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[bookmark: _Toc69917562]Executive summary 
Knowledge management help business organisations to use knowledge resources for creating values for different parties. So, most of the business organisations have increased the use of knowledge and information as resources. Amazon is one of those companies which has able to overcome all the challenges brought by Covid-19 and one of the main reasons behind this success is because of KM practices. 
This report main purpose is to evaluate the concept and importance of knowledge management in Amazon company by using different knowledge management models such as: SECI model, EFQM model and WIIG model.
Amazon is an e-commerce giant which was established in and now it has business activities in most of the countries of the world. This e-commerce site serves b2c business activities with online ordering and delivery activities. During Covid-19 although most of the business organisation was moving toward losing this company was able to rise business activities.
Even in this pandemic situation, Amazon was able to expand business by 34% which is higher than all other business organisation. This company serve a zillion of people and produce gigabytes of data within the shortest period. Advance knowledge management system helps this company to create values for the customers and to serve people in better ways.
Different business organisations use different knowledge and information management theories, but all that theory help to use knowledge resources to create values. In most cases, Amazon uses more than one knowledge and information management theories as this company has a decentralisation structure and participative management. The use of those theories helps this company to brig particular stander on knowledge and information management and to maximise the values form knowledge and information (Sanchez, 2003).
One of the main reasons for the business success of Amazon.com is the use of effective KM tools and techniques for creating values. The knowledge management system of Amazon is designed by the flowing SECI Model. But as this company has an IT-based business model and most of the activities are done with the help of IT knowledge management activities is also done with the help of digital technology. This company use IT-based on different models of KM and in this part, we will evaluate some of those models (Sanchez, 2003).
By analysing all the information presented in this report some areas for improvement have been identified and recommendations are presented at the end of the report. This report can use to implement KM strategy in any business organisation. 
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[bookmark: _Toc69917563]Introduction
Knowledge management help business organisations to implement a better business strategy to create values for the customers. So, most business organisations use advance knowledge management tools and techniques. Advance knowledge management techniques are equipped with IT and other digital business tools and techniques. During Covid-19 pandemic situations, technology and knowledge management system helped business organisations to continue serving customers and Amazon is bearing an example of it. 
This report is structured in three sections and the main purpose is to evaluate the concept and importance of knowledge management in Amazon company by using different knowledge management models such as: SECI model, EFQM model and WIIG model. 
The first section brings detail example of what KM is and how it is helping business organisations to create values for different parties. Also, it shows the impotence of KM for creating values for customers and for creating competitive advantage. 
Section two presents some theory and models of KM and critical criticism of those models and theories. Also, it includes some real-life examples of the uses of KM models and techniques. 
Section three presents KM modes that are used in Amzon.com and how this company applies those models. Also, benefits which amazon.com is getting with the help of KM activities are presented. At the end of the report some areas of improvements for this company are included, with recommendations that will help this company to implement better KM strategies. 
[bookmark: _Toc69917564]Background of Amazon.com
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Figure-Rise of the profits of Amazon.com
Amazon starter its journey in 1994 with an online bookselling business by Jeff Bezos who has become the richest person in the world. This company was established on the base of Washington State with the name Cadabra. The Start-up investment was $250,000 but this has become one of the valued companies in this world. During the beginning of the business, Amazon was able to sell $20,000/week which was most profitable at that time. In 2011, Amazon had 30,000 full-time employees but in 2017 this company was the reason for 566,000 employment worldwide. This company has the most advance IT system which is needed to manage the order of a large number of the customer. Real-time data handling system help this company to share knowledge and information among all of its employees (Hock-Doepgen and others ,2020).
Amazon is an e-commerce giant which was established in and now it has business activities in most of the countries of the world. This e-commerce site serves b2c business activities with online ordering and delivery activities. During Covid-19 although most of the business organisation was moving toward losing this company was able to rise business activities. 
Even in this endemic situation, Amazon was able to expand business by 34% which is higher than all other business organisation. This company serve a zillion of people and produce gigabytes of data within the shortest period. Advance knowledge management system helps this company to create values for the customers and to serve people in better ways. 
[bookmark: _Toc69917565]Section One: Knowledge and information management
Nothing is free in this world and information business has become the most profitable business in this century. So, it is very much needed to handle knowledge and information for commercial success. Increased use of data mining and business analytic is proved of KM practice in the commercial world (Sadq, Othman and Mohammed, 2020).
[bookmark: _Toc69917566]Knowledge management and need of it in future.
