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[bookmark: _Toc66046349]Introduction
Amazon is the biggest online retailer, manufacturer of an electronic book, and web services, provider. This the largest e-commerce site. The company was founded by Jeff Bezos in 1994. The mission of the company is to become the most customer-centric e-commerce corporation. For achieving the mission they evolved over the years. Lower prices, better service, and consistent performance help the company to become more successful. They focus on four principles: customer obsession rather than competitor focus, passion for invention, commitment to operational excellence, and long-term thinking. These things helped them to become better than any organization in the whole world. Now they are leading the whole world’s online business. The organization not only focuses on the customer but also very careful about the workers they have the most efficient pay-scale. They created more jobs in the US than any other company and invested 270 billion in the US market in the past decade (Kallen, 2019). Other than the direct job they created over 700,000 indirect jobs. In total, they created 2.2 million jobs. Amazon started its business by selling the book. Their then motto was to sell the book and deliver them anywhere, the customers want. It was a surprising package because no one believed that book can be sold online in the 90s. They started not as an online retail shop rather as a technology company that helps to make online transactions easier. The slogan of the company was Get Big Fast. And the company grew fast. The company took only 5 years to become the 100 million profit gainer. Now the company became the biggest retailer company in the world and they are now going beyond retailing. For that purpose in 2002, the corporation started Amazon Web service, Elastic Compute Cloud, and Simple Storage Service. And another aspect behind their speedy growth was the company decided not to keep the kind of inventory in stock (Tolosa-Cuadrado and González-Sanabria, 2018). But later on, the demand of the situation changed the decision. Innovation was the main reason for its heavy growth and Kindle was its most popular innovation. Being more customer-centered became the main reason for Amazon’s success. Over the last two decades, they build the most efficient customer support. A unique business model is another important aspect of the company (Kallen, 2019). Timely decisions which are the demand of the situation are another reason for being successful. Now Amazon is a 1.51 trillion valued company. Customer-centered policies and unique ideas help the company to become one of the biggest corporations in the world.


[bookmark: _Toc66046350]Introduction of the key knowledge management theory or theories which will underpin this report on Amazon.
Knowledge management is the way of innovating, communicating, using and managing knowledge and information in an organization. Created knowledge can be converted in many ways. There are four basic ways of conversion of knowledge. These ways are: Specialization, Capture, Dissemination, and Internalization.  Knowledge management is an integration of multi-disciplinary of an organization for amalgamation of its knowledge and information related to the organization. Knowledge management is retable to many fields like business administration, information systems, information science, and information and technology (Morey, 2019). But in the field of information and technology and business-related to that sector admire knowledge management for its smoother operation. There is some attribute of knowledge management which are related to each other like Generating new knowledge, accessing to the knowledge, using them for decision making, valuing them for product and service and storing the data or information for further use in the same sector or related sector (Awad and Ghaziri, 2017).  
Knowledge management can be used for individuals, communities, and organizations. And in a broader sense, they are related to each other. There are some theories developed on knowledge management, these theories are very much related to organizational integration. These theories are:
I. Multi-Perspective Theory
II. Trilogy Model
III. KISARD Model
IV. Hybercube Strategy
Multi-Perspective Theory: This theory focuses on three perspectives. Those perspectives are Technical perspective, Organizational perspective, and Personal perspective. This theory tries to focus on information technology and communication area. And tries to relate this thing with social and business management discipline (Amine Chatti, 2019). 
Trilogy Model: This model is subdivided in three; OODA model, SECI model and the Oinas-Kakkonen model. 
· OODA model: OODA stands for observing, orient, decide and act. These things help to combat operation processes and operation tactics. It was used for military management but now the business organization accepted that. 
· SECI model: This stands for specialization, externalization, combination, and internalization (Tiwana, 2016). This thing is related to tacit and explicit knowledge. Ikujiro Nonaka and Hirotaka Takeuchi developed this theory.
· Oinas-Kakukonen model: Comprehension, communication, conceptualization, and collaboration these four things are related to each other. This was formed in 2004.
By analyzing this model this can be stated that the process of creating knowledge is divided into three-phase. This model would help simplify the concept and process of the particular design of the model for the organization.

