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[bookmark: _Toc92878523]Executive summary 
This report aims to explore knowledge and information management amid the ongoing Covid-19 pandemic in Amazon. Notable, the pandemic has not only killed more people but has also devastated the global economy to a huge extent. Industries have been brought down, and large layoffs have been witnessed. Nevertheless, Amazon is an exception to the pandemic challenges that have brought many industries to a standstill. While many companies laid off their employees, which increased unemployment and economic turmoil, Amazon kept hiring more employees. In fact, the e-commerce giant became the default retailer worldwide and offered services to consumers at the height of the disease. The growth of this organization was made possible through their effort to connect with millions of consumers through an advanced knowledge management (KM) technique. The KM techniques enhanced customer satisfaction and increased productivity. This study pays attention to knowledge and information management, a significant asset to business to help the desperate firms gain track.  







[bookmark: _Toc92878524]Introduction
In the current business world, information is a critical resource, largely undocumented, under threat, and problematic to obtain. The increase in the number of different applications organizations currently uses shows that payload data is normally stored in repositories in many organizations, such as Amazon. This report aims to evaluate how information is used by firms such as Amazon to help them succeed by channeling all the energy to administration. This report summarises Amazon, explores the importance of knowledge management (KM) for any business, and how organizations use KM to acquire customers satisfaction and competitive advantage. Moreover, the report gives recommendations of the practices that Amazon should follow to make their KM culture more resilient and advanced. The organization in consideration, Amazon, is an online e-commerce platform that has consistently made profits even in the face of changing business environments through their half-breed cost management techniques and intensifying the comparison between different components within the environment. From the knowledge and information management perspectives, Amazon has taken huge strides. They have the means to verify their customers' experience (quickly and efficiently determine what the customer needs), which has been their key to progress. According to Castelli, et al. (2017), Amazon employs KM techniques to incentivize their clients from various perspectives. The Wiig knowledge management model is used in this study to explore KM in Amazon since it makes knowledge pertinent and usable with the challenging Covid-19 environment. According to Crhova, et al. (2015, p. 178), the Wiig model's major parameters comprise interconnectedness, continuity, point of view, and contentment. The researcher also uses the Nonaka and Takeuchi UZ model, given its suitability in generating knowledge to explore KM in Amazon. 
[bookmark: _Toc92878525]Knowledge and information management 
[bookmark: _Toc92878526]Background of Amazon
The amazon company was founded by an electrical engineer and a computer science graduate from Princeton University, Jeff Bezos. Although he did not know much about the internet, Bezos found that the internet was growing at a higher rate (2300%), and this gave him an idea of a big growth opportunity. Without no prior retailing experience, the Amazon founder plunged into the E-Commerce world and located his company in Seattle, given its large pool of technical workers and closeness to the largest book wholesalers (Krishnamurthy, 2004, p.2). In the beginning, Amazon was a small store and a car that sold books, but it later expanded to selling food, software, computer games, clothing, toys, equipment, toys, and more. Kaushik et al. (2018, p.22) state that Amazon became the center of everything after a few years. For instance, in July 1995, the company's website became the most powerful and largest online retailer. They offered the largest selection of products worldwide in less than two decades. Currently, Amazon is one of the most recognized brands globally, with $386 billion in 2020 (Curry, 2021). In addition, it is the fourth tech organization to reach a $1 trillion market cap. Kaushik et al. (2018, p.22) state that Amazon focuses on online business, distributed computing, artificial intelligence, and computerized streaming. It is an internet-based firm considered the most powerful and resilient during the challenging Covid-19 environment. 
Amazon serves their customers through retail websites, and they are more inclined to the selection, cost, and placement. Furthermore, according to Athayde, et al. (2017, p.533), they have programs that make it easier for their merchants to vend their products and services using their website. They serve their engineering customers through the Amazon Web Service, which gives them access to innovative frameworks to allow the designers to empower every intent and purpose across all types of businesses. Leaders use logical thinking, totalitarian, and visionary management across numerous levels in the organization. Amazon has an open-minded corporate-grade design and remains outstandingly adaptable to changes to maintain its competitive position. In addition, the organization's culture is heavily relying on standards, customer retention, understanding costs, and continuously improving their culture. 
[bookmark: _Toc92878527]What is KM
