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All companies have common goals, which is to grow financially and turn their name into a successful brand worldwide. It will definitely not be possible to reach such a level without good individual and organizational knowledge management within the company. "Knowledge Management is a systematic, articulated and intentional process, supported by the generation, codification and appropriation of knowledge, with the purpose of achieving organizational excellence." (Oliver, 2010, p. 140).
The concept of knowledge management involves a set of actions that companies typically perform in different sectors within the company. Knowledge management can also be described as a multidisciplinary approach to achieving the company's goal and objectives through the use of available resources within the company (Becerra F. and Sabherwal, 2014). The current report emphasises upon discussing the role of the knowledge worker associated with the business of Amazon. It is a multinational e-commerce technology company that emphasises upon selling products through the help of cloud computing, artificial intelligence and digital streaming. It is one of four technology giants, underlining the big Apple, Google and Facebook. (Amazon, 2019). Amazon UK is one such company that had been constantly using their available knowledge to enhance customer service by offering them different products in one place. Furthermore, relevant information of assets, intellectual property rights and knowledge sharing would be discussed with reference to Amazon. 




[bookmark: _Toc29488002]Information, data, knowledge and their relationship

Information, knowledge and data are a fundamental and extremely important aspect of knowledge management. It should be taken into consideration that all of the above mentioned three aspects of knowledge management helps in smooth flow of information between organisations to improve its performance in the long run. According to Duan et al. (2017), it could be noted that organisations such as Amazon, Microsoft and others tend to develop positive relationship data, knowledge and information to maximise business profitability through delivering appropriate service to the target audiences (Allkm, 2019). The definition of data is the process of acquisition of objects, facts and information through the information available on company’s database and historical records. Information is also known as processes data is acquired by selecting meaningful data out of overall data collected in the business. Knowledge could also be called the stage of evolution through acquiring information through experience, jurisdiction or judgment. It may also be known as the combination of data, experience, and information (O'Neill, 2016). The concept of data, knowledge and information within the business of Amazon could be measured by the fact that it helps in using data available on the database to offer correct products and services to enhance its customer service.  
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Knowledge management is considered to involve the collection or elicitation of knowledge and codifying and converting the knowledge into a form that could be shared across the organisation. The knowledge management process has many key aspects where we can highlight the collection and organization of tacit knowledge and turn it into explicit knowledge. However, the concept of knowledge management is closely related to the set of organizational practices and approaches including knowledge sharing relevant to the business of the organization. Knowledge management has its importance in the context of helping employees become familiar with tasks and responsibilities. (Lilley, Lightfoot and Amaral, 2004). Through knowledge management, the employees are able to save time and effort by effectively storing and managing the information relevant to their tasks and responsibilities. The importance of knowledge management also lies in effectively and permanently adapting organizational change, helping with the decision-making process, facilitating knowledge transfer, reducing risk, and helping to achieve organizational goals. On the other hand, the assets of the organization and its management are strongly associated with the concept of management and knowledge. Amazon is thought to use knowledge management techniques to transform the company from an online bookstore into the UK's largest e-commerce retailer. Through effective knowledge management Amazon is able to facilitate searching millions of products from a single interface and also retrieve personalised recommendations that would connect users based on the relevancy of the products. Much of the growth of Amazon is attributed to the efficient surfacing of the right information in the right ways. The knowledge management of Amazon is used in terms of strategic assets of the organisation in terms of innovation, organisation learning and internal training that facilitates and sustains the innovation process of the organisation (Rosenberg, 2014). In regards to the knowledge management of Amazon associated with the organisation’s assets and management, it deals in critical inventions, patents and personal expertise that the catapult innovation within the market. For example, Amazon has found a way for its customers to engage in selfie payment that aims to transform online shopping. Amazon must stay ahead of the curve by sharing knowledge and information based on assets in a systematic way. In this regard, Amazon could be cited as the classic example of leveraging internal and external knowledge to drive innovation using data mining and digitalisation. 
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Knowledge is the identifying mark of any organization as it identifies and characterizes any business organization around the world. It is majorly due to the fact that it is intangible in nature and difficult to measures its value because of its inability to achieve same productivity. For example, Amazon effectively utilises different principles of knowledge management starting from acquiring user experience to increase value to the experience of customers (Rosenberg, 2014). Therefore, knowledge classification can be effectively done by segregating it into two parts, such as individual management and organizational knowledge management. 
