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Executive Summary
The motive behind writing this project is to evaluate and analyze the management system of Amazon. Amazon is a web based platform where a user can buy and sell products securely. So the information and knowledge system of Amazon is quite innovative as well as complex. The main purpose of this project is to analyze and evaluate the knowledge and information system of Amazon. Amazon is an American based MNC situated in Seattle, Washington. Jeffrey Preston Bezos had initially founded the company on 5 July 1994 which was situated in Bellevue, Washington, United States. Initially the products were limited but gradually more and more categories of articles were included. The KM model to be induced in this project is The KM Matrix by Gamble and Blackwell. According to this model, focus is given primarily to the strategic management of the organization. The outcome of this report is expected to reflect the analyzed facts, of the knowledge and information management within the company Amazon.


[bookmark: _Toc67338811]Introduction 
Knowledge is the significant aspect of the organization as it describes the ability to apply information, both tacit and explicit in order to solve problems, take decisions and improve the functions of the core values of the organization. This report is based on the knowledge management of Amazon.com that enables the company to maintain the relationship between the customers and information. Amazon.com is a vast internet based company that sells various products from books, electronics, health products, groceries, dresses and many other goods to the customers across the world. They either sell directly or as middleman between brands and the customers. During the pandemic situation where the global economy and many organizations faced an economic downturn, Amazon.com showed significant growth of its business. The KM approaches of the company enabled to satisfy the customers by providing the valuable information. In this report various KM models and approaches namely SECI model, Choo sense making model, Wiigs model and Complex Adaptive System model are described and evaluated to understand their significance in creating and managing knowledge assets in the organization. The report mainly focuses on the effectiveness of KM practices in Amazon.com and the challenges faced by the organization in these aspects. It will thus provide recommendations to strengthen the knowledge management practices of Amazon.com in order to make it more effective and efficient. 
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[bookmark: _Toc67338814]Background of Amazon 
Amazon is a web based MNC who provides service to the registered users. The user has primarily two options, one being able to buy and place orders while the other being the platform where a user can list his items in order to sell it. Basically Amazon provides a platform where the buyer as well as the seller can do business transactions. Initially it was a platform where a user can register them in order to read the e-books. Then Amazon introduced the Kindle eBook readers, which was quite popular and the business it generated was remarkable. Then it started including many articles such as electronic devices, stationary products, and clothes for men and women, grocery, beauty, gift cards, handicrafts, insurance, travel tickets, recharges and software. Along with it Amazon has started a subscription based web service which gives the users access to the movies, web series and other videos. The subscription also gives the user a benefit while ordering a product. A product can be opted for the same day delivery option which is not given to the non-prime users. Amazon has become the one of the largest MNC and has a net worth of $1.7 trillion. Amazon uses various sources for the generation of data and to optimize that data for the better advertisement of the related products to the customers. Along with this, the search engines are also optimized for example if a person wants to search for a particular product then Amazon is the first site that will be shown to the customer. It is also evident that Amazon has placed various offers too on the special occasions in order to boost the sale of its product. Though Amazon does not sell its products, it just helps to connect the buyer with the seller. If a person wants to start a business, all he has to do is register as a seller and list the products he wishes to sell. His part is over, now if a seller is interested in the product then he will place the order and make a transaction. It's Amazon's job to collect the product from the seller’s place and deliver it to the customer. Amazon does charge the seller for the service he is providing. But the method which is used by Amazon is quite robust. Product gets delivered in a span of two to three days even if the seller lives thousand kilometers away from the buyer.  It is known that there are other competitors such as Flipkart and others who have the same ease of use of the application. In order to stand out from them Amazon has introduced many features. Amazon prime is one of the subscription based features that can be acquired. It will help the buyer to gain access to the various movies and TV shows. Though it has a limited time access, that means it is only valid for a limited time i.e. 1 month pack or annual pack. This pack not only includes the video viewing feature but also other benefits such as during the placement of an order, the delivery date and the delivery charges are less. Along with it the company has introduced a new category that is the Amazon pantry. With this feature the customers are able to buy groceries from the application. The procedure is pretty much the same. The introduction of groceries in the system has set forth the company’s fate in competing with its competitors. According to the other apps that provide similar services are yet to include the groceries in its category list. It can be said that Amazon has increased its efficiency in managing and delivering the orders provided.
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The Knowledge management model can be defined as the model that is used to idealize the management strategy in order to evaluate, analyze and enhance the existing systems. This module generally reflects the idea of when and why aspects in order to proceed. This model is generally based on the ideology of strategic focus which has to be evaluated and therefore upgraded as soon as possible. This not only strengthens the model but also gives an edge to the companies who have implemented this model.
In general, the Knowledge management model is a management model that is used to understand and evaluate the knowledge as to how to design and showcase the website and application in order to gain attention from the buyers. This model is designed in such a way that it seamlessly provides the best user experience for the customer associated with it. The overall experience of the customers is very crucial for the growth of the company. As this is the only factor that makes the company stand out from its competitor. The feedback management system that is provided by the company is remarkable. The user gets a call from the delivery partner and the delivery partner confirms the presence of the customer in the address provided such that there is zero chances of inconvenience both for the delivery partner and the customer. 
[bookmark: _6nlokydivfya][bookmark: _Toc67338816]Importance of Knowledge Management
Knowledge management is very essential for an organization, especially for a web based MNC. This is because it not only boosts the efficiency of the ongoing processes but also enhances the decision making ability of the organization. In order to increase the efficiency, what measures are to be undertaken has to be analyzed and therefore a smarter workforce has to be built who will be more capable to make quick, informed and reasonable decisions. In other words it can be said that from the employees only a few are shortlisted on the account of their efficiency and are therefore preferred.
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