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[bookmark: _Toc92998904]Abstract 
This report explores the different theories and models of knowledge and information management. It examines the importance of knowledge management in different businesses and organisations including Amazon. The report also investigates how knowledge management helps the organisation in satisfying customers and achieving competitive advantage, how knowledge generally embedded in products and services and how systematic approach Standard Operating procedure(SOP) helps organisation in sharing and exchanging its knowledge across the organisation:

[bookmark: _Toc92998905]Introduction and Background
At the end of the December 2020 the World Health Organisation estimated that the COVID-19 pandemic had infected over 80 million people all over the world and killed nearly 2 million people. Also, many reports suggest that the total death is much higher than the official figures reported by countries to WHO (Who.int, 2021). But the pandemic has not only killed millions of people, it also has devastated the world economy. The effect of COVID-19 on businesses and organisations was severe. It has brought down the businesses and industries to a standstill. In this unprecedented time only few businesses and organisations stayed firm and grew their business rapidly and Amazon is one of them. Amazon was able to manage the crisis well and guided their business towards the right direction. The company utilized every opportunity to expand and grow their business. Due to the COVID-19 pandemic and lockdown measure placed by the many countries of the world the online sale was booming, and the company reported record profit in history. As a result, in a very short period of time the company became one of the largest in the world. But it was not an easy path. During the time the company faced many challenges in every direction. That includes labour crisis, transport crisis, poor working conditions in the warehouses, challenges from public and law makers, regulators, and different workers’ rights group. Simultaneously there was big issues such as out of stock products and supply chain disruption. But Amazon handled the situation strongly and calmly and managed to overcome all the difficulties and challenges with their knowledge information management, technological innovation, and creativity (CNBC). 
My aim of this report is why knowledge information is important for an organisation and how Amazon has overcome all the challenges and difficulties with the help of knowledge information management. The report will also include how knowledge information management can helps to satisfy customers, achieving goals and gives competitive advantages. In this report I will use different knowledge information models and theories that include Nonaka’s tactic and explicit conversion and decision-making model (SECI Model).
Amazon (Amazon.com Inc) is an American multinational company. It is the world’s largest online retailer and providers of e-commerce, cloud computing, digital streaming, and artificial intelligence. Its headquarter situated in Seattle, Washington, USA. The founder of the company is Jeff Bezos who created the company in July 1994. At the beginning he used to sell books at his garage. In the beginning of May 1997, the company became public and in 1998 started to sell music and videos. At the same the company started to operate its business internationally in UK and Germany by acquiring online sellers of books. In 1999 the company expanded their business and started to sell items such as electronics, software, video games, furniture, food, toys, and jewellery etc. After that the company became very popular and grew rapidly. In 2015 Amazon surpassed Walmart which is one of the world’s largest retailers and turn into the USAs most valuable retailer by market capitalisation. The company is well known for its innovative technologies and practices. In worlds top 5 companies Amazon is one of them and measure by revenue and market capitalisation Amazon is the world’s largest online marketplace, live streaming platform and cloud computing platform. In USA Amazon is the second private employer. It is one of the Americas and worlds most valuable company too. 
[bookmark: _Toc92998906]What is Knowledge and Information Management
[bookmark: _Hlk92597246] The definition of Knowledge management (KM) is the process of creating, developing, retaining, operating, and distributing knowledge of an organisation. It describes to a multidisciplinary tactic to gain organisational goals by making the best of knowledge. An advanced knowledge management consists of collecting and storing the information in a protected and secure place that the organisation can easily access and utilise it. The elements of knowledge management includes people, process, content, strategy including IT and technology. In today’s modern world the success story of businesses and organisation varies on how senior business leaders and management can build intellectual capital through knowledge developing and knowledge sharing on global basis (Nonaka, & Ichijō, 2007).
[bookmark: _Toc92998907]Types of Knowledge
In general, there are mainly 2 kind of knowledge, and these are explicit knowledge and tacit knowledge.
[bookmark: _Toc92998908]Explicit knowledge: Explicit knowledge is the knowledge which also known as expressive knowledge. This type of knowledge and information that easily can record, write, store up, share and circulate easily with others. Explicit knowledge is easy to pass on to any businesses, organisations, workers, and customers. In general, it is an important source of knowledge and information for businesses, employees, and others. Explicit knowledge can be saved and kept in various methods including written files, books, computers, database, videos or any other written or digital formats. Examples of explicit knowledges are a yearly report of a company, procedures and policies, customers information and contacts, recommendations, and suggestions etc. 