Individual knowledge also known as personal knowledge management (PKM) is the process wherein individual role is to acquire, classify, store, identify, retrieve and search knowledge relevant to carry out daily activities. Organizational knowledge, however, constitutes the process of acquiring knowledge and information from collective sources and experiences. The knowledge gathered from organisation is much more reliant and effective in nature as compared to individual. In addition, it should also be taken into account that individual knowledge and organizational knowledge are closely interconnected. (WICS, 2019). The relationship could be described by the fact that organisations don’t possess the capability to learn by individuals working in the business are capable of learning new skills and generating knowledge to enhance operational productivity. Therefore, it becomes important for companies such as Amazon to provide relevant training opportunities for its employees on a regular basis to imply their skills and knowledge to enhance organisational performance over its competitors. 
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Knowledge assets can be understood as intellectual resources relevant to an organization. However, it can also be considered the knowledge of the workforce and the organization of all of the company's general employees, processing the way ideas, understanding, information, learning, insights, capabilities, skills and techniques. In Amazon's case, they use knowledge assets for mobilization and sharing, effectively managing knowledge so that knowledge and information come together on a single platform. In this sense, Amazon uses artificial intelligence, its knowledge repository, and speech recognition technology to manage customers' knowledge assets, while Amazon's Subscription API would allow sellers to receive notifications about other seller's product details. (Greene, 2018). Through this important platform, the organization is empowered to share, create and use knowledge in a more effective and beneficial way for the organization. In order to engage in knowledge creation, it is the responsibility of the organisation to map its inventory of knowledge assets so as to maximise the potential of the organisation within a restrictive operating environment. The SECI model is considered to be an effective theoretical framework for the identification of the knowledge assets through the interaction processes and the link between explicit and tacit knowledge. Based on the knowledge map modeling technique, the knowledge assets are identified. It can be said that with the knowledge map, the key knowledge assets that underpin the competitive advantage of the organisation are identified (Wai, Ramasamy and Othman, 2014). The map has two dimensions which are the structure of knowledge and level of diffusion. 
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Figure 1: Knowledge Map
Source: (MacMillan, 2015)
Based on the modeling technique, it can be said that Amazon has structured information which in undiffused which implies that the knowledge is based on intellectual property rights which would be explored later in this assignment. Some of the identified knowledge assets include the discussion threads, best practices, project plans, innovation, invention, patents and personal expertise that protect intellectual property (Ihrig and MacMillan, 2015). 
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Knowledge assets can also be understood as properties or drivers that result in enabling organizations to achieve long-term success. Knowledge assets can either be in the form of unstructured or tactical in nature (MacMillan, 2015). Innovative and technological companies around the world appropriately imply investment as a part of their strategy to enhance their knowledge assets to gain benefits and rewards in the future. Knowledge assets are generally intangible in nature such as in the form of best practices, intellectual property and codified explicit knowledge. 
Similarly, in the case of potential knowledge assets, it could be said that actual knowledge assets are considered to be those intangible properties that are currently available in Amazon. The actual knowledge assets include intellectual property, inventions and personal expertise (Towns, 2016). Therefore, it becomes important to upgrade its actual knowledge assets from time to time to develop new product offerings to match its competitors in the global market. The potential knowledge assets are the future aspirations of Amazon. It might include acquisition of assets related to financial and automation services to provide more value and efficiency to its customers.  
Wai, Ramasamy and Othman (2014) had highlighted numerous techniques and methods to measure and evaluate actual and potential knowledge assets in Amazon. One such method is intangible asset monitors. This framework was proposed by Karl-Erik Sveiby and aims to evaluate real and potential assets based on three categories, such as internal structures, external structure and competence of an organization. All the three categories are further discussed through four factors such as growth, innovation, efficiency and stability to ensure growth and development in Amazon. Skandia Navigator is another important tool to evaluate knowledge assets (Sulanjaku, 2014). The incorporation of Skandia Navigator helps in assessing the effectiveness and value of Amazon’s knowledge assets and intellectual capital through five perspectives such as financial, renewal & development, customer, human and process.    
