
 Amazon is a multinational technology company based in Seattle, Washington, USA (Oubari,2022) founded in 1995 by Jeff Bezos and started out as an online bookstore (Al Imran., 2014). Amazon.com, Inc. is one of the most significant revenue-generating companies in the world (MarketLine,2023), with a vast clientele and customer base (my book). The company has the world's largest online marketplace (MarketLine, 2023) with clothing and accessories, electronics, toys and games, and computer tools and equipment (Abuhamdieh, 2006) but also offers digital streaming services, cloud computing, and artificial intelligence (MarketLine, 2023)  The company also produces electronics such as Kindle Fire tablet ,the Amazon Kindle e-book reader, , Echo/ Tap speakers, and Fire TV set-top box (Laudon, 2015). The Amazon Prime has over 150 million subscribers and giving members free next-day delivery and a video streaming service (MarketLine, 2023). With over 1,600,000 employees worldwide, Amazon has to deal with knowledge management across all employees, departments and countries. At the end of the first quarter of 2022, Amazon's goodwill and intangible assets totalled $20.229 billions (Wanga,2023). 
Amazon stands out for its exceptional customer service, competitive pricing, express shipping, large product range, and worldwide operations. (Oubari, 2022). Amazon works on a variety of platforms. Amazon.com is a retail platform that connects sellers and buyers; AWS (Amazon Web Services) is a platform for platforms that provides the infrastructure and tools to build other platforms; and Amazon Mechanical Turk is an intermediary platform. In this way, Amazon is a network coordinator because it is an e-commerce company. In addition to the network, he also functions as an asset builder, service provider (AWS) and technology developer (application developer for Amazon Prime). The company is therefore a mix of many business models (Wu, 2018). Amazon's business model is B2C (Business to Customer), but the company also has B2B (Business to Business) (Al Imran, 2014). The first model will be used for this report. Business-to-customer (B2C) e-commerce involves the retail sale of products and services to individual customers. Amazon, Walmart and iTunes are examples of B2C commerce (Laudon, 2015). 
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1. Explain the Knowledge requirements (Explicit and Tacit Knowledge) of the organization and how it facilitates them to make three types of Decisions (Operational, Tactical, and Strategic). – 20%-word count. 
Deploying advanced information systems has been one of Amazon's biggest success factors. Thanks to the collected DATA and its transformation into information, employees have a lot of knowledge in decision-making processes. (Mutwiri, W, 2020). “We cannot understand ‘tacit’ knowledge unless we understand the binary is a kind of limit: the important sense is where you can do something with the transfer” ( Turner,2011, s473). Knowledge can be divided into two types: Explicit knowledge, and tacit knowledge. (Thomas, 2020). Tacit knowledge is internal or hidden in people's minds, explicit knowledge is in the form of documents, rules or procedures (Abuhamdieh, 2006).  For every organization, it is the tacit knowledge of experienced employees that matters when making decisions using big data (Thomas, 2020). 
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(Source: Lock , 2005)

The property of tacit knowledge is value on the one hand and elusiveness on the other. The high value is since most knowledge consists of things that people know but cannot put into words. Tacit knowledge is difficult for companies to exploit because it resides only in human minds and cannot be searched electronically. With the development of an organization, it is hard to see how tacit knowledge grows. Hidden knowledge is not available, so it is difficult to disseminate it in the organization. tacit knowledge becomes manifest in the process of sharing during social interactions. However, such a process is both difficult and expensive, and the fact that tacit knowledge must be externalized before it can be used limits its usefulness. The troublesome aspect of tacit knowledge is its elusiveness, which is due to at least three reasons: people are not fully aware of it; there is no personal need to share knowledge and there is a risk of knowledge loss (employee leaving) and competitive advantage. Employees often do not want to share knowledge because they believe that they will become unnecessary in the organization and the lack of an appropriate remuneration mechanism at the individual level can effectively hinder the sharing of ideas despite the potential organizational benefits (Stenmark, 2000).
Retaining and expanding knowledge helps improve processes, operations, innovation and profitability. This can be done through knowledge management (KM). So to take advantage of the knowledge, Amazon implemented an internal KM strategy consisting of a 4-process model.
1) Socialization. Employees are encouraged to share tacit knowledge (representing the type of knowledge that is difficult to translate into written form) through practice, observation, imitation, and participation in informal and formal processes within the organization.
2) Externalization. Amazon employees must express tacit knowledge through explicit concepts. This allows for easier and better management of all collected information.
3) Combination. The information is integrated with the company's knowledge system.
4) Internalization. Explicit knowledge is transformed into tacit knowledge.
As part of its KM system, Amazon emphasizes the importance of communication, both traditional and digital, as a great channel for knowledge sharing and better productivity. In addition, the group uses a combination of bottom-up and top-down approaches to implement its strategy. The first implies that information comes from the lower levels of the hierarchy to eventually reach top management. This approach is crucial as issues can be better understood, expressed, and resolved by employees who are closest to customers or operations. A top-down approach is also necessary to ensure these operational goals are achieved. Another internal practice is the Trial and Test Report which it must operate within a defined strategic framework to ensure that the right information is provided, even - and especially - if the program has failed. Finally, the key element of KM is a single company interface that allows you to gather all elements and services in one place and meet the needs of all users With a clearly defined and well-implemented KM model, Amazon was able to process information and knowledge in a way that increased its business in the market. This was facilitated by the company's culture and the "learning by doing" mentality of top management who are expected to lead by example (Wang, 2023).
Amazon uses both explicit and tacit knowledge to make operational, tactical, and strategic decisions. Explicit knowledge provides clear guidelines and procedures, Amazon stores goods in giant fulfilment centres (FC) located around the world. Explicit knowledge is crucial for Amazon's operational decisions. For example, Amazon has detailed procedures for receiving and processing customer orders, which are codified and followed by employees across the organization. Amazon's warehouses are also highly automated and rely on explicit knowledge to ensure that products are picked, packed, and shipped accurately and efficiently. FC manager can make decision base of that knowledge. (Delfanti, 2021). 
Amazon's strategic decisions are heavily influenced by tacit knowledge. Amazon CEO Jeff Bezos (Shpuntov, 2022) is known for his intuitive decision-making style and was quoted as saying that "All of my best decisions in business and in life have been made with heart, intuition, guts... not analysis”. However, he said as well “"If you can make a decision with analysis, you should do so” (Hamilton, 2018).  The analysis of data stored in information systems - explicit knowledge enables decision makers to gain insight into specific areas of information storage and retrieval. Knowledge-based decision support facilitates the formulation of specialized solutions to technical problems. It also allows Amazon managers to search for specific documents or files in the information system using integrated file processing algorithms (Mutwiri, 2020). Amazon's information management system allows you to make a virtual copy of the physical market to better understand fluctuations in supply and demand. The integration of the communication system with the information system allows for the automation of business processes and faster response to customer questions (Mutwiri, 2020).
An information management system accesses information by collecting, sorting and storing information faster, making it easily accessible for finding and analysing. Interpretation or specialized data analysis algorithms are built into the architecture of Amazon's information management system to facilitate data interpretation. This is important to help managers understand how their decisions affect business. Basically, data collected from customer profiles (gender, address, age, and so on) of orders, deliveries, and payment processes are compiled into reports for easier analysis. This makes it possible to coordinate activities and understand how key decisions change business processes (Mutwiri, 2020). 


