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Executive Summary

The knowledge management is about an organization’s managing their assets in creating the values and meeting the strategic and the tactical requirements. It is said to be a systematic collaboration of the people, technology, style, process and structure of the organization and adds value to the organization. In the report the researcher at the first section will be providing a brief outline of the company. The next section will be followed by underlining the theories of the knowledge management systems. After that the following section will be about knowledge management development practices. The overall case study scenario over Amazon.com has been illustrated and analysed and specific academic theories relating to the knowledge management have been demonstrated in terms of making the knowledge assets and also furnished the effectiveness of the ‘customer relationship man agent’. In addition, potential management challenges of Amazon.com have been highlighted and the recommendations have laos been addressed for mitigating those from the knowledge perspectives of ‘acquisition-retention-transfer’. 
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[bookmark: _Toc90134880]Introduction
The report will be focusing on the given case study of Amazon. The researcher will be applying the various knowledge management model and theories in order to examine the process of the knowledge management process of Amazon. The theories that the researcher had selected in order to do this report are the organizational knowledge management theory and the ecological knowledge management theory. The first section will provide a brief overview of the company followed by the section introducing the key knowledge management theories. The next section will be about necessary things that are important for a good knowledge management development practice. The next section will be about identifying relevant alternative academic theories. This section will also be about evaluating the effectiveness of the knowledge management and the information management culture in Amazon. The next section will be about underlining the potential knowledge management challenges of Amazon. Furthermore, the recommendations in order to strengthen the knowledge management practices of the organization will also be discussed in the last section of the report.  
[bookmark: _Toc90134881]1.Overview of the organization
Amazon.com, a company that is simply referred to as the Amazon is an American Multinational company. The company deals in the e-commerce and the cloud computing sector having their headquarters in Seattle, Washington. The company was founded in the year 1994 by Jeff Bezos. The company, Amazon is considered to be the largest retailer that is internet-based in the world on account of the market capitalization as well as the total sales. Furthermore, the company is having a separate group of retail websites for the countries such as the United States of America, Ireland, Canada, Italy, Netherlands, Brazil, China, Mexico, United Kingdom, France, Germany, Spain, Australia, Japan and India (Amazon.com, 2021). The company on the other hand also does international shipping for some of their selected products to other countries. 
[bookmark: _Toc90134882]2.Key knowledge management theory 
Knowledge Management is said to a series of steps which includes the collection, identification, storing and sharing of the explicit information to the individuals throughout the organization. The central knowledge management theories are said to be divided into three verticals. Organizational Knowledge Management theory, Ecological Knowledge Management theory and Techno-centric Knowledge Management theory. 
The organizational knowledge management theory mainly deals with the structure of the organization. It also focuses on the designs of the organization as in how the organization is designed hierarchically and culturally in order to manage the knowledge process. The Ecological Knowledge Management theory on the other hand focuses mainly on the people, learning communities and the relationships. It also includes various interactions among the organizations and the individuals and the external and the internal factors bringing people together in order to share the knowledge (Bootz, Durance & Monti, 2019). Lastly, the techno-centric theory mainly focuses on the process of designing the technology enablers and also on the technology itself. It furthermore, helps in facilitating the storage of the information as well as the flow of the knowledge. Regardless of the different theories, the main aim of the knowledge management theory is to include the impact of the process, people and technology on the knowledge management theories. 
Enhancing the various knowledge management theories, the company focuses on the relationship between the customers and the information. Amazon is one of the most successful e-commerce companies in the world. From the very start, the company determined that the key to success for the company will be about learning what the customer’s needs from them. But it is not enough the company also need to add more value to the customer’s experience. That is where the role of the knowledge management theories comes into the place (Nurdin & Yusuf, 2020). The company uses the advanced knowledge management theories in order to add significant value to their customers and those are as follows:
· The company believes in one portal and one interface. Each and everything people used to buy from the website of Amazon are all from a single portal. From the food to the electronics to the books and clothing all products comes under the same roof. The company believes in one-stop shopping. Amazon does not do changes in the portal as it breeds familiarity to the users and they do not have to search for new areas. Thus, the single portal of the company is said to be an easy-to-use gateway to the workplace knowledge (Pawlowsky, Pflugfelder & Wagner, 2021). 
· Due to the excellent content management of the company the displayed information about the products in the portal of the company are in same way and are also in same order. With the content management the company prepares their products and then disseminate it to their customers in a consistent manner. Thus, the added benefit is to track down each and every product. 
· The content that the company uses in their portal are modular and are easy to read which enables the customer to go through the content quickly by not wasting time. The company always believes that it is not about searching the thing, rather it is more about finding the thing (Shujahat et al., 2019). 
· The company also believes in the distributed upstreaming of the content creation. The company controls each and every thing that are being displayed on their portal. Adhering to the writing styles, practices and policies and the designing standard all contents looks like they came from the same place making it more useable. 
