

[image: C:\Users\m.rahman\Desktop\images.jpg]





Assignment Title: 
Knowledge and Information Management of Amazon.com




Student name- Laszlo Gamsz
Student No- 1922117
Module Name-  Knowledge and Information Management Skills for the Workplace
Module Tutor- Mr. Mohamed Kalam
Word count of submission: 3443.
No. of pages submitted in total, including this page: 18




Executive Summary: 
This report introduces the main uses of Knowledge Management Systems of Amazon Company. The SECI, the WIIG and the Meyer and Zack models in detail. The first chapter is an introduction and background to Amazon Company with a brief history of the company, forwarded with general information about Knowledge management. Then an analysis of why Knowledge Management is so important to the Amazon and how it has helped the company to become successful all around the world. This is followed with Individual and Organisational Knowledge analysis and the evaluation of knowledge and the importance of KM in the Standard Operation Procedure (SOP) of Amazon. The report ends with conclusion, references and appendices.
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Introduction
The main purpose and aim of this report is to introduce the main Knowledge Management Theories applied by the Amazon company and how they help the company achieve its goals. Which parts of the theories help the company and for which purposes. The key management theories implemented in the management processes and structure of the business activity of Amazon. 
Amazon is a perfect model to introduce knowledge management systems because to organise, control, educate and to teach more than 1.3 million of employees, it is necessary to have a robust and valid theoretical system and background. The Covid-19 pandemic situation caused terrible financial losses for most companies, with many of them forced to close. Covid-19 Implications for Businesses (McKinsey & Company, 2022)
During the pandemic and lockdowns, Amazon dominated in online shopping and its e-commerce sales could nearly double in the May of 2020 during the lockdown.
“Companies Won’t Survive the Pandemic Amazon Will Emerge Stronger Than Ever” (Semuels, 2020)
The author of the report will introduce how Amazon built this extraordinary success and which knowledge management theories helped the company become the leading online trader and Jeff Bezos the owner, one of the richest people in the world with an estimated $195 billion wealth at the end of 2021. Allcot (2022)
In the report, the author will introduce the knowledge management system with the help of Nonaka & Takeuchi SECI model, the Wig model, and also with the help of the Meyer and Zack Model.  The objective being to help explain how knowledge management systems can transform a business in a successful way.
[bookmark: _Hlk92620054]The SECI model states that knowledge conversation begins with tacit acquisition of tacit knowledge by people whose do not have it from people whose do. This process named by the authors of the SECI model as socialisation (tacit to tacit). Articulating the tacit knowledge into explicit concepts is the process of externalization (tacit to explicit), this process is the key to knowledge sharing and creation.  The process of integrating into a knowledge system is called as combination, while the process of embodying explicit knowledge into tacit knowledge is called internalization. 
(Nonaka and Takeuchi, 1995)

The Wiig model suggests that just organized knowledge can be useful and valuable.
Depending on what the knowledge will be used for, it can be organized in different dimensions, as:
· Completeness: Refers for how much relevant knowledge is available from a given source. Knowledge may be complete if all the information available on the subject and its existence well known.
· Connectedness: Refers for the relations between the different knowledge objects. More connected the knowledge bases than more coherent the content and better the value of them.
· Congruency: Means the consistency of the facts of the knowledge like, concepts, perspectives, values, judgements and relations links. 
· Perspective and purpose: Means the phenomena how we know something through a particular point of view for a specific purpose. (Wiig, 1993)

Meyer and Zack model:

In this model the network between each stage is designed to be logical and standardised. The major development stages of knowledge repository are analysed and mapped to the stages of a Knowledge Management cycle.
The stages are:
Acquisition:
Acquisition deals with issues regarding origin of raw materials such as scope, breadth, depth, credibility, accuracy, timeliness, relevance, cost, control, and exclusivity. This guiding principle also called as proverb: “garbage in, garbage out”.
Refinement:
May be physical (like migrating from one medium to another) or logical (like restructuring, re-labelling, indexing, integrating,) 
Storage/Retrieval:
Can be physical (file, folders, printed information) or digital (database, knowledge management software)
Distribution:
Means, how the product is to be delivered to the end-users. Consists also timing, frequency, form, language, etc.
Presentation/use:
Very important stage, is used to be able to give context to be able to use the content.

As a result based on the comparison of the real achievements of the Amazon Company, introduced through the SECI, Wiig models and the Meyer and Zack models, the author hopes to highlight the context and congruencies. How and on which part of the wide range of business activity applies successfully to Amazon the KM theories.

[bookmark: _Hlk92636663]Introduction and background of Amazon.

