIG model to help boost efficiency to all customers not just customer who have signed to amazons’ webs service for example Amazon prime user can get free next day delivery on nearly any item but to be more efficient they should open this ability to all amazon shoppers, whether they are prime users or not.
 

Amazons knowledge management framework

Amazon have used knowledge and information management framework systems to help the organisation share the information systematically which is called customer relationship management (CRM) they have made this become increasingly important to building the personal data about customers by the integration (CRM) allows them to view customers recent transactions bought from close networks, the information is saved under the infomediary model of the (MIS) system to lead to more offers interactivity for the customer, for example if you had previously search for an adidas tracksuit on another site when you go onto amazon you will see offers of what you have been previously been searching for online. Amazon’s standard operating system is a simple storage system which give advantage.
There is 5 type of information systems 
· Executive support systems serve the strategic level in organisation 
· Management information systems serves the management level of the organisation
· Decision support systems serves the management level of the organisation 
· Transactional processing systems serves the operational level of the organisation 
· Office automation systems serves the operational level of the company

Amazon use an information system called Amazon web service that controls half of the online in the US this has not only acted as a product for the company but as a tool behind the success integration and management of information systems, they also use cloud computing that monitors customers all the time to sour to higher heights, while many companies shut their doors forever because of the current pandemic called (Covid-19), many people lost their jobs but  2020 saw Amazon.com ‘blast through online sales helping to report record profits in July’ (Annie.Palmer,2021), because of their attention to detail with the amount available to customers and low prices they became the go to place for many individuals as your usual shops closed their doors, Amazon has virtually anything and everything you can think of at a click of a bottom, so by using the data he collect to grow the business.
New entry blocked meaning by creating barriers for anyone to try and come in, Amazon uses its data power to compose smaller business servers by buying them out giving them a huge competitive advantage as they keep all profit to themselves  

Core knowledge assets means when it relates to the companies competitive advantage that are both profitable and durable, such as reputation and corporate culture something Amazon handles well by the brand and logo you know what to expect when you see amazon logo or brand, as they have  built up a positive reputation in the way they handle business and made it hard for competitors to fit in the gap because of their corporate culture in the market and the great leadership from ‘Jeff Bezos’ thinking 10 years ahead. 
Amazon still need to improve its trust as they have been subject to many investigations dealing with the amount of data access they are using and privacy concerns ‘the us government have already slapped two big companies with anti-trust lawsuits’ (Amazon,2021) this means that companies are not being lawful when accessing seller data to be able to use it.
However, other companies are using a different style of knowledge management which leaves gap in the market which could bring some challenges for Amazon for example a company called ‘Niche ecommerce has found the gap where amazon can not touch them on knowledge and quality because they are experts in a particular industry’(Inci,2021) they are specialist in products like ‘beard oil and vegan cosmetics’ these type of products customers are more likely to buy from a company who specialise in the industry, therefore creating a space for themselves in the market to be able to gain profit, because amazon doesn’t specialise in not one thing as almost anything can be bought from Amazon.com
 Why amazon should always try to improve is because times are changing, peoples needs and wants are constantly changing but if they do not respond to the changes they will be shifted from the top, Amazon is the number one right now, however any organisation that sells products online is a threat to them, so they need to keep renovating new ideas to gain the correct knowledge to remain on top.

Conclusion and recommendations
my findings in this report are that knowledge information management can help an organisation improve products, services, relationships with customers and share the best practices within your company, you want to be able to do this in your organisation by maintaining a positive relationship with your customers to retain competitive advantage.
How amazon can improve from the challenges that I have stated is by going that step further and having specialised companies attached to the organisation, when you are too greedy you are easy to fall that is a saying I have meaning that there is plenty of wealth and profit to be made in the industry enough to share and build strong relationships with other companies because the collaboration of the two companies could bring in even more revenue when it was just you alone, the world we live in is changing, a lot of peoples interest and diets are changing specially with the corona virus health scare people are more health conscious, so if people see somewhere like amazon has specialised i.e.  vegan companies attached to the organisation you could now win other the customers that rather quality vs quantity.
Knowledge management is about making knowledge into an asset, the continuation of human being and technology working together to gain knowledge to bring significantly higher pay offs.
Amazon was a main focus of my report, my findings was that Amazon works so well as a organisation because of the hard work and dedication of the workers and the knowledge management  framework they use for example ‘Jeff Bezos’ (the CEO) is one of the richest men in the world and he is rich simply by the way his using the knowledge once it’s received, in other terms he is buying and selling data on the powerful software system that he uses, so he is rich not by actually doing anything but by being very strategic about how and what information they want to receive and  getting the knowledge and retaining it from other competitors and using it for their advantage.  

The knowledge management framework I would recommend to Amazon to make their culture more developed because at current studies have shown ‘the culture to be pushy, combative and ‘bruising’ organisational culture’(Amazon,2021) which not very constructive if you want to keep employees for a long time, that type of organisational culture does not really produce effective workers for the company please see below 
Collecting the data by asking the necessary strategic question to be able to build knowledge with the knowledge management systems, then 
start developing the framework by creating knowledge management assessment of the information gathered then put this information into a management framework once its protected and retained in the organisation 
start implementing it by putting the framework into action by sending out reports along side job descriptions, method descriptions and technology functionality.
I believe this framework may benefit Amazon because right now it shows that employees are not very happy with the heavy demands and the strict environment how the organisations culture is at current, however for the future once you have gained  the knowledge and trained the necessary people on how to change this current culture at Amazon the atmosphere for employees which will breed positivity which in all will help to bring more money into the company because employees will stay longer so that means, money for recruiting new staff when old staff leave can stay within the company  instead of leaving the company. For example, when I look at my organisation, I can see that they have taken the knowledge, on that its better to have a positive working environment allowing employees to feel at ease but remaining within the companies guidelines, they allow colleagues to manage themselves which saves resources on the amount of people in the organisation saving revenue in the long run.
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