· The magical presentation of the company is what strikes the customers of the Amazon the most. The more a customer will be using the portal of the company the better the company will be knowing about that people. The portal will then remind them of the history and the other recommended products or even the product that the customer is looking for (Popov & Aksenova, 2019). Therefore, for this matter the customers willingly are registering themselves over the portal of the company because they recognized the value of the service of the company. The efficiency and the productivity of the company gets enhanced when a company knows what their customers wants. 
· The company also believes in the crowdsourcing as they implement the features like reviews, customer providing the ratings and the images of the products (Audretsch et al., 2020). Furthermore, the company also believes in building the awareness and the knowledge in the users. 
· The company believes in easy and the consistent transactions and there are no curveballs on that. Combined with the personalization the knowledge system of the company improves the awareness and the productivity of the new information with the exhausting and the repetitive searches. Thus, the productivity of the company also gets improved (Hosseini et al., 2019). 
· In order to gauge the effectiveness of the Knowledge Management the company asks their viewers in order to provide them with their valuable feedback about the product they had purchased. It is said to be more impactful to the users in order to quickly understand the specifications of the product. 
· The company moved themselves from the topic centered approach to the performance-centered approach. This particular approach seems to be very much beneficial for the workers as it this approach forces them to perform their jobs in a more effective form (Ying-Yen, 2019). Another Knowledge Management tool for the company is their help desk as anything that improves the help function is said to be beneficial for the productivity of the workers. 
[bookmark: _Toc90134883]3.Knowledge management development practices
The knowledge management is said to be one of the important tools that every organization must be implementing in their management. The good knowledge management development practice helps in boosting the efficiency of the decision-making ability of the organization. It also helps in making sure that all the employees in the organization have an access to the expertise that are held within the organization (del Rosario Pérez-Salazar et al., 2017). It helps in building a smarter workforce that benefits the company. 
The effective creation is said to be one of the important factors for the good knowledge management development practice. It is very much important for the company as because its incudes continuous combination, transfers and the conversation of the different knowledge. The effective creation in the knowledge management tends to the continuous combination, conversion and the transfer of the different knowledge. The effective creation in the knowledge management is said to be the formation of new ideas that occurs through the interactions and includes explicit and tacit forms of knowledge. The storing of the knowledge management is also important for a good knowledge management development practice (Lee & Kim, 2017). Storing involves in both of the hard and the soft style recording and the retention of both of the organizational and the individual knowledge in such a way that it can be easily retrieved. It helps in saving the organizational resources and save a lot of time and improves the organizational performance. Storing information also enables in better project management and also empowers a quicker rate of innovation in the organization. 
The sharing of the knowledge is also one of the important factors for a good knowledge management development practice. The sharing of the knowledge is all about process of transferring of documented and undocumented information from one to another. Sharing knowledge improves productivity and also empowers the employees in doing their jobs more efficiently and effectively. The importance of the application in the knowledge management is said to be having a strong search engine that can reach all the contents of the enterprise and retrieve the item an individual is looking for (McIver & Lepisto, 2017). Lastly, the integration in the knowledge management tends to be good for the knowledge management development practice. The integration in the knowledge management helps in increasing the competitiveness and also enables the full and the flexible access to the information. 
[bookmark: _Toc90134884]4. Evaluation of the identified scenario within the provided organisation 
Despite the massive outbreak of the pandemic worldwide, Amazon is able to mark an exception in the global e-commerce market by taking orders or delivering products online. Amazon also has spent a huge amount of money during this pandemic for the safety of the workers and for testing internal initiatives. According to Castelli et al. (2017), it also has hired lots of people for gaining profits by fulfilling the orders of the customers and reducing the chances of making more unemployment-related conditions. Besides, Amazon has positioned the topmost by providing conveniences and delivering goods to the customers at low prices during the outbreak. Hence, the rapid pandemic growth has not been able to slow down the growth of the American e-commerce organisation, Amazon; hence it was expected by Amazon itself that it would exceed approx. $100 billion thresholds alongside Exxon and Walmart, respectively. With the help of the 'advanced knowledge techniques', Amazon.com has connected with the 'zillions of people' where an effective e-learning field stated by Amazon has approached the meaningful relationship between acquired information and customers. On the other hand, as reflected by Mousavi et al. (2021), it could be helpful in enhancing the values by using KM (knowledge management) principles. Amazon has also effortlessly tried to show that Amazon is capable enough to highlight the user experience by determining the expectations and time of achieving the expectations in a quick and easy way, respectively. Hence, the utilisation of the knowledge management principles world will be beneficial enough for Amazon to use the principles and practices of KM for adding significant values for the customers in several ways. 
[bookmark: _Toc90134885]Usage of academic theories relating to knowledge and information management.' 
As per the knowledge and information management theories, there are two relevant theories that can be demonstrated based on the attached case study perspective of Aamzon.com. The theories are ecological KM theory and organisational Km theory. 
