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Knowledge Management is the subject that primarily deals with collecting data in a strategic manner and helping the information be preserved in a methodological manner through which it is much easier for there to be delivery. It is essential for a business to be able to understand knowledge management as this facilitates directly in helping in creating better research for an organisation. In this specific assessment, the case study of Amazon has been taken into consideration. This is of multinational e-commerce organisation that has been operating even with the spread of the corona virus and has been extremely successful. 
The purpose of this research is to emphasis upon understanding the way in which information management is facilitated within the organisation and the utilisation of different types of models and theories that can facilitate in optimised results to be achieved (amazon.science, 2021). In this research, an investigation of different types of techniques through which competitive advantage is obtained by the organisation in a systematic manner shall be elaborated. Some of the theories covered in this research will encompass of Nonaka and Takeuchi, Von Krogh and Roos Model and others. The expected outcome of this research is to help create a better knowledge base for readers about how a business can progress with knowledge and information management.
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Background of Amazon
Amazon Inc is an organisation that is presently operating all around the globe in major continents such as Asia, Africa, Australia, United States, United Kingdom, and other places. The total number of employees that are working within the organisation is exceeding above 1,200,000 employees as per 2020 statistical information around the globe (britannica.com, 2021). Some of the different types of products and services that is provided by Amazon encompasses of its own Fire TV, Kindle, Echo, Fire tablet, Amazon Prime Membership, Amazon Web services, and other different types of commodities. All of these are important aspect as they facilitate not only operating as the retailer for other products but also providing consumers with a streamlined version of their own communities in the market as well. The company has its stocks and eventual shares on NASDAQ and S&P 100 and 500. Moreover, the enterprise also has its reach in cloud computing, e-commerce, artificial intelligence, consumer electronics, data distribution, and other types of industries as well. The headquarters of the business is situated in Washington, United States. The entrepreneur that has founded the business is Jeff Bezos in 1944 (Ansoff et al., 2018).
The concept of KM and why KM is so important for any organisation including Amazon
Knowledge  management  can be defined as the process through which an organisation is able to accumulate information on a specific topic and use the data in order to help manage products, employees and consumers at a higher capacity. In the case of an organisation such as Amazon, it is important to have a wide understanding of KM in order to help facilitate in making sure that products that are in alignment with the taste and preferences of consumers are being provided to the market much faster (Mohapatra et al., 2016). 
Along with this, it can also be understood that it is necessary that a business primarily engages in data accumulation through KM as it will help in making sure that any type of complaints that the consumers are having can be adequately eliminated by the customer service agents of Amazon. Along with this, it is also necessary that KM facilitate in helping in creating an avenue through which all of the other employees of the business are developing as well. Since Amazon provides a wide variety of online services such as video streaming services, gaming, and other different types of products such as televisions, and other avenues, it is important that development is in a variety of departments. Some of these departments can encompass of marketing, information technology, human resource management, and other aspects (Ogiela, 2015). 
All of this will facilitate in making sure that Amazon is an organisation is utilising knowledge and information management aspects adequately in order to help facilitate growth. In order to collect the information and help in facilitating development, different types of techniques are present. Two types of research techniques that can be utilised by the organisation encompass of primary and secondary research methodologies. Both of the strategies are an important aspect of an organisation as it facilitate in making sure that data from secondary resources such as magazine, articles, and journals is being accumulated as well as the business has the chance of engaging with consumers directly as well. The information being accumulated from consumers can help in making sure that a final pool of data is being collected that directly facilitates the researchers in Amazon to understand what type of customers they are dealing with in a specific segment in the market (Hunger, 2020).
How KM helps the organisations in satisfying customers and achieving competitive advantage
In order to help create the systematic process through which Amazon Inc has the opportunity of providing a satisfactory experience to consumers utilising the information collected, the researchers and executive heads within Amazon must focus upon using knowledge and information management aspects in order to obtain competitive edge. In a business such as Amazon, competitive edge is obtained by low prices, extended reach, and making sure that no forms of complaints are exist from the sides of the consumers (Lasserre, 2017). This will facilitate in making sure that it is much easier for there to be growth oriented prospects being explored by the consumers so that it is much easier for there to be productivity being attained. Ever since the existence of the corona virus, it can be understood that many retail companies both off-line and online have not been functioning at an optimal rate. Due to their inactivity, employment has plummeted down due to which, productivity rate and quality has both deteriorated in these online and off-line retail organisations (Wang, 2014). 
