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Executive summary
This research aimed to examine Amazon's Knowledge and Information Management. The notion of knowledge management and the knowledge management processes to be followed for organisational development were discussed in this report. This report will also look at knowledge management models, theories, and methods to explore Amazon's knowledge and information management process. The Covid 19 crisis has accelerated digital transformation, which already existed on Amazon's action plan, but digital transformation does more than automate processes and provide remote labour. The Covid-19 outbreak's effects on society and the market compelled Amazon.com and other corporate entities to adjust to the changing needs. Those who were not forced to shut down and halt their work should learn to work diversely and adopt new behaviours. In a broad sense, Amazon is structured to perform well but not to learn or generate as much. These two activities appear to have never existed in Amazon, but they are critical to the currently even more pressing transition. In this ecosystem, knowledge management is a critical organisational capability for responding quickly amid uncertainty and establishing a new management threshold for the years ahead.
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Introduction
The primary goal of this report is to examine Amazon's Knowledge and Information Management. The report will examine the knowledge management concept and the knowledge management processes requisite for organisational development. This report will also look at knowledge management models, theories, and methods to investigate Amazon's information and knowledge management process. Amazon is one of the globe's most popular online retailers, selling products at lower prices and with an incredible capacity to guarantee that Amazon's customer prerequisites are met in all of Amazon's enterprises.
Over 6 million people have died as a result of the Covid pandemic. It also inflicted devastation on the global economy, forcing near-total plant shutdowns and mass layoffs and hastening the slow demise of debilitated retail outlets. Amazon is one of the few exceptions. With its apparent steadfast determination and dedication to offering accommodation and low cost, the internet giant has emerged as the de facto retailer and critical aid for a few buyers in the vicinity of the Covid 19 emergency. Amazon Company offers registered businesses purchasing alternatives. Corporate account holders with purchasing manager privileges can make Amazon purchases on behalf of their employers. Amazon's realisation now includes knowledge management.
The resource theory, Elton Mayo's theory, Herbert Simon's theory, Takeuchi theory, Nonaka theory and The P. Drucker, who was one of the first to take into account the development of new knowledge, were the KM theories utilised in this report. This research is anticipated to help Amazon implement effective knowledge-based strategies. This research will focus on providing an effective strategy for Amazon to conquer its knowledge management obstacles. This study will also focus on knowledge management's primary characteristics and rationalisations. Its utility in obtaining and communicating this base of knowledge could also be highlighted in this report. The learner's immediate anticipation of the report's findings is that it will offer a wealth of insights to the readers about knowledge management. The learner also presumes that the focused readers are not cheated or misled when knowledge management approaches are employed in a particular organisation. This report would as well offer some appropriate suggestions at the end of the paper to help with the use of knowledge management.

Section 1: Knowledge and Information Management
Amazon's Background
Amazon is an international corporation headquartered in Seattle, Washington. This firm specialises in digital streaming, e-commerce, artificial intelligence, and cloud computing. It is one of the country's most prominent organisations. Google, Twitter, Facebook, Microsoft, and a few other well-known brands are among its competing companies (Payal, Ahmed and Debnath, 2019). This corporation is recognised to be among the most significant influences and businesses that have helped to raise the quotient of the economy of the countries in which it has operated. Jeff Bezos is the organisation's founder. On July 5, 1994, he launched this business from his garage in Bellevue (Salloum, Al-Emran and Shaalan, 2018). This company began as a book online market but has since grown to include jewellery, clothing, food, toys, video games, and electronics. This organisation overtook Walmart in 2015 to become the most lucrative online retailer in the United States based on market capital base.
Jeff Bezos, the company's founder, established it in 1994. He picked a location such as Seattle because it has many skilled technological talents. Aside from that, Microsoft's headquarters are also located there. This company became publicly traded in May 1997. This company started its global expansion in 1998 by acquiring the online sale of diverse types of books. This organisation took a giant step in 2002 when it initiated its web series, widely recognized as the Amazon Web Series. It also supplied developers and marketers with data on the prominence of websites, different internet traffic trends, and diverse other statistics. In 2006, this organisation expanded its AWS portfolio (Wang, Yu and Xu, 2017). The following year, this organisation launched Fulfilment by Amazon, facilitating the administration of assorted small businesses' inventories. It also assisted in the maintenance of different facets of managing inventory for organisations that sold their assets or other stuff through the Amazon site. Kiya Systems was purchased by Amazon in 2012, marking yet another significant milestone for this company. In 2017, the corporation acquired the "Whole Foods Market" supermarket chain.
