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Executive Summary
The knowledge management is the most important aspect of the business organizations as it acts as a tool that helps the organizations to enhance the satisfaction of the customers and gaining competitive advantage in the market. The knowledge management has gained potential importance during the covid 19 pandemic situation and potentially helped the organizations to stay active in the business market. This report would explain the importance and various aspect of knowledge management in context to Amazon that ecommerce giant. It would also provide description of various knowledge management theories and models that plays a vital role in creating and managing the knowledge assets within the organization. The report would evaluate the current knowledge management techniques of Amazon and would provide suitable recommendations to enhance the effectivity and reduce the challenges of the knowledge management techniques. 
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[bookmark: _Toc70182512]Introduction 
Knowledge management is the procedure that involves defining, creating, retaining, storing, sharing, integrating and applying the information, knowledge and experience of the employees working within the organization. The approaches and strategies of knowledge management involve various aspects and principles that are implemented in the organization in order to effectively utilise the knowledge. The knowledge management theories and models implemented within the business helps in collaborating the business systems, operations and administration as well as information technology with the management of the information. The effective application of the KM theories and models potentially helps the organization to satisfy the customers, retain them and gain competitive advantage in the business market (Abubakar  et al., 2019). During the pandemic situation the knowledge management helped Amazon the e-Commerce giant to satisfy the needs of the customers and gain huge financial return and grow in the market. In this report the importance of knowledge management will be evaluated in context of Amazon during the pandemic situation. The report will also describe various KM models and theories and will evaluate their significance in developing and managing the assets of knowledge within the organization. It will emphasize the significance of KM practices in the e-commerce company and also analyse various issues faced by the organization and thus will provide recommendations to overcome these challenges and facilitate more effective knowledge management. 
[bookmark: _Toc70182513]Overview of Amazon
Amazon is the e-Commerce giant founded by Jeff Bezos in the year 1994. The company started in Washington as a online store that use to sell books and later the business got wider and  at present it offers various products and services to the customers across the world. The headquarter of the multinational company is in Washington and it offers products and services related to e-commerce, digital streaming and cloud computing to the customers across the US and various other international markets across the globe. The internet based enterprise sells various other products such as books, groceries, house wares, electronics, and various other retail products (Gewirtz, 2016). The company is both a retail as well as technology based company and it aims at becoming the biggest customer centric organization where customers can come and search any required products and avail them (FARFAN, 2019). The company also act as a connecting link between sellers and customers and plays a vital role in driving the sales of other companies they deal with. The technological innovative ways and live streaming platform of the company as well as it’s all other services made it the largest e-marketplace in terms of capital and revenue gain. The company aims at providing optimum services to the customers based on their needs and preferences and also provides platform to empower various businesses and enhance their growth and success. It offers more than 250 million products and services to the customers across the world and the online retailer thus potentially became the cloud computing powerhouse (sell.amazon, 2021). The success of the company is mainly because of its optimum customer service and even during the pandemic situation. The company during the Covid 19 pandemic focused on delivering the groceries, daily usable, household goods, sanitizers, masks, work from home equipments and other essentials to the customers and this potentially helped it to gain huge profits and financial return driving its growth (Palmer, 2020). Thus when the entire business world faced a economic downturn due to the pandemic and lockdown situations, Amazon experienced a huge growth and became a source of various employability in the business market. 
[bookmark: _Toc70182514]Definition of Knowledge management 
The knowledge management in the business organizations is the process through which the individuals associated with the organization develop, manage, structure, access, retain and update information and knowledge regarding the business. The aim of the knowledge management is to enhance the efficiency, effectivity and performance of the organization by facilitating customer satisfaction and gaining competitive advantage (Greene, 2021). The effective knowledge management involves various aspects of application and integration of the information that helps the organization to take decisions in order to enhance the customer retention and gain more financial return. The knowledge management is often referred to as managing and training the individuals of the organization. It is actually a cyclic process of developing, exchanging, structuring, inspecting, and auditing the information and gaining more knowledge. This enhances the collective knowledge of the organization that they utilize to develop more efficient process and address the needs of the customers. The knowledge management involves 3 significant processes that are accumulation of the knowledge, storing and retaining the knowledge and sharing the knowledge. The main goal of these processes is to facilitate efficient learning within the organization and create a culture that adapts these learning and gaining of the knowledge (Becerra-Fernandez and Sabherwal, 2014). The knowledge management involves two kinds of knowledge that are tactic and explicit knowledge. The tactic knowledge involves the strategy and skills and is not that easy to share with other individuals. This involves innovative and critical thinking and understanding the body language of the individuals. The Explicit knowledge is the coded information that can be easily shared and taught to others (Kimble, 2013). The knowledge management within the organization potentially helps in maintaining the ideology and focus of the company and evaluates the information and keeps on updating and upgrading the knowledge. The knowledge management plays a vital role in gaining the customer attention and providing them with best experience. This potentially drives the growth of the business and helps the organization to retain its position in the dynamic and competitive business environment. 