2. Management Information Systems (MIS) 

Implementing advanced information systems has been one of Amazon's success factors. Amazon operates a two-part information management software that includes Simple Storage Service combined with an integrated database and Amazon Web Service. Effectively implements business processes through a customer relationship management (CRM) system (Mutwiri, 2020). Amazon is known today as the largest and most successful e-commerce retailer, and it has achieved this through its high level of customer service (Ukeni, 2022). Amazon is known for providing customers with good quality products in one place. Over the years, the company has managed to maintain customer relationships without having to meet them face to face (Kaur, 2016). Customer satisfaction is paramount for Amazon. To accomplish its mission, the company adopted and implemented the best available technologies (Ukeni, 2022). Amazon uses specialised information systems in its business processes to achieve a competitive advantage through better efficiency in collecting, storing, and analysing the personal data of its customers. The integrated Smart Analysis Search system provides useful information and personalised customer service based on the customer profile. The Amazon transaction processing system is a vital element of the Business Information System that enables customers to make purchases safely and efficiently. It has features such as secure card payments and one-click purchases. Amazon's information management systems are also integrated with unique features, such as an intelligent recommendation system that analyses a customer's previous inquiries to recommend similar items. The system is highly interactive, which translates into increased customer satisfaction. Customer order information is processed by a supply chain management system that is integrated with the payment system and website (Mutwiri, 2020). Technological developments have created new ways for companies to use the enormous potential of customer relationships. With increasing competition, maintaining customer satisfaction, increasing sales potential, and maintaining customer loyalty becomes essential to a company's success (Thomas, 2020). To improve customer relationships, Business Intelligence tools are used to help CRM systems focus on decision support, market research, marketing, customer service, and collaboration with customers on products and services (Phan, 2010). Customer Knowledge Management (CKM) is essential for business (Thomas, 2020) because it is more expensive to acquire new customers than to keep them (Phan, 2010). CKM facilitates the exchange of customer knowledge within and between customers and the company to facilitate learning from customers (Thomas, 2020). CRM needs big data for better customer experiences, especially personalization and customization of services (Anshari, 2019). There are several challenges in transforming customers' tacit knowledge (experiences, ideas, information, opinions) into explicit knowledge (helpful ideas for solving customer problems, innovating services or upgrading existing services). Large retailers such as Amazon.com, eBay, and Walmart can manage large amounts of knowledge and communicate with customers using big data and analytics techniques. In these companies, data collected from various sources is transformed into business and analytical knowledge (Thomas, 2020). The purpose of CRM is to collect data on every contact between the company and the customer and the customer with the company and store them in the CRM system so that the company better meets the expectations of customers.  CRM software helps an organization build a database of customer information (Mutwiri, 2020). CRM and Web/Apps technology allows organizations to better understand customers and convince them to buy (Anshari, 2019). The customer relationship management system is an element of the Amazon IT system (Mutwiri, 2020). Information management is automated in such a way that it analyzes the personality and interests of customers to recommend their favorite products through a customer relationship management strategy to attract and retain customers (Al-Imran, 2014). In order to achieve high customer satisfaction and loyalty, amazon uses this system. The database collects customers' personal data, credit card history, transaction history, order history, profile, and purchase history. The order processing system keeps records of transactions and provides the delivery system with details of the shipment. Through customer feedback (Mutwiri, 2020) “If you build a great experience, customers tell others about it. Word of mouth has great power” (Al Imran, 2014, p8), customer interests, wish lists and the system of product review websites gather information about customers (Mutwiri, 2020). Automated communication with customers is provided by e-mail and messaging systems as well as order information systems. Amazon's CRM system successfully integrates sales, service, and customer communication. (Al-Imran, 2014).


Thanks to the Amazon information system is:
Better customer service - better communication with employees and users. This gives customers a good experience as they can get a solution to various problems in real time. Satisfied customers pass information on to others.
  Unlimited stock - a customer on Amazon will find almost everything from clothes, shoes, electronic books to furniture, groceries (Mutwiri,  2020)
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4. strengths and weaknesses 
5. challenges in deploying and recommendations 

6. Conclusion 
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