The Amazon Company was incorporated in 1994 by Jeff Bezos a former Wall Street Hedge Fund executive. The Headquarters are in Seattle Washington. Originally started to sell books online. Even from the start Mr. Bezos claimed that his company is not just a retailer, rather a technology company who is simplifying the online transactions. His business strategy was not accepted easily. Not many market participants imagined that Amazon could compete against established bookselling chains. Against the critics Amazon reached 180.000 customer accounts by December 1996 after less than a full year operation and in 1997 had more than one million customer accounts. “Get Big Fast” was his company slogan even printed on employee T-shirts. In 1999, Time magazine named Jeff Bezos as the Person of the Year. His revenue jumped from $15.7 million in 1996 to $148 million in 1997 and for $610 million in 1998.
The expansion of the company was very quick, by the Associates program of the company, other websites could offer their products under the umbrella of the Amazon and Amazon got commissions from all the sales; this expanded the company away from being only a bookseller.

In 1997 the company become a public company raising €54 million on the NASDAQ market.
Used its high-flying stocks to fund its aggressive growth and acquisition strategy. Parallel with its growth established a strong “community of consumers” program and group who helped each other to find the right product. Customer’s purchasing history and data from buyers was analysed as a priority. In 2002 launched the Amazon Web Services (AWS) in 2006 expanded the AWS portfolio with its Elastic Compute Cloud (EC2) what can rent our computer processing power, in small or large volume. The same year set up the Simple Storage Service (S3) to rent data storage service over the Internet. The systems underlined Mr. Bezos original claim as Amazon is not only a retailer, but rather a tech company. And thanks for the S3 and EC2 individuals don’t need to buy expensive and difficult computer systems, just rent their services through the internet.

In 2007 Amazon.com started to sell its own Kindle e-readers, and this was a huge step in e-book market, further huge step the company own invented low-cost Kindle Fire for Kindle e-book reading. Kindle Fire use Google’s Android operating system.
The company introduced an independent self-publishing service in 2009 the AmazonEncore.
AmazonEncore publishing out-of-print books and helps enthusiastic amateur authors to publish their own e-books. That was so popular and successful that Amazon could launch Amazon Publishing in 2011. This was the first year when Amazon sold more E-books than printed books. Amazon could change the whole sector of the book market, from where it started in business, and continues to change further parts of the business world. In 2017, Amazon bought Whole Foods Market Inc. a supermarket chain for $13 billion and started to sell fresh food also. (Hall, 2020)

Amazon newest and mould-breaking business is in physical stores. Starting with fresh food stores, the Amazon Fresh shops, the company is now opening Amazon 4-Star stores with all type of mainly technical products. The Amazon physical stores are very competent with the pandemic situation because the stores are totally contactless, with active Amazon application on the shoppers mobile. No cashpoint is required as the customer can just collect the items and leave. There is an irony to this after Amazon has caused the closure of many physical shops by way of online competition, now Amazon opens its own physical shops without any pay desk or check out. Witherow (2021) The new Just Walk Out Technology by cameras will detect itself if any items are taken or returned to the shelves and keeps track of the virtual basket. When the customer leaves the shop the charge comes from his or her Amazon account and gets an email immediately from the Amazon. Amazon Fresh (Amazon, 2022).

What is Knowledge Management

Knowledge management is the science of what can help an organisation to create the relevant knowledge for its successful operation, knowledge is essential support based on theoretical underpinning. The well accepted knowledge theory, the organizational knowledge creation (Nonaka and Takeuchi, 1995) suggests that organisational knowledge comes mainly from informal networks and knowledge is created by sequential interactions amongst tacit and explicit knowledge at individual and organisational levels. (Jaziri-Bouagina, 2017)

Knowledge Management is also a business optimisation system that can choose and organise the best information for the company and for further processes. All segments create a conscious way to develop higher employee and company performance and more advance in business. Ultimately, this make the company more competitive. All companies have different human force and product advances what can define the knowledge management life cycle. Different knowledge management methods can be used and it is possible to merge them. The main power of Knowledge Management are the components of Intellectual Capital:
Human:
Attitude
Competencies
Education
Knowledge
Skills

Customer:
Brand
Company Name
Customers
Distribution Channels
Franchise agreements
License agreements
Loyalty

Structural:
Copyright
Corporate Culture
Design Rights
Financial relations
Information Technology Infrastructure
Management Processes
Service Marks
Trade Secrets
Trademarks
 (Bergeron, 2003)

To enhance communication and association with the employees and among cooperating companies and between the company and customers is essential to achieve a global supply chain. To improve communication and integration. Beside the steps and integration for traditional concept in case for optimalization, detailed components necessary sometimes from different Knowledge Management Theories to use them as a kind of Hybrid system. (Gunesakaran, 2008)


That is the process for capturing, storing, sharing and effectively managing the knowledge and experience of the manpower and to increase their general knowledge. The aim of that is to improve their efficiency, productivity and retain critical information inside the company. To improve the employees decision-making potential. Knowledge is divided into two main areas, tacit and explicit.