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Knowledge management is potentially useful for the business organization as it helps the company to boost its productivity and efficiency and thereby the overall performance of the organization. It enhances the organization’s decision making capability and helps it to develop innovative and more effective strategies to drive the business growth (Hislop et al., 2018). It helps the organization to gain information regarding the needs and preferences of the customers as well as the normal public and this helps them to satisfy the needs of the existing customers and retain them as well as gain new customers. The knowledge management helps the employees and the workforce of the organization to stay accessible to the overall working proficiency, skill and expertise of the company. This helps the company to develop a smarter workforce. The creation, management, retention and sharing of the information helps the workforce to enhance their knowledge and skills and work more efficiently and productively within the organization. Thus it is important for them to understand these aspects in order to effectively adopt them. A good knowledge management and its practices in the organization potentially help in fostering the innovation and customer benefit by the company (Hebibi et al., 2019). The significance of knowledge management is enhancing every year and it has potentially shown its importance during the pandemic situation as it helped the organizations to gain profitability, sustainability and stay ahead of the competitions. It also helps the organizational workforce to be smarter and to take decisions in a more time effective and informed way that would substantially benefit the company. The knowledge management potentially help the organizations to encourage the employees and also to retain the knowledge from the senior employees. It also helps the organization to train the newly recruited employees and build a smarter and more efficient workforce. It enhances collaboration and decision making as well as efficiency of the training process of the employees (valamis, 2019). It helps to retain the employees as it values the knowledge and innovation aspects of the workplace and provides scope that helps in employee’s personal growth. 
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Knowledge management plays a vital role in developing relationships with the customers and driving customer satisfaction. The knowledge management helps the organization to collect, gather and access information about the customers in order to effectively offer them with products and services and stay prepared to implement innovations and changes and utilizes other opportunities of the market. The needs, demands and preferences of the customers are dynamic and the knowledge management helps the organization to stay updated regarding these changes (riehl, 2021). This potentially helps them to satisfy the customers and helps in retaining them in the organization. Effective knowledge management helps the organization to access the customer information within proper time and thereby this helps them to address the customers effectively and gain competitive advantage. The knowledge management is the significant tool that drives efficient customer service and helps the organization to enhance the experience of the customers and empower them (Ballam, 2021). It helps the organization to provide the knowledge and information within proper time to right individuals associated with the company. This helps them to satisfy the expectations of the customers and also facilitates the application of the information in proper situation. It also enhances the utilization of the significant data that helps the employees to take right decisions in time. It also helps in evolution of the strategies and technological aspects of the company and helps them to be more productive and efficient thereby driving the organizational growth. This thus helps the organization to stay competitive and gain competitive advantage (Mankin, 2017). 
[bookmark: _Toc70182517]Knowledge management theories and models 
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Figure- Von Krogh and Roos Model
The model potentially plays a vital role in distinguishing knowledge of the individual’s and social knowledge. The model evaluates various aspects of creating and transferring the knowledge within the organization. It analysed the ways through which the employees of the organization gets the knowledge and also ways through which knowledge gets into the organization. It also evaluates the meaning of knowledge with respect to the organization and the workforce of the organization. The model plays a vital role in identifying and evaluating the barriers of the knowledge management within the organization. The knowledge is potentially present in the minds of people and that creates a link between them (Mohajan, 2017). This model evaluates knowledge management from various perspectives such as employees, communication, structure and layout of the organization, connection between members of the organization and human resource management. The model states that the barriers to knowledge management come from these fiver factors and thus it is important to understand and analyze their respective perspectives to reduce and eliminate the barriers.  The employees of the organization must be provided with efficient knowledge such that they can use it and perform effectively within the organization while maintaining the quality of work. The new knowledge need to be expressed in the existing language to make it easy for the employees to understand. The social collective knowledge is generated within the organization by sharing of the experiences of the employees. The elements that potentially act as stimulation for the employees activate knowledge among them (Dalkir, 2017). The organizations need to focus on the implementation of the knowledge to help in the development of new knowledge among the individuals, and stimulate the sharing of information and knowledge among teams and retain valuable knowledge within the organization. 