According to Laudon and Laudon (2014) KM is all the process of defining, arranging, retaining and sharing the knowledge and experience for creating values for different stakeholders. So, this is one of the best tools for improving organisational efficiency and effectiveness. All the process which are involved in creating, sharing, using and managing data, knowledge and information is part of knowledge management. KM help business organisations for coordination and exploitation of organizational knowledge resources which can help to create a long-time competitive advantage. So, those business organisations which has good KM strategy can use their knowledge and information for creating a competitive advantage (Sanchez, 2003). Here is some need to KM for future improvements…
· KM can help business organisations maintaining the total quality of the business which can help for continuous improvement (O'Dell  and Hubert, 2011). 
· To increase business effectiveness, effectiveness and productivity KM can be good tools and techniques.
· KM can use to reduce errors in business organisations as it manages business experience and use those to bring improvements (Laudon and Laudon, 2014).
· Talent management tools and techniques can be benefited by knowledge management tools and techniques. 
· For reducing organisational risk and for increasing business efficiency KM can be good tools and techniques. 
· In future use of IT will increase so, business organisations will be able to use experience for IT investment (Sanchez, 2003).
[bookmark: _Toc69917567]Importance of KM in today’s business organisations including Amazon.
Now business activities are not limited just only to buying and selling activities so, there are many other issues which need to consider for running business activities. Now all business organisations want to improve long term relationship with customers and try to ensure the best organisational practice and at this point, KM is needed in the corporate world. Here is some importance of Km in different sectors of business organisations. 
[image: Knowledge Management Tools]
Figure-Significance of KM in the corporate world (Sanchez, 2003).
Strategy development: For developing a business strategy diverse factors need to evaluate, and proper KM can help to use experience and to predict the future. So, it helps to make appropriate decisions for creating values for different stakeholders of organisations. Amazon uses data and information from KM for developing its business strategy (Okike  and Mbero, 2015). 
Organisational culture: The culture of the organisations is the chain of code which is a must for running business activities. For developing the culture of organisations employees need to use their experience. For reducing workplace conflict and for solving complex problems employees also need to use knowledge and information related to business activities (Laudon and Laudon, 2014).
Organisational process: Organisational process is the overall strategy and activities which are needed for running an organisation. The use of rules and regulations, theories and practices, ERP and other automated tools and techniques all are part of the business process. With the help of KM, business organisations can use and implement the best organisational process.  
Leadership and management: For leading company business organisations need effective leaders and managers and KM is good tools to increase the skills and capabilities of managers and leaders. By implementing the best KM strategy business organisations like Amazon can improve management and leadership quality (Caruso, 2017). 
Technology and people management: Investment in technology is an extremely critical success factor for most business organisations. For taking the best investment decision business organisations need to use data and information from diverse sectors for which KM need to use. For implementing SHRM and for managing people in a better way business organisation use KM and other training and development activities (Sanchez, 2003).
Corporate policy and competitive advantage: KM have become one of the most effective tools for creating competitive advantage. Now, most business organisations are increasing investment in KM for creating a competitive advantage by managing data from diverse sectors. For developing corporate policy KM can help business organisations in the best ways like by analysing past and future variant (Collison and Parcell, 2007).
[bookmark: _Toc69917568]The help of KM for satisfying customers and achieving competitive advantage. 
Knowledge and information management has become mostly used by large business organisations for satisfying customers and achieving competitive advantage. As much as business organisations can use data and information so much can create a competitive advantage. For satisfying customers business organisations need to know the expectations and demand of customers for which KM is very much helpful and value-adding (Laudon and Laudon, 2014).
[image: The diverse disciplines that have contributed to KM  ]
Figure-KM tools and techniques (Laudon and others ,2014).
Tracking customers: Use of data mining, business analytics, data warehousing and much other digital technologies for KM help to track customers. By analysing buying behaviour and customer pain point business organisations can create better values for the customers. So, it helps to satisfy customers and to create long term relationship with them (Collison and Parcell, 2007).
Bringing new products and services: By sharing knowledge and information business organisation can bring new products and services. By analysing the knowledge and experience of employee business organisations ca take business expunction decisions. So, KM also helps to bring new products and to expand business in the new market which is needed for creating a competitive advantage (Laudon and others 2014).
Support innovation: For making employee innovative and creative business organisations need to improve the skills and capabilities of employees. By sharing knowledge and experience business organisations can bring new for customers and increasing business efficiency. So, this helps to bring improvements in the product line and the internal business process (Sanchez, 2003).
Training and development: Almost all large business organisations have their training and development program which is one of the best ways of sharing knowledge and information. For increasing effectiveness and effacing of training and development program business organisations need to have a good strategy of KM (Al-Jedaiah, 2020). 