However, Amazon has primarily focused upon the customer needs and emphasise on the way in which services can be enhanced exponentially. This has provided the scope of creating an effective method through which it has been much easier within the organisation to bring in employees that can help facilitate in researching the problems that consumers are facing. Since consumers are more inclined towards utilising a wide variety of safety items and other protective gear, it is presently major priority for the business to primarily focus upon provide sanitizers, facemasks, and other different types of items through which the contagious corona virus can be put off (Hill et al., 2014). In order to make sure that new employees are being provided with a higher level of safety, the business has presently invested in different types of safety gear is being provided to delivery agents that are providing different types of commodities to consumers through Amazon. This new initiative has been called Project Ultra Violet for Amazon workers that has directly facilitated in making sure that more individuals are joining the business in order to provide their services to consumers at a higher capacity. 
Through the new types of sales going on within the business, it is much more relevant for the business to primarily focus upon different types of sales being uplifted as well. This directly makes sure that it is easier for there to be corporate social responsibility concern being created for the community and focuses being given upon helping in establishing an environment in which support is being facilitated adequately. All of these aspects have been a necessary function through which competitive edge for the company has been initiated at a higher capacity as employees are also focusing upon word of mouth marketing to be facilitated by the organisation at a higher capacity when work is being performed (Kumar and Pansari, 2016).
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How knowledge is embedded in products and the service concept in the tacit knowledge of individuals.
In order to embed knowledge in all of the products that Amazon provides, the business primarily focuses upon analysing the competitive environment. Knowledge and information about all of the competitive products being provided by other businesses and focusing upon creating a pool of products with lower prices is the strategies that Amazon primarily focuses upon in order to help maintain sales. This directly facilitate in making sure that it is much easier for there to be an extended margin of sales being obtained (Al-Emran et al., 2018). 
Moreover, on the specific Amazon products such as the video services, television sets, and other items that is owned by Amazon, the business has a higher margin of control over the profit margins that can be decreased when big sales are ongoing in the market. This directly facilitates in making sure that it is much easier for there to be a higher level of satisfaction being provided to consumers when low margin prices are being implemented in the market. This facilitates in making sure that what of modern marketing is taking place amongst consumers and a higher likelihood of the brand becoming much more unanimous with good value is being created in the market (Oblander et al., 2020).
In order to enhance the knowledge of service providers in Amazon, information is always collected by Amazon through social media search, and other different types of techniques by the method of directly tracking what type of items people are searching for online. Moreover, the business also focuses upon analysing all of the complaints that are coming in within the organisation through which it is much easier for there to be a final created so that issues can be eliminated. If consumers are facing an extended margin of issue when it comes to pricing aspects and refund aspects of products, then Amazon focuses upon creating a countermeasure through which it is much easier for there to be lower prices being facilitated and easier refunds to be provided to consumers for the prize that they have paid for a product. This enables the prospect of making sure that it is easier for consumers to have a higher level of satisfaction when dealing with the organisation and its services at a larger capacity (amazon.co.uk, 2021).
How KM represents a systematic approach in sharing and exchanging an organisation's knowledge base
Knowledge  management within Amazon Inc is systematically represented through all of the leaders and managers that are functioning within the business. These are individuals that are coordinating with the research team in the organisation and are attempting to understand what type of needs, desires, preferences, complaints, and other aspects are present for consumers. This directly facilitate in making sure that all of the departments that are functioning within Amazon are optimising on a continuous basis. Through this, it is easier for the leaders and managers within Amazon to directly focus upon creating individualistic targets for each of the employees that are functioning under them (Raab et al., 2016). 
For instance, if it is understood that there is a large amount of issue when it comes to refunding the money of consumers, then the customer service agents in Amazon can be trained at a higher capacity. This will enable the scope of better analysis of consumer issues to be synthesised and to be made sure that only genuine cases are getting a refund so that the revenue of the business does not get hampered. This will directly help in making sure that it is much easier for there to be a final being created that can directly facilitate in making sure that it is easier for there to be a work process being created that can funnel growth.
Moreover, in order to share all of the details that is being obtained by the organisation, the executive heads primarily focus upon utilising a wide variety of communication techniques such as releasing circulars, notices, and other different types of means of interaction through which meetings can be conducted in order to evaluate KM aspects. These facilitate in making sure that a higher margin of connection is being established with the consumers and it is much easier for customer issues to be eliminated. Employees at the lower level of the organisation also have a responsibility to seek information that might be relevant to their roles and duties that they are performing within Amazon. This will help in making sure that enthusiasm is being encouraged and it is much more likely to be collaboration being facilitated amongst employers and employees. As a result of this, it will help in facilitating and making a much more interdependent environment within the organisation being created over a longer scale of time (amazon.com, 2021).
