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[bookmark: _Toc87683000]1.0 Executive Summary
Covid-19 emergence hit the world badly leading to a standstill in many organizations. People turned their attention to online purchase making online companies such as Amazon to thrive. When other companies were making losses and laying off employees, Amazon was hiring and making huge profits. Amazon offers services to four major sets of customers; enterprises, consumers, content creators, and seller. Due to its endless selection, convenience, and low prices strategy, the company became the default retailer and one of the most essential service providers to most people. Amazon has been applying knowledge management system to beat all the odds. Knowledge management entails training and learning where a cycle of creating, structuring, sharing, and auditing knowledge is applied to ensure maximum effectiveness in an organization. Effective application of knowledge management systems facilitated the building of a single source of reliable information. It helps organizations to be in possession of customer’s expectations at every moment even with the continuous change in the industry landscape. Amazon uses systematic approach to aid in the decision-making process since the success of a company is based on the decisions made. Nonaka’s tacit and explicit conversion and decision-making model especially the SECI model is commonly used for operationalization. Standard Operating Procedures (SOPs) specify all the steps in a job to help standardize products hence ensure quality. Due to the use of Standard Operating Procedures, Amazon has experienced tremendous growth.
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2.0 Introduction 
The emergence of covid-19 pandemic devastated the global economy leading to mass layoffs and organizations coming into a standstill. However, for organizations operating under e-commerce, it was a lucky period. One of the greatest beneficiaries of the covid-19 pandemic is Amazon. When other companies were laying off employees and closing down, Amazon kept hiring and increasing sales day in day out. Amazon is an online retailer, a web service provider, and a manufacturer of electronic book reader that has become one of the most reputable e-commerce companies. With its headquarters in Seattle, Washington, the company has been able to supply books, electronics, music, and toys among many other good to millions of customers across the world (Adaji and Vassileva, 2017). Its business in web services include renting computing resources and data storage through cloud computing. The company has also been making e-books leading to a drastic growth in e-book publishing and a significant disruptive force in the book industry. There are different knowledge management theories that companies employ to effect decision-making process, satisfy customers, and achieve competitive advantage (Hahn et al., 2018). In this report the SECI model will be used as the guiding model for Amazon. One might wonder how this giant company managed to manoeuvre and become even better while other companies were closing down. The answer to this question will be discussed in this report giving a detailed description about the company and the use of key knowledge management theories that forms the basis of the company’s success. The report will also highlight that effective creation, storing, sharing, and application of information is a very important requirement to understand the concept of knowledge management theory and its practices. In addition, the report will capture challenges that Amazon experience through the use of knowledge management system and offer several recommendations to enhance the use of this system. 



[bookmark: _Toc87683002]3.0 Knowledge and Information Management
[bookmark: _Toc87683003]3.1 Background of Amazon 
Amazon was founded in 1994 by Jeff Bezos. It began as a marketplace for selling books online but later expanded to video games, electronics, jewellery, and apparel. It is among the top five companies in the United States in the information technology industry. The company is considered to be among the most influential cultural and economic forces in the world and also the most valuable brand in the world (Hahn et al., 2018). Notably, the company offer services to four major sets of customers; enterprises, consumers, content creators, and seller. It also offer other promotional and marketing services such as co-branded credit card agreements and online advertising. Service to customer is usually through retail websites with special emphasis on convenience, price, and selection. The company’s website is designed in such a manner that its products can be sold directly by the company or indirectly through third parties. Today, the company is celebrated for its efficiency in artificial intelligence, digital streaming, and cloud computing. The stability of the company was tested when covid-19 pandemic emerged shaking the entire world, small organizations and multinational corporations. Due to its endless selection, convenience, and low prices strategy, the company became the default retailer and one of the most essential service providers to most people (Vollero et al., 2021). The lockdowns instilled in most countries prevented people from continuing with their usual window shopping strategy and therefore most turned to online buying. A key factor to this success is the use of knowledge management system, strategies and theorems as will be discussed below. 
