Knowledge and Information Management Skills in the Workplace








(5106)


Dr Kalam 

Natasha Brookes







CONTENTS
2	AMAZON.	

-Who they are and what they do.

3	Knowledge Management.											
4	-Different Types. KM								          
									          
4	-The Different types of Presentation	
5        -SECI
6         -KM Principles
8	-SWOT Analysis		 
9        -Recommendation
9        -Conclusion
10       -References












INTRODUCTION
Amazon is a multifaceted company covering nearly all bases for the modern consumer, from grocery shopping, technological developments to streaming and producing shows and movies. It has had quite the exponential expansion from its humble origins of selling music and videos (quickly expanding into acquiring online seller of books).
The online marketplace company was first based in Washington DC. Jeff Bezos being the founder of Amazon he found that there was a gap in the Internet market, supplying goods and services to customers anywhere in the world they could access this information and purchase any item at any time with minimal interaction face-to-face daily.
Amazon Total revenue and Net Income (Market Line Advantage, 2021)
[image: Chart, bar chart

Description automatically generated]
Most of the information below has been taken from a report in Market Line Advantage (2021).
According to Amazon “Amazon is guided by four principles: customer obsession rather than competitor focus, passion for invention, commitment to operational excellence, and long-term thinking. Amazon strives to be Earth’s Most Customer-Centric Company, Earth’s Best Employer, and Earth’s Safest Place to Work. Customer reviews, 1-Click shopping, personalized recommendations, Prime, Fulfilment by Amazon, AWS, Kindle Direct Publishing, Kindle, Career Choice, Fire tablets, Fire TV, Amazon Echo, Alexa, Just Walk Out technology, Amazon Studios, and The Climate Pledge are some of the things pioneered by Amazon.” (Burton-Jones, 1999)
[image: ]image (Sanchez, 2003)
Knowledge Management is defined as a fact or situation of having information what is being obtained and stored in a centralised location until it is ready to be retrieved either by the staff of the customer through using the Internet or phone app. this situation needs to be highlighted within this report. On analysing the different values in the contextual there are two different types of knowledge management one of them begin tactic knowledge and the other one explicit knowledge. The performance of a company can be accessed through systematic knowledge and through the organisation’s performance. This is done to capture, store and exchange knowledge within the organisation. Having this in operation as increase profits within the company and the value of the shares will increase while coping with the core problems that staff and customers have about information they need, and services required by all users. Any business that will be able to be successful within this period, plus have become adaptable by coming from retailers on the high Street onto the Internet in the big world wide web. This is had a big increase on the demand for the organisation to keep up with the knowledge and supply the goods to each individual user this includes having a systematic website that all can access while easily to obtain any information required. 
This report is based on Amazon it will identify the knowledge management models and theories What KM is important for Amazon in satisfying customers and achieving competitive advantages plus evaluating which is the best KM techniques. It will analysis the different sources, plus what will they be using in the future to make their KM culture more efficiently run more sufficient and enrich the functioning benefit for the company. What recommendations can be used for Amazon to run more sufficient in future. I will come up with a conclusion within this report. Amazon being a large organisation has suffered drawbacks over the years with no help from pandemic 19 taking control over society. Amazon has thrived financially through the pandemic. This has had a rapid increase for the organisation of buying and purchasing goods rapidly. Like many other organisations Amazon had to learn to adapt to accommodate its customers and its staff stockholders, shareholders and stock-market.  Amazon has been struggling with some drawbacks within the company’s human resources management HRM practices. This information comes from the relevant theory’s concepts and facts that this report will critically analyse the different approaches for the People’s management and what recommendations can be used for HRM practices. (Linden, 2003-01)
There are different types of knowledge Management.
Tactic knowledge involves human process in knowledge management this is identified through conversation, teaching, learning activity and judgement, it is important how staff treat each other and how the organisation treats the customer.  Encouraging their staff by working in a happier environment. this type of knowledge is obtained through experience it comes to us and its intuitively understandable. Tactic knowledge can be very difficult when transferring information from one individual to another. This can be used including different language using leadership skills and with facial recognition. This can also be used articulately and codify.
explicit knowledge: this type of knowledge used when producing organization manuals guides and reports this helps the company to share knowledge within the organisation, distributing data much easier while working in teams, communication is the most common knowledge. This form of knowledge helps the organization gain intellectual information. The business impact framework remains vague, research initiatives analyse how knowledge management can overcome important management issues, order of priority, plus time spent, affecting overemphasising the information technology Value, this will help realise how knowledge management can contribute to solving important issues within organisation corporate as a globalisation company. (Collison, 2004)