Total quality management and improvements: Total quality is related to overall business activities and KM is one of the best ways for increasing overall business performance. By maintaining total quality business organisations able to serve customers in the best way which is needed to create a competitive advantage (Laudon and Laudon, 2014).
Allocation of resources and decision making: KM help business organisations to learn from the past which is one of the best ways for making better decisions in now and future. For the allocation of resources and for making the best decisions employee can use their experience so, it helps to make the best decisions. By taking appropriate business decision business organisations able to reach optimal solutions which are needed to create competitive advantage (Collison and Parcell, 2007). 
[bookmark: _Toc69917569]Section Two: Evaluation of knowledge and information management theories
[bookmark: _Toc69917570]Evaluation of KM theories with contrasting arguments.
The use of knowledge management is not new so, it was being practised for a long time and this is the main reasons why we see diverse theory and practices of KM theories. The main objectives of those models and theory are to create values for different stakeholders of business organisations. In this part, we will bring some KM models and theories and we will evaluate those models and theories (Al-Jedaiah, 2020).
[bookmark: _Toc69917571]SECI Model
According to this model, knowledge is continuously converted and created so, this is a continuous, dynamic, swirl of knowledge over time and person. Ikujiro Nonaka brings this model where the main consideration was on explicit knowledge and tacit knowledge. This model has brought four ways that knowledge types can be combined, shared and converted (Frolova, Alwaely and Nikishina, 2021).  
[image: SECI Model for Knowledge Creation - Teacher Knowledge Exchange]
Figure- SECI Model of KM (Laudon and Laudon, 2014).
Socialization: This is part of Tacit to the tacit spread of knowledge where knowledge is passed on through training, guidance, imitation, and reflection of individual and groups (Frolova, Alwaely and Nikishina, 2021).  
Externalization: In this model, knowledge is converted Tacit to explicit like for example, grapes and chart is tacit knowledge but when we present it to the audience it becomes explicit knowledge. 
Combination: Explicit to explicit where codified knowledge sources are combined to create new knowledge, for example, documents, pdf and other world files can be used to spread knowledge and information throughout the organisation (Frolova, Alwaely and Nikishina, 2021).  
Internalization: This is part of Explicit to tacit convection where explicit sources are used and learned for modifying the user's existing tacit knowledge for example, we can express data in grapes and chart. 
But this model can be complex for many reasons and it also does not discuss the mass spread of knowledge and information. This model just only shows knowledge conversation, but it does not show anything about the use of knowledge and information to create values for different parties (Frolova, Alwaely and Nikishina, 2021).  

[bookmark: _Toc69917572]Wiig model
Karl Wiig was the introducer of this model and this model just discuss the way of organising knowledge for a different purpose. In this model, knowledge should be organized differently subject on what the knowledge will be used for in future. How much knowledge will be useful and valuable it demands on the organisation and decoration of the knowledge and information. Here are some important dimensions in Wiig’s KM model (Lustri, Miura and Takahashi, 2007).
[image: Models of Knowledge Management (KM Models) Explained]
Figure-Principals of Wiig model (Lustri, Miura and Takahashi, 2007).
Completeness: Holding knowledge need to complete so that it can be used for creating values for different parties. Complete knowledge needs to store otherwise because of a lack of knowledge and information we may fail to use this knowledge (Sanchez, 2003).
Connectedness: For pooling knowledge, there need to have connected between knowledge and information. For example, for taking marketing decisions we need to use marketing knowledge and information. 
Congruency: All the facts, concepts, viewpoints, judgments, and relational need to be linked between the objects are consistent for applying the knowledge. For example, we cannot apply our failure experience for getting success. 
Perspective and purpose: For building new knowledge with the help of past knowledge and information storing need to have some perspective and purpose. For example, by linking market research data with the expectation of the customers we can bring new products and services for the customers (Diakoulakis and others ,2004). 
But Wiig model just discusses how business organisations need to store knowledge and information, but it does not help to use that knowledge for creating values for business organisations. Besides this, in most of the organisations, we use DSS and ERP where less use of that theoretical knowledge and information. And what is complete knowledge for one can be nothing or uncompleted knowledge for others. The use of old knowledge and information also can create problems to undertake appropriate decision (Al-Jedaiah, 2020).
[bookmark: _Toc69917573]EFQM Model of KM
EFQM model helps to create an adequate context by sharing knowledge and information with all strategic alliance and partners. In this model, business organisations stay connected with all different stakeholders’ groups and share their knowledge and information to create sustainable competitive advantages (Sanchez, 2003).