Knowledge Management Meaning
Knowledge management can be described as simplified workarounds that assist in effectively disseminating, grasping, and utilising knowledge. An organisation could become more cost-productive and efficient if it can conveniently access, upgrade, and share operations and business knowledge.
Why is knowledge management significant for any organisation, including Amazon's?
Knowledge management is defined as the deliberate process of defining, retaining, structuring, and ability to share the knowledge and experience of employees within an organisation. The primary goal of knowledge management is to increase and enhance the company's efficiency while preserving knowledge within the organisation (Ramachandran, Chong and Wong, 2013). It is frequently regarded as customer training and learning in a business. It consists of a cycle for creating, sharing, structuring, and auditing knowledge to maximise the efficacy of the enterprise's collective knowledge (Wang and Lai, 2014). Knowledge management is divided into three categories. The first in this framework is knowledge accumulation. The second component in this frame of reference is knowledge storage, and the third is knowledge sharing. The primary goal of the process was to encourage organisational learning and to foster a learning civilisation in which knowledge sharing is encouraged (Ramachandran, Chong and Wong, 2013). Workers or other persons from a corporate perspective who want to improve themselves can do so with the help of knowledge management (Bolisani and Handzic, 2014). Effective knowledge management would benefit a business in a diverse array of contexts. It would also ensure that the specialised knowledge of the personnel would be advantageous to the company's other staff members. It would also help the organisation improve its contextual factors apprehension. It also assists the organisation in opening up new opportunities to gain knowledge regarding the most efficient and successful practices, which, if involved, would benefit the organisation in a variety of ways.
Knowledge management can be said to help improve the productivity of a company's decision-making functionality. It also contributes to the development of more intelligent employees. More innovative human resources would benefit the organisation because innovative employees are competent in making fast and informed choices. Knowledge management aids in the promotion of innovation in the workplace. Shoppers benefit from enhanced workplace innovation as well, as the corporation tries to make more distinguishable products with the help of invention (Barão et al., 2017). With the use of knowledge management, the ideal service is offered to the customers. Knowledge management also helps to reduce workforce turnover and improve staff retention. The importance of knowledge management stems from the fact that it allows organisations to grow year after year and become more viable in the industry as time passes. With the advancement of time, the market has become more competitive, and one of the most effective strategies for remaining competitive in the marketplace is implementing knowledge management. With the assistance of efficient strategies of knowledge management, the organisation's operations and functioning become more adaptable, and a greater degree of intelligence present within its processes and functioning. 
Organisations start the knowledge management process for a wide range of reasons. They are depicted as follows:
· A merger or acquisition can increase the requirement to formalise knowledge and inspire teams to impart knowledge.
· The impending retirement of crucial personnel may also highlight the necessity and need for knowledge capture (Ismagilova et al., 2019).
· A forthcoming hiring spree demonstrates the wisdom in utilising knowledge management to aid in training new staff members.
Aside from the previously mentioned advantages of knowledge management, there are numerous other advantages to beginning the knowledge management process. It assists a company in establishing a more efficient place of work. It aids in the planning and execution of decisions in a more timely and effective manner. It improves the collaborative efforts of the organisation's teams and assists in the growth and enhancement of organisational knowledge. Another advantage that must be mentioned in this respect is the element of worker onboarding. With the implementation of knowledge management, the organisation's employee training process is improved to a greater extent. Employee gratification is also increased by using efficient knowledge management strategies, which fosters a positive atmosphere within the organisation's establishments (Kane, 2017).
Knowledge management allows Amazon to collect the most crucial information with fewer interruptions from outside sources. With the help of knowledge management, information is also collected more quickly. The practical application of knowledge management assists staff members in performing work assigned to them with greater precision and efficiency as fewer errors are made. Amazon is well-known for making informed judgements and employing effective techniques to retrieve the most beneficial facets of resources available (Wang, Yu and Xu, 2017). Because of its efficient knowledge management system, the company can do so. This organisation has always benefited from knowledge management in standardising processes and channelling information more openly and reasonably. Amazon Corporation is a household name globally in the marketplace for its customer pre-and post-sales services. This is due to the appropriate knowledge management strategies and practices this corporation has implemented.