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Figure- SECI model
The SECI model is also known as Nonaka and Takeuchi model of Knowledge management provides opportunities for knowledge creation and management. The model describes four distinct ways of conversions of knowledge and these involve Socialization, Externalization, combination and internalization. According to this model the knowledge are of two types explicit and tactic knowledge. The explicit knowledge is easy to be taught and shared whereas the tactic knowledge involves various strategies and that cannot be easily taught and they are learned by experience and understanding the body language (Natek and Zwilling, 2016). The model explains the creation and conversion of this knowledge within the organization. The socialization is the process that involves an indirect conversion of tactic to tactic knowledge. Here the knowledge proceeds and transferred by the help of practicing, imitating, observing, understanding and providing guidance. Externalization is the process that involves indirect to direct path and converts tactic knowledge to explicit knowledge. This is potentially difficult and also significant process. Here the tactic knowledge that is the practical strategies and skills are converted and coded into manuals and documentaries that are distributed within the organization. This process particularly creates a lot of debates as it is not possible to transform the tactical knowledge into explicit by virtual means. Metaphor is used as an external way to do so. Combination involves the transformation of explicit knowledge to explicit knowledge and it is the simplest and easiest way of knowledge management as the already documented sources and coded language are combined and merged to form new sources and documents that have more advanced knowledge and information. It is a direct way and involves uniting the concepts for developing new knowledge. These are generated by analysis of various trends and creating a review report as well as new database. The next process is internalization that involves conversion of explicit knowledge to tactic knowledge (Farnese et al., 2019). Here the documents and reports are utilized to learn new strategies and tactics as well as modify and transform the existing tactics to be used practically. It is a direct to indirect way and enables the organization to carry out the operations and functions more efficiently. 
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Figure- Wiig KM model
The model states that knowledge within the organization is only usable and valued if it is present in an organized way and properly synchronized (Evans et al., 2015). There are 4 aspects or dimensions of the model. The first is completeness that explains the quantity of appropriate and applicable knowledge that is available from a particular source. The sources depend on the type of knowledge that is tactic from the human source and explicit from other documented sources. The knowledge is only complete if individuals are aware of its existence. The next aspect is connectedness that describes properly defined and understandable relations between various objects of knowledge. The value of the knowledge enhances if the knowledge elements are connected among each other and are present in a consistent way. The congruency is the third component that defines that the consistency between the facts, concepts and perspectives as well as values and other internal connections. The last dimension is the perspective and purpose that is defined as the gaining of knowledge for a particular motive and from a particular point of view (Dalkir, 2017). The model explains various levels of knowledge internalizations that lead to building, holding, pooling and utilizing the knowledge. 
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Figure: Choo Sense- Making KM Model
The model focuses on three aspects that are sense making, creation of knowledge and skills related to decision making. These three aspects are interconnected and help in uncovering the knowledge vision of the organization. It also helps in indentifying the potential of the organization to develop knowledge and committing to the process to gain proper results. The sense making facilitates the adaption of the company to the dynamic environment and also enables it to prosper through it. It involves activities that helps the organization to acquire and interpret suitable information and knowledge that would potentially help it to understand the trends and changing scenarios regarding the customers, suppliers and competition in the market. Knowledge creation is another process that helps the organization to develop, attain, organize and interpret information that would potentially result in generation of new information and knowledge. This new knowledge would drive the development of new skills and abilities within the organization and also would enhance the efficiency and effectivity of the existing ones. The decision making enables the company to opt for the best among lot of options and helps the organization to efficiently grow and success its business. The decision making is facilitates with respect to various principles and strategy of the organization (Utari and Handoko, 2019). 