[bookmark: _Toc87683004]3.2 Knowledge Management
Knowledge management can be defined as the process of getting, distributing, and effectively making use of knowledge (Hwang et al., 2018). Companies such as Amazon use knowledge management systems to structure, retain, and share experiences and knowledge about employees within the organization. The goal of the technique it to increase efficiency and ensure the company has adequate knowledge about the customers. In a wider sense, knowledge management entails training and learning where a cycle of creating, structuring, sharing, and auditing knowledge is applied to ensure maximum effectiveness in an organization (Al-Emran et al., 2018). Knowledge management has three main areas of specialization which are accumulation of knowledge, storing the knowledge and finally sharing it. There are various things that knowledge management seeks to accomplish within an organization. They include having a rich, deep and open communication, and ensuring situational awareness (Barão et al., 2017). To attain this goal, companies use content management and expertise location as a way of collecting information. Notably, it is knowledge management system and theories that have made Amazon thrive as much as it has done especially during covid-19 pandemic. It is also evident that knowledge management increases collaboration, employees’ retention and efficiency at the workplace. It has also enabled for faster and better decision making as well as optimizing training process and on boarding among employees. 
[bookmark: _Toc87683005]3.3 Importance of Knowledge Management 
Knowledge management can be considered as the heartbeat for every decision that is to be made in an organization. Notably, the knowledge that a team holds in an organization facilitates service improvement, product development, customer engagement, and all the other operations within an organization (Hwang et al., 2018). Effective application of knowledge management systems facilitated the building of a single source of reliable information. Organizations such as Amazon have been able to create a centralized database that will always be available and accessible and can be updated as new employees come while others leave. It therefore helps organizations to eliminate any information gap and prevent loss of information. Knowledge management also facilitates innovations. Notably, prioritizing knowledge management increases the chances for innovations. This is attained by sourcing for information from competitors, the market, and the leaders in the industry a company is specializing on (Barão et al., 2017). Other importance of knowledge management include improving the wellbeing of employees and streamlining the on boarding and hiring or new employees. Finally, knowledge management fosters team collaboration through aligning employees to the set company values and having them understand the expected outcomes. 
[bookmark: _Toc87683006]3.4 How Knowledge Management Helps Organizations to Satisfy Customers and Achieve Competitive Advantage 
Knowledge management enables companies including Amazon to get the right information and to disseminate the right information to customers both potential and the existing ones at the right time. It helps organizations to be in possession of customer’s expectations at every moment even with the continuous change in the industry landscape (Al-Emran et al., 2018). This gives companies a competitive advantage over other companies through cost effective strategies and customer satisfaction. Notably, customer satisfaction increases customer loyalty hence high customer retention and also new customers. With the right information, companies are able to provide customers with the kind of products they want and offer them at fair prices (Barão et al., 2017). An effective strategy in knowledge management has enabled Amazon to create, apply, and also share information. 
[bookmark: _Toc87683007]4.0 Evaluation of Knowledge and Information Management Models
Knowledge plays a key role in the success and progress of Amazon. It is embedded in products and service concept in the tacit knowledge of both customers and employees. It is important to note that tacit knowledge is an individual’s knowledge, abilities, and skills that cannot be expressed through oral or written communication (Hwang et al., 2018). This is because the said knowledge is attained through experience. It includes good leadership, body language, innovation, and intuition. Amazon uses five major ways of codifying and capturing knowledge for employees. The first way is by creating a knowledge- sharing culture among employees. The company encourage employees to capture and identify learning opportunities and it also promotes intentional learning. Another method to capture tacit knowledge is by encouraging social interaction (Baporikar, 2020). Social interaction is an easy way to share tacit knowledge especially when done through observation. Amazon encourages employees to collaborate and interact on non-work and work related projects. This gives employees a good opportunity to share ideas and knowledge gained through other platforms. Also, Amazon organizes for monthly roundtables in order to create opportunities and a conducive environment for employees to share skills, knowledge, and experiences. The third way through which Amazon codifies and captures tacit knowledge is through internal knowledge-sharing system. Idea management helps the company to capture important tacit knowledge from its employees. Due to technological advancement, internal communications has been made very easy even for the remote teams in various organizations (Salameh and Zamil, 2020). By investing in a platform for sharing knowledge, Amazon has created a system that allows employees to share critical and valuable information. The information obtained is usually very important hence the organization benefits from it and can also access it at any time. The last technique that companies use to codify tacit knowledge is by capturing employees stories. Companies can use employees’ stories to capture knowledge. This is because stories create a platform for the shared information hence enabling knowledge reach (Supanitchaisiri et al., 2020). However, there is a challenge in codifying tacit knowledge or converting it into explicit knowledge and the challenge is capturing it. 
