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Introduction
The purpose of this report is to analyse the importance of knowledge and Information Management and its significance in an organisation, with particular reference to Amazon. This report will highlight some management theories, models, and framework that have contributed to the success of the business as a major retailer, giving it a competitive advantage in e-commerce, customer satisfaction and innovation in technology. The models I will be applying to this report are Knowledge Management Cycle, SECI Model, Bukowitz and Williams. The report will also highlight some management theories that are beneficial to Organizational growth and competitiveness. The   influence of the of knowledge management in the standard operating procedures of Amazon, and the role of Amazon Web Services will be analysed further in the context of this report. On completion of this report, I should be able to understand the importance of knowledge management and must be able to identify and apply the skills that are needed individually and collectively for Organisational performance.

Company background
Amazon is an American retail organisation founded by Jeff Bezos in 1994. It is an online global retailer that trades in cloud computing, digital streaming, and artificial intelligence. Over the last couple of years, Amazon’s strength has allowed it to deliver a good customer service through user experience and acquired knowledge and adaptation. For example, during the COVID-19 period Amazon’s profit grew tremendously. Amazon’s competitors are Alibaba and E-Bay according to research (Chevalier, 2021). Some of the business components of Amazon are Amazon Web, Amazon Prime, Amazon Prime Video and Amazon Day. There are also physical stores, Amazon Fresh that sells groceries.
Amazon also sell a variety of goods including homeware, electronics, toys, games, sporting, and industrial equipment. It offers financial services in the form of credit cards, and most of its products are sold through their website ‘Amazon.com’. The headquarters are based in Seattle in Washington and has a record of 1,608,00 employees.
Revenue recorded for the year ending December 2021 was $469.822million which was a 7.1% increase in net margin compared to a 5.5% increase in the year 2020 (Uwtsd.ac.uk, 2022).

Knowledge
According to Cambridge dictionary, knowledge is understanding information derived from gaining an experience or studies conducted by an individual or people (Cambridge Dictionary, 2019).
Knowledge management involves gathering tacit knowledge, which is converted to explicit knowledge and spread across Organisations. Knowledge plays a great part in the creation of activities that occur through acquisition. It is also a strategic means of using collaborative expertise to add value (Migrator, 2000).
Knowledge has a cycle consisting of Creation, Capture, Refining, Storing, Managing and Disseminating (MBA Knowledge Base, 2016).
Creation
Creation of knowledge involves seeking new methods for development and problem solving. For example, using obsolete tacit methods or ideas to breed new ones.
Capture
Knowledge should be of vital use and be interpreted to convey value. For example, in the case of Amazon, capturing new knowledge has led to its global success.
Refine 
After capturing Knowledge, it needs containment to allow for adjustments. This allows tacit knowledge to be backed by explicit information. For example, Amazon will use presentations and group meetings to highlight explicit knowledge.
Storing
Information should be stored in documented formats, so that it could be accessed by others for clarification. For example, in Amazon, Customers’ transaction data is held on their database, so that staff can gain access.
Managing
Knowledge should be relevant, subject to reviews and applicable to the content, avoiding unnecessary and unreasonable facts are important. For example, Amazon will use their platform to adapt to customers desires.
Disseminate
Knowledge should be accessible, in a clear and concise documentation for the use and understanding of everyone in the organisation. For example, when a new product is introduced, it is important have an instruction manual that is a step-by-step guide for operation.

The importance of knowledge in an Organisation
Knowledge management is important because it helps in the effective operations and decision-making systems of the organisation. Knowledge is derived from training employees, which will equip them with skills essential for the benefit of the organisation. This will give rise to creativity which helps to deliver good customer experience, and employee retention. As a result of changes in trend, organisations need to find new knowledge for adaptation, competitiveness and staying afloat (Valamis, 2019).
The importance of knowledge management in Amazon
Amazon has applied certain framework to its business structure to help, make improvements and increase profits and sustenance. This has also resulted in investing in employees, advancement in technology and focusing on customers’ operations. The ability to adapt, problem solve and stay competitive in the market is helped by having knowledge.
Types of knowledge
This consists of two components Tacit and Explicit. Tacit Knowledge is influenced by an individual’s beliefs, values and experiences which is held within, and cannot be spotted. For example, having an assumption or thought. Tacit knowledge helps an individual to adjust to new situations, being creative and collaborative with others towards an objective or goal.
Explicit knowledge is information that is documented and stored in formats such as books, magazines, instruction booklets, and software databases. This type of knowledge provides the ability to operate and organise systems through guidelines and technology. It is also developed through products.