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The KM models and theories potentially help the organization to develop and manage the new knowledge as well as improve the existing ones. The knowledge management model potentially helps the companies to understand their needs and identify the places of improvement of the organizational operations and functions.  All the models that are discussed are potentially responsible for obtaining the knowledge and information, storing and retaining them, structuring them and utilizing them at situations when they are needed. This also helps in creation, integration, application and sharing of the new as well as modified information. The Von Krogh and Roos Model potentially help in understanding the source of the information and identifying the aspects that act as barriers to the development and management of knowledge (Mohajan, 2017). This is particularly important for creating knowledge and managing it to retain it as assets within the organization. The SECI model is based on conversion of knowledge that are tactic and explicit and during this conversion various new innovative knowledge arise. This leads to the development of new assets and this model also offers practical tool that helps in assessment of the managing aspect of the knowledge (Natek and Zwilling, 2016). The Wiig model involves four potential stages that leads to the creation and development of knowledge and also facilitates its management. It helps the organization to store the knowledge in such as way so that it remains easily accessible (Dalkir, 2017). The Choo sense making model helps in the interpretation of the knowledge and information by evaluating the trends and changes and this leads to the development of new knowledge that are stored and managed within the organization so that they can be easily retrieved during any significant decision making process to improve the organizational efficiency and operations as a response to the dynamic business environment.
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The effective implementation of various knowledge management tools has enabled Amazon.com to provide product and service to their billions of customers effortlessly. Their knowledge management techniques have enabled them to transform from a book selling website to the largest e-commerce organization of the world. With the help of knowledge management techniques they have efficiently been able to convey the relevant and required information to the customers. The knowledge management techniques have enabled Amazon.com to enhance their productivity even in this time of Covid-19 induced pandemic that has adversely impacted every business sector. Their consumer centric approach has also increased their profit margin by efficiently personalizing the consumer needs and preferences with the aid of technological advancement. These value centric knowledge management techniques of Amazon are discussed below-
· Amazon’s e-commerce website offers its customers a wide range of products from home and kitchen appliances to electrical equipment, vast clothing range to groceries, books to jewelry and many more. But all these products are available on their single and common website. All these products are accessed by the consumers from the single portal which makes their purchasing experience more convenient. It also develops comfort for the consumers and reduces any sort of dilemmas. This single interface approach enables the consumer to revisit their website multiple times to fulfill their requirements (Smith and Linden, 2017). 
· Consistency is another important parameter in the knowledge management techniques. Over the transcending time Amazon has consistently maintained and managed their content effectively. Their website follows the similar structure regarding the product specification, customer review section; check out section, and others. This efficient management technique composes and publishes the content in a consistent manner that also makes the consumer’s purchasing experience more convenient. As the consumers are accessing the similar format of their website for several years they have prior knowledge about each section’s functions. This presentation strategy makes the consumers’ purchasing experience hassle free.
· Their single interface webpage also provides the customers an organized portal. The product specification, similar product range and customer review section are available on a single page. The consumers need to have to scroll through several other pages to get other information related to it. The additional information is provided on different pages which provide a choice based option that is dependent on the individual requirement of the consumer. This single page display of content is also time efficient. This time efficient approach also helps the customers to find their required products at a fast pace (Castelli et al., 2017). 
·  Amazon has almost 10 million sellers worldwide. Although the products come from such vast sources of different locations the content on the e-commerce site always appears the same. It is because all the content is managed by the source operator that is located in several countries. They also instruct all these sellers to follow certain protocols regarding the design and manufacturing of products. As the decisions are finally undertaken by the sellers it also empowers them, which subsequently motivates them to provide quality products to the consumers.
· The recent market structure has shifted from mass production to mass customizations. Amazon also invests substantially in their technical research and development sector in order to personalize the product range for the consumers. It enables the organization to predict the consumer purchasing behavior, based on which they provide recommendations (West, 2019). It subsequently increases their sales margin as it effectively fulfills the requirements of the customer. 
· Their customer review section also comprises various features like product rating, personal review that also comes with images. It empowers the consumers as they have the choice to make purchasing decisions after assessing the product review. The consumer can also rate the various customer reviews which further help another consumer to make a choice. This also helps Amazon to access the value and quality driven products and sellers that further enhances their productivity. 
