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The aim of this report is to outline the knowledge management processes, methods, models, and theories on a certain company.

The company that the author will analyze in this paper is called Amazon.com and it is known for being one of the biggest online shopping websites. 

Amazon.com has first been introduced to the world as a book selling website in Seattle, Washington in July 1994 and has grown over the years to be the company we all use today to do our shopping. 

According to (Implementing an effective Knowledge Management process in your organization, 2021) knowledge management is “The process of creating, using, sharing and maintaining organizational knowledge so that business users can use whenever needed.”
The definition (Wiig, 1998) provides is very similar to the one stated above, and in addition it provides more details relating to the areas which knowledge management focuses on, such as: developing and maintaining the intellectual assets of the company, promoting creativity and innovation, organizing the knowledge and share it across the company, creating strategies in regard to knowledge and measure the performance after applying all the necessary processes and methods. 

Some of the knowledge management methodologies are the following:
1. After action review – assessment made after the outcome of a project in order to learn the actions and effects
2. Knowledge audit – process of learning the needs of the company
3. Knowledge harvesting – after gaining the knowledge we have to consider the means of sharing it into the company
4. Knowledge mapping – is represented by the process of discovering where the knowledge is needed and identifying opportunities
5. Sensemaking – can be described as the process of awareness
It is very important when using knowledge management to understand the company and be able to answer the following questions: what, how and why?
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Amazon is an American multinational technology company that has started its operation on 5 July 1994, in Bellevue, Washington, U.S. The company focused on delivering several services such as cloud computing, digital streaming, e-commerce and artificial intelligence. Amazon is one of the five biggest companies in information technology field among Microsoft, Facebook, Google and Apple.  

The CEO of Amazon is represented by Jeff Bezos. He has tried to effectively manage the operation of company so that it can retain competitive advantages. The enterprise has mainly started its operation in selling electronics, video games, furniture, toys, and software and it has grown into diverse range of products to meet needs of large number of individuals living in the society (Barão and et.al., 2017).  By providing better qualitative products and services to customers, the company is able to build and retain highest global brand therefore being able to enjoy maximum profit margin.  The main aim of Amazon is to offer wide varieties of options to people to select from.
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Knowledge management is the process of gathering, sharing, using, and managing various knowledge and information pertaining to the organization so that right decision can be taken by management for growth and expansion of business. 

In another words, it can be stated that knowledge management is a process related to the share of ideas, perspective, experience and information from one individual to another. In other words, knowledge management contributes to Amazon by ensuring that the right information is available at right place, at right time so that the better decision can be taken by company.  

There are various objectives of Knowledge management which can be illustrated as follows:
1. Knowledge management contributes by improving the decision making and by ensuring that the knowledge and necessary information is collected from reliable sources. Managers are able to motivate employees through knowledge management in order to adapt to innovative ideas or promote learning environment within firm (Jordão and Novas, 2017).
2. Moreover, it contributes by improving the quality of services, increasing customers satisfaction and loyalty, by reducing the overall cost of products manufactured and delivering maximum value to people. As a company by collecting data related to actual preference, needs and wants of the customers Amazon is able to enjoy higher profit margin. 
3. Also, knowledge management helps Amazon in a clear and better understanding of value that needs to be provided to customers so that they can feel happy and satisfied.  Therefore, it helps company in building and maintaining strong brand image through fulfilling needs of people beyond their expectancy level (Bashir and Farooq,  2019).

