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Amazon is one of the most successful platform companies in the world. It is one of the three companies to have surpassed the $100 billion mark in revenue after Walmart and Exxon. Jeff Bezos founded Amazon in 1994, in a garage, at a rented home in Bellevenue, Washington. Initially, his parents invested $250,000 in the start-up (Warrier et al., 2021). It started as an online book seller and it opened its first online store in 1995. At this time, the company would become the world’s largest collection of books through the World Wide Web access (Warrier et al., 2021). When it comes to revenue, Amazon as the biggest internet-based company globally, has had its revenue grow exponentially. For instance, by 1996, the company had amassed $15.7 million in revenues. In 1997, the company became public, where it attained an initial offer of $54 million (Britannica, 2022). Within this year, the company attained its one-millionth order, where Bezos himself delivered it, to a customer in Japan, after purchasing a Window’s NT manual and Princes Diana biography. Amazon then delved in diversification of its products to the extent that by 1998, the company started to sell music CDs. In 1999, the company diversified further into selling electronics, toys, and tools (Warrier et al., 2021). The same year saw the company sell 20 million items in 150 countries globally. in 2000, it introduced a service that allowed sellers and others outside the merchants to do their business alongside that of Amazon items (Britannica, 2022). Amazon has so far acquired numerous companies including Zappos and Whole Foods. The company surpassed Wallmart in revenue in 2015 as the most valuable retailer. When the pandemic struck, many companies lost business and employees. For Amazon, it increased its employees by 34% (Britannica, 2022), which according to the case, is majorly caused by the company’s strategy in knowledge management. Therefore, the report evaluates knowledge management at Amazon and gives recommendations on ways to address the current challenges. 
[bookmark: _Toc108887851]Knowledge management theories
Knowledge management denotes a series of steps that entails identification, collection, storing, and sharing of explicit, implicit, and tacit information to individuals within an organisation (Edwards, 2019). In this regard the general knowledge model comprises of four areas; which comprises knowledge management model. The first one is knowledge creation. This one entails activities in relation to entry of new knowledge into the system (Edwards, 2019). It thus includes development of knowledge, discovery and its capture. The second one is knowledge retention, and this one deals with all activities involved in preservation of the knowledge (Edwards, 2019). Its role is to allow it to sustain in the system after its introduction. Besides, it includes activities carried out geared towards maintaining knowledge viability within the system. The third is knowledge transfer, and this one deals with flow of knowledge from numerous parties or stakeholders in an organisation. Such includes communication, translation, and conversion, filtering, and rendering (Kim, 2022). The fourth is knowledge utilisation. This one entails activities and events that connect with application of knowledge within a business processes (Kim, 2022). From this general knowledge management model, it sequences the activity areas that entail a complex level of knowledge management. Studies by Kim (2022) have come up with theories of knowledge management. Edwards (2019) identified numerous ways of categorisation of knowledge management (KM). 
The first is central knowledge management theories, and they include organisational, ecological, and techno-centric (Edwards, 2019). 
[bookmark: _Toc108887852]Organisational KM management
Organisational KM theory focuses primarily on organisational structures and how such organisations are culturally designed (Demir et al., 2021). This gears towards managing knowledge and knowledge processes based on structural and cultural design of organisations. In this regard, different organisational structures attract different aspects of organisational knowledge management. Hierarchical organisational structure has its knowledge flow from the top management to the employees, with strictness on how it is utilised and gained. On the other hand, functional organisational structure facilitates knowledge management through grouping departments in organisations based on skills and knowledge (Demir et al., 2019). In this regard, the vertical structuring of every department entails roles in different departments like finance and sales, where information has to flow intra and inter-departmental. 
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Ecological KM theory on the other hand focuses on people, creation of relationships, and learning communities. Therefore, this theory focuses on organisational interactions with people and organisations, as well as stakeholders from internal and external factors, with a major focus of drawing people together to share knowledge. According to Gomes et al. (2021), ecological KM theory depicts ways of knowledge distribution, knowledge interaction, and knowledge competition within an organisation. Therefore, creation of ecosystems within organisations entails the processes of diversity of individuals sharing knowledge and information among other areas. Based on the research by Gomes et al. (2021), an organisation that leverages knowledge among individuals within it in terms of integration, innovation, and sharing of lessons learned is able to improve and strengthen its operations. Based on the ecosystem approach, the authors explain that knowledge is always individualised, which then becomes enriched through the process of learning, then sharing, and eventually applying it practical situations. As such, adoption of a collaborative knowledge management among people creates a heterogeneous ways of KM, through sets of practices aimed at enhancing a holistic approach to KM within the organisation. 