Models and their Application to Amazon
One of the applicable knowledge management models is SECI Model, founded by Nonaka and Takeuchi. This framework helps to identify the methods used to gain knowledge, and is linked to an organisation’s learning processes, administration and information technology. It has four categories, Socialisation, Externalisation, Combination, and Internalisation. (Dubberly and Evenson, 2011).
Socialisation
Tacit to tacit knowledge is a method of passing knowledge through the sharing of experiences. In the case of Amazon, knowledge is derived through practical experiences, meetings, and group work. This knowledge has helped Amazon with integrating and collaborating knowledge in its workforce.
Externalisation
Tacit to Explicit, requires that tacit knowledge is converted into documents, data processes, and training manuals for use across the Organisation. Amazon currently uses all these activities in their business. An example of this would be theoretical knowledge derived from experts and coded into systems.
Combination Explicit to Explicit
This is coded or stored knowledge used with other resources to create new knowledge. This has helped Amazon to advance in technology through innovation like Alexa or Amazon Prime. This type of knowledge can also be developed into systems, for example, inputting manuals into a database. 
Internalisation Explicit to Tacit
When explicit resources are used, it causes knowledge to be adsorbed, improving the users’ inner skills for development. In Amazon, training programmes are carried out to help employees.
Bukowitz and Williams
This framework consists of knowledge repositories, relationships, technologies communication infrastructures, communication networks and Organisational intelligence. It is tactical, influenced by the market trends and demands. This model is applicable for use on a daily basis in response to demands, and it is categorised into different stages, which is relevant to the processes of Amazon. It consists of methods which would help Amazon to seek, sustain and implement knowledge that would benefit productivity (Rahul Udyawar, 2018).
Get
Getting information would entail Amazon finding information, for decision-making, adaptations and being creative. For example, during the pandemic, the need for sorting and managing valuable content, and understanding the preferences of customers is also vital at this stage.
Use
Amazon will use existing knowledge in combination with new knowledge for developing new strategies to help with operations. At this stage it is important to engage with individuals, before a group of people.
Learn
The process of gaining experience through learning is necessary for gaining competitiveness, as successes or failure will make room for improvement. Learning also entails that Amazon would use existing knowledge, for gradual transformation into new ideas.
Contribute
This involves group sharing of ideas of knowledge that they have acquired, which should be for the benefit of the organisation and others. At this point, it may become necessary to compile knowledge for sharing out of the organisation.
Assess
The organisation must take the aims and objectives of the company into account. This would involve demonstrating the impact of knowledge on human resources, capital, and infrastructure. They need to illustrate how this knowledge can be transformed into products.
Build
Amazon must ensure that knowledge can help to sustain the business for capital growth, and viability. Resources should be available and allocated for maintaining and upgrading knowledge. Therefore, measures should be in place to handle tactical losses. For example, losing a skilled professional in the team.
Divest
The organisation must consider whether it would be beneficial to use capital resources externally. A cost benefit analysis must be considered at this stage to ensure viability. Storing knowledge that is not useful to the organisation could be converted to value elsewhere. 
 The following steps get, use and learn depends on day-to-day knowledge, while assess, build and divest are influenced by the global markets.

Embedding Knowledge into Products and Services
Embedding knowledge into products means providing detailed specification that is fit for purpose. It presents a certain uniqueness, based on feature or quality.
One of the models, I will be applying to analyse how knowledge is embedded in products is the 7ps. This is a marketing tool used by the organisation for planning and meeting customers’ needs. It has seven categories, Product, Price, Place, Promotion, People, Process, and Physical Evidence.   In Amazon, product knowledge is essential as part of their strategy, to identify and cater to customer needs, study trends, and upgrade their products.
Product
Amazon tries to maintain product quality to a high standard for its customers. This measure helps them to stay competitive ahead of rivals. As clients will pay more for value. Categories for Amazon’s sales are through their website, which allows for amazon’s products and third-party sales. Electronics such as tablets and mobile phones, media services for producing content, and Amazon web services which offers cloud computing.
Pricing 
Pricing will be competitive, but profitable to cover overheads, and allow value for money.
Some of the ways they achieve this is by lowering price against competitors, and through subscription channels like Amazon Prime, the aim is to offer customers discount deals and incentives to upgrade services. Amazon will increase their market share and have a competitive edge over their competitors.
Place
Amazon has a huge online platform which makes it easy for customers to reach out and transact business. They have the network to accommodate wholesalers, and retailers globally and are partners to delivery agencies, who deliver products to customers, at an easier and quicker rate.
Promotion
Amazon will communicate offers through their website and customer base to create the customer experience. Amazon will use promotional methods to increase sales, offer commissions, and advertise through public relations to enhance their brand.
People 
People in the organisation are the staff who have the skills required to interact with customers. For example, the sales team are trained in spotting preferences. There are call centres, dealing with queries and handling orders. They work in partnership with suppliers to provide resources for manufacturing quality goods. 
Processes
Amazon systems (AWS) incorporate technology which help in rendering services and products to customers. They have embedded knowledge on how their warehouse controls stock, and they have a process of purchasing online which includes, verifying the customer, sourcing the delivery, choosing payment options, reviewing order details, and placing the order.
Physical Evidence
The website is easy to navigate, and this allows their clients to have a close view of product images
The tangible proof of products and services received by customers is essential for reviews and retaining customers. This helps Amazon to identify strengths and make improvements. (Oxford College Of Marketing, 2020).

