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Definition: 
When we are talking about information and data, the attention is on evaluating, organising and recovering information. 
If it refers to knowledge management, then focus is on knowledge, indulgent and astuteness. Its attention on finding, collecting, assessing, and sharing knowledge and information.


Introduction:
This report will give a detailed overview of Amazon from its humble beginnings to the level achieved so far. Will elaborate on some of the benefits of knowledge management to companies including especially in delivering services to their customers. The report will contain various knowledge and information management models and theories, looking also into the grey areas that Amazon might want to improve, covering techniques that will have an impact on growing its business in the future.

Executive summary:
it starts with an introduction that gives you a brief knowledge about Amazon, offers the general direction the report will take in terms of knowledge models to be used, and outline the expectation of the overall report. The first part introduces and gives detailed background information. The objective is to give an analysis of the growth of Amazon as attributed to the concept of knowledge management. It clearly defines it and explain its importance in the growth of any company that seeks customer satisfaction and revenue generation.
Second part of the report evaluates the information and knowledge management models such as the Zack model or Nonakas model knowledge management. In this part the report differentiates between explicit and tacit knowledge. The importance of both form of knowledge is emphasized as well as the need to create and transform it within a company. Also explain the need for product knowledge among the employees.
The last part elaborates more on the application of knowledge management techniques in Amazon standard operating standards procedures. It gives details of the knowledge management principles used by Amazon to maintain a large number of satisfied customers.
It also outlines some of the areas in that Amazon have failed in ways to mend them. The technics that can help remain at the top of the market in the futures are outlined in the conclusion and recommendation section.
Background:
Amazon is one of the largest internet-based enterprise that deal with the selling and manufacturing of diverse items and provision of various services to a large number of customers.  The items sold through, includes books, music, movies electronics beverage and food items among others goods, based in Seattle, Washington (McFadden,2021)
Started in 1994 by Jeff Bezos a graduate in the field of computer science and electrical engineering from Princeton University (Alef,2010)
Jeff Bezos kicked off this enterprise by selling books, viewing online bookselling as an easy task since it would be easy to source, package and distribution (McFadden,2021)
At that time, there were others book-selling enterprises such a computer literacy; however, Amazon.com stood tall among of the time due to its convenience in making deliveries on all the online orders made to all its customers worldwide. 
With a clear vision of expanding the enterprise beyond bookselling, to providing a lot more services in an online platform, planning to move further than, providing consumer products.
With the year 1998, Amazon.com start to expand its basket by including computer games and music, extending its services to the international level. This was achieved through purchasing other online bookshops that were mostly based United Kingdom and Germany.
Starting with the year2000, Amazon company began selling consumer electronics, software and home improvement products among other products (Alef,2010)
The company went ahead in the same year (2000) and launched Amazon Web Services (AWS).
 By the year 2006, has been added to its web services the Elastic Computing Cloud (EC2) and then added their simple storage services (S3) in that order.
All this new instalment brightens the company future by enabling it to make great steps in terms of revenue generation.in 2007 the company unveiled its first kindle e-readers (McFadden,2021)

The kindle e-readers venture also introduce the Amazon company into the e-book market, and by the year 2011, its started publishing its own services, now gown to a great extent, it has had many ventures such as shipping fresh produce, delivery of drones among other innovation (McFadden,2021)



Knowledge management:
Knowledge management is a process carried out with a nobble intention of defining, structuring, retaining, and sharing it. 
In a company, the knowledge management process will be done to make improvements to the company efficiency as well as maintaining the knowledge within the company. The knowledge management process has three distinct phases which are accumulation, storage, and sharing of knowledge (Ariza Montes & Casademunt,2014)

Knowledge management is an important tool in any organization that helps improve employee’s judgment in the process of decision-making. It ensures that all employees in a company receive the overall expertise within the company and hence the employee can participate in the process of decision making when they have full awareness and are capable of making informed decision about their areas of work, making the process fast and effective.