Individual and organisational knowledge
individual knowledge deals with their own personal development, organisational knowledge copes with the overall needs and change of the organisation, individual knowledge is when somebody knows something specific about his or her work. Individuals increase their knowledge and skills in order to perform their job to the highest standard.
Organisational knowledge is the knowledge that has been made available to help its functions achieve their objectives by doing fire drills or procedures of conduct.
 Individual knowledge and organisational knowledge, share data information, companies sometimes must create new ideas to help complete any task or challenges. Through learning how to do problem solving on behalf of the organisation, this helps to improve the company’s business value, this can be gained from product knowledge, conferences and customer communication. 
Internal routine practices by taking minutes for meetings, databank, manufacturing quality control measures, operating procedures are tried and tested ways of operating.
SECI
as seen in the diagram below it shows and explains better component the basic components of knowledge-based firm. This image shows knowledge creating firm, knowledge is obtained through dynamic interactions with the environment. There are seven different components of the SECI. Socialisation, internalisation, combination and internationalisation. This is a knowledge vision and the driving objectives. SECI process for knowledge assets. This knowledge is input and output in this environment as a multi-layered layered ecosystem of knowledge. This source adapted from Nonaka,Sasaki and Senoo(2004)
knowledge vision
this arises from the fundamental question why we exist. By exceeding profits and asking why we do, what we do this is the mission of the firm that has become defined. With this knowledge vision it gives knowledge creation direction. The firm has given direction to respect the knowledge created by the firms’ exceptional capabilities. This determines how company evolves in the long run. The firm strategy can change as certain situations occur, causing loss of profits and the valuation to the company the knowledge vision does not easily change. the knowledge vision inspires organisations staff members so they can be encouraged to create the knowledge. This can help to create a constant value system and evaluate to justify the knowledge created internally. This value system defines what is the truth, goodness and loyalty of the firm. The firm’s knowledge vision is based on the absolute value that goes beyond the financial management. (Collins,2001)
driving objective
without realising it companies’ knowledge vision is little more than empty words for knowledge to be justified based on the company they need to have a solid concrete concept, action or goals connected to their vision of the knowledge creating process or practice. Driving objective helps to make staff members focus on strengthening the commitment to achieve the company’s demanding goals. The driven objective is to realise the vision of adapting and adapting to customer’s needs.
Wiig:
it used to identify the knowledge virtually which must be obtained so that is used where it is important in all these areas through commercial and daily life, there are two aspects that are very vital for the success on all levels. This level of knowledge must be applied, preserve, nurtured and used to its best capacity as possible for am listening to the wise six seconds both the customer and organisation, to process the knowledge management it must be safeguarded as this is needed for them to build, transform, apply and compile the knowledge and it must be distributed into the correct areas to have the best impact for the organisation. In the past knowledge has been managed very little however active and effective knowledge management requires new techniques and perspectives to cover all aspects of the organisation. A new way to develop and discipline a cadre of knowledge takes a lot of professional interaction and expertise this is not introduced until this stage using technology. This is continuous challenge.
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KM Principles
Amazon enhances its value by using a KM principle. Amazon being the world’s most successful e comment company from the beginning has the ability for its customers to find what it wants with easy access and quick information to hand this is the key success for Amazon. Now in the pandemic (Simon, 2004; Rosenberg,m, 2014)
KM does not appear to possess the qualities of a discipline. If anything, KM qualifies as an emerging field of study. Those involved in the emerging field of KM are still vexed today by the lack of a single, comprehensive definition, an authoritative body of knowledge, proven theories, and a generalized conceptual framework. ( Sutton,M;(2007)


