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Executive Summary
The covid 19 has created great decrease in both public and industrial development. However, there are few exceptions which Amazon is one of them. We want to know Amazon’s background and how in the period which the whole world economy is declining Amazon by using knowledge management boost its organizational relationship with their customer.
These were chosen by reason of their competence 
There would be description of impact of tacit knowledge and explicit knowledge in organization. The reporter would be discussing the knowledge management cycle which comprises acquisition, retention, and knowledge transfer in many forms.                                       The report would use the theoretical related of knowledge management and knowledge sharing, along with a Soft Systems Procedure, to provide recommendations that Amazon could execute upon during their plans. 
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[bookmark: _Hlk70696437]1. Introduction          
This report aims to develop a model that explains how Amazon can offer more excellent value to the customers through its knowledge management processes. This report is base on knowledge management and Amazon.com as an organization using advanced knowledge management techniques to achieve its goal.   
Jeff Bezos, a Wall Street fund administrator, and his wife registered some names of their existing organizations. Cadabra, a particular word that originated from Abracadabra, was the intended name for the organization. Based on Jeff Bezos lawyer's advice and other communicational constraints, the name accepted was Amazon. Bezos named the organization after the world's biggest river to believe that his online store will flourish in the world just like the Amazon river. 
In this report, I have used secondary data. I took examples from website, articles, and books to make this report complete. I will describe knowledge and information management, covering the capture, creation, codification, sharing, retrieving, submission, and reprocess of learning inside and among organizations. It comprises acquisition, retention, and transfer.  
The report's objectives will be to understand the theory of knowledge management and its application, have a broad view of implicit knowledge, and discover how it can be captured and changed to explicit knowledge to warrant an unceasing knowledge creation process within a company. Moreover, to explain the present condition by defining the practical allegations of knowledge management in Amazon.com and examine the main reasons for knowledge formation and explain how tacit knowledge formation could be within an organization. This aim should also offer references to Amazon.com for future actions to ensure a design of a knowledge-based company.
 
2. Knowledge and Information Management (KIM)
2.1 Background of Amazon.com
Amazon.com history began from 1st of November 1994 and in July 2005 was incorporated by Jeff Bezos. They started by selling books built on a model of distributing online orders straight to the customer's address anywhere worldwide. However, it began as an online retailer to become a technological giant to make transactions online very easy. Amazon adds to the business the sale of electronics, software and many customers needed products. Around the mid-2000s, Amazon launched its Web Services. In July 1995, Amazon.com initiated its virtual doors on World Wide Web. Today Amazon owns Elastic Compute Cloud (EC2) and Simple Storage Service (S3). Amazon.com relies on the Internet to generate physical value for its clients and hopes to build a lasting franchise, even in well-known and significant markets, Amazon.com (2008
 
Knowledge and Information Management is often referred to as training and education in an organization or its customers (King, 2009). To bring improvement in our organization's efficiency and keep knowledge within the organization. 