How knowledge management helps an organisation satisfy its customers and gain a competitive edge
History has shown that good knowledge management techniques are a significant quotient of organisational progress. Ideal practices in knowledge management have indeed contributed to large-scale accomplishments. Knowledge management directly influences an organisation's effectiveness, innovation, and efficiency. For instance, knowledge management would help Amazon provide a higher level of service to its customers. With the efficient management strategies it has integrated into its organisational procedures, the corporation can also resolve the customers' questions and other misgivings. Amazon uses a variety of internet media and mobile apps to ameliorate any problems pertaining to delivery delays to consumers' locations. Knowledge management is also crucial in this situation for boosting customer satisfaction (Szymczak et al., 2018). The different consumer feedbacks are displayed on Amazon's online platforms. This helps customers understand the quality, durability, and value for money that a particular product has and offers to clients. Customers can select the most suitable and high-quality products available from the corporation. This instils a feeling of fulfilment in customers' minds, increasing their gratification quotient. Consumers also recommend that other prospective customers try out this company's offerings. In this regard, word of mouth also serves as a marketing device. The corporation can attract more clients, and the high customer satisfaction rate contributes to Amazon's brand recognition quotient (Bhatti and Zaheer, 2014). This facet increases the likelihood of the company producing high profits while offering it a competitive advantage in the market.
Knowledge management induces the stipulation of knowledge to the appropriate individuals in real-time (Sousa and Rocha, 2019). It is insufficient to disseminate information to the general public through technological means. The rationale is that navigating and utilising the information provided can become a sophisticated occurrence for the user. Knowledge management eradicates the possibility of human error by precisely and transparently channelling the most useful information. Customers are supplied with products that have a low percentage of faults. Amazon's delivery system is extremely efficient since it employs knowledge management procedures, which assist users with orders placed at their precise location. Nevertheless, it should be noted from this perspective that technological implants make the operation easier. In this situation, it must be asserted that this organisation's customers are offered their ordered products at their convenience at meagre costs. The costs are also sometimes waived, which increases customer satisfaction because they are not required to visit any supermarkets or retail stores. When customer satisfaction is high, any organisation's goals are met. Also, Amazon has this critical goal to achieve, as achieving it would undoubtedly offer the enterprise an edge in competition over its competitors.
Section 2: Assessment of Knowledge and Information Management Models or Theories
How knowledge is embedded in products and the service concept in individuals' tacit knowledge
Embedded knowledge is defined as knowledge that is integrated into a company's products, cultures, structures, processes, and artefacts. Implicit knowledge is defined as knowledge that is recognised by a person or any person but cannot be communicated. Tacit knowledge can be transferred through interplay (Raudeliūnienė, Davidavičienė and Jakubavičius, 2018). Tacit knowledge is challenging to formalise or articulate, making it hard to express through text, words, drawing, or any other type of symbol. The main advantage of being ready to transfer tacit knowledge is that it increases the permeability of the information and makes it readily available to members of the team.
A wide range of processes is used to embed knowledge into the products. To begin with, the aspect of education and practice is critical for incorporating knowledge into a product. Collaboration during the handling or delivery of any good or service improves the qualifications of integrated knowledge in a product that will be provided to customers. Relevant information and data are also employed to embed insights into any given product to better its quality and durability.
Most organisations have reported that tacit knowledge management is a significant problem. Amazon is also addressing this problem. The notion of codification is central to a knowledge management system. For example, it can be challenging to read a customer's facial expression when the ordered item is delivered to determine that customer's level of satisfaction (Laihonen and Kokko, 2020). Nevertheless, Amazon must implement some effective metrics and tactics to assist in apprehending, transferring, and developing tacit knowledge. Effective knowledge management alternatives should concentrate on this knowledge by emphasising the employees and the processes followed. Tacit knowledge includes each human stakeholder's sentiments, mental models, belief systems, perceptions, principles, and expert knowledge.
Amazon can maestro the service idea by effectively utilising persons' tacit knowledge. Begin with the corporation's processes, morality, guidelines, and client offerings. The greater the gravitas and precision of implicit knowledge, the more advantageous that could be for the corporation's services, but only when it is open and communicated effectively.
How knowledge management (KM) denotes a systematic approach to exchanging and sharing an organisation's knowledge base
Knowledge management makes reasonable knowledge or its source materials accessible to individuals at the appropriate time. Knowledge management is the most foundational process that assists in disseminating organisational expertise to the relevant individuals and entities. Knowledge sharing can be described as a push or pull initiative. When knowledge and its source materials are pushed onto the corresponding users, this is known as knowledge push (Laihonen and Kokko, 2020). On the contrary hand, knowledge pull occurs when a knowledge user strives for knowledge accretion or knowledge sources.
The knowledge user or employee's willingness and behavioural patterns influence the knowledge-sharing facet. As a result, the appropriate incentives and culture should be prevalent within organisational processes to promote knowledge sharing. The steps outlined below initiate and carry out knowledge sharing. They are as follows:
· Completeness: Availability of both self-managed and centralised published information is required. Centrally controlled knowledge is more difficult to scrutinise and takes longer to publish. Even so, self-published knowledge is not trustworthy (Ferreira, Mueller and Papa, 2018).