one portal, one interface
This is used when buying goods and retrieving any information we need from Amazon. products, services and information can be accessed through one portal. Books, electronics, clothing, food. Consumers can obtain them from one stop shopping. The user experience is always obtained through the same portal, this helps the consumer to become more familiarised with using the same system worldwide. While exploring the different areas of the site repetitively this helps ease the customers anxiety. This information has been obtained by doing customer feedback research. Having this service is not only beneficial to the customer but helps staff members of the workplace to become familiar with the website so this can become easier to use gateway for the organisation in all forms. E-learning websites videos courseware and on-the-job tools are all located in the same place for all to access. (Rosenberg,m, 2014)

[bookmark: _Toc72243849]Consistent presentation
with this consistent presentation, all the information that you see is kept the same way so that it can access the same products and information virtually anywhere. This is always in operation so each user whether being’s member of staff or customer can become familiar how to operate their way around the system. 

magical presentation	
this is when Amazon knows what site the customer wants and what the customer needs are required, Amazon comes up with recommendations of products and services to offer the customer once they have signed into their account. If a customer is looking up a item the next time they sign in to their account an online pop-ups will appear with special offers and vouchers in order to entice the customer by giving them a magical presentation. These recommendations are programmed for the user to prompt them to either purchase something new or require a new service for the future. These pop-ups will occur even if the customer is not a subscriber to that product or service.

Subscriptions, alert reminders and reducing services.
Amazon have regular updates on their products and services through its subscription plan. This can be required through choice. All customers are regularly updated so they know what the new recommendation choice of the week or the month is, this depends on what subscription is chosen from the beginning of the initial services. If you are a company, there will be more deals and offers on discount more than when you’re applying for something as an individual consumer. If you choose to opt for this way of while first subscribing you will be more likely to be given a discount this brings down the cost of the company as staff do not need to attend the centre for the customer to require this information this can be done electronically, customers can reference the plat form when buying products elsewhere. There are many other offers sent to the consumer through an app giving promotion codes and deadline discount.

Mobility scheme
this service is available to the consumer 24-hour the day this gives the company no restrictions when gathering clients and customers for now Ratings on the services that are provided, and quality of goods can also be rated recommending what is the better product on sale by the information given through research.
Innovation 
Amazon has a wide variety of different options to innovate all different range of customers to the website, this can be obtained through watching, reading and listening while being connected to Amazon. This organisation needs to continuously always innovate in order to gain a competitive advantage over companies providing the same services through the web. In order to stay in front of any competition they need to continuously do research and patent their knowledge so other companies cannot copy it, this is to always protect the knowledge, in order to protect their assets Amazon, need to manage their strategic knowledge while being shared throughout the organisation for the best results, it would be much better to manage the knowledge assets its culture innovation. Knowledge does not have to be shared externally but knowledge of an individual is intangible whereas the KM tools are tangible assets.


Covid 19 as affected individuals, distributors and people all around the world from the beginning of the pandemic, Amazon have gone on to opening its own shopping store which you can access 24 hours a day without obtaining any cash all that is needed is a phone app or a bankcard, the services will help to increase the profits for the future not only by bringing the technology up to date. While bringing the customer experience back to the high Street where Amazon as a company will be making profits, but less staff is required, and more technology is being introduced to help not only the consumers receive good quickly were also an efficient and effective delivery service. There are several locations that you can pick up packages, use rental services or simply send orders directly to your house or business through your phone app without talking to anyone. Amazon has done research and feedback on the products and services which is then rated by customer satisfaction this data information has been collected through customer surveys, gifts for filling out questionnaires, analysing your information data and feedback from the customers by offering Loyalty discounts for introducing friends and family to use the new apps with a discount or promotion code, this is introduced so that it is a win-win situation for friends, family. This provides a new range of customers for the company.