Hlatshwayo (2019, p. 2) argues that knowledge is one of the most important factors contributing to the organizational achievement and significance design. In another study by Fonseca-Cepeda, et al., 2019, p.2), the harmony between assets and information has gone so far that the latter is perhaps the main determinant of lifestyle. Most modern countries with progressive innovation have contributed due to their information-based richness. Much has been recorded, and even a lot said about knowledge management as a solution for persistent organizations during this new aeon. Businesses and organizations are currently exploring knowledge and information management to expand and sustain their competitive advantage. A consensus among researchers has acknowledged the significance of knowledge and information management as an important resource for businesses (Hlatshwayo, 2019; Ichijo et al., 2009; Sanchez, 2001). Knowledge and information management is a field that studies and tailors practices used by organizations to discriminate, develop, store, and use the information to get the best practices embedded in broad dimensions at the information level. 
[bookmark: _Toc92878528]Importance of KM for organizations including Amazon
It is not controversial that human beings live in a globalized world with fast information transfer all over the geographic locations made possible through the internet. This globalization has contributed to knowledge-based economies, and effective human capital management is emphasized to enhance that employees bring the right value to the economy. At present, organizations do not entirely compete through strength and financial capital but use knowledge as the new competitive advantage (Omotayo, 2015, p.1-2). The importance of knowledge and Information management has been widely identified as the foundation of the industrialized economies. Desouza (2011) claims that KM is a trendy buzzword and both competitive and non-competitive organizations (non-profit and governmental organizations) excel or fail to depend on their capacity to leverage their knowledge-based assets. In support of his hypothesis, Teng and Song (2011) state that the benefits of KM are not restricted only to the knowledge-intensive organizations in the high-tech industry but also to all sectors of the economy. As a matter of fact, even the traditional industries such as cement companies profit from KM. Knowledge and information management are beneficial to industries in all sectors, including education, telecommunications, banking, public sectors, and production/manufacturing. 
According to Ichijo, et al. (2007, p.36), KM is important since it boosts the efficiency of decision-making ability in an organization. Workers improve the speed and quality of the decision-making processes by retrieving the organization's knowledge when required. When making decisions, an organization collaboration tools ease the access of experiences and opinions of different peoples, which leads to additional perspective to the choices made. KM also speeds up access to information and knowledge. KM makes it easier for organizations to acquire the information or people with the information they require. It increased efficiency and overall productivity, allowing the employees to work better by reducing the propensity to reinvent the wheel (Sanchez, 2001, p.168). With respect to improving the organization's efficiency operating units and processes, the readily available information facilitates a quicker reaction. In their study, Bughin et al. (2011) interviewed 4200 executives and found that social collaboration technologies facilitated business processes and improved overall performance. KM promotes innovation and cultural change in an organization. Employers and employees share ideas, collaborate, and access the latest information through KM. It enables organizations to kindle cultural changes and innovation required to meet the changing business needs. 
Given the importance of KM, information remains undocumented, under threat, and difficult to maintain. The development of different applications used by different groups in organizations shows that information is kept in repositories. According to Athayde, et al. (2017), this enhances that unregistered information is not taken outside the group. Nevertheless, a survey by Leonard-Barton, et al. (2015, p.15) found that when workers retire or quit from an organization, they take with them information about the organization over the years. Moreover, gadgets can be lost or carried away, PC hard drives can fail, and the locally stored data can be deleted. Keeping data and information on nearby devices or email strings exposes it to a constantly unforeseen disaster. The locally stored information may not be available to the individuals who require it. According to Lopes, et al. (2017), the helpless exchange of information makes organizations much less profitable and efficient. Therefore, the KM techniques used by Amazon tech executives lower the risks of breach or loss of information and provides readily available, accurate, and accessible information. 
[bookmark: _Toc92878529]How KM helps organizations in satisfying customers and achieving competitive advantage