Different knowledge management theories include organization knowledge management, ecological knowledge management and techno-centric theory management. All these are different knowledge management theory that could be used by enterprise to enhance learning and knowledge of people working in the enterprise, such as:
1. Organizational Knowledge theory: This is one of the knowledge theories that focuses on the organizational structure, the company culture. Amazon is big company with a high number of talented, skilled and qualified employees that are working for the growth and expansion of company (Illiashenko and et.al., 2020).  Defining the organization structure, the clear distribution of roles and responsibilities performed by each individual helps in exchange of share of ideas, views and knowledge from one person to one to another. Therefore, it contributes to continuous and effective flow of knowledge among various individuals of the company and smooth operation of business in specific industry.
2. Ecological Knowledge theory: This is another theory of knowledge management, that focuses on relationship, people and the way individuals and organization interact with each other. Moreover, it emphasizes on internal and external factors that bring people to work together and share knowledge. Likewise, the strong internal structure of company of Amazon helps in smooth flow of knowledge and information among wide range of individuals that are working for the growth and expansion of business (Yee, Tan and Thurasamy,  2019). In other words, the healthy and friendly culture of learning and share of knowledge between people contributes to the Amazon managers to find innovative ideas and deliver maximum services to customers living in the society. 
3. Techno-centric knowledge theory: This third theory of knowledge management emphasis on making use of technology in order to facilitate smooth flow of knowledge among various employees that are working in the company for different purposes. For examples: Information technology is used by company to store and promote smooth flow of necessary knowledge and information within organization for achievements of end goals. Furthermore, digital technology such as computers and electronic devices also acts in sharing and learning of information among a wide range of individuals thereby leading maximum benefits to company (Gunjal,  2019). 
In this respect, all of the above are some of the knowledge management theories that are used by company to promote exchange of learning and information in the organization so that it can ensure a higher profit margin. The company is making use of the theories and is able to enhance learning capabilities of each individual, thereby leading to maximum benefits for the organization in the longer run. 
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Knowledge management is capturing, using, and analysing the data which impact the group’s collective knowledge within the organization. In the current business world, it has been defined as the maintenance of knowledge base or portal site where the focus is on the specific knowledge or data related to the company. The knowledge management is highly important because it helps to boost the efficiency within employees regarding their decision-making ability. 

In order to become ensure that the approach regarding the overall expertise that held within the company, smart and fruitful personnel have been built so that the employees are able to make quick and informed decisions that ultimately benefits the company (Akbari and Ghaffari,  2017). Most of the organizations understand the importance of effective sharing, creation, storing and integration of information within the organization which helps in good management development practices. 

The major focus is of knowledge management practices that help the organization to support knowledge sharing and productive interaction. With the help of creation, storing and sharing of effective data, the company is able to make better and effective decisions on the basis of requirements of employees and customers as well. Such as in the current pandemic situation the primary reason for Amazon for not feeling any pressure or decline in profit margin is because of their effective knowledge management development strategies which has given them the opportunity to be successful even in unfavourable times (Esmaeelinezhad and Afrazeh,  2018). 

Another benefit is that the sharing of data creates transparency among the organization which ultimately promotes the organizational culture positively. With the help of positive environment, the company is able to enhance the productivity level within employees and also spot the opportunities that might otherwise go unnoticed. With the integration of workflow, it becomes easy to build value within the organization. Combining the activities encourage employees to complete their task by cooperating with each other. However, it takes a lot of effort and will to complete and adapt such changes within the organization. Such actions have been taken while avoiding miscommunication at the workplace which helps the company to achieve their ultimate goals. 

Knowledge management is a concept that revolves around work in centralized manner and making it available at later stage. Earlier the knowledge management is restricted to the personal knowledge enhancement only while now the new practices and technologies introduced by various organizations and Amazon as well (Marouf,  2017). The practice has distorted the perspective of how to leverage employee knowledge through creating, sharing and using knowledge. According to the various business organizations and Amazon as well there are various benefits of knowledge management has been described within the organization are:

· Fast access to information knowledge: With the help of knowledge management, the information and the people who hold the information are easily able to reach the higher efficiency and productivity level which ultimately increases the profitability of the company and thus the overall image of the brand within the market space. Enhancement in productivity helps the employees to work better in positive environment because the transparency has been generated with the proper sharing among the employees. It also reduces the tendency of reinvention of the circle (Cheng,  2017). Amazon does find it relevant in their working conditions to adopt fast access of information knowledge with the help of knowledge management practices.
· Improved decision-making: With the help of proper collection, storage and sharing of data, the results has been interpreted in a fast and proper manner. Through such activities, the employees are able to improve their working quality and speed while taking decision with the help of assessing the knowledge of the complete organization that is Amazon whenever the employees require the same (Venkitachalam and Willmott, 2017). Amazon contributes their maximum so that a culture of sharing information and collaboration of tools which facilitate the access to opinions and experiences of different people which may contribute towards the selection of choices.
· Promote innovation and cultural change: Knowledge management enable individuals in order to promote innovation and cultural changes which evolve the organization and meet changing business requirements. Just like in Amazon, cultural changes help them to adopt certain strategies which help them in adverse conditions of Covid-19 through which the company ultimately able to grab the profit margin (Novak,  2017). 
· Information system is highly essential for Amazon as it helps in their electronic business with the help of various information technology systems which helps them to reducing the administrative cost and streamline the processes. The system also helps the organization to maintain and control over their stock and supply chain management as well. In order to improve their customer services, the company uses a customer management system which helps them to follow proper procedures through which the knowledge in the databases and data warehouses can be turned into learning information that can be easily analysed in the future, which has been done or completed in the past times. 
· Knowledge assets are the organization's assembled intellectual resources which include information, ideas, understanding, memory, technical skills and capabilities. Amazon requires a client-centred and adaptive approach in order to protect high value knowledge assets. The value of the assets and threats the company faces the possibility of leakage of important personal and professional data, records related to company confidential information. The assets can be managed in order to take certain security measures which helps the organization to protect their essential information from other competitors. With the help of establishment of strong passwords, setting up firewall, antivirus protection, secure the accessibility of desktops and laptops to limited people, scheduling backups and monitor their data steadily and continuously will help the organization in order to handle the private data of the company effectively (Budiardjo and et.al., 2017). The company trains their employees for such kind of activities in order to manage their security level within the workplace. The company provides education in order to protect their data securely and safeguard the data. Continuous upgrades of the data and security sites are important in order to secure data effectively. Because old versions are not able to fulfil the desired requirements of the company. Therefore, in order to manage the data effectively the security measures have to be taken by the Amazon.
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 	Covid-19 is a pandemic situation that has killed over more than 1 million people across the world, made industry standstills and slow down the economy rate. But Amazon due to being an e-commerce giant, is able to survive, sustain and grow in such situation by delivering low price and more convenience to individuals living in society. Moreover, the data relived that there was widespread economic turmoil and unemployment in U.S. the company has kept on hiring more and more individuals to deliver quick services to customers. Through knowledge management the company is able to effectively manage its operation or connect with zillions of people with “gigabytes of products information”. So, it can be stated that the knowledge management has contributed in maintaining strong relationship with customers and enhancing value of company in minds and hearts of end individuals (Meher and Mishra,  2019).  The manager of Amazon has devoted high time and efforts in order to collect data related to what customers want, when and the way it can be fulfilled so that they are happy and satisfied to make purchases of products from them rather than other organizations. So, it can be critically evaluated that company by making best use of management of knowledge is able to enhance customers satisfaction level and enjoy more market share.
Knowledge management framework has been used to check effectiveness of knowledge and information management culture of Amazon which resulted in creating knowledge an asset and management of relationship with maximum number of customers in the organization. Various components of Knowledge management framework can be illustrated as follows:
Identification of need: The first and foremost analysis made by the manager of the company in order to manage knowledge is identify actual needs, wants and preferences of customers. The manager makes use of information technology in order to collect and store data related to actual taste and preferences of people and the way it can be used to satisfy wants of people beyond their expectation. Thereby, the manager of Amazon, by identifying needs, is able to find an alternative method that could be used to fulfill wants of customers for more growth and expansion of business.
Identification of knowledge resources: The second step that has been undertaken by the manager of Amazon is identification of knowledge resources or information system. So, that data related to customers, employees and other information can be stored, analyzed and used in better decision making of company (Corcoran and Duane, 2017). So, the resources help in making best use of available information or knowledge for benefits of organization in competitive environment in terms of management of customers relationship.
Acquisition and flow of knowledge in the workplace: It is the third stage of information management or knowledge management in which the manager has ensured that employees are provided healthy and friendly environment or culture. So, that they are motivated to share their learning and knowledge with each other, thereby delivering qualitative services to customers in limited time frame and cost. Supportive and learning culture present in Amazon contribute to effective knowledge management and achievements of end objectives of organization.
Application of knowledge: On the basis of knowledge gained by individual through several sources, it is implemented in the organization while taking any decisions that are fruitful for growth and expansion of business.  Thereby manager by collecting information about recent trends in external environment, needs of people, overall performance of employees is able to take appropriate decision. Therefore, it helps Amazon in making best use of available opportunities and enhancing overall brand image and market share of company (Orenga-Roglá and Chalmeta, 2019).
Storage of knowledge: Amazon manager has made use of different technology in order to retain knowledge or information pertaining to specific individuals. The storage of information has helped the company in maintaining competitive advantages by changing its strategies thereby building strong relationship with range of individuals that are living in society. So, overall, the effective management of knowledge and innovative culture has lead in knowledge asset creation and satisfaction of customers in more better manner.
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Information system refers to a system that is used by organization to systematically arrange the data and knowledge pertaining to company in sequential order so that right decision can be taken at right time. There are different information systems that has been used by Amazon in order to manage information, in order to manage customers and promote smooth operation of business in external environment. Therefore, the various information system implemented by company to perform diverse range of activities can be illustrated as follows:
· Operational level system: It helps the manager of Amazon to retain and collect information pertaining to several operation of business or activities that are complete by organization in order to achieve the end objectives. Such as through this system it gathered relevant information related to sales, cash deposits, credit and many more that helps manager in taking accurate decision for effective operation of business (Mohajan,  2017). 
· Management level system: It is another information system which has been used by manager of Amazon while completing its task so that company can enjoy high market share. Middle level manager through management level system monitor, control and take right decision regarding the way resources can be optimum utilized so that maximum value can be delivered to customers in limited time frame and cost. Therefore, it helps Amazon in providing satisfying needs of customers beyond their expectancy level.
· Strategic level system: Moreover, this is information system that contribute senior manager of Amazon in handling strategic issue, understanding long term trends thereby taking necessary decision that are useful for organization. Likewise, the manager of Amazon, through this system, is able to plan better strategies that could help in attracting more and more customers within organization thereby yielding maximum profitability to company. 