 Nonaka's tacit and explicit conversion and decision-making model 
Nonaka and Takeuchi knowledge and information management system is the systematic methodology through which information is collected for the purposes of creating a specific process within an organisation through which development for decision-making can be initiated. This specific model invokes for different types of aspects that facilitate in understanding:
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Figure 1: Nonaka and Takeuchi knowledge
(Source: Venkitachalam and Willmott, 2017)
Indirect Way Approach (Socialisation): This is the strategies through which employees within Amazon has the opportunity of quickly learning about tactical knowledge and helping in utilising it in order to monitor, implement and involve different types of resources.
Indirect to Direct Way Approach (Externalisation): This strategy primarily focuses upon utilising an innovative methodology through which explicit concepts are developed through which vital knowledge is attempted to be used in the most creative process that can help in making sure that an internalised process is uplifted.
Direct Way Approach (Combination): This approach primarily focuses upon effective utilisation of knowledge that directly helps in making sure that data analysis, content management, and other aspects are facilitated through the employees in Amazon that directly facilitate in making sure that it is easier for there to be a smooth integration being facilitated for efficiency (Girard and Girard, 2015).
Direct to Indirect Way (Internalisation): This process focuses upon creating a consolidated approach through which both employees and managers focus upon collaborating with one another in order to facilitate in creating a responsive methodology and manner through which effective results are attempted to be achieved. 
From all of the strategies that have been elaborated above, it can be understood that as per the circumstances that arises within Amazon Inc, different types of information and knowledge management strategies are implemented that directly facilitate in increased output. In the business, the managers primarily focus upon distribution of knowledge at a higher capacity through which a creative process can be initiated in order to reach out to consumers at a higher level. All of the strategies are important as this facilitates in making sure that sales is being obtained at a higher capacity at a local and international level appropriately (Bytheway, 2014).
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How knowledge has become increasingly important in Amazon's SOP (Standard Operating Procedures)
In the standard operating procedures within Amazon Inc, presently, it has been understood that there is an increased level of emphasis upon conducting different types of methodologies through which KM techniques is put into action. In the standard operating procedures in order to market different types of products to consumers, Amazon primarily focuses upon taking search engine results of consumers and making sure that all of the products that is being desired by consumers is being showcased to them. This provides the company to stay in contact with consumers and utilising the data that is being obtained by them (sellercentral.amazon.com, 2021). 
This facilitates in making sure that it is much easier for there to be a customised training and gateway being provided to more sales being obtained and a higher level of satisfaction being provided to customers effectively. This has facilitated in making sure that sales is rising for the organisation and it is much more easier for there to be an increased level of transition for consumers to search for a specific product and then to buy the product immediately as well. The margin of satisfaction that is being obtained by consumers is exponentially rising because of strategies such as this and the business is able to operate in a wider range of locations with this methodology (Jennex, 2015).
What are the main outcomes that Amazon has been achieving with the use of these procedures? 
Through the utilisation of knowledge and information skills within Amazon, the main outcome that the organisation is driving towards is the increased level of revenue that can be obtained by the business. Since information is directly being utilised in order to market different types of products of interest to consumers, it can be understood that apart from profit, no other primary type of outcome is being focused towards by Amazon Inc. However, there are secondary outcomes in which the business is interested in through the utilisation of KM aspects within the organisation. The enterprise primarily focuses towards training of delivery agents and making sure that fast product processing is being facilitated to consumers at a higher capacity that directly enable the prospect of an enhanced level of reach to be created. Internally within the organisation as well, as assembly of a variety of products, categorisation, and making sure that fast logistical processes is being initiated is all facilitated since knowledge and information management strategies is being implemented appropriately (Tucker, 2021).
Since the business has presently focused upon providing prime consumers within the organisation with the chance of one-day delivery systems being implemented, it can be understood that the organisation is obtaining a wide range of information on consumers through which anticipation of what type of products is required by the market is much more easily managed within the enterprise. This has facilitated in making sure that it is very much easier for there to be a higher level of satisfaction being provided to consumers with faster, efficient and much more hygienic deliveries being provided to consumers. Moreover, in a similar vein to companies such as Facebook, Twitter, and others, Amazon also focuses upon using the information of the consumers and providing it to advertisers so that is much easier for the business to earn revenue. 
This facilitates in making sure that specialised advertisements is being provided by other companies to consumers as well. The main strategy and outcome in which Amazon primarily focuses upon through all of this knowledge and information management aspects primarily focusing towards increasing its revenue so that a variety of activities such as expansion, product line growth, and other different types of activities can be enabled by the business. This will directly help in making sure that the business is able to obtain the number one position when it comes to e-commerce retail processes being achieved at the most efficient level possible (Galliers and Leidner, 2014).
What are the areas Amazon.com can still improve in the future in order to overcome the challenges?