Knowledge and information management play an important role in a company's relationship with its customers. Organizations consider their customers as their most important asset in the competitive business world. In essence, customer satisfaction directly relates to achieving organizational goals and objectives. As a result, many businesses have transferred their strategies from product-centric to consumer-centric (Chen and Su, 2006, p. 590). Focusing on obtaining and sustaining customers instead of the markets through customer-centric approaches, organizations have demonstrated their perspectives on the importance of customer relationship management. Mehmood and Abedin (2017, p.88) define customer relationship management (CRM) as the approach to making an existing customer relationship and profits, which assists the channel between information technologies and marketing policies. Customer relationship management enhances customer satisfaction in an organization, given that there is a positive relationship between CRM and the customer satisfaction measurement program.
Mehmood and Abedin (2017, p.88) argue that KM has a positive relationship with the effectiveness of a CRM. For organizations to facilitate the successful execution of relationship management with their customers, it is important to consider the role of knowledge management. Valuable knowledge is an important strategic resource that enhances the acquisition and expansions necessary for sustaining competitiveness. It strengthens the assets and resources in different forms beneficial to the customers. Companies, including Amazon, understand that knowledge management is important in implementing customer relationship management, and they have aligned their KM and CRM. As a matter of fact, Al-Duwailah and Hashem (2019, p. 22) emphasize that CRM has a strong bond with KM principles and that to acquire effective knowledge management, organizations must develop related abilities since the KM is the primary micro process of customer relationship management. Another study by Khalilabad, et al. (2007, p. 7) found that CRM processes are only possible when integrated with the KM processes since it helps firms evaluate their customer's usefulness, loyalty to support marketable decisions, and satisfaction. 
Ideally, through knowledge and information management, organizations can easily track their customers' numbers, emails, questions that have been frequently asked and resolved, and the most frequently discussed issues (Kabue, 2021, p.2). This would allow organizations to see how their customers interact with the products and services, thus making any necessary improvements. In addition, self-service capabilities such as personal account information and FAQ page added to the company's website give customers the information they need very quickly and eliminate the need to speak with the agents. Finally, KM tools provide customers with feedback tools such as opinion polls or online surveys. The feedback tools allow customers to give their feedback or experiences with a given product and services or see how others have responded about the products. The ability to track customers questions and contact details, self-service capabilities, and the feedback tools integrated into the KM helps increase customers satisfaction. 
	Other than facilitating customer satisfaction, numerous studies have documented that the application of knowledge management helps businesses and organizations achieve a competitive advantage (Jarad, 2020; Rahimli, 2012; Khalilabad, et al., 2006). Jarad (2020, p.17) claims that KM helps businesses exchange ideas, views, information, and experiences to enhance their availability and make informed decisions that increase efficiency. He also argues that KM allows the simulation of important innovation to help organizations break boundaries and meet the constantly changing business environment requirements. The author found that KM helps businesses achieve a competitive advantage through protecting their intellectual capitals, focusing on human capital, reorienting the culture, opening the door to a new era of collaboration, improving productivity and efficiency by diminishing the incidence of "reinventing the wheel", and increasing productivity through timely access to knowledge and on-board training. In addition, Khalilabad, et al. (2006, p.7) argues that through KM, organizations improve their relationship with customers, thereby creating loyal customers and obtaining a competitive advantage. 
[bookmark: _Toc92878530]Evaluation of Knowledge and Information Management Models/ Theories 
[bookmark: _Toc92878531]How is knowledge generally embedded in products and the service concept in the tacit knowledge of individuals (employees and customers) 
Information is considered relevant and useful based on the Wiig Model towards knowledge and information management. Normally, individuals store information that is experienced as semantic firms (Elezi and Bamber, 2018, p.375). This information is semantically synchronized by the firm and can be regained using numerous transmission paths that match the specific information requests required to be fulfilled. Some measurements that the Wiig KM model considers important include:
i) The climax, which is based on the available pertinent information for an element and a person, gives restraints to administrators (that is, implicit or explicit information). One should fully recognize the information availability of a certain item and its usability. 
ii) Communication refers to the close relationship between the customer and the seller through numerous components of information. According to Elezi and Bamber (2018, p.375), information components are from time to time split between them, yet the number of interactions between the administrations and the components is the most noticeable. The more noticeable and louder a substance is, the more is its value. 