[image: Project to improve knowledge management and key business results through  the EFQM excellence model - ScienceDirect]
Figure- Different factors in EFQM model of KM (Laudon and others 2014).
Knowledge generation: Knowledge can be generated from different sources like from market research, from the warehouse of the organisation, from external or internal sources and so on. And most important is parties need to have desires to share knowledge (Titova and others ,2010). 
Knowledge store: Business organisations need to build their data warehouse where knowledge needs to store for future use. But there is a change of data lost, change in knowledge and even backdated knowledge for taking decisions (Laudon, and Laudon, 2014
Knowledge transfer: Storing knowledge and information do not create values for different parties so, business organisations need to accelerate that knowledge. By transferring knowledge and information business organisations able to create values for different parties. 
Knowledge application: Knowledge and information need to use to bring improvements to different parties. By applying knowledge business organisations need to create values for different parties (Wangand Wang, 2020). 
This model encourages sharing knowledge and information with strategic parties bit in many cases business organisations have some secrets. So, many knowledge and information cannot be shared for which the EFQM model of KM can be less value-adding. But a good business strategy is needed to ensure the best use of knowledge and information business organisations has (Ishak and Mansor, 2020). 
[bookmark: _Toc69917574]Use of KM theories for creating and managing knowledge assets in business organisations with real-life examples. 
Different business organisations use different knowledge and information management theories, but all that theory help to use knowledge resources to create values. In most cases, Amazon uses more than one knowledge and information management theories as this company has a decentralisation structure and participative management. The use of those theories helps this company to brig particular stander on knowledge and information management and to maximise the values form knowledge and information (Sanchez, 2003).
For example, Amazon store complete knowledge which can be used for taking decisions in future with the help of Wiig KM model. All the knowledge and information which are stored have some perspective and purpose which is to bring new values for different stakeholders. Amazon just uses linked data and knowledge for creating values and to take new decisions for example it uses previous demand to forecast demand (Sivula, Van Den Bosch and Elfring, 2010). 
Amazon has a global supply chain so; it has a widespread supply chain relationship. The strategic alliance of this company is connected with the internet and internal network. All the parties in the supply chain network of Amazon know the demand and need of each other which is needed to undertake decision timely. Share of information over the network helps all parties to protect the interest of one another and to take care (Al-Jedaiah, 2020).
Amazon also arranges training and development program for the employees which is one of the best was of spreading knowledge and information. By sharing business experience employees can increase their skills and capabilities which is needed to bring improvements on the way of doing business. Employees also can increase their innovativeness by exercising knowledge and information of warehouse and from other employees (Laudon, and Laudon, 2014).
Amazon has its data warehouse where all the business data and information are stored. Anyone who needs past data can access those data and can use those for taking decisions. All the data stored in the warehouse can help amazon to create values by bringing improvements to the internal business process. Knowledge diffusions help to spread best practise and to avoid mistakes which have been taken places (Laihonen and Kokko, 2020). 
[bookmark: _Toc69917575]Section Three: Investigating KM techniques used by Amazon.com
KM tools are systems Amazon.com use for sharing information internally and externally for creating values for different stakeholders of it. Amazon is one of those organisations which has fully automated business activities so, this company use computerised KM tools and techniques. Amazon ensures the practice of using information and collaboration technologies and processes to capture organizational learning which is needed to improve business performance to increase business efficiency (Laudon, 2007).
[bookmark: _Toc69917576]KM modes/ techniques which is currently used in Amzon.com
One of the main reasons for the business success of Amazon.com is the use of effective KM tools and techniques for creating values. The knowledge management system of Amazon is designed by the flowing SECI Model. But as this company has an IT-based business model and most of the activities are done with the help of IT knowledge management activities is also done with the help of digital technology. This company use IT-based on different models of KM and in this part, we will evaluate some of those models (Sanchez, 2003).
Customer relationship systems: Amazon uses online and social media tools for their CRM activities. It has a customer forum and associations where customers can ask any questions and can express their opinion. Amazon monitors customer forum and associations and expert teamwork with customers to improve their relationship with them. The expert team use data and information from the warehouse for answering the query of customers (Laudon and Laudon, 2014).
Learning management systems: This is part of the training and development plan of amazon which is design by following the SECI Model of KM. In training and development activities Amazon share and both tacit and explicit knowledge which help employees to increase their skills and capabilities (Klingenberg and Rothberg, 2020). 
Knowledge bases: Amazon uses a Learning Management System which contains text, multimedia resources, video lessons, links to relevant third-party resources, and more and employees can update the knowledge base regularly. Most frequently asked questions and good navigation tools help visitors to get their products from millions of products. 