[bookmark: _Toc92998909]Tacit knowledge: Tacit knowledge also called implicit knowledge is the knowledge which refers to individual skills and abilities that can only be achieved from through personal experience. This type of knowledge is difficult to express, share and transfer to others. In general employees and people, be able to acquire and achieve this kind of knowledge through everyday practical experience and training. It is quite difficult to transfer and put into words. For example, teaching someone how to ride a bicycle is very hard to express. This only can be done by training, practice and vary from people to people.  Examples of tactic knowledges are languages, innovation, leadership skills etc. 
[bookmark: _Toc92998910]Processes of Knowledge Management
A knowledge management process is the way by which businesses and organisations manages knowledge. It includes the discovery of knowledge, storing, certification, protection, sharing and finally use up. 
1. Discovery and Capture: 
[bookmark: _Hlk92774504]The process of knowledge management starts with the discovery or creation of the knowledge. It is the way of producing, extracting data and acquiring knowledge discovered by different individuals and amplifying it in social contexts and selectively connecting it to the existing expertise in the organisation ( Nonaka, & Ichijō, 2007). Knowledge capture is the  knowledge and information that the organisation now holds through different sources and processes like, employees, teams or any other sources.
2. Knowledge organisation:
Knowledge organisation indicates explaining, ordering, and categorising the knowledge and information. The process includes creation of document description, labelling of specific characteristics and specialities, recognising its importance and then designed, arranged and kept in a secure knowledge management system for potential use. For businesses and organisations. It is crucial to arrange organise the obtained knowledge and protected it with safety features for future use.
3. Knowledge sharing:
 knowledge sharing involves sharing the knowledge those who needed. It is the vital process through which knowledge can be shared or transferred and circulated among people, workers, or customers, and within the organisations or those who are needed. It is the final stage of knowledge organising process. 
[bookmark: _Toc92998911]Importance of Knowledge Management
Knowledge is the most powerful tool of any businesses. It is the tool that creates value for the organisation. For organisational success it is vital to create new knowledge and storing, sharing, retaining, and developing this knowledge. The most important part of an organisation is its knowledge and its appropriate management. Organisations those have a proper knowledge management system in place are more productive and efficient. At workplace where employees can easily access, share, and keep informed with up-to-date knowledge and information can work effortlessly and much more innovative. Successful product development, effective employee engagement and growth of the company all depends on its knowledge and information management. Key benefits of good knowledge management are,
1. Building a legacy of knowledge: It is one of the most important for businesses and organisations. It is about maintaining and keeping everything the organisation has already achieved. It involves morals, objective, success, difficulties, and challenges that that the organisation has successfully achieved.
2. Enhanced productivity: Knowledge management increases the productivity of the organisation. 
3. Reduction of error: With the help of knowledge management human error can be reduced significantly.
4. Quick decision making: With the help of knowledge and available information employees can solve problem and makes decision quickly.
5. Helps in on boarding new employees: Through this new employee can easily understand the organisation and their behaviour. Also, it helps to understand the value and mission of the company quickly.
6. Agility in accessing knowledge: In any situation if one employee is unavailable then another can take over and can be replaced easily.
7. Reduce knowledge loss: Good knowledge management helps to decreases the chance of crucial data or information loss. 


Knowledge management is essential important for Amazon as it is one of the organisations biggest legacies.  The success of Amazon is largely depending on its advanced knowledge and information management. With the help of innovative knowledge management Amazon has created the excellent relationship with the customer. With the help of advanced knowledge management theories and practices Amazon entire business completely relies on the advance knowledge management system. So it is really important for Amazon.
[bookmark: _Toc92998912]How Knowledge Management helps the organisation in satisfying customers and achieving competitive advantage
In a very competitive market knowledge management is an essential tool for any organisation. Knowledge management helps the organisation to satisfy customers and can help to achieving organisation goals. To satisfy customers and their needs organisation are taking different knowledge management strategies and policies.  Using advance knowledge management, it is quite comfortable for businesses to collect vital information, save, record and shares the crucial information for businesses when needed. Through this organisation can gather valuable data to improve customer satisfaction and develop good customer relationship. Customer satisfaction is a measurement or some crucial piece of information about the customers and the products that can measure how happy or satisfied the customers is with the products and services, and their experience with the company. The process includes questions such as customers perceived quality, price, and expectations that business offer. Through this process businesses can produce and gather information about the goods and services and how customers will interact with the products in the future. (Valamis, 2021)
Now a days due to the technology, the knowledge management system is able to collect customer service data and then process and analyse them against their products and services to calculate customer satisfaction score (CSAT). This score can be generated by customer satisfaction survey with the help of different methods or scales. In this measure customers are asked questions to answer and evaluate their expectations about the products, services, and knowledge. Usually, the measurement scale is 1 to 5 star or 1 to 10 stars. The answers is then documented, calculated, and finally averaged to get the CSAT score (Valamis, 2021.)