iii) Congruence refers to the consistency of the information components. The qualities, points of view, realities, affiliated and social connections, idea, and solutions between information about an item is predictable. Most of the content fails to meet these beliefs with respect to consistency. Nevertheless, according to Hall (2013, p.161), it is necessary to have robust idea management and information base that is regularly calibrated to enhance consistency. 
With reference to the Nonaka and Takeuchi, the Wiig model can be considered an improvement of the 4th camouflage quadrant (Dalkir, 2013, p.63). Generally, there is a deception progression, starting with the novice who fails to comprehend that the scholar has a vague idea, given his unfamiliarity with knowledge, and finishing with the superiority degree. There is a greater comprehension of what to know, how to know, why, and what to think about. Nonaka and Takeuchi explored how organizations acquire innovation and creativity. As much as Amazon uses the Wiig Model towards KM, they also use Nonaka's technique. This organization found that they were not dealing with empirical information using the mechanistic approach. Rather, the company found that creativity was mainly guided by deep arbitrary observations, best stated as symbols, metaphors, and slogans. Nonaka and Takeuchi stress the usefulness of integrating both of the two methods, beginning with the organization's goods and services to acquire new organizational resources to create an effective KM-based firm. The Nonaka and Takeuchi model is established on serendipity management and an all-inclusive model of information formation (Dalkir, 2013, p.52). For Amazon to develop knowledge and innovate their products and services, they require both a tacit/explicit range of knowledge forms and the individual/group/firm-level (3-tier model of knowledge sharing and diffusion). 
[bookmark: _Toc92878532]How systematic approach (Management Information systems) help organizations in sharing and exchanging its knowledge base across the organization
Based on the Wiig model, three types of information exist the public, useful, and general skills. Public information refers to instructed, regularly disseminated, and direct information available within the public space. Usually, the model on the public information can be data or distributed ledger on the public site. The shared skills or information can control information resources entirely, owned by information employees and used by innovators or clients. Normally, this kind of information is carried using specific images and dialects (Dalkir, 2013, p.52). Shared information is vital in learning networks and the casual firms of the same calling connecting and exchanging information to enhance the effectiveness of calling. 
Trading information is unreachable yet has complete information. A person's information is normally considered more than explicit and is employed automatically every day in life and at work. Amazon's operational and informational management system attempted to directly link the information system and its development with the organizational goals by means of logical analysis. To link the information system and its development with Amazon objectives, the operational and administration information system used logical analysis (Zhao, 2019). This company regularly produce structured reports of different fields. The aim is to access and produce the report from the company's operations. Amazon's management information system comprises various interconnected machines arranged in a hierarchical structure that involves all aspects of the organization. Through a technical way of collecting, storing, processing, and transmitting information while integrating the forecasting and analysis method and the mathematical statistics analytical methods, Amazon's management information systems consistently implement the principles of unity and information organization. 
Due to its development, Amazon has been considered the most world's largest online shop. Initially, the company took the responsibility of providing services, including the customer reviews of their products, to acquire a competitive advantage, even if the reviews were negative. In the beginning, the producers opposed this feature since they thought that the presence of a large number of negative reviews would affect the company's sales. Nevertheless, analysis of the information management system shows that this system helped increase the company's sales and solve the challenges, giving the company a competitive advantage. Amazon Web Services is a cloud-based organization that offers services such as data storage and still at the same time rents virtual servers to provide computing power. 
[bookmark: _Toc92878533]KM techniques used by Amazon
[bookmark: _Toc92878534]How knowledge has become increasingly important in Amazon's SOP (Standard Operating Procedures) 