[bookmark: _Toc87683008]4.1 The Use of Systematic Approach
Companies use a systematic approach specifically through management information systems to enable sharing and exchanging the knowledge base across the organization. It is important to understand that management information system refers to a computer system that consists of both software and hardware that acts as the backbone of all operations in an organization (Baporikar, 2020). The system collects data from multiple sources through online platforms. The information is then analysed and a report generated to enhance the decision making process. Knowledge and information is critical in any organization including Amazon. It helps to align operations and processes to enable the organization realize the set goals and objectives. Systematic approach aid in the decision-making process since the success of a company is based on the decisions made (Al-Omoush et al., 2020). Notably, management information system is known for improving decision making process by ensuring up-to-date data that is not only accurate but also credible and reliable. The data is usually on organizational assets such as inventory, real estates, raw materials, personnel, and financials. 
Nonaka’s tacit and explicit conversion and decision-making model especially the SECI model is commonly used for operationalization. Notably, SECI is an abbreviation for socialization, externalization, combination, and internalization. The model was proposed by Nonaka with a purpose of knowledge creation. Socialization can be described as the process of using shared experiences in the social interactions that people come across on daily basis to convert new tacit knowledge (Al-Omoush et al., 2020). On the other hand, externalization is the process that involves articulating tacit knowledge into explicit knowledge. The idea is to allow sharing the information by others so that it can become the basis of the new concept. The third concept of SECI is combination. It focuses on explicit knowledge to explicit knowledge. The process involves collection of explicit knowledge from outside or inside an organization (Peprah, 2021). The information is then combined, processed, or edited to form systematic and more complex explicit knowledge. The newly formed explicit knowledge is then delivered among members of the organization. Notably, the disseminated information is more useful both to the members of the organization and to the organization itself. The last concept of SECI is internalization. Internalization usually converts explicit information to tacit knowledge. The process involves converting the explicit knowledge that has been created and distributed to all departments in the organization into tacit knowledge. The stage is commonly understood to be praxis in that knowledge is applied and utilized in practical situations only (Vollero et al., 2021). It is interesting to note that the shared knowledge becomes the foundation of the new routines adopted by the company. SECI model has been very instrumental in the running of Amazon and specifically on sharing and exchanging its knowledge base across the organization. It has made all employees or the staff to be at par with the vision and the short term goals and objectives of the organization. Knowledge is very crucial in an organization as it impact all processes and operations. It is therefore important for an organization to determine the means to share and exchange the knowledge across the organization. 
[bookmark: _Toc87683009]5.0 Investigating of KM Techniques used by Amazon.com
[bookmark: _Toc87683010]5.1 Knowledge in Amazon’s SOP
Standard Operating Procedures (SOPs) specify all the steps in a job to help standardize products hence ensure quality (Peprah et al., 2021). To facilitate uninterrupted and complete processes as prescribed in the schedule, Amazon relies on knowledge management. Knowledge has therefore become very important in Amazon’s standard operating procedures. Notably, SOPs are not mere guidelines that guide operations in an organization. They consist of specific details regarding key operations in Amazon and how they ought to be executed. Knowledge has become increasingly important in the Standard Operating Procedures in that it allows for consistency and standardization. Knowledge on SOP helps to create consistency and standardization in that its application prevents the company from encountering situations where employees perform operations differently. Disseminating the same knowledge to all employs makes them deliver and perform their tasks as described hence uniformity. Another importance of knowledge in SOP is that it provides clarity (Prasetyo and Widhaningrat, 2020). Clarity implies that all employees understand their role well hence will endeavour to give the best. The third importance of knowledge in SOP is that it minimizes miscommunication. The methods used in disseminating knowledge and the set guidelines for standard operating procedures reduce miscommunication because all information is passed through writing. Writing enables employees to make reference on instructions that they might have forgotten hence will always perform their tasks as expected. Notably, the knowledge disseminated for SOP increases accountability (Prasetyo and Widhaningrat, 2020). This is because employees are always aware of what is expected of them, the timeframe to deliver their task, and how to do it. 
