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Executive Summary
In this paper, we will use the models and theories studied in class to examine the process of managing the knowledge and information of Amazon.com.
We will analyse the processes that lead the company to easily connect many people on product information (using knowledge management techniques) and how it exploits KM to improve the approach of customer and information relations.
Finally, after introducing management within Amazon, we will recommend strengthening and improving knowledge management (from the knowledge acquisition- retention-transfer perspectives). 

Introduction 
According to (Palmer. To 2020), many companies have faced monetary losses and layoffs during the global pandemic. Others have increased revenue and workers; one of them is Amazon.
Amazon is one of the largest e-commerce in the world, which thanks to conveniences, offers, fast communications and low prices, has become an indispensable service for people during COVID-19 (Palmer. To 2020)
In this report, we will analyse the points that have led Amazon to be one of the best companies (thanks to the use of KM), the essential prerequisites for good practices in developing the company's management. We will evaluate academic theories that we will use to evaluate the effectiveness of the knowledge and culture of Amazon's information management to verify the constant knowledge and maintenance of an effective relationship with customers.
We will address the challenges Amazon may face in knowledge management.
The report will be divided into eight parts.
The first paragraph will deal with an introduction of Amazon; we will explain the KM, evaluate the importance in the company, and how it helps the organisation satisfy customers and achieve its objectives.
In the second paragraph, we will introduce cases belonging to the company to show us the knowledge embedded in the products and concept of service. In the tacit knowledge of employees with the help of the SECI model (we will mainly introduce models the WILLIAMS model and Zack model).
In the third part of the report, we will analyse the growth of knowledge in Amazon SOP, System, and the future improvement of Amazon as a company and how systematic approaches to the exchange of knowledge (MIS and ISMS System) are managed.
Finally, we will give recommendations (we will propose a framework to help Amazon make its KM culture more effective and more prosperous). We will conclude with an analysis of the information found.
The primary purpose of this report is to evaluate and analyse the KM within the companies (primarily Amazon) and give an idea of how the company can improve.

Background of Amazon 
According to Hall M., Amazon.com, founded in 1997, is a company created by Jeff Bezos that deals with online retailers, e-book manufacturers, e-commerce, retail, e-commerce, web service providers and much other good.
The company's base is in Seattle, Washington.
The company was made public in 1997. Initially, the company was born as a marketplace for books; in the following year, it began to see music and videos, thus starting to work internationally, in the following years, Amazon. Com has grown by introducing household and electrical goods and games and offering more and more goods to create a place that can give you everything you are looking for.
Amazon.com has been able to create its reputation thanks to its technological innovation.
Today this company is recognised as the largest internet company, live streaming, online marketplace, and market share.
He has surpassed many famous companies worldwide (Walmart) and has created amazon prime video, music, and twitch. With over 200 million subscribers, he has led the company to expand more, thus bringing the company an internationally known image and powerful brand.


KM importance for the organisation and Amazon
Bergeron (2003), Knowledge Management (KM) is a business improvement strategy that stores, organises, selects, groups, and communicates essential information for the company and its business to optimise business competitiveness and employees' work.
Using knowledge correctly; it is necessary to manage two critical components: data (they are facts/numbers that alone do not have great importance, they need to be processed and transmitted in information)) and information (and the set of data that have been processed to give it meaning).
From this we can understand that data needs to be within a context, in such a way as to be accompanied by a meaning.
Knowledge is a set of data processed in the whole of a context to ensure the information is corrected within an organisation to solve problems or make decisions.
Knowledge can be described in two ways, Tacit and explicit.
Explicit knowledge is detailed, organised and systematic.
It is easily captured and located within documents and stored within manuals and database files.
Tacit knowledge deals with beliefs, values, perceptions, and experiences.
The tacit know-it can be in large quantities but challenging to express.
The KN is important as it helps companies adapt to changes, competition, decision-making, and management and organisation processes within knowledge.
According to Sanchez R. (2003), KM in organisations has the task of analysing and developing data, processing information (with the help of technology) and creating and developing new practices within a company.
The development of knowledge within a company helps the organisation increase profits, workers and customers' satisfaction, the development of strategies, and the efficiency of employees in carrying out work.
Implementing the process of knowledge management guarantees companies an improvement within the field of work, mental and personal satisfaction, which will lead the company to success.
In amazon, the KM system is fundamental as it connects the whole world with the information of the products and gives a meaning value to consumers in different ways, which leads the company to succeed.
Amazon.com has used km in an excellent way that has led the company to succeed worldwide.
The company has used the KM to transmit information, customer satisfaction, and the innovative management of documentation and business organisations. The excellent use of the KM has brought the company the possibility of helping customers effectively and promptly, creating an information management easy to understand and saving time for the company.