                                                  Figure 1: Theories of Knowledge management
                                                        Source: (Bukowitz and Williams, 2015)
KISARD model: This model emphasis teaching research and extension. Integration is needed for better performance in an organization (Maier, 2019). And this will help to build the relationship and gain target performance for the organization.
Hybercube Strategy:  This strategy is formulated in 7 dimensions. These dimensions are organizational, technological, learning, knowledge base, innovation, target group, and business process. These dimensions are related to each other and create efficiency.
Amazon as a corporation needs to focus on these theories for their better performance and knowledge management. More or less every theory can be related to the report based on Amazon. But on particularity multi-perspective theory and hybercube strategy are more related. Other than this theory trilogy and KISARD models are also related to this report (Awad and Ghaziri, 2017). As Amazon’s business is more related to web-based customers but they also have offline customers too. They need to focus on the technical processes and need to relate this thing to the organizational perspective. Because it needs to be measured that how the organization and the web-based support are related to persons both from the organization and from the out of the organization. As Amazon has to work with people from different backgrounds and races human management is an important aspect for them so the last perspective of the multi-perspective theory is very much related to them (Kallen, 2019). And in hybercube strategy, the integration of the dimensions is very important. In these dimensions, Amazon should be focusing on the innovation, knowledge, and technical dimension. Other than that they need to focus on their organization and the core component which humans from the different target groups. These target groups are important for the organizational smoother activities. If amazon can integrate these seven dimension in an efficient way it can be possible for them to create a better structure for both the internal and external factors of the organization (Bukowitz and Williams, 2015).
Knowledge management theories have a strong relation in organizational operation and creating new knowledge. Which are related to the organizational activity and generation of the new knowledge for the organization. A piece of new knowledge is quite important for an organization for satisfying the organization’s internal needs and for the customers from different focus group’s satisfaction. These theories cover almost all aspects that are related to an organization. And these theories underpin to this report which is related to Amazon. And the theories will help to generate new knowledge and will help to manage those knowledge.
[bookmark: _Toc66046351]Importance of understanding that the effective knowledge management system depends on creation, storing, sharing, application and integration. 

Knowledge management is a process of capturing, distributing, and effectively using knowledge. Basically, it is the way of defining, structuring, communicating, and storing knowledge and information within an organization. The mission of knowledge management is to increase the organization’s efficiency level. And keeping the knowledge in the organization for further usage of them. Three main reasons for knowledge management are 1. Amalgamation of knowledge 2. Retaining knowledge and 3. Communicating knowledge with other parties or stakeholders of the organization (Morey, 2019). Knowledge management helps employees to learn more about the company and its stakeholders. Basically, knowledge can be divided into two: Tacit knowledge and Explicit knowledge. Tacit Knowledge is more in intuitive or creative. It is basically an intellectual thing. Innovations have emerged from this type of thinking. Explicit Knowledge is very easy to share and can be taught or codify easily. It can be easily stored and transmitted to the other parties easily (Awad and Ghaziri, 2017).
Organization focuses on three areas when developing a knowledge management strategy. These areas are products, relationship with a customer, and internal system. Products are the main focus of the organization for generating a profit and increasing company values. When developing a knowledge management system the organization focuses on the knowledge and information which helps to build better products and services (Maier, 2019). Another aspect is the consumer. Organizations try to satisfy their customers so they have to have some relation with them and acquire knowledge about their needs and wants. And they design their products on that basis. 
                
                                                                           Figure 2: Knowledge Management Strategy
                                                                 Source: (Awad and Ghaziri, 2017)


Internal processes mean the internal environment of the organization. Which includes management’s behavior and their knowledge acquisition power and retaining them. Internal processes also determine the relationship among the units of the organization. Operational competence is another synonym of the internal processes (Morey, 2019). 
Knowledge management has a cycle. Which defines the process of the knowledge management. What are the basic steps to follow for the knowledge management? This process starts with the acquisition of the knowledge and ends with transferring them to the respective parties who need the knowledge and use them for the organization’s value addition (Maier, 2019). The bridge between them is knowledge retention.
     