Knowledge management helps the employee to acquire skills that helps in personal and professional development at a fast pace. In return, there is more efficiency in service delivery and pleasant ways of dealing with costumers. For example, when there is a central and accessible source of data any employee with the company can deal with customers by providing relevant information without struggling, unlike when the information is fragmented or not accessible to all the employee (Pearlson, Saunders & Galletta, 2020)

Whit the sharing of knowledge and training, the employee develops a sense of ownership and the need to develop and make more personal achievements. The phenomenon works in the favour of a company as such individual’s efforts amount to achieve the overall organizational goals. Sharing of knowledge management programs works towards developing a strong collaborative working environment.
The passing of information across the among of the employees helps to strengthen their personal and professional relationship, building up trust among them and reliable relationships that helps in team building. The overall achievement of healthy relationship and ever-learning it develops employees, is the happiness and satisfaction (Ariza Montes & Casademunt,2014)

A satisfied employee serves the costumer better and hence improved the performance of any organization. Such employees are also easy to retain because they value the training and the level of innovation within the company.
Knowledge management helps the organization and company to collect vital information about their customers. This information helps the company in understanding the needs and concerns of their priorities right depending on the costumer’s preferences and tastes.
The information collected about their customers can help in making adjustments and changes within the company to align with the dynamics of the customer needs.
The needs of the costumers keep on chancing, and any company would use various techniques to collect the latest fashions or products that are required in the market at present (Martinez-Lopez,2014)

Knowledge management also helps the company in dealing easily with some simple but costly mistakes in their mode of service that can cause costumer frustration, for example when dealing with time and efficiency of service delivery.
A costumer who needs to access some information about the company’s products but can only do so by making a call or sending an email that will take some time before getting the feedback, would fell that the process is not fast enough. With all the information put in one place, the service agent will access and give feedback in time (Martinez-Lopez,2014) 

By use knowledge management it becomes possible for companies to track their costumer’s behaviour and needs by taking their feedback. They can also do so, by tracking the calls, emails and then find out the most frequently ordered products, the question asked or the concerns being raised by the costumer. 
The information so collected is vital in taking the right direction in terms of product and service delivery.











Evaluation of knowledge and information management models/theories:
Whereas knowledge management deals with acquiring, structuring and sharing of knowledge, information management implies the process of managing the information as a organizational resource (Kubis,2016)

The proper practice of information management act as a pillar to knowledge management since the information within an organization can be used to refine the required knowledge (Kubia,2016)

Collecting the necessary information is an integral and vital part of knowledge acquisition.
According to the Zack knowledge management model, the process involves several phases. These phases of information collection and conversion into usable knowledge are all crucial and include: acquisition of information, refining, storing, and representation or usage (Barlett,2021)

The acquisition process takes care of factors such as accuracy, credibility, relevance and cost among other things that make the information worth acquiring. At this stage, it is necessary to ensure that the information will be reliable in producing better outcomes in the end of the process. The information then undergoes refinement and converted into usable knowledge before storage.
The refinement process involves ensuring that the knowledge so acquired is easy to understand and articulate. Finally, the information undergoes representation. Example of representation are when the company employees go through training or access central data stations or data system for use (Barlett,2021)

The source of any company dealing with costumer’s products mostly depends on the level of product knowledge and the organization has (Fishhammar,2012)

New and advanced knowledge for example is necessary to create more viable products and to remain competitive in the market. Information concerning the new trends in the market and costumer’s needs is important to keep the company product or services up to date. This is only possible if a company stays update by a collection of vital information concerning the market trends. It can be done through seminars, surveys, costumers feedbacks among other data collection technics. 
Trough the data collected, companies can be able to train their employees on product knowledge. Product knowledge helps a company in having high confidence when facing costumers and other competitors. Understanding the products that a company sells or the service provided, employees will find it easy to market the goods and service to their customers. The employees will express the courage and confidence about the product that will attract the potential customers.
The information will bring assurance. The company will be able to understand the completion better when there is enough product knowledge among their employees (Frishammar, Lichtenthaler & Rundquist, J.,2012)


Tacit and explicit knowledge:

In an organization, knowledge can be represented in various forms such as explicit and tacit knowledge. In its explicit form of knowledge is considered to be in a systematic form. In this case, the knowledge is codified and can be share simply. This form of knowledge can be found in books, videos or other organization databases, and can be accessed and shared easily through knowledge management processes.
On the other hand, tacit knowledge is the unique capabilities within individuals and teams in the organization. This form of knowledge may have been accumulated in individuals through experience or in teams through social interaction. Tacit knowledge is difficult to be articulated in an organization and can only be shared by the individuals holding it by interacting and apprenticeship. 
Tacit knowledge is an important aspect in maintaining the relevance and competiveness of an organization in the ever-growing and competitive market (Arnett & Wittmann, 2014)