Knowledge is prepared from data and information, including previous knowledge. Data is a raw fact with no processing, organizing or analysis, so they possess less quality and value to managers and decision-makers. Data is a raw material on which a decision is to be built and based on facts that comprise anything considered accurate or exist (KLICON, 1999). Information can be regarded as data that has been treated and designed with additional value to users. It derived from the explanation of data in each context. Therefore, data may offer different information contents if the setting is changed (KLICON, 1999). Knowledge is mainly found in peoples' head which needs to be identified, interpreted, and internalized. For knowledge to offer an organization a viable advantage, such knowledge expects to be independent of any given individual. In this case, organizational knowledge can be identified and managed to the extent in which it has been captured by an organization's systems, process, products, rules, and culture (Myers, 2017)
The organization looks for valuable knowledge and makes it ready for people who can utilize it properly to bring an optimum result, positively influencing organizational performance (Myers, 2017). Knowledge is believed to be a collective result of a person's skills and the facts they possess. It comprises a cycle of creating, structuring, sharing, and storing. It also includes transferring, evaluating, and using explicit and implicit knowledge of individuals or groups to increase the efficiency of an organization's collective knowledge. In all, knowledge can be clarified as explicit or tacit (Nonaka & Takeuchi 1995). 
Tacit knowledge
The knowledge that exists in the human head is known as tacit knowledge. It is mainly base on experience, values, beliefs, intuition, and perceptions. Since tacit knowledge container be kept unconsciously, it is generally not easy to produce, describe or record. It is acquired from experiences one has. A typical example is the use of body language and the knowledge of driving. It is known as Knowing how and knowing why. 
The aim of this report is to outline and demonstrate the importance of knowledge management, bearing in mind the main feature of tacit knowledge, which is look upon as an essential part of the organizational ethos.
Since 20th Century, Knowledge management plays a significant role in organizational development. The initial attention was the personal role knowledge of people brought into the working sector. It was Challenged by Polanyi (1962) and Nonaka and Takeuchi (1995), who saw, among other factors, that there was a vast significant role of tacit knowledge held within individuals. Polanyi proposed that tacit knowledge can be explicit when it is stated through an external agent. However, there is still little we know about the brain's capacity and how knowledge is formed, stored and what percentage is implicit or explicit. We do not entirely understand how knowledge is managed or the extent of our knowledge store. Although we are conscious of some of our explicit knowledge- (knowledge that is ready and possible to quantified), for instance, we can count the number of lecturers in our universities. But to write down all which is in our brains becomes highly impossible because we are not mindful of everything we know (Nonaka and Takeuchi 1995). For example, whether the brain is choosy about what it chooses to store and, if so, how much awareness exists around such a decision is not known.
Moreover, we need to know whether the stored knowledge is arranged, grows, or shrinks within the brain. Polanyi (1967) revealed that each person knows much more than can be uttered in words, and it is not easy to copy from the human mind. This limits the use and transfer of this type of knowledge (Polanyi 1962). Consequently, explicit knowledge has connected to information, but tacit knowledge is linked to models and behaviours that are meant to support its expression and transfer. Usually, much interest is placed on the knowledge that can be codified, which is the explicit knowledge that a worker can bring to the organization. 
Despres and Chauvel (2000) brought Earl's (1998) view, which welcomes the idea that humans can be in a state of knowing:
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Fig 1. Knowledge and Knowing (Revised from Earl 1998, p 8, cited in Despres & Chauvel, Knowledge Horizons, 2000)
This idea was base on Johari (1995) window. They used an entirely different way of interpersonal communication. The window shows how they perceive two people, what each other knows, or how they can see the same situation in two different ways. This method raises interesting questions around knowledge and proposes that there is a state of knowing and unknown. That means it could be planned, but whether consciously or unconsciously, it is not documented. Regarding organizational use, Earl suggests that knowledge increases by reducing the blind areas and making efforts to become more open by using communication more effectively.
 Michael H. Meyer and Michael H. Zack, in 1996, emphasized the architecture of information products which was spread internally and externally in electronic or in the form of printing. The model has a principle for the acquisition of data as “garbage in, garbage out” (Meyer and Zack, 1996). They believe in refinement, that is, by adding value to prime data for future use. Storage is a critical stage in this model, for it links both acquisition and refinement. This can be either physical or logical (Meyer and Zack, 1996). They encourage the distribution of information to those who need them through media and place interest in timing, frequency, and form (Meyer and Zack, 1996). It talks about the distinctive way of creating the value of information over the framework of its use. If it manages to establish value, it has made the proper procedure, which considers the knowledge management circle a success; otherwise, a complete failure (Meyer and Zack, 1996).
Figure 1: The Meyer and Zack KMC. Source: Meyer and Zack (1996).
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The Meyer and Zack model are among the best accounts of knowledge management's critical elements. The idea of refinement is important but usually ignored (Meyer and Zack, 1996). It is much concern on the supply of knowledge mainly through technological means, instead of pooling or gathering content (Evans et al., 2014). This cycle has been unsuccessful in carrying value to the individual and eventually to the organisation if the workers do not have enough framework to make use of the content, exceptional for each kind of the organisation.
Much consideration in knowledge management studies is dedicated to explaining the relationship between tacit and explicit knowledge in an organisational context. Nonaka and Takeuchi (1995) came with a model for describing this connection, which follows a four-step process of 'socialization' (tacit-to-tacit), 'externalization' (tacit-to-explicit), 'combination' (explicit-to-explicit) and 'internalization' (explicit-to-tacit). 

