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The aim of this report is to evaluate how Amazon.com Inc has implemented and used knowledge management to stay relevant during the covid pandemic and reached where no other company has managed to achieve during the same period.
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Introduction

Is not news that Information Technology has revolutionised, innovate, and transformed businesses, entertainment production and its consumption, social life behaviour, even political organisations on the way they operate. (Nie & Erbring 2002). 
Information technology and especially its use in business through knowledge information strategy and management, has largely impacted competitive business environment. The increase in internet usage and social media has increased customer reach and impacted companies like Amazon spearing its sales growth form $15.7 million in 1996 to $147.8 million in 2021, an increase of 838%. (Amazon Annual Report, 2021).
Jeff Bezos, founder, former Chief Executive Officer, and majority shareholder of Amazon holding about 10% of the company (Dolan, 2021), harnessed these opportunities growing Amazon into E-commerce giant. To stay relevant/competitive, organisations needed to harness and integrate knowledge and Information management strategy into business strategy, so they can respond efficiently the rapidly changing business environment (Malhotra 2001) in (Mosconi and Roy, 2013). However, one can argue that Information is one of the crucial components of this relevance, reflecting the Nonaka and Takeuchi SECI model implications with information being the important link, information on its own cannot be effective, hence two more other components must be considered: Data and Knowledge (Mosconi and Roy, 2013).
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[bookmark: _Toc113622319]Background

Amazon.com Inc was founded in 1994 by Jeff Bezos, out of his garage in Bellevue Washington as an online bookstore. Its first book was sold in 1995, and in just 2 years the company went public on Nasdaq at a price of $18 per share. (Yahoo Finance, 2019).
Through knowledge management and strategy, the online bookstore that started with 20 mail order products, was now taking advantage of what no other book sellers were considering, listing free catalogues on the internet while existing physical bookstore, were spending millions for the same purpose offline. (Yahoo Finance, 2019). 
With its main focus on the customer, Amazon kept growing and expanding to new business area. In 2007 Amazon launched its first software service named Amazon Kindle then moved into Cloud Computing called AWS. (Yahoo Finance, 2019). Its Market Cap at the end of 2007 was $38.53 B, 135.9% growth from $16.33 B, in previous year 2006. (Market capitalization of Amazon (AMZN), 2022). Amazon didn’t stop embracing new products and new are of business, 10 years later, in 2017 Amazon made a huge investment, getting into supermarket business, buying Whole Food for $13.7B (Yahoo Finance, 2019). Its Market Cap grew from $38.53 B in 2007 to $563.53 B in 2017.
In 2020 the year that the pandemic started and unlike the most company around the world, and with unemployment at its historic pick, amazon registered a gross revenue of nearly $350B by September. (Tech Vision, 2020). 

[bookmark: _Toc113622320]Knowledge Management Definition 
We can describe knowledge as being Tacit or Explicit, which we will see get into its conversion further, however we haven’t defined what knowledge management means. So, what is Knowledge Management?

According to Prusak (2000) in (Knowledge Management Tools, 2010-2018), Knowledge Management is "managing the corporation's knowledge through a systematically and organizationally specified process for acquiring, organizing, sustaining, applying, sharing and renewing both the tacit and explicit knowledge of employees to enhance organizational performance and create value."