SWOT Analysis (Market Line Advantage, 2021)
Strengths: Amazon’s strengths are deprived from his robust and state-of-the-art online channel with the company not having to deal with company overheads as high Street stores. Amazon has been given a head start with developing relationships with other manufacturers and distributors and channel partners. Their biggest assets are their customers and staff can use the one porthole as well as any other external competitors. Amazon are renown the quality and reliable their convenient and easily accessed. Delivery standards have high punctuality. Amazon economics growth comes from the hearts of the customers, to achieve success.
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(Market Line Advantage, 2021)
Weaknesses: Amazon disadvantages and weakness is that people like to feel and touch goods and see what their purchasing before they buy. Their profits can have very low margins sometimes there is no profit. As to get ahead of other competitors in the market. Amazon as come under scrutiny for not paying tax or very little taxes in the past. Poor working conditions, long hours and anti-competitive actions. This can have a lot of negativities from the public.

Opportunities: Amazon technology system has been to monetise payments online such as PayPal or Google play. Amazon could produce product branding, and this will increase the margin profits on its own products.  developing more by branching out to other countries such as Europe and Asia. There was opportunity for them to expand on opening low-cost retail stores this way is the future as there will be less staff and more mechanical robotic systems and self-help counters. These stores do not need to obtain any money and staff are kept to a minimum. extending their own brand will be the where the future.
Threats: the biggest threat the Amazon face is online security. Protecting the company, retailer, distributor and most of all customers with having millions of customers and companies’ information stored within the data records making Amazon prime targets to get hacked externally. Amazon are continuously under threat with lawsuits for tax evasion. Several other companies are uniting alliance to combat Amazon’s control and taking authority over others in the e commerce market. With the increase costs from shipping and the taxation growth a constant threat will remain a challenge profits will always increase; shares will go up. (Donici, 2012)
Recommendation
although amazon history and growth of its company with the e comments marketplace has given them pole position to do well in the future, with the downfalls that have occurred throughout the pandemic Amazon is guaranteed to be faced many challenges in the future but for them to continue growing and stay on top in the real world, they will need to continue to accelerate on their web platform. especially since the pandemic.
With acceleration of the technology assistance needed through growth the web-based suppliers and consumers of their products and services will be greatly demand. Amazon being one of the largest companies to provide the services and goods at drop rate prices and discounts also providing technology information not just for now, but from researchers from the pass has been integrated within the company and in future there will be an acceleration of more knowledge management information to come. more knowledge is more power. Power keeps control alongside your competitors, but the goal is for them to have one domain has one porthole service.
Amazon got a lot of challenges still to face but with sells continuing to accelerate in countries internationally, Europe and Asia. The acceleration of technology growth of their suppliers and the assistance offered to the consumers with better products and services in the future. Amazon will expanding on the support fee for the under privileged people, based in less fortunate parts of the world, they will have to pay very little money to access computer technology in the future, with improvement of technology and research Amazon has been looking to the future to deliver parcels and goods through a system with automatic service as time goes on their own brands will expand to higher margin revenue profit. This will reduce costs to the customer and expand on low-cost leadership,
Conclusion

Enabling knowledge management within organisations: the fact that knowledge is not simply a complicating fact, but it is the original human process. This is not easily reduced or replicated. Managers can involve their feelings and belief systems when creating or obtaining this knowledge. This is the difference between tactic and explicit it is not easy for companies to share knowledge especially when in competition. So, what makes Amazon .com so brilliant is not by the way it looks after data information for the company it also brings more confidence to not only its members of staff but also the publics best interest. It provides lots of sites such has Wikipedia, My Yahoo, Flip board and many more. They keep on giving and learning to become more faster and deliver a quicker service more than any other competitors and competition they may face in the future. Amazon is currently in pole position but this new computer-generated intelligence constant research, customer satisfaction, customer feedback must continually be in front with all new ideas and creations. This will keep giving Amazon its best advantage for the future. This report has analysed the different Knowledge management tools and techniques with the outcome being successful for ongoing plans that have been recommended knowing that there have been problems throughout the world, covid has had a personal and economical effect worldwide. Now amazon is working harder to turn the corner it will still face an uphill battle that all individual and organization will face in the years to come.
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Figure 1.1 Basic components of a knowledge-based firm. Source: Adapted from
Nonaka, Sasaki, and Senoo (2004).
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