Implementing Standard Operating Procedures (SOPs) helps the business owner be hands-off. The most important tasks or responsibilities are given to another person, and the business owner can now focus on the bigger picture or vision. According to Amare (2012), in Amazon, SOP is an important aspect of its eye, particularly when it delivers infrastructure to facilitate a jump in quality. When this company implemented SOPs, they hired the right personnel to handle the business, which gave the owner of the company the freedom to choose the area to concentrate on more. The owner also spent approximately five hours managing the business even with their expansion in different places. With the SOP in place, the main objectives of the Amazon owner were to look for sale trends, monitor the site analytics, and strategize for the company's future growth. Knowledge of the already implemented SOPs made Amazon appear appealing to many potential buyers. Scaling in the organization can only be problematic if it has not been systematized. Potential buyers are likely to identify a business only when it is a turnkey solution and needs less maintenance. Knowledge concerning the work of the board of directors in Amazon cannot be available, especially when the company cannot function without the prevailing requirements. In essence, the organization constraints conversely affect the potential prospects or understanding of the knowledge acquired by the board of directors. The constraints make the company weak since the board of directors only manage at different levels without incentives to improve. The constraints within the organization do disrupt not only the standard systems of work but also moderate response and the hierarchy leadership. 
[bookmark: _Toc92878535]Outcomes that Amazon has achieved in using these procedures
Amazon has used knowledge management for quite a long time, which can be analyzed using the semantic firm to be delivered and received through numerous partitioning approaches similar to fulfilled information requests (Tibben, et al., 2006, p.169). The most important factors that Amazon considers in the Nonaka and Takeuchi model and the Wiig KM model are performance, connectivity, compliance, and point of view/reason. Execution is updating important information from the given source to the available sites. With the Covid-19 pandemic, sources of information include the information bases or human sources since most people have shifted to online marketing (explicit or vague information). The company understands that information is available, and it can be supplemented given that all aspects of the element are available. However, according to Athayde, et al. (2017, p.534), when other individuals realize the reality or potential availability, they can use the information. Connectivity refers to the reference used by the company between the well-characterized and well-known relationship of the individual's information, including buyer and the seller or the product and administration. There are fewer information objects which are separate from others. Association between Amazon and InfoBase facilitates a more essence and noticeable value of the company. With respect to coincidence, the InfoBase comprises a consistency used by Amazon when familiar and social connections, solutions, points of view, qualities, actual factors, solutions, and ideas between information articles such as the buyer and dealer or product and administration are valid. There should not exist mistakes, reasonable violations, and internal collisions. Most of the content fails to meet the beliefs, especially when consistency is considered.
Nevertheless, the idea definitions should be reliable, and the whole information base should be reviewed constantly to enhance consistency. Point of view/reason is important, especially when Amazon learns something from a given point of view or reason, which allow customer information to be coordinated. According to Gao and Yi Liu (2018), semantic firms are a valuable approach used to evaluate alternative views on the same content.
[bookmark: _Toc92878536]Areas that Amazon should improve in the future to overcome the challenges 
The main areas that Amazon currently focus on include the knowledge that their business is huge. Amazon should not undervalue the importance of the customer factor. They can effectively implement it by carefully inspecting the buyer-seller relationship and their execution actions. Nevertheless, according to da Costa Doria (2018, p.454), it is also worth noting that adding some aspects to obtain performance does not bode well. In essence, the performance aspects only provide theoretical start-ups. Based on the Wiig model, the buyer-seller relationship and implementation measures can be maintained to increase customer satisfaction and reduce or prevent reactivity. Today, Amazon serves as the best e-commerce where customers make a difference because the company respects customers opinions and comprehends that criticism gives incentives to the customers (Tibben, et al, 2006, p.169).
The company adds criticism on the first page of an item to give the customers several options to evaluate and sort the information as they see fit. In addition, they allow clients to rate other commenters to help the potential consumers and allow Amazon to improve on their products and administration. Basically, according to Dalkir (2013, p.71)client input to content assessment is the best technique to measure the viability of a knowledge and information management system. This approach is more efficient for downloads or page visits to a larger extent. Moreover, this feature assists the customers to speedily identify the crucial and benefitting substances with respect to the opinions and perspectives of their peers. Thus, Amazon needs to cut the overhaul. With the fact that Amazon has been working hard to make their site easier for customers to use, the calls have dwindled in the recent past. This has resulted in increased customer loyalty and cost-saving for the organization. Information on products is great in that other individuals to link them regularly, whether they want to purchase them there or elsewhere. According to Dalkir (2013), anything that decreases the focus on email or phone can contribute to a huge investment cost. Amazon should also improve productivity, return of items, change the shipping or instalment strategy, find out what the company brought one year earlier, and the need to reject or change a request. Abandoning the subject-oriented presentation method and moving towards a focused methodology can greatly benefit their customers since it would allow them to reclaim their place successfully. The company's website and apps should also be accessible every time, in any place, and using any device. 