Explicit knowledge
In contrast, explicit knowledge is just taken and stored within documents and media. This type of knowledge tends to be highly detailed, formal, and systematic. It comes from a well-structured source, stored in the form of manuals, documents, procedures, and database files. 
Explicit knowledge indicates knowledge that has been illustrated in a written or tangible form. It is codified and detailed knowledge that comes from prearranged sources, such as database, documents, or soundtracks. The figure below summarises the key features of tacit and explicit knowledge (Nonaka & Takeuchi 1995) 
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[bookmark: _Hlk70708023]Organisations are required to to recognise and differentiate between tacit
and explicit knowledge.
Besides, it is necessary to comprehend that tacit knowledge and explicit
knowledge is not separate but equally beings. To
produce and allow creative activities, these two scopes of knowledge
should relate together and exchange. It is believed that these two knowledge scopes can be created and enlarge by social contacts and this is known as knowledge conversion.
 (Nonaka & Takeuchi 1995, 61.)
The issue is how to set out tacit knowledge in a physical form to be changed into explicit knowledge. Ways to make tacit knowledge visible and accessible to all employees of the organisation are yet to be discovered, as the properties of these organisations are not documented.
Allowing Tacit Knowledge to be Accessible for all Organizations
As tacit knowledge is a sign and the root of every knowledge, it must be recognized and shared within the organisation. Therefore, the knowledge revolution organisation is to allow tacit knowledge to be accessible to certified competitive advantages (Sánchez et al., 2012, 388).
Knowledge transfer is based on time, scope, intricacy, and tactical importance outlining the organisation's dedication and resources. For a successful tacit knowledge evocation, the organisation needs to consider academic competences, capturing, transferring, teaching abilities, learning abilities, and public connections. (Bajracharya and Masdeu 2006, 24.)

 Organizational Culture
The development of tacit knowledge necessitates of an exposed organisational culture and communications between individuals (Sánchez et al., 2012, 388). Therefore,
it is imperative to emphasise that the aspect of culture is a way to create a knowledge-based corporation.
Schein (1990) expresses organisational culture as "a form of elementary expectation,
invented, or developed by a squad, as it learns to
cope with its problems of external edition and internal combination, that
was well accepted as valid and, therefore, is to be taught
to new members as the correct way to perceive, think, and feel in relation
to those problems". (Schein 1990, 111.) 
KNOWLEDGE ASSETS
Knowledge assets talk about resources essential in a definite company vital to creating value for the organisation. Together with the knowledge previously made, they embrace the knowledge that produces new knowledge. As much as individuals want to protect their knowledge, so do organisations intend to keep their knowledge assets. Knowledge management is interested in manipulating a firm's knowledge assets to fulfil the organisation's ideas. Which comprises organisational knowledge such as data, methods, and regulations as well as market knowledge
There are four kinds of knowledge assets: Core, Supportive, Assertive, and Low value. These coincide to the organisation's viable gains which are equally helpful and robust, like status and business culture.
Dynamic knowledge assets: they are profitable but for a while.

Supportive knowledge assets: they have great strength but little success.

Low-value knowledge assets: comprehend; technology systems, skills, management systems and values. These do not last and are unproductive. 
 The minute knowledge is respected in decision making, and they become beneficial to collocate decision establish with the knowledge that is valuable to make conclusions. There are a couple of basic ways of achieving such a collocation of knowledge and decision rights. One is by taking the knowledge to those with the decision right; the other is by moving the decision right to those with knowledge. The method of moving knowledge to those with the decision right has gained much deliberation from scholars and creators of managing information system. But the technique of transferring decision right to those of practical knowledge has received less consideration in management. 
( Myers, 2017, p.19).
 