                                                                       Figure 3: Steps in Knowledge Management
                                                                     Source: (Tiwana, 2016)
 
There are some conditions are needed to be fulfilled for developing an effective and efficient knowledge management system. Some concepts help to develop a good system for knowledge management. These are: Knowledge creation, storing, sharing, application, and integration of the information.
Creation: It is the core thing for an organization’s survival. This thing gives a competitive advantage to the organization. If an organization can create more knowledge it will help the organization to develop better market share and will be able to influence on both in the organization, customer, and the other competitors. But sometimes this part is ignored by the organization (Tiwana, 2016). 
Storing: Storing knowledge or information means storing the explicit knowledge for the further use in the organization and in a case for out of the organization. Knowledge obtained by an organization can be converted into a sharable format and can be stored in a central repository system (Morey, 2019). Knowledge seekers can go to that database and can obtain the information they want to use. Storing knowledge helps the organization to use the information further for a different purpose.
Sharing: Stored knowledge can be used for various purposes. Basically, it helps to develop products and identify the customer’s behavior. Sharable knowledge can be used by both internal and external parties. But the sharing of knowledge depends on what is the purpose of the user.


                                                   Figure 4:Process of Knowledge Management Development
                                                      Source: (Awad and Ghaziri, 2017)
 
	
Application: The most important phase of this process. The knowledge can be applied in various sectors which are related to the organization. Particularly for developing new products or creating a new system the knowledge can be applied. In some cases, the knowledge creation is generated from the purpose of the application (Maier, 2019). For developing a new product sometimes knowledge is created by brainstorming. 
Integration: It is the last step but it is very important for the whole process. Integration means creating a reliable process among the steps of the knowledge management system. Without integrating this an organization cannot have a smoother process (Awad and Ghaziri, 2017). Integration creates a dependency in the different departments for a better and efficient knowledge management system.
From the above discussion, it is can be said that these five steps are very important for having an efficient and effective knowledge management system. Interrelation among these steps is very important because any of the steps cannot be ignored for having a good knowledge management.  
[bookmark: _Toc66046352]Evaluation of the scenario presented in light of the organisation “Amazon”.
In the case study, it was seen that there was a question that how amazon effectively connects zillions of people with gigabytes of information for individual products. And the answer dictated that it is possible due to advanced Knowledge management techniques. Amazon is an idol as an organisation that can provide standards of how a business can cope with different situations through innovation and knowledge creation and management. According to Kamasak and Yucelen (2010), the most important dimensions of knowledge assets are identified as-