[bookmark: _Toc87683011]5.2 Outcomes after Using SOP Procedures 
Amazon has experienced tremendous growth due to the use of Standard Operating Procedures. The results of using these procedures include enhanced value by increasing user experience (Prasetyo and Widhaningrat, 2020). Amazon has made it very easy for customers to find the products they desire at any time. This is a key contributing factor to the company’s success. Notably, SOP procedures enhances consistent in presentation. Through content management, companies are able to display information on each product in a certain order (Peprah et al., 2021). Amazon is prides itself in that through knowledge management techniques the company has achieved consistent presentation. Another outcome of SOP procures is consistent and easy transactions. When buying something at Amazon, requesting for some information, or even putting a product on hold, the process is usually the same. The system quickly responds making customers feel comfortable. Notably, Amazon has also been very successful in getting feedback from customers. Knowledge management enables companies to get customers to give meaningful feedback. Feedback is very important as it adds to the knowledge of the employees and the needs of customers (Barao et al., 2017). It is helps companies realize the expectations of customers and therefore strive to improve on areas that could make customers unsatisfied. There has also been reduced servicing due to the user-friendliness of the company’s website. This saves the staff a lot of time as there is no unnecessary calls from customers asking directions on how to navigate the platform. 
[bookmark: _Toc87683012]5.3 Areas that Amazon Should Improve
Amazon.com experiences challenges like any other company even though it is the leading e-commerce company. The use of knowledge management techniques has played a key role in expanding the company and making it the giant it is today. However, this has not removed all the challenges the company is experiencing. For instance, the complexity of Amazon is a challenge to sellers as they lack details on shipping options, MAP issues, re-negotiating fees, and review management, among many others. Amazon needs to adopt other models such as BUKOWITZ for information management to facilitate sellers with all the information they might need. Another way to overcome challenges is by increasing trust. Notably, Amazon has increased its sales through third parties to the extent that third parties account for more sales than those made directly from the company. This has increased risks on counterfeits as it can lead to poor reputation and even making the company vulnerable to lawsuits. Tainted reputation can make the company lose so many customers which will translate to heavy losses in profits (Salemeh and Zamil, 2020). To overcome some of the challenges that might arise in future, Amazon should consider doing home deliveries and enhancing its supply chain logistics. 
[bookmark: _Toc87683013]6.0 Conclusion 
Amazon is an online retailer, a web service provider, and a manufacturer of electronic book reader that has become one of the most reputable e-commerce companies. The company is considered to be among the most influential cultural and economic forces in the world and also the most valuable brand in the world. The stability of the company was tested when covid-19 pandemic emerged shaking the entire world, small organizations and multinational corporations. Due to its endless selection, convenience, and low prices strategy, the company became the default retailer and one of the most essential service providers to most people. Knowledge management can be defined as the process of getting, distributing, and effectively making use of knowledge. Companies such as Amazon use knowledge management systems to structure, retain, and share experiences and knowledge about employees within the organization. Knowledge management can be considered as the heartbeat for every decision that is to be made in an organization. Effective application of knowledge management systems facilitated the building of a single source of reliable information. Knowledge management enables companies including Amazon to get the right information and to disseminate the right information to customers both potential and the existing ones at the right time. Knowledge plays a key role in the success and progress of Amazon. It is embedded in products and service concept in the tacit knowledge of both customers and employees. Companies use a systematic approach specifically through management information systems to enable sharing and exchanging the knowledge base across the organization. Nonaka’s tacit and explicit conversion and decision-making model especially the SECI model is commonly used for operationalization. To facilitate uninterrupted and complete processes as prescribed in the schedule, Amazon relies on knowledge management. Knowledge on SOP helps to create consistency and standardization in that its application prevents the company from encountering situations where employees perform operations differently. Amazon has experienced tremendous growth due to the use of Standard Operating Procedures. The results of using these procedures include enhanced value by increasing user experience.