Each employee in a company has some special in-built skills that are different from other employees and a way of human interaction methods that are unique to them. Employees with this form of special skills have their ways of marketing the products or providing services that are beneficial to the organization. 
For example, some employees in a company would have more persuasive ability than others, would have a high level of creativity in developing new products or innovating ways of providing other services. This means that each employees has their special ways of working that are ingrained in their personality and accumulated through experience 
(Arnett & Wittmann,2014)
 
The concept of tacit knowledge can be used to improve the competitiveness of a company and is efficiency. It is therefore imperative that organizations think of ways to develop new knowledge, come up with ways of converting tacit knowledge into explicit knowledge, and also look for ways to maximize tacit knowledge among the employees.
Knowledge and information management can also help an organization to convert explicit into tacit knowledge to individual’s employees and teams.
A model that clearly outlines this process is Nonaka and Takeuchi knowledge management models. (Dalkir,2017)

The model explains, more on the creation and conversion of knowledge. According to the model, one way of knowledge conversion from tacit to tacit is trough socialization. Through interaction among the employees, individuals or group training, sharing of knowledge is possible and done through a conversation without written or recorded materials. Externalization is another important mode of knowledge sharing and conversion of tacit knowledge to explicit knowledge so that it can be used across all the employees in the organization (Dalkir, 2017)

The models also explain that tacit knowledge can be created from explicit through learning and internalization. Companies through knowledge management can be able to provide documented information that individuals employees can be used to learn more about the products and services of that company in terms of quality, varieties, and available substitutes. In other words, the employees will have a better information to offer while serving their customers.  
Further, this form of knowledge will help the employees in developing new ideas of making their sales or innovation of new products. Companies can best make use of both tacit and explicit knowledge to their advantages and increase the revenue. Seeking external information about the market that can be used to train the employees in a wise strategy to remain in the market while making profits. The selling of products depends on the skills of the service skills as it depends on the quality of products. 
Knowledge management can equip the company with skills to develop a cohesive platform for customers to feel secure remain stuck with the products of the company (Arnett & Wittmann, 2014)





Knowledge management techniques use by Amazon:

[bookmark: _GoBack]Amazon is one of the most successful online companies that has been able to utilize knowledge management principles in serving their customers. Amazon has found knowledge management quite useful in developing its daily routine of standard operating procedures.
The use of it, has seen Amazon make big financial steps over the years with the company incurring huge profits each year. A special objective that Amazon has, is that serving their costumers efficiently using minimum time possible by ensuring that the customers can access their services as quickly as possible.
One of the techniques that has been boosted their standards operating procedure is the harmonization of services by use of their simple storage services (S3) and web services (AWS). Customers use one portal to place orders for all the types of products from books, electronics, software and many more. This ensure the same costumers experiences for all the services and increases confidence and comfort as well as lowering the anxiety of exploring other areas within the site. On the other hand, the single portal provides the employees with a common, familiar and easy to use, a direct road map to workplace knowledge in one place (Rossenberg,2014)

 The Amazon company remains consistent in the way they present their services. By use of knowledge and information management technics, Amazon.com develops ways to display its product information and specification consistently. It has also developed technics of tracking information and preserving the very fundamental data. They can track costumer’s reviews on the products and present that information in an orderly manner. The consistency in the mode of data presentation in all the sites gives employees an easy time in interpretation (Rosenberg,2014)

Subsequently, the Amazon company value costumer’s opinion and its aware that the feedback is a source of costumer knowledge. The company place the customer feedback on the products front page. It also allows those who read the reviews to rate them. With this kind of information, Amazon can create more features that are beneficial to the costumers while enhancing product quality. Costumers feed is an important way to assess the effectiveness of knowledge management and help to compare the peer-reviewed material to the actual reality from the costumers (Rosenberg,2014)

The Amazon sites consists of small sections that make their content is easy to read. When details are provided they allow the user to choose whether to read or not. The concepts is to allow their employees to find the required content easily without having to search (Bigdoli,2018)
This way the employees use less time to find the important information. Additionally, the site has simple online help navigation that provides the costumers with any assistance they need. This is meant to guide in case of any difficulties while doing the transaction. The help features increases costumer’s satisfaction, productivity and lower the cost incurred by the company. Further, most of the products sold through Amazon are normally created by the companies that possess expertise in content creation (Bates,2020) 