In other words, all these were major information systems that has been implemented by the Amazon manager in order to manage different operations of business so that more revenue and profit can be enjoyed by company. Thereby it can be illustrated that the technology has yield in increasing customers satisfaction and maximizing brand image of company (Teixeira,  Oliveira and Curado,  2018).
 
Moreover, there are two more systems that has been currently used by the Amazon manager in order to gather, analyze and interpretate information pertaining to the business to take correct decision that can be fruitful for company. Such as Amazon perform two-piece of information management software for knowledge and information management likewise simple storage services and Amazon web services. 

The first simple storage service is connected from an integrated database, while amazon web services is helpful for company to access r-commerce platform. Therefore, the information system used by company can be explained as:
· Simple storage service: It provides an IT team as well as developers to securely and easily make use of web interface to store and retire necessary amount of information and data from web. So, the company is able to easily store large amount of data, information gathered from different sources in order to make correct decision for benefits of organization. Thus, this system has helped in collecting and understanding customers’ needs and expansion of company in e-commerce platform (Abuaddous,  Al Sokkar and Abualodous, 2018).
· Amazon web services: It is a system that is made of different systems that perform varieties of functions that promote efficiency in information management and smooth operation of business. Furthermore, the amazon web services is highly advanced system that promotes in effective management of knowledge and information through better connection of devices by use of internet.  It also has features of reliability, security and efficiency that lead in delivering better services to customers and achievement of company objectives. Therefore, it can be stated that it helps in better communication between sellers, buyers and Amazon staff so that maximum benefits can be enjoyed by company.
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Knowledge management is most important and difficult task as there are wide range of information that company needs to handle in order to promote its smooth operation of business.  There are varieties of challenges that are faced by the manager of Amazon while taking steps towards knowledge management so that company can enjoy higher market share and expand its business in international market. So, different challenges that are faced by company can be illustrated as follows: 