Ecological KM theory illustrates that it focuses on people, learning communities and relationships with the customers that are also associated with the interactions between the organisation and the individuals. As illustrated by Swan & Brown (2017), the external and internal factors relating to the organisational people tend to share the knowledge and information among them so far. 
Organisational KM theory states that it focuses on the overall organisational structure initially and also addresses the ways of designing the organisation culturally and managing knowledge and the process of knowledge on a hierarchy basis. 
[bookmark: _Toc90134886]Effectiveness of 'knowledge and information management theories' within the chosen organisation for creating assets of knowledge and maintaining 'customer relationship management.' 
As per the organisational KM theory, Aamzon.com is being regarded as an e-commerce giant worldwide and has delivered goods at low prices to customers. Thus, it has become able to serve essential services during the height of the pandemic. On the contrary, as denoted by Frega et al. (2018), the organisational structure has acquired and mentioned the safety gear for the customers and also has implemented an employment platform for preventing the widespread economic turmoil and unemployment as Amazon.com kept on hiring new employees for delivering the proposed orders of the customers, henceforth the organisational culture and managing the knowledge process for making the selected organisational structure effective. As demonstrated by Sadq, Sabir & Saeed (2018), as the ``pandemic-fuelled growth Amazon.com is not able to slow down the growth of it. Thus, it has prepared the entire 'back-to-back' shopping of the prime day and holidays afterwards. Hence, the knowledge acquired by Amazon.com has been processed effectively hierarchically, which can be helpful in assessing quarter revenues and proving Amazon as the best positioned-oriented retail organisation by helping it to cross the threshold determined by FactSet (Palmer, 2020). 
As per the ecological KM theory, Amazon.com has connected with numerous people worldwide by delivering goods at a convenient and affordable cost. Amazon.com has created an effective relationship with the customers for gaining and increasing value-related information for demonstrating the customer experiences regarding bringing and using the purchasable products. Contrarily, as stated by Hwang, Lin & Shin (2018), it also has found the abilities to the customers by stating the expectations and setting the exact time of demanding expectations and through that, the ultimate demands actually. Likewise, as the entire system has become helpful enough for the customers, thus Amazon.com has the capability of accomplishing the goals in a personalised and intuitive way. As noted by Lindgren & Widén (2018), through this, Amazon.com has been successful enough to add more value to the customers by utilising the value of knowledge management for practising the significant values on behalf of the customers in several ways. Hence, it can be proven by analysing the above-mentioned findings of Amazon.com, the management of customer relationships has become strengthened through this. 
[bookmark: _Toc90134887]5. Potential knowledge management challenges of Amazon 
There are various kinds of knowledge management challenges, but as per the attached case study analysis of Amazon, two of them have been selected that have been faced by amazon.com itself. Those are labour crises and employee motivation. 
Due to the pandemic, Amazon.com has put lots of effort to prevent the labour crisis and also tried to involve as many individuals in serving and delivering the goods and services as per the requirements and demands of the customers. However, as argued by Nývlt & Prušková (2017), Amazon has spent huge amounts of money for reducing the labour shortage and run the business as well by taking along with delivering orders through the digital platform of e-commerce. But in other times, it faces labour crises, especially migrant workers. They leave their respective jobs due to the lack of low wages and as they are more concerned about their families. Hence, they are associated with the anxiety and fear of being separated by facing the negative reactions and harassment towards the local community (Schniederjans, Curado & Khalajhedayati, 2020). 
As proposed by Trantopoulos et al. (2017), lack of employee motivation can be observed within the domain of Amazon.com, where the low self-confidence of the employees and low expectations regarding achieving the desired success can be seen. Besides, lack of interest and the anxiety relating to the achievements of the employees regarding the targeted outcomes can also be noticed and also the fear of failure due to the lack of potentiality and ability also can raise the challenges of knowledge management. Hence, Amazon.com does not become capable of hiring efficient workers. Thus, the effectiveness of sharing and maintaining organisational knowledge and information cannot occur. 
With constricting 'a robust management information system', Amazon.com is being able to manage the information by obtaining an edge, besides the entire MIS system tends to offer Amazon.com regarding increasing the understanding of the eCommerce market better than that of the competitors. However, as contradicted by Barão et al. (2017), as Amazon.com has utilised the information systems that are specialised thoroughly in the overall business processes, thus the attainment of the competitive advantages is required for developing and improving the overall efficiency of the storage, collection and analytics of the personal information of the customers. 
The implemented information systems by Amazon.com have web services, grow wars and most importantly, the middleware and networking. As propounded by Zhu & Liu (2018), the above-stated pillars help in managing the entire information systems by making integration of it with the internet for achieving accounting, human resources and logistics, respectively. 
The implemented system of Amazon.com also describes the input, output and overall processing of it that also choose several activities relating to the information system for producing the organisational-associated information. As per the argument of Zhao et al. (2020), converting and processing of the raw inputs into the meaningful form-this entire journey illustrates the transfers of the outputs of the processed information for the individuals in terms of utilising the activities that need to be used in this era. 
[bookmark: _Toc90134888]Recommendations regarding strengthening 'knowledge management practices from the perspectives of 'knowledge acquisition-retention-transfer.' 