[bookmark: _Toc92878537]Conclusions and recommendations
[bookmark: _Toc92878538]Summary of the findings  
Amazon is one of the largest markets for distributed computing, streaming, online commerce, and artificial intelligence, where factors such as scaling and mechanics have made the company resilient, especially to the Covid-19 challenges. The company employs knowledge management techniques to incentivize its customers in myriad ways. It is the best e-commerce platform, and since its establishment, the organizations have continuously offered quality customer service. They have established great customer service by ensuring that their customers quickly and easily find whatever they require. Given the structure can assist their customers in acquiring their objectives instinctively and individualistically, it can also improve their experiences. Possibly, the governance structure might be the biggest hindrance to obtaining information since it forces employees to accept it. 
According to Huntington Potter (2017), employees might be reluctant to try another tool. For amazon to be effective, they should create the objective of developing an information culture. In addition, it would also be appropriate for the organization to have a piece of easy-to-use information in their board structure which is seen in the existing workflows. The objective of the board program should not only be achieving positive results. Through the KM, Amazon should also focus on improving their relationship with the customers, gaining loyal customers to obtain a competitive advantage. Hallwass, et al. (2020) argues that it would be appropriate for the organization to express their improved offers and new thoughts through sourced information from CRM and whiteboard information. CRM communication is an important aspect of knowledge management, and the customer information has helped Amazon match their products, improve customer relationships and loyalty, and their monetary value. Amazon can enhance their knowledge management by encouraging socialization, setting up immediate communication, tapping the motivation, fostering cooperation and dialogue, centralizing their data, requesting feedback and questions, creating new ideas, and promoting a changing mentality. 
In addition, the recommended Km models (Nonaka and Takeuchi and the Wiig model) would help the executives with an instrument that represents numerous perspectives that influence the effectiveness of knowledge management in Amazon. This tool can help Amazon understand the key elements that influence the effectiveness of KM within the organization. The variables comprise the firm level's procedures, innovation, person, design, and culture. According to Dalkir (2013), the KM models would also give Amazon executives strong leadership skills to enable them to achieve the organization goals by recognizing and implementing the primary drivers of progress. With this in mind, the board of directors will get numerous opportunities to create plans for the execution of KM in vulnerable areas within the organization and based on the firm's needs.
The knowledge management framework that Amazon can use to make their KM culture more enriched and effectively functioning includes sustainable implementation, content-specific, and an almost mystical personalization. With respect to sustainable implementation, the KM framework should show the data from item definition to auditing in the same way with every opportunity due to leaders who collect information and steadfastly distribute it to the customers. Huntington Potter (2017) argues that a sustainable implementation KM framework's added benefit is the aptitude to track and chronicle all the data. There is no need for the employees to find a way to view or decipher data since it displays itself in unanticipated ways. Flowcharts, allegories, and legible structures should be respected, but when the sites have different implementation methodologies that need customization and training, the respect is minimized, which can annoy the customers. 
In content specific, the Amazon web pages should be sorted so that the customers easily understand. In some situations, the pages provide extra information yet exist as a choice (such as click here) but not as a border that necessities to be crossed to obtain what the person needs. This feature allows employees to quickly obtain the information they require and reduce the hassle of carefully going through all the records to get what they require. Based on almost mystical personalization, the customers are astonished at how the site identifies them. When customers regularly use a site, it continuously improves their knowledge about the organization. Therefore, consumers can assist the organization in suggesting the things that customers might require, connecting with extra information, and helping the firm remember the story. Recognizing the clients and providing them with the best content they require helps improve efficiency and productivity within the organization. According to Athayde, et al. (2016), the highlights, including customer's photographs, ratings, and surveys, can help Amazon shape their customer and service information. 
