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Techno-centric KM theory on the other hand focuses on technology, and design processes of technology as enablers in facilitating for flow of knowledge as well as storage of information (Desouza, Hunter and Yigitcanlar, 2019). For instance, Amazon’s KM utilises platform business model, which functions by connecting individuals and organisation for common purpose of sharing common response. In the contemporary business environment, techno-centric KM entails application of digital media platforms in management of knowledge within an organisation. For instance, relationship between customers and an organisation can be enhanced through sharing and dissemination of information via social media platforms (Desouza, Hunter and Yigitcanlar, 2019). At the same time, where an organisation wants to enhance further KM, leverage on artificial intelligence in behavioural KM becomes essential in understanding insights and future trends of consumer behaviour. 
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[bookmark: _Toc108887856]Evaluation of the case scenario
Based on the case, Amazon has experienced an increase in orders it processes especially when Covid-19 pandemic struck. This increase in the number of order prompted the company to increase its employees by 34%. This means that there is an increase in the need for KM and flow of information due the increase in people and organisations using the platform. What the company has done is to enhance its adoption of advanced KM techniques. This has been used to enhance the relationship between customers and information. In this regard, customers enhanced user experience in terms of finding what they want, when they want and as quickly as possible provides them with the customer encounter that they desire. This is enabled through the following areas as discussed in this paper. 
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Knowledge assets entail resources that are inherent in specific corporation, which becomes indispensable in creating value for an organisation (Manning, 2020). Amazon leverages knowledge creation assets through its digital platform, and how it interacts with other digital platforms. The role of digital platforms Is to deliver products or services through connecting of two or more players or sides, which would not have interacted easily (Manning, 2020). For example, Amazon creates knowledge asset for customers who want products delivered, and clients or companies selling the products, and would not connect or otherwise find the pool of customers to connect with. Therefore, in creating the knowledge assets, Amazon leverages typologies of platforms. Firstly, the use of transactional platforms gear towards serving as an intermediary in terms of information facilitation, or its exchange between customers and clients. The second is innovation, where the platforms provide ability for technological foundation through which other companies develop their complementary services or products (Manning, 2020). This entails affiliate platforms attached to Amazon selling similar or parallel products, but have the ability to enrich information pool for Amazon. Thirdly, there is the hybrid platforms which enable for intermediatory effect in addition to forming technological foundations for innovation. 
KM at Amazon resonates with the two-part of knowledge. For instance, the company depicts the four kinds of knowledge transformations. They include tacit to tacit, tacit to explicit, explicit to tacit, and explicit to explicit (Tibben, Sangal and Gonsalves, 2006). These four areas depict characterisation of information that can occur within the company. For instance, there are socialisation, externalisation, internalisation, and combination. Therefore, in the knowledge creating aspect of a company like Amazon, codification of tacit knowledge into explicit knowledge plays an important role. This role is contribution towards ongoing development processes of KM (Paschek, Ivascu and Draghici, 2018). In this regard, social interaction becomes a precondition necessary in transferring the tacit knowledge into the explicit one. In this regard, without social interaction, it negatively impacts socialisation and externalisation. Given that Amazon uses e-business in its platform business model, distance created by people physically is bridged through digital media communications, which facilitates context and social interactions. In so doing, Amazon applies eclecticism approach in recruitment of employees, and it is done from a specific demographic in the population. Besides, employees are recruited online, which is essential in selecting employees who are interested in the internet. On the other hand, Amazon utilises knowledge creation from tacit knowledge especially in web technologies (Tibben, Sangal and Gonsalves, 2006). The web technologies help in socialisation and externalisation. This happens to the extent that Amazon’s search engines and customer interface software derive superiority from the way that enhance personal knowledge of customer’s right from their personal domains, and then made explicit and available for the company (Tibben, Sangal and Gonsalves, 2006). 