Tacit knowledge: Mainly an individual knows how to do, but don’t know exactly how to explain. That can be relevant for ideas and skills which experiences are not written and not easy to express them. Mainly whose possess that knowledge, not aware about that and don’t know how it can be valuable to others.
Explicit knowledge: The other name of it is documented knowledge. Easy to pass forward and easily accessible. Whoever possess explicit knowledge, well aware about that, not like for tacit knowledge. What is Knowledge Management, and Why Is It So Important?, (Starmind 2022)
How is the Knowledge management Performance, please take a look on Appendix 1.

Why KM is so important for Amazon and how that helps to achieve so huge competitive advantage? How helps to satisfy its customers?

 “We see our customers as invited guests to a party, and we are the host. It’s our job every day to make every important aspect of the customer experience a little bit better” 
· Jeff Bezos, Amazon founder and CEO

Knowledge management methods could help Amazon to reach many customers. Amazon could realise and use well the connections among customers and information. The main success points are, how customers find what they need,  when they need that, and let them to find that quickly and easily.  To do it on an intuitive and personalized way gives even more value to the experience. In this point can help KM a lot. The principles and practices of the KM used by Amazon at a high value and helps to satisfy its customers based on the following thirteen main points:
1. One portal, one interface. Anything bought by the customer that went through on the same portal and interface. Same portal, same user experience for all the different products. Gives them the impression for an all in one place with easy access megastore.
2. Consistent presentation. All information displayed on the same way and manner for each product and in the same order.
3. Modular content.  All Amazon page organised in easy-to-read models. 
4. Distributed upstream content creation. All independent product companies have to use the Amazon’s design standards. Everything looks standardised and integrated.
5. Almost magical personalisation. All of the customers can believe, the Amazon knows them personally. More and more they use the site, Amazon will know more and more about them. Product recommendation based on previous searches and remind them for earlier shopping is a standard procedure.
6. Crowdsourcing. Rating by customers and analysis of customer satisfactions Amazon builds knowledge and awareness in users.
7. Insanely easy and consistent transactions. To get comfortable with the system is just a moment. About the same movements for all the approaches. 
8. Subscriptions, alerts, and reminders. For any special wish will scan continuously the whole site and remind the customers of their needs and for regular updates.
9. Feedback. The company really values customer feedbacks. Feedbacks are placed right on the products frontpage and ask for feedback from customers. Gives good benefits for future customers and give a chance to the Amazon to improve the products and product companies service.
10. Reduced servicing. Amazon try to make its side as user friendly as possible. The positive result is reduced call centre activity 
11. Performance-centred. Offered a very clear way to all tasks whatever customers needs to carried out.
12. Great online help. The “Help” function on the site is easy to use and a real support for all questions and problems. A real good resource for all solutions.
13. Mobility. Available anytime and anywhere. Rosenberg (2014)

Individual and Organisational Knowledge

Knowledge is evaluating together with the humanity, organisational knowledge together with the size and complexity of the organisation. The building bricks of the organisational knowledge is the individual knowledge of their employees, after successful summarisation and use, this becomes organizational knowledge. For the business, it can be a huge advantage to get special and advanced knowledge. Among the current giant companies, all of them use knowledge based marketing, as you can see on the Appendix 2. The value of knowledge is the most important asset for every company, therefore it is governed by law. 

Intellectual property refers to creations of the mind, inventions, literary, artistic works, designs, symbols, names, images, etc.
The intellectual properties are protected by law for example by: patents, copyright, trademarks. Because the intellectual properties values are growing and the activity around them is flourishing, they need specific legal protection.  Therefore the Intellectual Property Act 2014 (IPA2014) came into force on 1st of October in 2014. The aim of this law to modernise copyright law and help designers and patent-holders protect their Intellectual Property. Supporting business innovation and bring clarity to the scope of protection afforded by design rights was the main reason for the act.
For example, Ernő Rubik, the inventor of the famous Rubik’s Cube, won many court decisions against unauthorised cube copy makers. The Rubik’s Cube the three dimensional form and any graphic or photographic representation of it, in any configuration, coloured or uncoloured, whether or not it carries the RUBIK'S CUBE® name or logo, is protected by intellectual property laws all around the world. Against that his main problem was the mass production of the cubes in China by small no-name companies. He lost a lot of money because of them, but thanks to the intellectual property law protection he could save a lot against American and West-European product-counterfeiters. But the product is not protected since 2019.
The Rubik’s Cube was invented in 1974, it has sold more than 400 million pieces worldwide. It is one of the most-recognised and best-selling toys of all time. Trademark protection may theoretically exist forever if duly renewed, while patent protection is limited in time. Because of this limitation he lost his protection in 2019. Now anyone can produce the cubes.
Giro, 2019 
Rubik’s story hopefully could highlight the importance of intellectual property and the knowledge, knowledge management behind of every organisation. On organisational level the real knowledge management is the process and system how they handle the company available information and knowledge.