[bookmark: _Toc92878539]References
Al-Duwailah, F. and Hashem, T.N., 2019. The impact of knowledge management on CRM approaches. Management and Organizational Studies, 6(1), pp.19-30.
Amare, G., 2012. ReviewReviewing the values of a stabdard operating procedure. Ethiopian journal of health sciences, 22(3).
Apaydın, B., Türkiye’de KOBİ’ler ve Faktoring. Irditech 2019 Uluslararasi Ar-Ge, İnovasyon Ve Teknoloji Yönetimi Kongresi Bildiriler Kitabi, p.217.
Athayde, S., Silva-Lugo, J., Schmink, M. and Heckenberger, M., 2017. The same, but different: Indigenous knowledge retention, erosion, and innovation in the Brazilian Amazon. Human Ecology, 45(4), pp.533-544.
Athayde, S., Silva-Lugo, J., Schmink, M., & Heckenberger, M. (2017). The same, but different: Indigenous knowledge retention, erosion, and innovation in the Brazilian Amazon. Human Ecology, 45(4), 533-544.
Bughin, J., Byers, A. H., and Chui, M., 2011. How social technologies are extending the organization. McKinsey & Company. https://www.mckinsey.com/industries/technology-media-and-telecommunications/our-insights/how-social-technologies-are-extending-the-organization
Castelli, M., Manzoni, L., Vanneschi, L. and Popovič, A., 2017. An expert system for extracting knowledge from customers’ reviews: The case of amazon. com, inc. Expert Systems with Applications, 84, pp.117-126.
Curry, D., 2021. Amazon statistics (2021). Business of Apps. https://www.businessofapps.com/data/amazon-statistics/
da Costa Doria, C.R., Athayde, S., Marques, E.E., Lima, M.A.L., Dutka-Gianelli, J., Ruffino, M.L., Kaplan, D., Freitas, C.E. and Isaac, V.N., 2018. The invisibility of fisheries in the process of hydropower development across the Amazon. Ambio, 47(4), pp.453-465.
Dalkir, K., 2013. Knowledge management in theory and practice. Routledge.
Dalkir, K., 2013. Knowledge management in theory and practice. Routledge.
Desouza, K.C. and Paquette, S., 2011. An introduction to knowledge management. Knowledge management: An introduction, pp.3-34.
Elezi, E., 2018. A guiding conceptual framework for individualized knowledge management model building.
Fonseca-Cepeda, V., Idrobo, C. and Restrepo, S., 2019. The changing chagras: traditional ecological knowledge transformations in the Colombian Amazon. Ecology and Society, 24(1).
Gao, T., Chai, Y. and Liu, Y., 2018. A review of knowledge management about theoretical conception and designing approaches. International Journal of Crowd Science.
Gendreau, K. and Hall, G.F., 2013. Tangles, toxicity, and tau secretion in AD–new approaches to a vexing problem. Frontiers in neurology, 4, p.160.
Gendreau, K. and Hall, G.F., 2013. Tangles, toxicity, and tau secretion in AD–new approaches to a vexing problem. Frontiers in neurology, 4, p.160.
Hallwass, G., Schiavetti, A. and Silvano, R.A.M., 2020. Fishers’ knowledge indicates temporal changes in composition and abundance of fishing resources in Amazon protected areas. Animal Conservation, 23(1), pp.36-47.
Hlatshwayo, M., 2019. Information and knowledge management. Journal of information & knowledge management. School of Business Leadership, University of South Africa, pp.1-12.
Ichijo, K. and Nonaka, I., 2007. Knowledge creation and management: New challenges for managers. Oxford university press.
Jarad, GA, 2020. The Role of Knowledge Management in Creating Competitive Advantage in Small and Medium-Size Enterprises in the Republic of Iraq. Theory methodology practice: Club of economics in miskolc, 16(2), pp.17-26.
Kabue, H.W., 2021. Enhancing Customer Retention: The Role of Customer Knowledge Management. International Journal of Business Management and Commerce, 6(1), pp.1-11.
Kaushik, K., Mishra, R., Rana, N.P. and Dwivedi, YK, 2018. Exploring reviews and review sequences on e-commerce platform: A study of helpful reviews on Amazon. in. Journal of retailing and Consumer Services, 45, pp.21-32.
Khalilabad, H.N., Mazandarani, O.N., Sentosa, I. and Piaralal, S.K., 2006. The impact of knowledge management on customer relationship management. Journal of American Academy of Business, 9(2), pp.2-21.
Krishnamurthy, S., 2004. Amazon. Com-a Comprehensive Case History.
Leonard-Barton, D., Swap, WC and Barton, G., 2015. Critical knowledge transfer: Tools for managing your company's deep smarts. Harvard Business Press.
Lopes, C.M., Scavarda, A., Hofmeister, L.F., Thomé, A.M.T. and Vaccaro, G.L.R., 2017. An analysis of the interplay between organizational sustainability, knowledge management, and open innovation. Journal of Cleaner Production, 142, pp.476-488.
Mehmood, A. and Abedin, M.Y.Z.U., 2017. Does knowledge management influence the customer's satisfaction and intention to quit? Mediating role of customer relationship management. International Journal of Engineering and Information Systems (IJEAIS), 1, pp.88-94.
Omotayo, F.O., 2015. Knowledge Management as an important tool in Organisational Management: A Review of Literature. Library Philosophy and Practice, 1(2015), pp.1-23.
Rahimli, A., 2012. Knowledge management and competitive advantage. In Information and Knowledge Management, 2(7), pp.37-43.
Sanchez, R. ed., 2001. Knowledge management and organizational competence (Vol. 21). Oxford: Oxford University Press.
Teng, J.T. and Song, S., 2011. An exploratory examination of knowledge‐sharing behaviors: solicited and voluntary. Journal of knowledge management.
Zhao, J., 2014. An Argument on the Existing Framework of Entrepreneurship-Shanzhai: An Emerging Entrepreneurial Model. Management and Administrative Sciences Review, pp.762-808.
[bookmark: _Toc92878540]Appendices 
[bookmark: _Toc92878541]Appendix 1
[image: ]
[bookmark: _Toc92878542]Appendix 2
[image: ]
image1.jpeg
PRIFYSGOL CYMRU
Y Drindod Dewi Sant