[bookmark: _Toc87683014]7.0 Recommendations 
To make the Knowledge Management Culture more enriching and effectively functioning, Amazon.com needs to build a strategic framework. The idea is to describe the manner in which the company will manage knowledge and information for the success of the organization (Al-Emran et al., 2018). A good strategic plan should work within the next five years and must be closely aligned to the objectives of the company. In that regard, Amazon should use a knowledge management framework that increases understanding and the awareness of knowledge management in the company. All employees should be able to receive knowledge regarding operations and the running of the organization efficiently. The framework must also provide for articulation of the market case and identifying the potential benefits. Another recommendation is that the framework should attract different resources for implementation (Supanitchaisiri et al., 2020). Notably, this should take less than a year for the company to realize the benefits of resources brought for implementation. Most importantly, Amazon need to enhance the communication process on a good knowledge management practice. Realizing the importance of knowledge management, the company cannot afford to compromise the process. Knowledge management is the backbone in the entire decision-making process hence determines the success of the company. To build knowledge management into a strategic framework, Amazon should consider knowledge sharing as major competencies in the organization. Notably, the company must ensure the core competencies are not only unique but very difficult to reproduce. Also, it is important to facilitate careful observation before adopting the desired competencies to avoid adopting poor competencies (Hahn et al., 2018). The company should also emphasize group interaction to share knowledge and practice among the community. When building the knowledge framework, it is important to involve the entire community and have strong leadership for the framework to be rolled out successfully. 
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KNOWLEDGE MANAGEMENT AT AMAZON


Amazon 
Amazon is an online retailer, a web service provider, and a manufacturer of electronic book reader that has become one of the most reputable e-commerce companies. 
[image: ]
With its headquarters in Seattle, Washington, the company has been able to supply books, electronics, music, and toys across the world. Its business in web services include renting computing resources and data storage through cloud computing.
Knowledge Management 
Amazon use knowledge management systems to structure, retain, and share experiences and knowledge about employees within the organization. [image: The Impact of Knowledge Management on Organizational Performance:  Al-Qarioti, Mohammad: 9783330056381: Amazon.com: Books] 
The goal of the technique it to increase efficiency and ensure the company has adequate knowledge about the customers. In a wider sense, knowledge management entails:
· Training and learning where a cycle of creating
· Structuring
· Sharing, and 
· auditing knowledge is applied to ensure maximum effectiveness in an organization
[image: The Knowledge Management Genius of Amazon.com | Learning Solutions Magazine]
Importance of Knowledge Management 
Knowledge management is important for Amazon for the following reasons: 
· It acts as the heartbeat for every decision that is to be made
· Facilitates service implementation, product development, and customer engagement 
[image: Amazon.com: Successes and Failures of Knowledge Management eBook :  Liebowitz, Jay: Kindle Store] 
· Has enabled for building a single source or reliable information
· Amazon has created a centralized database 
· knowledge management increases the chances for innovations
How Knowledge Management Helps Organizations to Satisfy Customers and Achieve Competitive Advantage
Knowledge management enables companies including Amazon to get the right information and to disseminate the right information to customers both potential and the existing ones at the right time. It helps organizations to be in possession of customer’s expectations at every moment even with the continuous change in the industry landscape ([image: What is Knowledge Management? Definition, Best Practices &amp; More - MerlinOne]
This gives companies a competitive advantage over other companies through cost effective strategies and customer satisfaction.
Evaluation of Knowledge and Information Management Models
Knowledge plays a key role in the success and progress of Amazon. 
It is embedded in products and service concept in the tacit knowledge of both customers and employees. Tacit knowledge includes: 
· knowledge 
· Abilities and 
· Skills 
[image: ]
Knowledge attained through experience includes: 
· Leadership 
· Body language and 
· Intuition 
[image: Knowledge Management Examples: 5 Best Systems Explained]
There are various ways in which Amazon codifies and capture knowledge for employees. These are:
· Creating a knowledge sharing culture 
· Encouraging social interaction
· Organizing for monthly roundtables 
· The use of internal knowledge sharing system 
Knowledge in Amazon’s SOP
Standard Operating Procedures (SOPs) specify all the steps in a job to help standardize products hence ensure quality 
To facilitate uninterrupted and complete processes as prescribed in the schedule, [image: ]
Amazon relies on knowledge management. Knowledge has therefore become very important in Amazon’s standard operating procedures. Notably, SOPs are not mere guidelines that guide operations in an organization
Outcomes after Using SOP Procedures
· Company growth 
· Enhanced values through increasing user experience 
· Consistence in presentation 
[image: Standard Operating Procedure: How To Write An SOP - Trainual]
· Ease giving feedback
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