Knowledge evaluation

The basic tenet of Knowledge Management is the knowledge of course, in the previous chapter the author described the importance of law protection, by individuals and companies knowledge can be intellectual property, but the evaluation of the knowledge before the organisation starts to use that or invest in the actual knowledge can be decided by the knowledge pyramid below:


[image: Bloom pyramid]

The Bloom’s taxonomy of learning objectives can be seen in a diagram above. The basic is the knowledge, the facts we need to remember. Evaluation on the highest level require the participants to judge the facts. Organisations mainly Amazon can gain a lot or save a lot asking many question at each levels of the pyramid. Sometimes can be good to try facts, but usually much better to test them on theoretical level. Kleeman (2013) 

 



The importance of KM in Amazon SOP.

Knowledge Management can be successful just if the standards of them become every day practice in the company life. Amazon uses all advances to inspire its stakeholders. All management systems can help the organisation if used on the right, regular way. In case to get interaction between the people and the information system, through the daily life and business activity of the company. Amazon have very strict procedures on how to effectively use the management systems and create synergy through all decisions of the management. The main management model is the SECI model in Amazon activity how can do Socialisation to Externalisation, how all the knowledge about its customers tacit shopping standards become Explicit well categorised knowledge. Amazon aligns overall of its activity the information systems through it strategic goals. Mainly the resource management system is crucial aligned with spotless ordering and delivery service.

To get the all process delivered on the high standard the Meyer and Zack Knowledge Management model is the main point, where the Acquisition stage refers to Amazon new standards and processes before it becomes daily, usual activities through the Refinement stages to get more sophisticated and integrated to the company standard. Storage and Retrieval, applies to that procedure when the new way procedure become standard part of the Amazon database while distribution means how the methods or solutions and mainly in Amazon profile, physical products is delivered to the end-users. The Distribution when the product is delivered to the customers, who are the end users. Presentation/ use stage means how to be able to use all the content.

The value of the knowledge will be materialised in the final product or service in the Amazon case for its huge range of quick and spotless E-market service and by tacit knowledge to its employees. The quality of the knowledge system always depends on how it is transferred therefore the management system the responsible frame to standardised and transferred on the right way. The internet is unlimited source of any knowledge, but without Knowledge Management Systems the main valuable results will be missed. (Dalkir, 2005) 


Conclusion

As the author described in his report, knowledge is the most valuable product of every company and Knowledge Management is the tool to get the most out of it. Amazon the subject company of the report apply Total Knowledge Management system on each level and in all processes.
Its Total management is value based by personal interactions and codifications. The market value of the knowledge is high, therefore even all the top company is sales mainly its knowledge. Precise knowledge Management system can be conducted correctly just by well -trained knowledge workers and if the tacit knowledge is embedded in the company. Thanks to the contemporary globalisation Amazon can operates all around the world almost the same way based on the original knowledge management systems of the company.
The four best components of knowledge management: people, process, content/IT and strategy develops together is knowledge management is persistent and properly treated. Knowledge and knowledge management never will be the same constantly evolving.

Based on the author observation, the constantly changing world what is always needs new way of solutions over on the actually used main forms of its knowledge management system, Amazon could use very well the Choo-Sense making model.