ORGANISATIONAL KNOWLEDGE
Organisational knowledge is the specific knowledge that comes with a collective experience of its staff's individual experience. Explicitly or implicitly, this knowledge can be used to attain the organisation's objectives, ISO (2016). Personal knowledge is referred to as tacit knowledge Myers (, 2017)
Depending on the complexity of the business, personal knowledge now and then becomes more important than organisational knowledge. However, managerial expertise becomes more valuable than individual learning based on who the individual is and the organisation's timeframe.
Investigating Knowledge Management Techniques Used by Amazon
Amazon.com is among the world-leading E-commerce multinational having a considerable number of dependence and customers. Amazon exploits specialised information systems in its organisational developments to achieve competitive gain by enhanced efficiency in the acquisition, save, and investigation of their clients’ private details. This report shall find out the management information systems which Amazon.com is using and a complete account of information system in interoperability with various devices. The application of the latest information system has promoted the goal and success of Amazon. Incorporating the information systems into the examination of business method has played a significant part in the spread of policymaking procedures, consequently increasing the competence of main business procedures. Amazon.com owns Web Service, which provides different functions but can meet systems with other purposes, hence lifting the firm's information management and delivery system. Their system is evolved enough to support interoperability with any internet-enabled device for effective interaction between purchasers, vendors, and the Amazon staff. The entire web service combines distinct features like reliability, security, and efficiency to effectively deliver corporate methods through a Customer Relation Management (CRM) system. A combined Smart Analysis Search system operates to offer an ideal protection for user information and encourages personalised buyer service based on the purchaser’s profile (Al Imran, 2014). Furthermore, the system is constructed on a Service Oriented Architecture (SOA) to elevate service decentralisation for better system capability.
Principal business technique of amazon is implementing a business information system that permits clients to make purchases quickly and efficiently. Isolated structures include 1-click acquisitions and protected, encoded electronic payment brand. This evidence regarding the management system was extraordinarily dependable and accessible. The Amazon information management systems are combined with unusual purposes, for example, the smart endorsement system that examines the former search enquiries of a client to make an endorsement for comparable substances through a method known as data mining. Therefore, rendering the system extremely interactive, consequently ensuing in improved customer satisfaction. The Statistics on customer request is handled by the supply chain management system that is integrated into the payment system and the web service.
Customer Relation Management system is the next critical component of the Amazon information system that has a meaningful contribution to company growth over the years. It gathers customer data like credit card information, business history, and order records using advance sorting processes that saves the information in the client outline.
The success of this organisation systems is derived from its effective distribution methods such as ordering, transaction processing, order delivery, and shopper relationships management. Amazon used the information collected from customers to improve their transaction process analysis and has become successful by means of decentralisation of its decision making as well as boosting information transparency. Through this, they able to use business intelligence analysis data to understand the environment of the market so that they can provide a strategy to process more orders in a short period.
Even though their several competitors in e-commerce websites, jet Amazo.com has been able to entice and maintain most customers because of its advanced business process analysis. The information management is set in a way that it examines the clients ordering details and provide recommendation on their preferred products for the client acquisition and retention. The firm uses Sophisticated communication structures amounting to the value creation of their clients. Their customers enjoy additional value as they increase customer care, limitless inventory and high margin, low prices.