According to Kimiz Dalkir in (Oragui, 2022), Knowledge management (KM) is “ the deliberate and systematic coordination of an organization’s people, technology, processes, and organizational structure in order to add value through reuse and innovation. This is achieved through the promotion of creating, sharing, and applying knowledge as well as through the feeding of valuable lessons learned and best practices into corporate memory in order to foster continued organizational learning.”
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With globalization, technology, and new ways of doing business, organisations are exposed to high level of competitiveness.  In the old days, organizations would compete with one another, by offering a lower price and better quality of products or services. It was the most that company could do to outperform their competitors. With the innovation, organisation got the possibility to go extra miles and create a new way.  This new way does not mean that organisations have disregarded the old way. It means that today, to guarantee the growth and relevance, most of the organizations simply learn new knowledge, which provides sustainable competitive advantages. (Xue, 2017). This is where Knowledge management becomes so important and useful for organisations like amazon, because through knowledge management itself, organisations like amazon generate value and capitalise their intellectual assets (Jelenic 2011). It does not only determine their survival, but also how they stay relevant and competitive. Is a day-to-day process, transferring crucial information that are base of decision making though all level of the organisational structure. (Jelenic 2011). 
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We have previously established during our introduction that however information being an important link when it comes to being relevant, reflecting Nonaka and Takeuchi SECI model implications, that information on its own cannot be effective, nor can also knowledge on its own. A third component must become into the picture to elevate the effectiveness of all process: Data. (Mosconi and Roy, 2013). According to AWS 2022, When it comes to uncovering hidden customer insights to drive growing business initiatives, companies know that data is key. Organisations collect data and learn important insights such as customer habits and behaviour, which allow them to study what the customers want, anticipating and satisfying their needs, achieving competitive advantage, 
Amazon has implemented Intelligent Automation for Knowledge Management that assist managers through the use of structured mechanisms and work with amazon’s existing data, avoiding duplication, and improve availability of customers insights. These data’s helps amazon gain valuable insights and generate knowledge graphs that reveals hidden relationships and valuable insights from their customers. (AWS, 2022).

Since 2015, Amazon have been using a deep learning Information Technology, a twenty first century system that make assumption about customers expending prediction based on their age, location, socio-economic background, and purchase history. Amazon then use this information to stock their fulfilment centre with the quantity likely required for the area.  One can argue that this is unreal, or it simply doesn’t work, the fact is that in January 2020, Amazon algorithm has successfully anticipated high demand for face mask. (Tech Vision 2020), and in the same year, wearing mask was the new normal worldwide with the Covid – 19 breakouts. (ScienceDirect 2020). This particular case of knowledge management alone, gave Amazon a competitive advantage that no other company had and during the Covid-19 breakout, while many companies around the world registered loss and other even closing doors, Amazon registered a growth of 77.58 % in 2020 and 3.48 in 2021. (Market capitalization of Amazon (AMZN), 2022)







[bookmark: _Toc113622323]Evaluation of Knowledge and Information Management Models / Theories

Nonaka (1991) and Nonaka and Takeuchi (1995) argue that knowledge can be either tacit or explicit. We are able to codify explicit knowledge, record, save and make it available on databases, corporate intranets and intellectual property portfolios. Tacit Knowledge in the other hand, exists in people’s mind. Is not easy to articulate in writing and we can only acquire it through people’s experience. Hansen et al (1999) in (Armstrong 2020), suggested that this knowledge includes scientific or technological expertise, operational experience and insights about an organisation and business. It argues yet that the main challenge in managing knowledge is knowing how to transform tacit knowledge into explicit knowledge. (Armstrong 2020). 
Nonaka and Takeuchi (1995) in Tibben et al 2006, has outlined 4 ways that the challenges in this transformation can be overcome by specifying this transformation as: 
· Tacit to Tacit
· Tacit to Explicit
· Explicit to Tacit and, 
· Explicit to Explicit
Each one of these transformations are characterised as a type of characterisation that can take place and its codification process in spiral (Tibben et al 2006)
· Socialization,
· Internalisation, 
· Externalisation and
· Combination
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Image source: The knowledge-creating process: SECI model (Nonaka & Takeuchi, 1995)
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We have stablished in the previous section, the 4 types of transformation and how these transformations are characterised according with Nonaka and Takeuchi model. this section, we will analyse and go through some of the ways and strategy that amazon found to convert knowledge and make it available to the organisation and others company that it cooperates with. 
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According to (Saunders, 2001) in (Tibben et al 2006), Jeff Bezos understood the necessity of socialization in knowledge development in the early days of Amazon. Bezos’s Emphasis on culture can be interpreted as encouraging divergent thinking within the team atmosphere or diversifying the recruitment process in purpose to bring a range of people together with different skills and experience. In an interview, Jeff Bezos would invite other executives to take part, with objective of avoiding bias. He would also recruit people online so he could select those who were interested and involved with internet (Saunders, 2001) in (Tibben et al 2006), skills that wasn’t so popular at the time as internet was used mainly by academics and government members. (Yahoo Finance, 2019). Bezos created a selection of employee that could go from computer Science literate to liberal arts. (Saunders, 2001) in (Tibben et al 2006).
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[bookmark: OLE_LINK1][bookmark: OLE_LINK2]When it comes to community, Bezos gave employees shares, making their employer their own company, which have encouraged them in looking after it as such. (Saunders, 2001) in (Tibben et al 2006).
Amazon collect customers data when customers sign into their website and keep track of all their activities until the checks out and in addition, amazon use cookies to learn customers preference (Tibben et al 2006) at personal level. This is a powerful way to gain competitive advantage among its competitors as Alibaba, Walmart, eBay etc. According to (Tibben et al 2006), amazon’s search engine and its customers interface software sophistication, does not lie on its superiority, when comparing with other search engines that we have available like google, yahoo etc, but in the way that it wrests customers personal information from their domain and make it explicit and available to amazon’s data base and its related companies.  
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According to (Mohammed, 2022) amazons views of information system has contributed to improve efficiency and company’s growth, ensuring a smooth running of business operations, allowing different unit withing the organisation and partners to operate independently achieving common goal, reducing customers complain, enhancing communication and improving their experience in shopping at amazon.