· Guidance: Knowledge managers are regarded as crucial in the development of a knowledge-sharing system. They should help define the insight of the organisational stakeholders to guide their efforts, assist users, and be answerable for the language utilised in communication materials and publications—this aids in avoiding an overload of information.
· Awareness: It is referred to as knowledge's understanding. The knowledge supplier is urged to use directories, maps, and enterprise yellow websites (Etori and Alilah, 2020).
· Articulation is defined as the user's ability to express what they require.
Nonaka's model of explicit  and implicit conversion and making decisions
This approach represents the dynamic theory of organisational knowledge generation. Nonaka expresses that knowledge is warranted and perceived as a genuine belief held by the provider. It is reality's aspiration and transforms into the truth's subjective term. Nonaka divided knowledge into two categories. The first type is explicit knowledge, and the second type is tacit knowledge. Tacit knowledge is more personal. It is also challenging to share and communicate. Tacit knowledge includes unique insights, hunches, and intuitions (Yao, Liu and He, 2021). It should also be mentioned that tacit knowledge is derived from an individual's experiences and actions. It is also ingrained in a person's values, ideas, and emotions. It is challenging to articulate tacit knowledge.
On the contrary, explicit knowledge is the reasonable component of human knowledge. It is simpler to describe and convey implicit knowledge. Explicit knowledge can be filtered and transferred to other people (Yao, Liu, and He, 2021).
Section 3: Knowledge Management Methods used by Amazon.com
How knowledge has become increasingly significant in Amazon’s Standard Operating Processes
Amazon's SOP has become increasingly dependent on knowledge. It contributes to ensuring the continuity of operations. The organisation's work should not be halted simply because an Amazon employee is present or absent. The SOP would assist other workers in taking on the assignment and completing the urgent and awaiting duties. The source of SOP includes a variety of significant and critical knowledge elements. Workers' work should not be halted even if vital staff is not available in the workplace (Yao, Liu and He, 2021). Amazon's SOP has become increasingly dependent on knowledge. It contributes to increased profitability and productivity. It provides consistent and dependable products and services. The efficient channelling of expertise in this organisation's SOP has lowered errors in every Amazon department, nurturing a high level of satisfaction among customers. It also contributes to the creation of a healthy and safe environment.
The primary results Amazon has been accomplishing with the utilisation of the procedures
The following are the preliminary results that Amazon has managed to accomplish through the use of the procedures:
Communication: Amazon has achieved an outstanding level of communication. There have been numerous procedures implemented to improve the corporation's operational facets. In this framework, efficient training is also needed. Updating SOPs provides an effective communication technique to facilitate the process of transformation for workers (Etori and Alilah, 2020).
Error reduction: A written procedure depicts a sequence of commands for a particular task. Individuals on the team should be capable of completing the tasks, and there is a good possibility of lowering errors.
Consistency: The consistency of these procedures is critical. The ways in which the person implements the task or activities demonstrate persistence. The more consistent the process, the lower the possibility of quality error (Etori and Alilah, 2020).
The use of the procedures results in several other results. It offers consumers all types of security, environmental and operational information, wellness, and other factors that are necessary for appropriate task execution. It ensures that production processes are carried out continuously to keep quality control of processes and products.
Amazon's interested parties all want high-quality services and products.
Some areas where Amazon.com can enhance in the future to overcome obstacles
Amazon can improve the "Amazon Prime'' experience. It can include a variety of dependable information generators to help with knowledge management components. It should also support diverse products in its bag and allow those products to be sold under its trademark. It would increase this corporation's customer base and generate more revenue. Supply chain logistics and home delivery alternatives for prospective consumers could be more conspicuous and transparent (Davenport, 2016). Knowledge concerning the products and their diverse attributes should be conveyed to prospective consumers via various tools for knowledge management. Amazon should use artificial intelligence to improve the user experience and to conduct knowledge management in the most effective manner possible. Amazon's geographic growth would be aided by efficient management of knowledge (Davenport, 2016). Effective knowledge management mechanisms and appropriate measures to enhance them would allow for more significant global expansion.
Conclusion
According to the findings of this report, knowledge management plays a critical function in Amazon's corporate qualifications. This study has demonstrated the advantages that can be obtained through efficient knowledge management. This work of literature has relayed the chosen organisation's background and the connotation of knowledge management. With the support of this study, the significance of knowledge management for any organisation has been demonstrated.

Recommendations
1. Amazon has the potential to emerge as the much cherished organisation if it abides by new knowledge management approaches that its rivals are incorporating into enterprise operational frameworks.
2. Amazon should endeavour to disseminate knowledge in the most effective way possible.
3. The corporation should make an effort to integrate diverse, innovative knowledge management tools.
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