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Customer relationship management forms an inherent part in KM because it through understanding customers those relationships can be created and maintained. Creation of customer relationship is a course and effect of value generation (Rastgar et al., 2019). Therefore, given that Amazon adopts network effects; its value generation is carried out through three different areas. The first area is products, where value directly emanates from products themselves through this Amazon monetises its products by selling them directly to customers. The second is innovation platforms. Amazon creates value through facilitation of innovation and development of complementary products and services that other companies or through platforms use. For instance, through innovation platforms, Amazon is able to sell, rent, or licence products such as the technological foundation, to others. Sometimes, the company can give products or services for free, then generate income through advertising other products and services (Al-Gasawneh et al., 2021). The third is transaction platforms. Here, creation of value is enabled through transaction facilitation. In this regard, Amazon monetises the products through charging transaction fees as well as advertising. 
Amazon’s maintaining of customer relationship management can directly and indirectly relate with the explained theories of KM. For instance, based on organisational KM theory, its organisational structure and culture plays a significant role in KM.  Amazon, for example, utilises flat organisational structure, with a few middle managers. This means that employees directly interact with top management. Amazon employees are given part of shares to feel ownership of the company and thus they become highly motivated (Solanki, 2019). Motivated customers enhance consumer satisfaction (Kang, 2020). Besides, Amazon’s culture entails breakneck-based and notorious cost-consciousness ( ). As such, the company satisfies customers and maintains relationships by offering high quality services and low prices compared with its competitors. This also relates with the second theory of KM – ecological. Amazon depends on creating sustainable relationships and learning communities. This is an essence of organisational interactions with people and other organisations, where together they can share knowledge. As such, the company leverages knowledge among individuals within it in terms of integration, innovation, and sharing of lessons learned is able to improve and strengthen its operations. Based on the ecosystem approach, the authors explain that knowledge is always individualised, which then becomes enriched through the process of learning, then sharing, and eventually applying it practical situations. As such, adoption of a collaborative knowledge management among people creates a heterogeneous ways of KM, through sets of practices aimed at enhancing a holistic approach to KM within the organisation. 
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Amazon’s potential knowledge management challenges can be depicted from the techno-centric theory. The ideation of Amazon’s business platform in itself derives from the technology perspective. Therefore, as a platform business, its major challenges can emerge from network effects. According to Lima(2021), network effects entail impact of an additional users of a product or service to an interaction, which is in addition to the value that users or participants offer to the product, service, or interaction. The challenge therefore emerges from the understanding that the value of a product or service is dependent on the number of people who use it. There is an impact that a given population of users put on a platform value created by other users (Parker et al., 2016). For example, in Amazon’s platform, there is within group or same side network effect where users belong to the same group such as customers. The more the customers, the more sophistication of their needs and interruption of information flow. As such, knowledge management becomes problematic because the millions of customers are giving gigabytes of information that becomes difficult to decipher and derive meaning from it. Apart from this, there is cross group or indirect network where participants or users belong to another group. From Amazon, an example is customers belonging to one group and clients, or manufacturers belonging to another. What happens is that there is no direct interaction between the two and thus, Amazon acts as an intermediary. The use of intermediary can easily lead to information distortion. Therefore, knowledge management of information from clients and customers becomes a challenge at Amazon due to different and diversified needs of the two groups, containing millions of users. 
Another challenge emanates from the positive and negative network effects. A positive network effect denotes a situation where each additional user at Amazon increases value of the network and the well-being of those already on the platform (Belleflamme and Peitz, 2018). Whereas this is a positive effect for the company, it leads to challenges where the wellbeing also leads to creation of a lot of information that has to be managed in a different perspective or domain. For instance, it is common knowledge that a product or service will exhibit a positive network effect at the time that the product increases leading to increase of the users. With the growing network, it emerges that there is a constant challenge caused by failure to balance the needs and satisfaction of all sides. This is caused by competition especially where every group rushes to scale up their products and services. Apart from this, there is also a negative network effects. Here, when there are additional users joining the platform, it reduces the wellbeing of others users already on the network (Song et al., 2018). For instance, congestion becomes a negative network effect, which leads to a network slowing down, limiting its utility, and frustrating a number of users. 