[image: ]
Virkus (2014)
 
Sense making, knowledge creation and decision making could be use very well for the knowledge vision of Amazon. The company always need new systems and solutions and this method solve that maybe the best.
	Sense making is the warranty adopted by the company for trends, suppliers, competitors and all outsider parts of the company life.
Knowledge creation is the process to improve the actual knowledges of the company in case to acquire new solutions for the current task and to create new ones.
Decision-making is to apply the best option from the available solutions.
Theoretical Models of Information and Knowledge Management Systems (TLU, 2021)

But what Amazon should concentrate on continuously is the SECI model, to make Tacit Knowledge to Explicit by internalization and externalisation through combination and internalisation.
The success of the Amazon sustainable just permanent use of high standard knowledge management systems.
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	Practical Evaluation of the Proposed Knowledge Management Framework for Amazon

	
ABSTARCT

Based on the report, the author tried to introduce the wide strength of Knowledge Management in the Amazon Company and how Knowledge Management techniques helped the company to become the biggest and most successful all around the world, in a relatively short time.
Knowledge management systems have three main pillars, knowledge acquisition-retention-transfer perspectives. The aim of this poster mainly to introduce this three pillars of the company in case to make the report above, more transparent.
		

	Amazon major acquisition over the years:

2021- MGM $8.45 Billion for Movie studios, TV Shows. Movies in case to strengths the Prime Video section.
2020 – Zoox Inc.  $1 Billion for self-driving start-up to use autonomous technology to help its ride-hailing and delivery network.
2019- 49% stake of India’s Future Group whose partly owns as retailer 1500 shops in U.S.
2018- Ring, a video doorbell maker company, in case to delivering packages inside the home of the customers, with security.
2018- PillPack, small online pharmacy, in case to compete with drugstore chains.
2017- Whole Foods Market Inc. $13.7 Billion. That was so far the biggest acquisition.
2017- Souq.com. The leading online retailer of the Middle East region.
2017 – Shoppers Stop Ltd $27.6 Million, main stake of the Indian retailer company.
2014 – Twitch Interactive $970 million, live-streaming gaming network.
2012- Kiva Systems Inc. $775 Million, robot technology.
2010- Quidsi  $500 million, the owner of the online shopping sites, Diapers.com, Soap.com.
2009- Zappos.com $928 Million, online shoe retailer company. Amazon’s  Major Acquisitions over the Years.(Reuters 2021).

As possible to see above Amazon not just creates knowledge, spends unbeliavable huge amount of money to buy companies if they have valuable knowledge. By the diversification of the acquisition possible to see, the main aim is always knowledge acquisition.



[image: C:\Users\Tamas\AppData\Local\Microsoft\Windows\INetCache\Content.Word\pic 2.png]
		

	Amazon Knowledge Retention Policy

The aim of Amazon Pay to Quit program is not force to work harder, but make a stronger commitment.Amazon offer for his key worker bonus money after a each whole year, to leave their job,  but whoever accept the offer never can work again to any Amazon facility  or subsidiary. The logic behind this  action, means that who turn down the offer are essentially saying that they would pay for their  job to stay. 
The results is stroner engagment and higher productivity.
The affected workers can really think over what they want to achieve trough their carrier. To keep employees whose don’t really like their job is not beneficial for lonf term, but this program helps to keep and select the comitted ones.
Pay to Quit: Amazon’s employee retention strategy (HRO, 2022)


	


	Amazon Knowledge Transfer policy

The business world innovations are evolving in an ever faster way, Amazon focus very much to stay ahead of the curve by sharing knowledge assets systematically. Internal and external knowledge helps the company development just if transferred to the relevant parts of the company quickly and effectively. 
The investment through the whole range of the company and with externa partners is sequential for visibility and analysis of information exchange. 
The visibility makes the teams of the company more responsive while staying focused on execution of strategic goals. Managers just by that way can make quick and fact based decisions with confidence and identifying areas for improvement.
Color-coded recommendations shared by managers rather than long many pages written documents  in case to help management decisions without being overloaded. Towns (2016)




		Conclusion

	Amazon Knowledge Acquisition-Retention-Transfer triangle is always focused and maintained. A real knowledge based company like Amazon have to do that way for all the parts of successful Knowledge Management. Knowledge is the source of its competitiveness. Before Knowledge is managed, it must be acquired, whenever acquired must be retained within the Amazon organisational frame and transfer between internal members and relevant external partners such as customers and suppliers.
Hopefully the poster could highlight all the sections of the Knowledge Management - Knowledge Acquisition- Knowledge Retention- Knowledge Transfer triangle. 
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Intellectual property innovation.

Amazon leverages internal and external knowledge to drive innovation. Its success is based on data mining and digitalisation rather than on any material goods. Amazon owns more than 5000 patents based on the World Intellectual Property Organisation database. The algorithms behind the shopping recommendations, robots in the stores  and even the drone technology for shipping are all parts of the wide knowledge assets of the Amazon Company. The innovation of them is very quick, Amazon knows they can stay at the top of the business if the knowledge assets are handled by their knowledge management systems are on the top also. Therefore the main investment field of the company is always it’s the knowledge assets of Amazon. Towns (2016)
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