This technique allows those companies to deal with the quality of the product while working closely with the Amazon quality guidelines, standards and policies, such that all the products will then look like they belong to one source.
By use of knowledge management techniques Amazon has been able to make its site high personalized. The site features that enable it to familiarize with the costumers to an extent of knowing the costumers in person. the site can for example remember the transaction the costumers made, make recommendation or direct the costumers to some information that could be important to them. 
This concept serves to increase efficiency in the transaction as costumers find it easy to transact it. Besides, Amazon make use of costumer rating and reviews on products and services stating what they like most and their recommendations about the products.  
The company then collects this information and uses it to make better decisions (Rosenberg,2014)

The Amazon company through his site, also allows the costumers a way to perform any action on their own. For instance, they can access the transaction they carried out in the past, place or cancel orders, change their payment or shipping methods, and many more. This is coupled with the availability of Amazon mobile applications that enables the customers to access the company services any time of the day worldwide. 
This knowledge management technic helps the employees to perform their duties optimally as they have been relieved of some of the task (Rosenberg,2014)

Despite the success achieved by Amazon, competition in the market is tough. To remain completive and overcome its challenges the company needs to make necessary improvements in various areas (Greenspan,2017)

The company may find it vital to work on some internal factors such as consumer safety that is currently going down.  (Sastry, Katvi & Tourani, 2019)

Some of the products the company sells need to be vetted to guarantee quality and safety to the costumers. Amazon management would need to work regaining trust after using third-party data to compete against them hence attracting antitrust charges. The company should avoid employee strikes that can lead to the halting of services. Amazon can purpose to won more physical stores to encourage sales of products that are not being sold online.
Refrain from tax avoidance to avoid penalties and maintain his reputation. Improve on their models and use the ones that are not easily imitated by other business in the market.
Amazon company has been losing margins in some areas such as India, the losses incurred have been attributed to the free shipment the company offers to its customers. The company can also work on ways to evaluate costumer’s feedbacks to avoid an accumulation of larger numbers of fake costumer’s reviews (Greenspan,2017)



















Conclusion and recommendation:
Amazon stand out among the most online services provides in the world. The secret behind its success in winning many costumers loyalty is the vison by Jeff Bezos to provide the costumers with every service they desired in the clearest, quick and simple way possible. It is this vison that led to the growth of Amazon from a mere bookselling enterprise to a big online retailer that deals with technological services such as software, music videos by use of techniques such as simple storage and elastic computing cloud. Today Amazon has been able to venture into other business opportunities such as publishing, shipping among other services.
For every company to maintain its competency in the market especially in today market where technology has taken over, information is the basic tool to succeed. Companies needs to collect and synthesis information into knowledge. Any company providing services or selling goods are mostly in demand. 
Knowledge management has been seeking to transform small companies into giants, such as Amazon. Trough knowledge management company management can transform tacit knowledge into explicit knowledge and vice-versa. This process will ensure the availability of vital knowledge in a pool that can be accessed by all employees. It works towards increasing efficiency in work and hence increases productivity.
Amazon has been applying the principle of knowledge management in its everyday activities. This technique used make the transaction easy and fast. By use of knowledge, Amazon management has been able to create a friendly-user site that allows for self-service, taking costumers reviews, ratings and feedbacks; therefore, information will be used to make their services even better.in summary Amazon has been able to used knowledge management as a tool to create costumer’s satisfaction.
However, it has some weakness and areas that would require improvements as they seek to perfect their services.
The Amazon company can create more wealth by taking more risk and venture into business expansion opportunities available in the developing markets. In this right, can seek to penetrate new markets using the Bottom of Pyramid (BOM) market strategy. 
The company being a huge business can afford to offer low prices and make low-profit margins for a short time of about three business years before picking up high products
(Sastry, Katvi & Tourani, 2019)

By lowering their prices, Amazon will be able to attract great numbers of poor people as their customers within the first one year and within three business years the strategy will have stabilized by reaching large numbers of small profits that will cumulatively increase the profit margin (Greenspan, 2017)
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