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From the organisational KM theory, organisational structure and culture are the two parameters that cause Amazon challenges. Firstly, Amazon’s organisational structure, which is flat, means that there or few or no intermediary managers. Lack of such managers unlike in the tall organisational structure, lead to a failed logical flow of information- Knowledge management in a hierarchical organisational structure can be capped based on different departments and levels of management especially for an internationalised organisation (Pellegrini et al., 2020). However, given that Amazon is a e-business platform, the adoption of a flat organisational structure limits quality of KM due to lack of information flow from top to bottom. Secondly, based on organisational culture, it can lead to inefficiencies in knowledge management due to culture of KM that an organisation adopts. For instance, Amazon is known for high quality service and relatively low price. This means that KM in preferences of customers and clients who do not prefer such type of setting will not be captured, and this leaves behind a set of substantial customers. Besides, whereas Amazon has KM tools, some can become too complex for employees to use because organisational culture affects levels of skills that employees can acquire. Also, they may end up using the KM tools incorrectly. 
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Within the dimensions of ecological KM, its focus on people, creation of relationships and learning communities depend much on people and how they develop and sustain their relationships (Israilidis, Odusanya and Mazhar, 2021). Given the dependence on organisational interactions, the essence of network effects with two or more groups of people, but not interacting directly creates voids in knowledge management. This is because, in ecological KM, management of knowledge happens due to distribution, knowledge interaction, and knowledge competition (Martins et al., 2019). Given that there is little or no direct interaction between customers and manufacturers, Amazon finds it challenging to manage this information and filter to distribute the ones that fit the two groups. At the same time, it fails to leverage knowledge among individuals in terms of integration, innovation and sharing of lessons learned due to different interests and expectations of groups found within its platform. Meanwhile, a company like amazon adopts heterogeneous knowledge management atmosphere. As such, collaboration becomes difficult especially within in-groups because they operate on a competitive approach; hence they seek to foster their knowledge and information towards customers. 
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The recommendation for Amazon to deal with the challenges of KM derives from the organisational perspective of knowledge. This suggestion draws from the data, knowledge and information perspective, as well as personal and social perspective (Zaim,Muhammed and Tarim, 2019). The role of this approach is that it will provide Amazon with an opportunity to have a deeper understanding of knowledge that is created through unique patterns of interactions. This interaction emanates from processes, technologies, techniques and people, which will be shaped by the history and culture of Amazon. For instance, based on the organisational perspective, knowledge will be based on knowledge systems. These systems will be consisting of a series of knowledge processes like creation, storage, transfer, and application of information, data, knowledge and wisdom as important factors that will be directed t relevant users of the knowledge. For instance, Amazon can be used to a filter of information provided by different users. In so doing, the company will have to adopt artificial intelligence to sequester the information needed by different users and disseminate it based on the history and behaviour of such of such knowledge and information. For Amazon, filtering of such information derives wisdom, which entails accumulation of knowledge over time. This will enable the company to attain a deeper level of understanding of knowledge via transformations of collective experiences from both customers and manufactures as the platform’s users. It is through this that the company will introduce new knowledge system, which will come from learning from the trends of information search and use for different users on its platform. In so doing, the company also has to attain the ability of acquiring knowledge to attain intelligence. Through the company knowledge systems attainment of wisdom will come from relating and integrating knowledge and information from different user groups on the platform. The wisdom, however, has to emanate from the distinction between tacit and explicit knowledge. According to Ferreira, Mueller and Papa (2018), tacit knowledge as everything that cannot be expressed regardless of how a person or organisation knows, has to help the organisation in information and knowledge personalisation to bring about inherent understanding. Besides, the company has to leverage explicit knowledge as formal systematic knowledge, and be able to express and codify it to become informational. 
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Amazon.com is a Platform business.
(Warrier et al., 2021)
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Organisation KM theory — based on its
structural (flat) and cultural designs (Gomes et
al., 2021).
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between sellers and buyers (Gomes et al., 2021). Leads to
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of knowledge within the platform — considers diversity of
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Techno-centric KM theory — focuses on
technology, and design processes to enable flow of
knowledge and storage of information (Desouza,
Hunter and Yigitcanlar, 2019).

For instance, Amazon’s KM utilises platform business
model, which functions by connecting individuals and
organisation for common purpose of sharing common
response
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The role of this approach is that it will
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