	Specific 
	Measurable 
	Achievable 
	Realistic 
	Time-bound 

	Enhancement of understanding and awareness of knowledge management 
	It can be measured by generating new ideas and establishing immediate sharing and communication (de la Fuente et al., 2021)
	It can be achieved by encouraging a change mindset and embracing the desire to get socialised 
	It can be realistic by gaining the intrinsic motivation and centralising the information regarding the valued knowledge 
	2-3 weeks 

	Identification of the potential benefits for knowledge improvement 
	It can be measured by practising knowledge and making the employees curious about that in achieving the required information  
	It can be achieved by increasing the power and skill to listening and also improving the research skill (Breznik, 2018)
	It can be realistic by enhancing the willingness and experiment of the observation for gaining the potentialities 
	3-4 weeks 

	Achievement of the commitment of the senior management 
	It can be measured by encouraging the whole team to get involved 
	It can be achieved by discussing the values and vision of the organisation, Amazon.com 
	It can be realistic by outlining the customer expectations clearly and looking for a creative way for hiring new individuals (Sahibzada et al., 2020)
	4-5 weeks 

	The attraction of resources and development of good communication 
	It can be measured by addressing the personality transit of the individuals for highlighting several communication styles 
	It can be achieved by selecting various interpersonal attitudes and making diversity in leadership for increasing the size of the entire team (Abubakar et al., 2019)
	It can be realistic by increasing trust and expertise of the individuals by assessing several knowledge managements practices and principles 
	5-6 weeks 


Table 1: SMART recommendations 
(Source: Oseledchik, Ivleva & Ivlev, 2018)
[bookmark: _Toc90134889]Conclusion 
It is witnessed that, as the knowledge and information management system of Amazon.com is attached to the overall data management that can be obtained from several sources, thus the data used in it is processed, organised and structured, respectively. Besides, as this knowledge management is about the understanding of the data, hence it can be accessed through several experiences and understanding of the information relating to the knowledge management and information. Hence, Amazon is being regarded as one of the benefitted organisations that surged online sales and delivery of goods during the massive outbreak of the coronavirus in 2020. Besides, the entire supply chain of Amazon got hurt due to the outcome of the delayed deliveries of the goods and services because of the notices of the 'out-of-stock'. 
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° Knowledge management

One of the critical factors for good knowledge
management development practise is said to be
effective invention. It is critical for the company
because it involves continuous mixture, transfers,
and the exchange of various knowledge. The
efficacious creation in intellectual capital is
characterised by the continuous conjunction,
conversion, and transfer of various knowledge. The
supply of new ideas that occurs through interactions
and includes explicit and tacit forms of knowledge is
referred to as effective creation in knowledge
management. Knowledge management storage is
also essential for good organizational learning
development practise.

a Theories

The ecological KM theory demonstrates that it
focuses on people, learning communities, and
customer relationships, as well as interactions
between the organisation and individuals.
According to corporate KM theory, it first focuses on
the overall organisational structure, then moves on
to culturally structuring the organisation and
managing knowledge and the process of knowing
on a hierarchical basis.

Due to the epidemic, Amazon.com has made
significant efforts to avoid a labour shortage and
has attempted to involve as many people as
possible in servicing and delivering goods and
services in accordance with the needs and desires
of customers. Amazon.com is able to manage
information by gaining an advantage by restricting
‘a powerful management information system,' and
the whole MIS system tends to offer Amazon.com
regarding expanding the knowledge of the
marketplace better than the competition.

° Evaluation

According to Castelli et al. (2017), it has also
hired a large number of workers in order to
increase revenues by completing customer
requests and reduce the likelihood of creating
more unemployment-related conditions.
Moreover, throughout the outbreak, Amazon
rose to the top by providing conveniences and
delivering things to clients at affordable prices.
As a result, the rapid pandemic spread has
not slowed the growth of Amazon, the
American e-commerce giant; as a result,
Amazon predicted that it will surpass the $100
billion mark with Exxon and Walmart,
correspondingly. Amazon.com has interacted
with 'zillions of individuals' using 'advanced
knowledge approaches,' and an effective e-
learning field has reached the relevant linkage
between learned information and customers,
according to Amazon.