The growth that KM offers to the satisfaction of customers and the achieving competitive advantage
According to Rosenberg M. (2014), Amazon.com is a company that uses advanced knowledge-management (KM) techniques that allow the company to succeed and connect people with product information (creates a relationship between consumers and information) and give the right importance to consumers.
The process created within the site, has been idolized to bring convenience, ease of use of the for customers and employees, the success of the organization of the site has brought more consumers and familiarity in the use of the portal and internal information.

· A portal: the communication and business carried out with Amazon take place through a single portal. Clothing, electronics, and food are within a portal and user experience; this brings consumers tranquillity, familiarity, and ease in using the site and viewing that geese you need in one fell swoop.
· Consistent performance: product information and reviews are handled in the same way and order; this creates excellent content management and information that allows customers to understand product information easily. 
· Modular content: Pages on Amazon are easy-to-read sections, allowing people a simple search to access the content they need directly.
· Personalisation and knowledge: the ability of the site to know users is surprising, and the more you use it, the more it knows you. The ability to recommend products that we need favors the collection of user data to satisfy customers and satisfy them. 
· Crowdsourcing: the company creates knowledge and awareness through the evaluations offered by customers, reviews, and images; it leads to making consumers feel a sense of community exchanging ideas.
· Easy transactions: buying a product, saving it, or searching for information involve the same quick and easy step. (Important phase of the KM).
· Alerts, reminders, and subscriptions: for a regular update and a particular product, you can ask the system to remind you of it or join a subscription, allow yourself to know without asking (KM improves the awareness and productivity of new information).
· Evaluation: Customer evaluation and criticism are critical as they give the customer (who feels heard), but it benefits future customers. The company to improve their services and the company's products. Feedback is an excellent way to evaluate the operation of the KM.
· Reduced maintenance: the company's service has led to the diminution of calls to the call centre. Amazon has made the site easy to use and complete with information. This leads to understanding that the customer is satisfied and a cost-saving for the company.
· Performance centre: modifying, cancelling, changing the method of payment or shipping, and seeing what you have ordered in the past is possible thanks to the path that the company provides to customers for the activities they have to carry out and in case of difficulty the company is ready to help you.
· Online help: to ask for help, go to the Amazon page and click on help; the ease of the process satisfies customers, increases their experience, and reduces Amazon costs (everything that improves the functionality of a helper improves KM productivity).
· Mobility: the amazon app (and all the other associated prime, video, music) are available everywhere and always, without hours, thus giving the customer absolute availability and the company the guarantee and trust of its customers.
The points listed that group the satisfactions and offered that Amazon offers to its customers and the excellence in increasing the methods of communication, the transmission of information, and customer satisfaction lead the company to achieve the objectives of each company, customer satisfaction.


Investigation of KIM techniques used by Amazon.com (with recommendations to strengthen their knowledge management)
To investigate the use of KIM it is necessary to describe the points within such as knowledge (explicit knowledge and tacit knowledge), data and information.
Nonaka's tacit and explicit conversion and decision-making mode
According to Jordan R., G.  (2020), The model created by Ikujiro Nonaka and Hirotaka Takeuchi (business experts), is mainly based on the ability to create new knowledge to use it in the production of products and success.
The KM model is based on a holistic model that deals with knowledge divided into tacit knowledge (expressed through the experience and communicated indirectly) and explicit knowledge (contained in the Manuals and direct).
They used old theories and learned masses in the business field.
The model aims to bring more significant importance to tacit knowledge (which they claim is the key to success) (Nonaka and Takeuchi, 2005 as cited in Dalkir, 2011, p.65).
We can see that they are two different acquaintances, but both are important.
Explicit knowledge is linked to a representation and rationale based on information.
Tacit knowledge has fundamental roles within the company as it also has the task of informing ideas and creations.
The transition between one knowledge and another has as its definition conversion, which usually leads to the creation of new knowledge.
The decision-making process within a company is usually based on the knowledge of the processes and information related to the organisation.
Knowledge and generated are incorporated into products through information; within Amazon, you can find product information (size, utility), site, and shipping information (explicit knowledge).
Within Amazon, tacit knowledge has grouped together with the communication of culture, history, information values, and the company's interest to customers.
The company's services to the clientele, the speed and availability that Amazon offers are very effective to ensure communication.
Tacit knowledge can be found in customer reviews and feedback that help other customers and help the company understand how to improve.