Figure 1 Dimensions of Knowledge management 
Source: Kamasak and Yucelen (2010)
 Knowledge is a vital resource in a constantly evolving global market where the advancement of new services, products and solutions is needed to acquire, maintain and compete with consumers. For this cause, information management as a new practice is becoming increasingly essential to organisations that aim to increase their productivity and competitiveness. To handle knowledge more accurately and efficiently, its sub-components, namely 'knowledge properties,' need to be explained in detail. While debates on the information. management and intellectual resources frequently use the word 'knowledge assets,' the literature review on these issues has not been able to find an accepted meaning. Most authors differentiate between overt and implicit knowledge; which can be outlined below:
[image: Types of knowledge]
Figure 2 Types of knowledge 
Source: (Dunford, 2018)
Morey, (2015) distinguishes explicit knowledge as an understanding that has been formalised and articulated in a precise manner. Whereas implicit information is more difficult to convey, represent and distribute, clear knowledge can be quickly collected, processed and circulated. Information and the opportunity to create and use knowledge are perceived to be the most valuable source of sustainable competitive advantage for a company (Hislop, 2018). Knowledge is generated by the relationship and conjunction of tacit and implicit knowledge. knowledge properties can be sources, outcomes and moderator variables of the knowledge-creation process (Amine Chatti, 2021). In the case of Amazon.Com, it is seen that they are creating an extra-ordinary competitive advantage with knowledge management process and customer relationship management. According to the theories mentioned above where it is depicted that human skill, ability to learn, know-how information technology, social relation and network, journal and databases are vital for the likes of Amazon and other relevant companies. They are always determined to create additional value for the customers through the adoption of the knowledge management process. It is not possible to carry on a business with an online platform where they are creating an omnichannel retailing experience for the consumers. In this customer-centric area, it is not possible to shine and create a brand with a positive image by getting proper insight and customer data and knowledge. Also, to maintain organisational productivity it is required that a successful organisation like Amazon would be conscious enough to provide the employees and stakeholders with sufficient knowledge and preserve these for utilising into advantages. An overall evaluation of how amazon is successful in creating knowledge asset and maintaining CRM is given below:
There's one server, one system. 
What we purchase from Amazon, anything we have with them is via the same portal. Food, gadgets, magazines, clothes—it doesn't count. One-stop shopping is the main feature of Amazon. The portal is such that it is own and the view of the customer is the same. This creates trust and relaxation for users, making them less anxious when exploring new parts of the web (Dunford, 2018). Imagine that the Amazon Library and the Amazon Tech Shop got separate web addresses. There is no hassle anymore to think and find out which supermarket to go to.
Implications to amazon: A unified platform and interface provide workers with a common, recognisable and easy-to-use access to information at work in all ways.
Consistent presentation of the offering
From product descriptions to ratings, information about each product is shown in the same manner and the same order, whenever possible. This is the result of excellent content creation, where the material is compiled and then predictably published to users. An added advantage is the ability to monitor and store every "nugget" material (Gao, Li and Nakamori, 2017).
Content is modular. 
Each page in Amazon is organised into easily readable pages. There are no elaborate PDF books. Often they have more information so they are an opportunity instead of a hurdle to cross to get to wherever the consumer want (i.e. "click here").
Distribution with the creation of upstream material. 
Although Amazon seems to regulate everything we see, most of them produce the contents of the product firms, using their real professional knowledge. Following the product guidelines, styles and other procedures and regulations of Amazon, the contents seem to have come from the same location and been more accessible.
Crowdsourcing. 
Amazon builds users information and understanding with services such as consumer ratings, evaluation (including most useful ones) and photos and an analysis of what consumers are like or purchased beforehand (Alkhanbashi, 2015). Amazon, the archetype of all of these social functions, has been emulated by several online shops.
Subscription, alerts and reminder email.
If a customer doesn't want to browse Amazon for a product or service every day. You should go and ask yourself about the method. Consumers may also subscribe to a mailing list to receive daily information as soon as they are available.
Also, apart from these, it is sure that there are having excellent favour from the Research and development department of the company which is giving them boost with strong Big data analysis and the insights. This knowledge is the differentiating point for amazon as a successful company. It is known to the business world how they created new boundaries for the consumers with an online shopping experience which made Walmart fall behind them in the retailing sector (Amine Chatti, 2021). It is also important to mention that as a knowledge asset they considered from both stakeholder and structural resources perspective. Without successful preservation of knowledge asset and practice of knowledge management process, it would not be possible for Amazon to come out as the icon of an online shopping platform. 
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Though Amazon is a successful organisation in managing knowledge effectively it still faces some challenges from the industry and within the company itself. Below some of the important challenges are mentioned with discussion:
Getting and Keeping People Motivated
When it comes to data storage and distribution, it can be difficult to have everyone at the same frequency. People (especially developers) are generally very relaxed with their habits and how to make the adjustment stage their hurdle. It is essential for Amazon’s group's growth and competitiveness to encourage the team to share their work and insights in a joint area (Hall, 2017). One simple way to make people on this same platform is to create, enhance, share, and transform a community of learning.
Maintaining pace with the changing technology
Publishing and updating are increasingly common concerning the technologies are being used. Since the tools that are used are constantly changing nowadays, it urges everyone to keep up. It is noticeable that technological improvements and upgrades are a hassle at first, but generally, they unlock up more possibilities and will do more in exchange for the likes of Amazon and relevant companies (Hislop, 2018).
Measuring knowledge contribution
Knowledge is not readily quantifiable and much more complicated since it comes from human relationships and practises. From amazon’s perspective emphasis should be on the common goal rather than on findings or efforts when it comes to awareness contribution.
Security
The right level of protection for consumer data is crucial (in most technical efforts) and it is no exception for information management (Morey, 2015). To ensure that different information is exchanged on the right networks and with the right persons Amazon uses approvals and standards of protection.
Maintenance of accurate and updated shared information
It is hard to moderate the content, it is undeniable. Routine updates and verifications could be required for valuable user-generated data (Dunford, 2018). Maintaining details up to date by establishing validation records for the moderators or the initial posters is also a considerable side.
Effective interpretation of data
To have significance for anyone else in the company, data from one category can need to be plotted or standardised. 
Relevance assurance
Consumer data of Amazon must be supported and the users must answer queries. To efficiently do this, adequate meta-data should be readily accessible. The relevance of the data ensures that consumers are not overloaded with redundant data and the information is easily moderated.
Active users’ compensation and reward
It is hard to decide if Amazon can compensate their customers, and if they have enough input to avoid worrying about how it will be without those users, they may never have had this in mind (ALKhanbashi, 2015). A culture is only as powerful as its users, so they have to do what they can to remember for their contributions to information. It not only encourages them to start engaging with Amazon's community but also encourages new customers to access their community.
Determine who is responsible for the supervision of the knowledge
It is difficult to choose an administrator, site manager or development expert. You may not want to hand false people the responsibility of the website, but it may not be obvious who controls what without running a forum in the past. Bridge the interests of your communities and identify who is responsible for each KPI's progress, from which you will decide who is responsible for handling different information items.
Turnover
Two levels are available, and neither is enjoyable. Turning is unavoidable and the community's obligations can occasionally crumble (Hall, 2017). Amazon has to keep a comprehensive log or manual of the activities required to maintain the smooth operation of your information management system. There is also an attrition trend at the customer level. Any of the best customers will now have the schedule, so what can Amazon do as they go forward is a question. for that Amazon have to make procedures for migration of data transparent and easy to grasp after the business has left or does not need your culture (Hislop, 2018).
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It is already discussed that there are two kinds of knowledge which are explicit and tacit. Explicit knowledge can be quite structured can be found more easily rather than tacit knowledge. Amazon as a successful brand should consider both of them for sustainable growth in the industry and retention of the position as a market leader. 
First of all, to ensure that Amazon is heading towards the right path it is recommended that they ensure knowledge acquisition. Tacit information becomes explicit knowledge by the mechanism employed to collect and record the important tacit knowledge or know-how, recorded by skilled staff in a useful format (Morey, 2015). It is quite vital to capture the important techniques, experience, insight one have regarding the company or its supply chain elements. The main sources of knowledge acquisition are:

Figure 3 Sources of Knowledge acquisition 
Source (Hislop, 2018)
It is recommended for amazon to ensure that they maintain the acquisition of knowledge for the customer, about the customer and from the customer. It will ensure that they are providing enough information for both the stakeholders and the company itself for better strategy formulation. Also, knowledge for the customer will ensure that the target consumers are getting proper information about the offerings of the company Amazon. To ensure that Amazon can maintain the regular collection of feedback, organise and process market-related information, suggestion, investment design. The same initiatives can be taken for suppliers. For the competitors, it simply involves data, documents, and knowledge gathered, organised and presented by the company, so that it can be searched, retrieved and analysed (Dunford, 2018). The most important are data processing and research, document management systems and expert systems with appropriate search features. In the case of partners, the purpose here is to learn two ways; a partnership doesn't last forever; today's partners are likely to compete tomorrow. It's also important to note. Therefore, KM needs to be very conscious of the information conveyed, and IT systems should embody this policy. And for mergers and acquisitions, a few positions exist in which KM efforts can feature strongly until the goal is acquired. Identification of the valuable/redundant knowledge sources in the target organization is the initial recommended task (Gao, Li and Nakamori, 2017). This is an extremely challenging task since it requires understanding the implicit and embedded human awareness of the target organisation, communities, processes, networks, procedures, etc. Another task is to combine the knowledge of the merger with the organization's knowledge assets to achieve synergy. Basically, in a different and perhaps aggressive context the same rules on an exchange, reuse and development of information apply here, with special emphasis on community, networking and stimuli.
Amazon also should focus on knowledge retention by considering the three factors. The first one is the risk associated with information. They have to plan to accordingly for reducing the risk associated with this. Furthermore, they should identify which knowledge and information are critical for the organisation and which is to focus on. Finally, Amazon can design a strategy regarding the retention of the information by recognition and reward structure, making bidirectional knowledge flow and personalisation and codification. It will also require strong human resource management which will ensure there will be a preservation of tacit knowledge which drives the organisation like Amazon with superior expertise and competitive advantage. 
And the last part, knowledge transfer is also a necessary dimension of knowledge management as it will make the upcoming workforce, stakeholder, customer, supplier, partners informed and ready to collaborate with the strategies taken by Amazon. Without proper sync with the knowledge, it will be hard to maintain a relationship with the supply chain members. Finally, an evaluation of how the sharing and transferring of the information and knowledge to the parties will lead to making improvements and better formulation of the strategies.
[bookmark: _Toc66046356]Conclusion
KM is a method that is distributed all over the business. It is difficult to describe its reach and its consequences are difficult to quantify. It is hard to assess the ROI in a discipline that subtly enhances the majority of organisations. Nonetheless, it is a useful expenditure to promote productivity, education, creativity and competitive advantages when properly applied. In this report, it was also discussed how a successful organisation like amazon deals with knowledge management and making knowledge asset by minimising threats and challenges. 
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