Amazon.com have a viable advantage than other organisation due to its easy and quick response to customers. It knows how to treat and maintain the customers. The reputation and the culture of Amazon.com gives its' customers confidence. 
Communication driven decision support – The data system permits various squads to act on a shared job to change a sequence of actionable conclusions to advance a positive commercial procedure.
Amazon uses Strategic Management Process. A system in which managers choose a set of strategies for the organisation that will empower it to realise better performance. Amazon.com, by using strategic management, has succeeded in many ways (Mutwiri, 2019)
3 Recommendations for Actions 
In this period which covid-19 has tarnished the progress of big companies and the worlds' economics giants, Amazon.com can stand against the challenge using highly advance knowledge management technics. Amazon is conscious of the advantage regarding capturing tacit knowledge and codifying explicit knowledge. The company could not have been successful without proper skills associated with their employees' valuable tacit knowledge. However, limitations must be eliminated to have the best and sustainable unceasing knowledge creation process. From this stage, the investigation conducted resulted in the recommendations for actions offered in this section. The suggested recommendations explained the two different types of knowledge defined by Nonaka (1994): explicit knowledge and tacit knowledge due to their significantly different characteristics. Thus, it should lead to a quicker and efficient absorption of the knowledge sharing concept. The recommendation also includes a proposal of the Information Systems that could support the knowledge sharing processes. To improve the general process of unceasing knowledge creation, Amazon.com should consider a firm organisational culture, proper acknowledgement and recompense
for knowledge sharing, emphasis on primary knowledge, and continuously monitoring
the organisations' database by having in mind the employee's intellectual
privacy. 
3. 1 Mentoring and networking
As noted in the previous explanation, in models sharing tacit knowledge requires socialisation. The reporter recommends introducing formal mentoring programs for some employees in Amazon.com in which experienced employees will support new workers. It could be done in a cross-functional way. Amazon.com may help and inspire its employees' networking activities by creating social spaces where people can meet and talk - maybe a canteen, organising team-building events, celebrating public events.
3.2 Support by Information Systems
The transfer of tacit knowledge may be aided by information systems inspiring communication and teamwork. It shall include varied methods of communication, sharing of calendars, collective writing, shared database access, interactive online meetings, capturing thoughts and ideas. The proposed information systems may play essential roles in knowledge management, but one cannot forget that most important are humans responsible for the knowledge. Humans are instrumental in ensuring that the knowledge is relevant, up to date, and presented correctly. Proper recognition and awarding of knowledge are another area that requires attention, as the advantage of tacit knowledge sharing is not permanently clear to the corporations' employees. Rewarding and creating employee's obligation through a deep-rooted culture are keys to face the challenges to encourage workers to retain valuable acquired knowledge within the organisation.
3.3 Organisational structure
Finally, the success of completing the knowledge management concept is connected to organisational structure and culture. The organisation shall provide the system that supports knowledge management activities. A recommendation to the company to increase the number of special think-tankers in Knowledge Management. Those employees shall be directly responsible for speeding up the coordinating knowledge management activities and maintaining a continual competitive advantage. The knowledge management shall also be comprised of business ideas of the organisation to know its importance and provide necessary resources. 
3.4 Organisational culture
It has also been identified that the major task in knowledge management implementations is a cultural issue. The importance of administrative culture cannot be underscored adequate as it empowers an ideal atmosphere where knowledge construction might be obtainable. Trust among employees, openness, internal communications are essential aspects that must be promoted within the companies. Activities that mainly spin around socialisation and consequently connected to tacit knowledge sharing generally need to understand one's own organisational culture. The report suggests creating a Knowledge-Friendly Culture, encouraging constant learning, workers training, and promoting rewards or incentives.
Focus of recommendation 
The recommendations are focused primarily on the knowledge organise/store and share processes (Evans and Ali, 2013) as a part of the process of Knowledge Management (KM). Depending on the KM model, it is also named as hold and pool (Wiig, 1993), storage/retrieval and distribution (Meyer and Zack, 1999), assess and share/disseminate (Dalkir, 2005). Knowledge sharing, especially tacit knowledge, is crucial to an organisation's operation and survival. At the same time, it is complicated for organisations to share it (Bukowitz and Williams, 1999).
 Conclusion 
 The goal of this report was to comprehend the theory of knowledge management and its' application and have a broad view of tacit knowledge and discover out how it can be captured and transformed to explicit knowledge to warrant an unceasing knowledge creation process within Amazon.com. Also, to investigate the present condition by explaining the practical implications of knowledge management in Amazon.com and examine the main reasons for knowledge creation and explain how tacit knowledge formation could be industrialised within an organisation.
The academic part of this report was primarily directing on contrasting predominant knowledge management tactics and knowledge creation methods that have become important in business practice. In the report of tacit knowledge, the writer was concentrating on two model: the SECI Model by Nonaka and Takeuchi and Dalkir model. Nonaka and Takeuchi's SECI Model covers the four modes of knowledge conversion that permits continuous knowledge creation: socialisation, externalisation, combination, and internalisation. The models offer a vital framework in which the combined knowledge management cycle should be carried out in a more effective way. Techniques to capture tacit knowledge were primarily focusing on knowledge continuity practices provided by Dalkir. These are namely, interviewing experts, Learning by being told and learning by observation.
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Comparing Tacit & Explicit Knowledge

Characteristic

Tacit

Explicit

Nature

Personal, context-specific

Can be codified and explicated

Formalization

Difficult to formalize, record, encode,
or articulate

Can be codified and
transmitted in a systematic
and formal language

Development process

Through trial and error in practice

Through explication of TK
understanding and
interpretation of info.

Location

Stored in the heads of people

Documents, etc.

Conversion process

To EK through externalization that is
often driven by metaphors and
analogy

IT support

Hard to manage, share, or support
with IT

‘Well supported by existing IT

Medium needed

Needs a rich communication medium

Can be transferred through
conventional electronic
channels
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