The information systems implemented by Amazon 
Amazon multinational company was founded on two fundamental information systems based on customer relationship management and information management in the overall business strategy.
IT within the company has been built in a fashion to manage more than millions of operations simultaneously, in such a way as to allow absolute freedom to customers.
Amazon can store trending information and consumer purchase personals using these communication models and business resources.
The information systems of Amazon.com also recreate the security that the company offers customers with consumer data, online payments (card data), which leads the company to obtain the complete trust of consumers.



Management Information System (Systematic approach exchange of knowledge within the organisation)
According to Demir A. (2017), Management information systems help organisations and adaptation systems efficiently and effectively bring out the synergy between information systems and people's interactions.
MIS Ease Information Systems and Management Decisions (at the Strategic Level) has helped Amazon expand globally.
They used it to simplify its management activities and those diversified services offered to its customers through its system (Cao, 2011). 
To increase decision-making skills, productivity, and a monetary increase, good knowledge management within the organisation is necessary.
Knowledge has a role in travelling and being transmitted within the organisation to reach the company.
The processes that require good internal knowledge (increase in quality, services, and work) have beneficial factors outside (investors and customers).
To achieve success and knowledge sharing it takes communication within the company.
The communication between the different levels within the company can take place through meetings (where exchanges of ideas and projects can take place), teamworking (which can help increase communication between workers who work at different levels within the company), online meetings (which allow the company to communicate with offices around the world) and good leadership (which increases the confidence of workers in communicating).
To better evaluate the sharing and creation of knowledge within an organisation, we will use the SECI module (Nonaka & Takeuchi 1996) based on two principles explained above (explicit and tacit knowledge).
They created four ways to convert and combine knowledge:
· Socialisation is communicated through imitation, observation, and practice (from tacit to tacit).
-in a company can, be put into practice through training.
· Externalisation: this is an important conversion process. Explicit knowledge and explain in documents and manuals (to spread it easily and quickly within the company). In contrast, tacit knowledge is impossible to codify; metaphor can be used as an outsourcing mechanism (from tacit to explicit).
· Combination: knowledge is combined to create new knowledge (from explicit to explicit)
-within a company can be meetings.
· Internalisation: When explicit sources are learned, knowledge is internalised, with changes made to tacit knowledge. 

The process is defined as a continuous, dynamic vortex of knowledge as knowledge is continually converted and created as workers interact, learn, and collaborate.


The increase the Importance of Knowledge in Amazon's SOP
According to the University of Alaska anchorage (2020), SOP (Standard Operating Procedures) is the ability to work with standard and straightforward operating procedures, which group together a company's documented processes that ensure products and services are delivered rightly.
They are usually collected in documents that describe the operational policies and organisational activities and communicate the company's changes on employees.
SOP have an important task as they guarantee a structured quality system with processes in place, a motivating corporate culture, and qualified employees; they help you evaluate the company's performance and future decisions to evaluate the strengths and weaknesses within the company.
It helps you understand the correct way to carry out an activity within the organisation.
Sop offers:
· Consistency: the procedures that a person carries out a particular task or activity, which will reduce quality problems.
· Reduction of errors: written procedures that group together a set of rules for executing a task so that everyone follows the rules and avoids mistakes.
· Communication: when changes or improvements occur within the company, they require a new update of the rules and training. The SOP provides a process for communicating changes to workers.
Thanks to SOP, Amazon.com has improved its performance, procedures, and customer communication.
Including a Group that relies directly on and only on SOP has allowed the company to have a fast, quality, and successful service.
Within Amazon, employees perform specific jobs with rules and departments that deal with different sectors. Customers have satisfaction in the product service and help as the communication is of a high level.


Future improvements
Amazon, a global company that offers services and communication all over the world, needs to improve internal and external aspects to ensure continuous development for customers and employees.
The amazon brand is too simple as there is written only the company's name; I believe that a high-level company has an image and colours more effective for the image of the business as you describe the entire system with the image and colours of the brand.
The organisation of content within amazon images and management of sectors are apparent but must devote more space to annual events (Christmas, New Year, Easter etc.); during the holidays, I propose colours that describe the holiday and decorations to attract attention of the customer.
I believe that amazon as a company must particularly improve the site's image (colours) and give importance to internal management and what they want to convey through the site.