In this section, we will analyse amazon’s design of its framework and how it operates, tracking its sales, data, course, and productivity level which have allowed it to keep its place as leader of e-commerce. 

According to (Mohammed, 2022) out of 7 components of Information Technology infrastructure, amazon keep its main focus on 3 essentially:

1. Operating system Platform, 
2. Data Management Platform, 
3. Internet Platform
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Operating System 
This is the initial stage where data and the computers are plotted, creating data from the framework, and is responsible for the exchange of information between Amazon and customer.


[bookmark: _Toc113622330]Data Management Platform
This consists in storing efficiently new and exchanged information of the previous framework, into the data centre.   
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This facilitates the process of buying and selling for amazon and customers worldwide.
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In conclusion we can say that even during the pandemic, where many companies have closed their doors and loose revenue, Amazon has reflected growth (Market capitalization of Amazon (AMZN), 2022) thanks to its futuristic knowledge management which able it to analyse the environment and anticipate the customers behaviour. (Mohammed, 2022).

[bookmark: _Toc113622333]Recommendations

An organisation like amazon needs to sophisticate their knowledge management system in order to gain competitive advantage, and Amazon has proven to have ticked this box, however there’s some improvement that can contribute to the business growth and reduce losses.
In the time we are living, online security means staying present and relevant. In the online world, Amazon does not have online security management as their main focus (Mohammed S. 2022) which leaves doors open to threat and on the real world, Amazon’s lost or stolen package rate are very high, reaching as high as 54% in March 2022  according to Security.org, 2022, which result in a loss of revenue as amazon covers the damage even when the product is sold through amazon but not from amazon. As recommendation, a security management needs to be included on the top 4 of their framework main focus, and a strategy needs to be put in place to ensure that the rate of lost or stolen package is reduce, and partners needs to share responsibility as delivery company or seller. 
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[bookmark: _Toc113622337]Purpose
This poster aims to resume explicit knowledge from the report to amazon board in a brief presentation.

[bookmark: _Toc113622338]Introduction

Information Technology has innovated and revolutionised the world, and Amazon was able to take embrace this technology since when internet was used mainly by academics and government members. (Yahoo Finance, 2019).

[bookmark: _Toc113622339]Current Knowledge Management Framework Used by Amazon

· Operating system Platform, 
· Data Management Platform, 
· Internet Platform

[bookmark: _Toc113622340]Limitation of Current Knowledge Management Framework Used by Amazon
· Lack of strategy to over undelivered parcels
· Security Management is not included on the current main focus. (Mohammed, 2022)

[bookmark: _Toc113622341]Proposed Knowledge Management Framework
· Strategy to reduce loss on undelivered parcel 
· Add Security Management the 4th main focus  

[bookmark: _Toc113622342]Benefits of Proposed Knowledge Management framework
· Enhance Security
· Increase revenue 

[bookmark: _Toc113622343]Recommendations

· Include Security Management in the Framework main focus
· Reduce revenue on lost or stolen package
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