In order to growth of the business customer retention is very important. Attracting new customers and simultaneously retaining the old customers can only ensure growth and sustainability of the business. Customer retention is crucial for any businesses. With the help of knowledge management and using CSAT helps to make loyal customers. Through these businesses and organisation can improve their products and services and maintain a healthy growth of the business. 
[bookmark: _Toc92998913]How is knowledge embedded in products and services?
Embedded knowledge signifies the knowledge, which is locked in processes, products, manuals, culture, routines, codes of conduct, moral and ethics, etc. It can be embedded formally or informally. Formally when knowledge is embedded through a management initiative to formalize a certain beneficial routine and informally as the organisation uses and applies the other two knowledge types.
There are many difficulties and challenges to manage embedded knowledge as it is vary remarkably and sometime vary from embedded tacit knowledge. Culture and routine both is difficult to understand and really difficult to change. On the other hand, standardised routines may be simple to apply, and organization can actively try to embed the fruits of lessons learned directly into procedures, routines, and products.
Though it is really challenging for organisation to manage embedded knowledge but those businesses who are successfully applied and managing them are hugely benefited (Hajric, 2018).
[bookmark: _Toc92998914]How systematic approach of management information system helps organisation in sharing and exchanging its knowledge across the organisation
 A systematic approach of management information system helps organisation to share and exchange knowledge. It is the procedure of sharing tacit knowledge and explicit knowledge from one employee to other employees or one part of an organisation to another part of an organisation. In order to succeed, businesses and organisations need to share the knowledge effectively and efficiently. Through these businesses can increases productivity and empowers employees.
Systematic transferring and sharing knowledge can help organisation in many ways such as,
1. It can help to gain and transfer the knowledge across the organisation quickly easily. 
2. The system helps to deliver quick and easy access of information and knowledge for the employees.
3. It saves valuable time for employees and organisation.
4. It helps to improve and enhance company culture.
5. It can help to improve the services.
6. It can help to enhance efficiency of  organisation.
[bookmark: _Toc92998915]Nonaka’s tacit and explicit conversion and decision-making model (SECI Model):
Nonaka’s SECI model of knowledge dimension is a model of knowledge concept that explains how tacit knowledge and explicit knowledge are transformed into organisational knowledge. SECI stands for socialisation, externalisation, combination, and internalisation. The theory is a incredibly popular theoretical model of knowledge and first developed by Nonaka in 1991 and later on the theory expanded by Nonaka and Takeuchi in 1995. The model is used by most of the businesses and organisation. It shows how tacit and explicit knowledge is created, transferred, and recreated in organisation.
Nonaka’s SECI model formed of four different types of knowledge conversion that includes socialisation (tacit to tacit), externalisation (tacit to explicit), combination (explicit to explicit), and internalisation (explicit to tacit).
Socialisation (Tacit to Tacit): it is the process of sharing tacit knowledge through observation, imitation, practice, or participation. Through socialisation people share experience, feelings, and thoughts with other people. Also, when people directly meet or interact with customers or employees in the organisation. For an example brainstorming with people or other employees. The tacit knowledge is generally transferred through different activity in the organisation.
Externalisation (Tacit to Explicit): It is the process of making tacit knowledge into explicit where knowledge is crystallised and can be shared by others. Such as publishing or articulating knowledge, concepts, image etc.
Combination (Explicit to Explicit): It is the process of organising and integrating explicit knowledge where different types of explicit knowledge are merged.
Internalisation (Explicit to Tacit): It is the process that explicit knowledge converted into tacit knowledge.
How knowledge has become increasingly important in Amazons Standard Operating Procedure (SOP):
The founder of Amazon Jeff Bezos said that they see their customers as an invited guest to a party and Amazon is hosting the party and it is their every job to make important aspect of customer experience a little bit better. So, the question is how does Amazon links billions of people with billions of gigabytes of product information? The simple answer is with the help of knowledge management tools and techniques (marc-rosenberg, 2014).
Standard operating procedures are set of written documented system which a company has in order to deliver their products and services consistently. For businesses it is a very important tool because it helps to communicates the right way of doing things or completing a task within the organisation.
Conclusion and Recommendations: To conclude, there is no doubt that Amazon is the worlds most successful and fastest growing company in the world. The advanced knowledge and information management system helps Amazon to grow so rapidly. The analysis also shows that how modern technology and creative thinking helps them to overcome all the challenges created by COVID-19. During the COVID-19 pandemic the business was booming, and the company reported record profit in history.  
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