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The knowledge management system can be considered as one of the best practices defined by ITIL. This knowledge management system has an important role in creating, analyzing, applying, integrating and sharing knowledge with internal and external users of the company. Amazon has developed its knowledge management system using formal ITIL-based business management processes. To create, store, apply, and integrate knowledge, managers are required to manage the knowledge management process, which may not be technologist, but must have the ability to lead the integration and adoption of the knowledge management process. The responsibilities of the knowledge manager and the knowledge worker would be to maintain, improve and make effective use of the knowledge process (Brubacher, 2011). Another requirement of the knowledge management process is a committee that Amazon typically uses to nominate and oversee the approval of changes to the knowledge management process. In this regard, Amazon's knowledge management system architecture is presented below:
Knowledge Management Systems and their Architecture
· Request Process
· Change Process
· Demand Process
Process Overview
· Demand Management Process
· Analysis of the category demand generated by request process through a repeatable method
· Evaluation of user profiles and business activity patterns
· Differentiated charges for customers with alternatives
· Request Management Process
· Requesting and receiving information, accessing advice done through the repeatable method and a single portal that requires approved and qualified predefined process
· Information and knowledge sharing for users and customers as services are available
· Change Management Process
· Deal in the category of change using a repeatable method
· Responding to the changing business requirements of the customers including maximising the value and reducing the incidents, rework and disruptions (Brubacher, 2011). 
To better explain the requirements of the knowledge management that Amazon and other organisations adhere to in a systematic way, it is important to point out the significance of Mass Collaborative Knowledge Management. It can be said that multinational organisations like Amazon have been entering the new era of mass collaboration in which there is a shift in the knowledge processing practices. These practices are aimed at mass collaborative intervention within the open knowledge ecosystems. Massive understanding of collaborative knowledge management that reinforces the storage, application and integrated creation of knowledge allows us to classify the process into two very distinct groups, namely professional actors and professional amateur actors (Pro-Am). Although professional actors are employees who are permanently linked to the company and are located at the front of the organization's knowledge chains, Pro-Am is made up of the man or machine that is situated in long tails that include clients, volunteers, suppliers and amateurs. Therefore, mass collaborative knowledge processing deals with interactions between the two groups. (Borjigin, 2014). Following is a representation of how knowledge creation, storage and integration is applied under mass collaborative knowledge management:
[image: ]
Figure 2: Mass Collaborative Knowledge Management
Source: (Borjigin, 2014)
In the foremost step of the process, the organisation announces the knowledge processing tasks to the Pro-Am. The organisation then shares its internal knowledge with the Pro-Am as it could be used for dealing with the tasks. The Pro-Am would study, utilise, comment, forward and modify the knowledge and transfer it to the employees and professionals who would make use of the interaction logs to to enable the creation and storage of organizational knowledge. The organisation then plays the crucial role in updating the shared knowledge. On the other hand, the Pro-Ams are encouraged by the organisation to participate in the mass collaborative knowledge interventions so that they are able to self-organise the mass collaborative knowledge process. The Pro-Ams would be motivated and enlightened about the knowledge management based on which the knowledge would be stored in the organisational knowledge base using the Semantic Web technologies (Borjigin, 2014). However, employees at the head of organizational knowledge chains have the privilege of participating in the mass collaborative knowledge process and leading, moderating and facilitating knowledge. The knowledge is then applied and integrated within the organisational context for further improvement of the business practices. For example, Amazon has strong information architecture on its website as it contains a lot of information when the homepage is loaded. The organisation has been able to layout the information in a hierarchical manner so that the users are able to perform different tasks while not leaving the site without making any purchases. The significant design patterns that support the information architecture are the autosuggest search bar that engages the user with flexibility without being intrusive and also the Tab Navigation pattern that eases the accessibility of information on the website (Bowen, 2017). 
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Knowledge asset though intangible in nature but it largely benefits organisations such as Amazon to gain competitive advantage over its rivals in the market. It is necessary for knowledge worker to constantly involve in the process of continuous improvement and innovation to improve product range and specification to meet changing demand of customers worldwide (Kamasak and Yucelen, 2010). Moreover, it should also be taken into consideration the two important perspectives of knowledge management crucial for improvement within the organisation. The first perspective is inclined towards flow of information based upon organisational development through the process of increase of knowledge sharing and reuse. The second perspective is process-based flow wherein the primary interest is inclined towards development of Information Technology (IT). 