· In order to make the customer service relation more cost and time efficient they have also implemented the online ‘help’ section in their website. This easy to access portal service resolves any form of customer queries and retain their satisfaction. 
· Amazon also offers a wide range of web services which can be accessed from cellular phones. This also makes the consumer experience more gratifying as it can be accessed at their convenience.       
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The knowledge management techniques of Amazon.com were primarily implemented with a consumer centric approach. In this process of conveying the right kind of message to the consumers Amazon.com also faces many kinds of challenges in the context of their internal organizational workforce and external market structure. The challenges can be witnessed to keep the employees motivated in the uncertain economic market environment which has induced by the Covid 19 virus. Amazon has millions of sellers in their supply chain who operate their business functions from the diverse locations. Conflicts can also arise as the employees possess different ideologies as influenced by their social and cultural environment (Asrar-ul-Haq and Anwar, 2016). So it creates a challenge for the organization to align all their functions towards achieving a single performance objective. An effective knowledge management technique of Amazon.com is their personalization tool. Although it caters to individual specific needs, it can be perceived by other consumers as a breach of privacy. The pandemic has also shifted the consumer preference to online consumerism which also increased the dependency on online e-commerce sites like Amazon.com (Wiederhold, 2021). It has further created pressure on them with the huge influx of consumer data. It also attracts the attention of unethical hackers who use this information illegally. It creates a challenge for their knowledge management team to protect the privacy of the consumer data at one hand and on the other to provide an efficient service to them. In terms of consumer data management challenge also arises in terms of ensuring relevancy. As discussed earlier they have millions of sellers so it also becomes a challenge for them in order to share relevant information to the credible individual. There is a chance of mishandling of the information as it is accessed by a vast range of sellers. Access of valuable organizational information to the wrong person can adversely impact their profit margin.  
[bookmark: _Toc70182525]Conclusions and Recommendations 
The knowledge management within a business organization involves an effective regulation and monitoring of the knowledge base associated with the respective business operations. An effective implementation of knowledge management tools enables an organization to identify, regulate and distribute valuable knowledge that enhances their business efficiency. It also aids in the strategic decision making process that ensure growth in productivity. A robust knowledge management tool enables an organization to become more time and cost efficient (Dalkir, 2017). In this respect the report has provided detailed and comprehensive information regarding the knowledge management system of Amazon.com. This report has also described the knowledge management theories and models like the WIIG model, Choo sense-making KM model, SECI model and the Von Krogh and Ross model was efficiently utilized in the context of Amazon.com. All these four knowledge management models were comparatively analyzed in detail to critically evaluate the organizational performance of Amazon.com in the context of pandemic. Finally the report has also provided detailed information regarding the knowledge management tools and techniques of Amazon.com and their implication on the organizational performance. The challenges faced by the organization in the present market scenario are also discussed in detail after assessing their internal environmental workforce. 
The identification of the challenges in terms of the knowledge management practices of Amazon.com has provided a scope for improvement which can further enhance their business efficiency in the near future. Given the present context of pandemic a knowledge management framework has been provided for Amazon.com below- 
	Knowledge management framework
	Timeline

	Training programmes
	May, 2021

	Transparent communication channel
	June, 2021

	Management of knowledge assets
	July 2021

	Technological intervention
	August 2021


This four month basis knowledge management framework can help Amazon.com to gain competitive advantage and sustain in the market environment for a longer period of time. It will help them to effectively provide training programmes to their employees regarding the changing market structure of Covid 19 induced pandemic. It will enable the employees to provide quality and value driven products and service to the consumers. A transparent communication channel will help in retaining valuable information within the organization (Hislop et al., 2018). It will help them to regulate the functions of their vast number of sellers and their business operations. It will also enable customer satisfaction by catering to their present needs and preferences. In terms of protecting the privacy of the consumer data they can offer the consumers a choice to access their purchasing history. In terms of protection of user data from unethical hackers they can invest more in their technological research and development sector to develop a robust security system to avoid any form of illegal breach (Brough and Martin, 2021). Thus all suggestions can help Amazon.com to operate their business functions efficiently in the context of Covid 19 induced pandemic.
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