Conclusion and Recommendation 
With the research and analysis carried out within the report, we can deduce that the KM is a business improvement strategy that deals with the grouping of organisations, selects and stores that communicate important information for the company to achieve success and the improvement of employee work and competition. 
We have analysed the importance of knowledge and its subdivision (explicit and tacit knowledge), and that KM helps organizations make changes, knowledge, and organisational management of a company.
We have evaluated the points that KM offers to Amazon to ensure the satisfaction and competitive advantage that the company has obtained thanks to the speed, ease and help that the Amazon site offers.
We used the Nonaka and Hirotaka systems to analyse knowledge within Amazon and the creation of new ones.
The evaluation on the information system (management of relations with customers and management of information of the company), which is based on the company and the management information system it uses and that positive aspects that leads to the organisation.
These factors lead us to understand that knowledge, KM, and KIM are important. They help it create satisfaction for customers and workers and increase communication inside and outside the company.
With the results found we have created ideas to improve the company, so that in the future it can only grow more.
The organization and accurate conduct of the processes within a company bring satisfaction and the creation of marked e-commerce known worldwide.
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Appendices
With the help of theories and models (Knowledge Management, Knowledge, Knowledge Information Management, SECI Model, Nonaka and Hirotaka Takeuchi, information system and SOP etc.), studied in class that will help us evaluate and create a poster.
The poster briefly describes the topics analyzed and evaluated within the report, as the main subject Amazon.com.
[image: A picture containing text, newspaper, screenshot

Description automatically generated]



1

image1.png
Abstract

Amazon is a company
born in 1997 by Jeff
Bezos, it is a company
that deals with online
sellers, e-commerce,
retal, provides web
services, electronics,
household supplies etc.
Today Amazon is
considered the most
successful company.
KM was one of the
processes that brought
success to Amazon.
And we will use the
SECI model to evaluate
the sharing and creation
of knowledge within the
company.

We will analyze the
Amazon SOP
Conclusion

References

Knowledge and Information Management of Amazon.com ‘ W

Introduction

Bergeron (2003), Knowledge Management
(KM) is a business improvement strategy,
which stores, organizes, selects, groups, and
communicates important information for the
company and its business, to optimize
business competitiveness and the work of
employees.

To use knowledge correctly it is necessary to
manage two components: explicit knowledge
and tacit knowledge.

The KN is important as it helps companies to
adapt to changes, competition, decision
making and management and organization
processes within knowledge.

SOP(Standard Opereting

Procedure)

SOP (Standard Operating Procedures) is
the ability to work with standard and
explicit operating procedures, which group
together a company's documented
processes that ensure products and
services are delivered rightly.
The correct use of sop offers:

« Coherence

« Reduction of errors

« Communication
I processes that have helped Amazon
decrease problems and has co-focus on
customers.

KM Amazon.com

Objecti

Introduction of KM
11 KM in Amazon
Importance of SOP in
Amazon

SECI model (knowledge)
Conclusion (information
collection)

Reference

to-read sections, allowing people a simple
search to directly access the content they
need.

use the site the more it knows you.
« Crowdsourcing: the company creates

feedback.

product, pay for it and search for it.

updates and information.
« Evaluation: of the product and service.
« Reduced maintenance

« Performance center

« Online help and Mobilizes

« Modular content: Pages on Amazon are easy-

« Personalization and knowledge: the more you

knowledge and awareness through customer

«  Easy transactions: quick and easy to save a

« Promoter and subscription alerts: for regular

amazon

N SECI ﬁ‘odle T

Itis a model created by Nonaka &
Takeuchi in 1996 that helps evaluate
the sharing and creation of
knowlwdge within an organization.
They are based on four ways to
convert and combine knowledge.
« Socialization: from tacit to tacit
|:] « Outsourcing: from tacit to
explicit
«  Combination: Explicit to
Explicit
« Internalization
At Amazon we can share and create
knowledge through training for
employees and meetings where ideas
and projects can be shared.
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Conclusion

Finally, we can say that the models
reported are necessary for a good
internal management, grouping of
information to share it with workers.
Aknowledge that must be created and
shared to bring the company to have
success, the grouping and the creation of
documents that will allow amazon to
work with specific work, a correct
communication, and rules to follow.
These actions will give Amazon
organization and efficiency.
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