According to Kamasak and Yucelen (2010), it could be observed that assessment and evaluation of knowledge management in an appropriate manner could result in benefiting organisations such as Amazon in the long run. In the context of organisation, it could be said that knowledge management had evolved itself as Management of Knowledge through incorporation of ICT channels to transmit information from one point to another. The initial contribution of knowledge management begins from the operational origin wherein staffs within Amazon are required to demonstrate the skills of consulting by acquiring information from different geographical locations about current and future product needs. Knowledge management also involves constant development of information and knowledge which is essential for the success of Amazon in the future (Omotayo, 2015). Knowledge management also supports towards generation of global knowledge within the business of Amazon by accessing its production process as well as available land, capital, knowledge and labour.  
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In companies such as Amazon, it is necessary to ensure smooth flow of information through both vertical and horizontal direction. The flow of information is crucial in terms of spreading awareness about the need and wants of products as well as change in the price of products offered by rivals in the world market. Amazon's mechanism for managing and optimizing the flow of knowledge and information requires rigorous development of the information architecture. The development of knowledge and information architecture should be based upon three different elements such as system analysis, security analysis and interoperability analysis. The system analysis involves the process of development and designing of new information technology (IT) system in Amazon in order to improve business productivity. The new system should align with goals, politics, culture, human resources and technologies available within Amazon (Goswami and Goswami, 2013). Moreover, appropriate selection of correct systems diagram needs to be done via information flow diagram, data flow diagram and entity relationship diagram. Secondly, security analysis is where Amazon would require incorporation of policies and framework to protect the knowledge assets and information system. Necessary security measures would be undertaken to protect Amazon from security vulnerability and other knowledge issues. Finally, interoperability analysis is where the knowledge worker within Amazon is required to develop common standards and practices required to help the organisation communicate with partners. The uniqueness of use of interoperability analysis in Amazon is that it would reduce the chances of repeatability of information again and again and thus eliminate the chance of duplication. 
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To increase and maintain the effectiveness of workplace knowledge management, it is necessary for knowledge worker to demonstrate skills and knowledge related to knowledge sharing. Knowledge sharing could be described as the framework wherein explicit or tactic knowledge are distributed and shared among individuals in the workplace. The system through which knowledge is transmitted is also called as knowledge repositories. Explicit knowledge is appropriately shared through two different processes such as lesson learned and expertise locator system. On the other hand, tactic knowledge is shared using the tool of community of practice. In the business case of Amazon, it could be said that the organisation follows the process of mutual process of knowledge sharing in their workplace. Amazon had been involved in approximately 64 acquisitions and 52 investments (Towns, 2016). The high percentage of acquisition and investment had enabled Amazon to generate large volume of data and information from its partners. Amazon utilises investments in order to improve its Research and Development (R&D) process such as in the form of investing in Ionic Security to secure all internal and external work processes of Amazon in carrying out their business activities. 
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The merits of the knowledge management have been significant for the web-based companies like Amazon, however, on closer examination, it was found that the knowledge management requires improvement to further develop a knowledge management culture within the organisation. Improvements are recommended in the analysis and use of meta-data so that the organisation is able to develop a knowledge management culture. Based on this recommendation, organisations like Amazon would be able to improve the quality of service, reduce the cost of service delivery and also increase customer satisfaction. On the other hand, Amazon would be challenged in terms of leading their staffs as they would find it difficult to develop a clear and effective point of understanding about the organization value that is to be rendered to the customers. In such a scenario, it is recommended that Amazon develop a technology architecture solution that would help them gain a competitive advantage. In this regard, the knowledge managers and workers must emphasise on control the knowledge management process through advanced technologies and enable improved quality of knowledge management decision making, and the reliable and secure information available within the organization to drive company success (Brubacher, 2011). On the other hand, it is recommended that Amazon integrate the knowledge management systems with the service management systems to further realise improvements in customer satisfaction and also facilitate an effective knowledge management culture.
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In conclusion, it can be said that web-based organisations have been engaged in building knowledge-based systems to facilitate service delivery and also effective management information. Through effective knowledge management systems, organisations would be able to aware the staff about their tasks, facilitate the management decisions, adapt organisational change, facilitate transfer knowledge, reduce risk and help in achieving goals of the organisation. Amazon has implemented an effective mass collaborative knowledge management system that easily enables the creation and storage of integrated knowledge application using professional groups comprised of internal employees and professional amateur groups. (Pro-Am). The knowledge management process entails the detailed account of the knowledge creation, storage and sharing process which are prevalent in Amazon. Lastly, some recommendations have been made to which is to improve the analysis and use of meta-data, implement technology architecture solution and integrate knowledge management with that of the service management systems. 
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