Getting and keeping people motivated: It is the first and foremost challenge that is faced by Amazon in context of knowledge managements as it is unable to motivate each individual to store data in better manner. Different individuals have different wants and preferences, so the manager is finding difficulty to motivate employees to take steps to stored data. 
Security: It is the major challenge that is faced by Amazon pertaining to knowledge management as threat to security of personal information of company has increased. There are various individuals that try to hack or get data related to the company that could be used for harmful purposes. So, more threat to information or knowledge and less availability of security measures has caused challenges in knowledge management.
Keeping up ever changing technology: The third challenge that has been faced by company in relation of knowledge management is continuous change and development in technology.  The Amazon manager, in order to effectively manage knowledge, is facing problem in adapting to new technology that can contribute in retaining information for longer time frame (Abuaddous, Sokka and Abualodous, 2018). 
Ensuring relevance: Another key point related to challenges in knowledge management is relevance of information that is whether the data gathered form different sources is accurate and reliable or not. So, the manager is facing challenges in identifying that the knowledge gathered is from relevant sources or not so that it can be used by firm in order to take correct decision for betterment of society and organization. 
	
Thus, all these are major challenges that are faced by company pertaining to information and knowledge management that needs to be eradicate for benefits of organization. 
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Taking into consideration the above study of various challenges pertaining to the knowledge management there are certain recommendations that can be given to Amazon for benefits of organization which can be stated as follows:
1. The solution of above problem or challenges that are faced by Amazon pertaining to knowledge management is that company needs to take more measure related to ensuring security and protection of all necessary information of organization. It should start by emphasizing on security of information and knowledge gained is able to easily enhance market share of company. Therefore, secure flow of information and knowledge in the company helps in its growth and expansion in limited time frame by protecting leakage of personal information of company.
2. Knowing the problems or challenges that are faced by Amazon is necessary in order to identify alternative options that could be used to effectively store, analyze and use information for benefits of organization. So, by making use of technology the company can easily identify the problems and various measures that can lead in better outcome (Esmaeelinezhad and Afrazeh, 2018)
3. Embrace desire to socialize, as employees like to share their ideas, view and point of view to each other. Thereby building relationships between employees can easily encourage knowledge sharing, interaction between them. And it can be stated that socialism or strong relationship motivate employees to think more innovative and creative ideas or promote knowledge, learning within organization. So, the manager of Amazon should focused on providing healthy and open cultures so that employees are ready to coordinate with each other.
4. It can be stated that the best way employees share their knowledge with each other is through feedback taken by manager. As it encourages them to share their respective points of view, ideas and opinion thus they are able to helps in knowledge management in the company and achievement of end goals.
5. Use of intrinsic motivation is also one the techniques which could be used by Amazon in order to motivate and inspire individuals to enhance their learning or find innovative ideas which can be fruitful in growth and expansion of business. Thereby internal motivation of employees to manage knowledge and relevant information will lead company in retaining competitive advantages in e- commerce platform (Novak,  2017).
6. Moreover, the Amazon needs to find alternative sources to arrange sufficient funds in order to make investments in new and new technologies that contribute in effective knowledge and information management. So, investment of capital in technology will lead in effective collection, management, and analysis of information for better outcome of company.
All the above suggested options related to strengthening knowledge and information management practices contribute to effective knowledge acquisition, retention, transfer from one individual to another for achievement of end goals.
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From the above report it can be concluded that knowledge and information management are two different key terms that help the manager of company in taking the right decision for the benefit of organization. Moreover, knowledge management is systematic approach used by the manager of Amazon to capture and make best use of information in order to create value and strong brand image of company. On contrary note, information management is a process of making use of innovative infrastructure in order to collect, manage and store or delivered necessary information to interested stakeholders. 

There are number of advantages which has been gained by company through focusing on knowledge and information management likewise faster decision making, more growth and development of employees, innovation in organization. Thereby, maximum number of employees are ready to learn new things or adapt external changes that yield in better customers satisfaction level and increase value of company in mind and hearts of people. Furthermore, it can also be summarized from above report that the Amazon manager has taken all crucial steps in order to manage information and knowledge so that company can meet customers expectancy beyond their needs. So, at last it can be concluded that company by abiding to all suggestion specified above can overcome challenges related to knowledge and information management. Thereby enhance overall market share and profitability of company in e-commerce giants through adding more and more customers in the organization.  
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