Supply chain relation system: Amazon has diverse supply chain relations with different strategic partners. In the supply chain, it is needed to share real-time information and data so that all the parties can take decisions. Share of knowledge and information over the network enable all stakeholders to deliver and manage orders within the shortest period (Laudon, 2007).
Decision support systems: Amazon uses DSS, ERP and business analytics for taking business decisions where it practice theories of KM. All expert employees take business decisions who have high skills and capabilities. The use of information and data from diverse sources help this company to undertake the best decisions and to solve business problems in better ways. 
[bookmark: _Toc69917577]Main outcomes Amazon has achieved with the help of KM models and techniques.
Amazon is one of those companies where we can get a real-life example of using KM tools and techniques. KM models and techniques helped this company to create a competitive advantage in many sectors for which this company has able to serve zillions of people with gigabytes of product information. In this part, we will see some values which have been created by KM for Amazon and how customers are benefited from those values (Laudon, 2007).
One portal, one interface: Food, electronics, books, clothing, e-device and all other goods and services are available just on a single page. One-stop shopping is the result of practising KM models where this company was able to know what will maximise the values of customers. By monitoring customers’ navigation, clicks, search, FAQs this company has able to make a user-friendly portal (Learning Solutions. 2021).
Consistent presentation: From product specifications to reviews all activities are done by Amazon and expert people answer all the arguments of people with a different language. Tacit and explicit information and knowledge need to understand and use for serving people from different culture and countries. 
Distributed upstream content creation: Amazon’s design standards, writing styles, and other practices and policies are the results of continuous KM practice. This company has highly skilled employees and training program of it help to spread information in all the functional areas of it. So, anyone can use information and knowledge for creating values for the customers (Learning Solutions. 2021).
Bring new products and business expunction: Global customisation, innovation skills and expert R&D activities help Amazon to bring new values for the people. So, we see newly innovated products and services are available in this company which help people to get the best services. This company has enough resources to expand business in a different part of the world (Laudon and Laudon, 2014). 
Crowdsourcing: Amazon collects data and information from the review, ratings, search engines, online activities, and comments from other ways. All those data are used to create values and to solve problems. Amazon builds knowledge and awareness in users which also bring customers to this company. 
Share of knowledge and information: Amazon use the most advanced networking tools and techniques to establish a connection with its strategic partners. So, it enables us to share knowledge and information over a network that is needed to make a business decision just in time. The use of proper digital technology also because of exercising knowledge resources. So, day by day this company is forwarding toward a better business strategy which is needed to create a sustainable competitive advantage (Learning Solutions,2021). 
[bookmark: _Toc69917578]Areas where Amazon.com need to improve in future to overcome all the challenges it has. 
Amazon.com has a good business strategy so, it has able to create a competitive advantage in diverse sectors. In most of the countries, this company is the first mover for online b2c business activities so, it has strength and competitive advantage over most other same types of business organisations. But still, this company need to bring some improvements which will help it to create more values for customers. By bringing new values Amazon will be able to maximise the values of customers which is needed for serving global customers (Laudon and Laudon, 2014).
Amazon needs to work with the latest technology for serving customers like for example frequent update and upgrade of their website will help to bring new security patch. By implementing new technology this company will be able to serve people in better ways as most of us like to use the latest technology. Amazon needs to implement a better striate for global talent management as it has employees from different part of the world (Sanchez, 2003).
As Amazon.com serve people through digital technology this company need to invest in security, privacy and hacking. This company need to use expert people for ensuring the best security measurement as the risk of online business in increasing. This company need to increase the use of IT and other tools for KM practice, and it needs to establish standers for KM activities. All employees need to have good opportunities to participate in knowledge improvement program so that they can increase their skills and capabilities (Laudon, 2007). 
[bookmark: _Toc69917579]Recommendations
Amazon needs to intergrade with the latest technology, and it needs to use customer feedback for bringing change on its way of servicing. By implementing new technology and security measurement this company will be able to ensure the best security and privacy on their data and information. This company need to maintain the backup of all data and it needs to decentralised warehouse facilities. It needs to use digital media for increasing communication with the customer so, customer forum and association can be good tools for this company. 


[bookmark: _Toc69917580]Conclusion
Knowledge management help business organisations to implement a better business strategy so, it is needed to use different KM tools and techniques. For small organisations, KM can be costly, but many KM principals are exercise subconsciously in business organisations. This report can help business organisations to implement a better strategy of KM but all the employees need to participate in those activities willingly. It also needed to offer all kind of opportunities for all employees so that they can participate in KM activities. This report can use to implement KM strategy in any business organisation.  
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