UNIVERSITY OF WALES

Trinity Saint David





image2.jpeg
< e Sbitchurs of Ty PR

BAaf s .
bval
T TR T
Finnings
=TTl dactt foxpicit spectoans oF knoslidge
Fornes (T epistmeleaienl diverion

ot B 1o dividaal ey |seanizshio-a)
OF Thitv-tive mode) oF WKacssledye e}
Sharing aved diffasion art Trquicg
Too Avgem 42 create kavoaltdgr el
product ianovetion (Daluir, 2013, P52).

= Tee our Medais of  Kaod dye Comitiion’

2) Explicih Ynomtidgy 4= expitit knosledge~ Combinatic,
W) Expiniy Yaclrdys do fadt Kamdindge -letema

cordclusion
bt

e dacit ] explici inForaaton amd 3-Hee medul
sharing A=A divFuiion Lajn Samzen EY

<4 Ark fanovatien oF quie procluch angd





image3.jpeg
4
NAME LUCiEN HonoRE ¥ NAD

STUDENT Humten- 1) 6 224

INfoRMAT 1oy Flows For  AmMAzZon

Sappy Planniag Frmamein)
Clain

Brlcaienr o b

Rar+tecs

‘ FulFitl a4 \ T

ENB yrear

CV nRrual )

Wew Hare youse
i G

€-vay|
Servery

/ (Elhrnwl )
Ceuwgyrs \,5 DA—(—A /v

\A

/

Pertemali~ Canpalgu
Zaew Qe rativy
COvnt
G ecvers
e, p— e s _—
Gimhie  Hformaqion Fued s R oN