A wide variety of areas are present in which Amazon still has the opportunity of increasing its performance in the future when it comes to knowledge  management. It's the business has the opportunity of directly collaborating with consumers through surveys, interviews, and other processes in return of some form of discount or benefit. This can facilitate in making sure that the business does not have to rely upon indirect data collection methodologies that can directly order to facilitate in providing a higher amount of transparency to consumers through which it would be much easier for there to be collaborations being created. Along with this, it is also relevant in the case of the organisation to primarily focus towards helping creating a methodology through which specific challenges such as ambiguity of data can also be eliminated through this. 
One major challenge that has emerged because of indirect accumulation of data through knowledge and information management processes is that consumers are feeling that data privacy is no longer of aspect in which they can have protection. Owing to such a circumstance, it can be understood that presently, there is a higher margin of need for data protection strategies to be implemented at a higher capacity as it will enable the scope of making sure that businesses such as Amazon are not misusing the setup being provided by consumers. Amazon Inc has the opportunity of developing a consent mechanism within the website of the business that will help in making sure that consumers are not feeling cheated and it is much more easier for the business and the clients to have a higher level of mental collaboration being present when it comes to obtaining information and using it for a wide variety of activities (Dalkir, 2017).
In accordance with the directions that are provided to employees from the leaders, employees are performing different types of tasks without a clear picture of what the end goal is within the organisation. Owing to this, it is much more difficult for there to be any form of collaboration and input being provided as managerial heads and leaders are shutting off subordinates in order to prevent any leakage of company sensitive information (Liebowitz, J. and Frank, 2016). 
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Through this entire provided analysis for Amazon and its information and knowledge management skills, a wide variety of techniques, strategies, and other approaches have been elaborated here in this research. In this assessment, emphasis has been given upon understanding the way in which the business is tracking consumers and is providing specific and customised advertisements to consumers so that data is being used to raise the revenue of the business. This study has allowed the scope of understanding the method through which it is much more easier presently for there to be keyword utilisation and collaboration present with social media platforms in order to help facilitate in a hire means of Google advertisement and other different types of video posts to be showcased that can highlight the different types of items that is being desired by consumers which is available on Amazon. All of these facilitates in making sure that the business is using all of the information being provided to the enterprise without the consent of consumers. In such a circumstance, the need for there to be a higher range of data protection has been discussed in this research 
In order to utilise knowledge management frameworks in Amazon Inc at a further capacity and help in enriching the business culture, it is extremely essential to delegate data in different types of departments and make sure that employees are focusing upon working with consumers. Since data is being collected from customers without their consent, this form of unethical activities can lead towards international controversies being created at a global scale at a later stage in the life cycle of the business. In order to prevent this, an internal work culture must be created whereby which, a consumer centric questionnaire through surveys and interviews must be initiated (Shokri-Ghasabeh and Chileshe, 2014). 
This will help in making sure that it is much easier for there to be an environment created where collaboration and democratic leadership is being facilitated. In order to achieve this entire role and make sure that all of the branches of Amazon are on the similar track it is important within the organisation to create a timeline of one year. Starting from this period in the business operations of the enterprise, it is essential that overall change is brought into the business that will help in making the mindset of subordinates and managerial heads observe the work processes of the business through a new light. Several different recommendations can be made in order to facilitate in this entire process be obtained effectively over a long course of time:
· Quarterly survey and interview process with at least 1000 consumers from various nations can be conducted through the managerial heads and researchers of Amazon. This will help in making sure that diversity and inclusiveness is being promoted and the opinions of a wide range of consumers is being analysed appropriately (Becerra-Fernandez and Sabherwal, 2014). This will help in making sure that the business is connecting with consumers at a greater capacity from various places. Analysis of information through this strategy would be very beneficial and encouraging to employees within the organisation as well.
· In order to help create an interview and survey process in the future, it is important that clear consent is undertaken from all of the people involved. No form of caution must be practised while performing these types of organisational activities that will directly facilitate in making sure that better bonds are being created with the consumers. In order to achieve this through the employees of the organisation, emphasis must be given upon complying with the general data protection regulations that has been created in the United Kingdom. This will directly facilitate in making sure that it is much easier for there to be compliance driven activities being created without any form of ethical endeavours being violated.
· Employees within the organisation along with the researchers must be trained effectively through a variety of leadership experts. This will directly help in facilitating in growing an atmosphere whereby much more qualified individuals are interacting with consumers. This will help in making sure that the customer experience of the organisation is being enhanced at the appropriate rate and no form of complaints and being generated in this entire process while knowledge and information is being managed within Amazon Inc future utilisation (Hislop et al., 2018).
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