How Amazon use Knowledge management for success
As the company began to gain recognition and customer loyalty, the Amazon web service was introduced in 2002 (Hall, 2022). In 2006 this was extended to provide Elastic Computer Cloud (EC2) for hiring out computers and also Simple Storage Service (S3) for renting internet storage to companies.
Amazon Web Services
This was created to provide web services through cloud computing for businesses, people and government bodies. It is a cost effective and an innovative venture. This software has a pricing pay as you go for individuals who require just what they need without signing contracts. AWS free tier customers can benefit from free, short, and long term offers. There is also provision for amending pricing and costs.
Documentation
This involves searching for documents on services, for example, manuals and guides. There are also training programmes associated with this service, leading up to certification, and providing job opportunities.
Partnerships building
AWS engages its business, with partners and stakeholders, through channels like customer reviews, videos, and a portfolio on how to become a partner.
AWS Marketplace
Provides a platform for third-party that makes it easy to search, test and buy products, while providing third-party software.
Customer Enablement
Customers are provided with professional services and support and encouraged to give feedback for technical improvements. Events are also organised to connect people and collaborate activities, through webinars, public events, and online presentations.

The Role of Knowledge in Amazon’s Standard Operations Procedure, and its Importance
Amazon success in e-commerce stems from providing a customer experience through avenues where customers can access goods and services through, readily and speedily at a given time (marc-rosenberg, 2014). The Organisation went further to create a system of meeting the goals of customers by personalising their experiences. Some of the principles used by Amazon to achieve these are: 
One Portal, One Interface
All goods and services purchased are from the same portal. This means every commodity ranging from food to clothing is located on the same web page. The advantage of this is that customers     able to familiarise themselves with this setup, which averts stress and provides reassurance. Employees can also navigate information on workplace training, tools, courses, and other work-related issues.
Consistent Presentation 
Information on product specification and review is displayed on every product in an orderly manner. This part is about managing information on products, compiled and published to customers. The benefit of this makes it possible to keep records of customers and makes it hard for employees to interpret such information as this could be encrypted. Amazon has sought to create consistency in delivering content management to minimise risks of losing value which can affect customers.
Personalisation
Customers’ needs are personalised through transactions and data stored on them helping Amazon to recommend services and products and keep tabs on past or recent purchases. This is done mainly through registration or logging in to Amazon.com. As a result, Amazon’s productivity and efficiency increases.
Crowd Sourcing
Amazon use customer ratings and feedback to build a social network, enabling it to gain knowledge from customers.
Modular Content
Instructions on their web page are simplified and easy to read. For example, customers can click an option rather than downloading a .PDF file. The benefits of this are time reduction, which helps customers find goods easily rather than conducting a search. This is a great principle for Amazon.
Distributed upstream content creation
Goods from other manufacturers are encouraged, to follow a certain design writing and packaging according to Amazon’s standards, this creates a uniqueness. It also shifts responsibility to the accountable person.
Personalisation
Customers’ needs are tailored according to data kept on them, because of their purchasing history which causes recognition. This helps Amazon to recommend services and products, keep tab on past and recent purchases, and promote offers. This method helps generate productivity and provide for the customers’ need.
Easy and consistent transaction
It doesn’t matter whether an order, is placed or enquiring information, the customer encounters the same channels of transactions, which make the process easier and validated. Amazon will issue subscriptions alerts and reminders to assist customers with finding products or services when they are available. The advantage to customers is that it relieves and personalises the searching process, improving performance and helping communication.
Feedback
Customers are encouraged to give feedback, reviews and ratings because this allows the company to improve services and products offered. Product information is usually placed on the front page, to captivate attention and provide information.
Reducing in Service costs
Amazon’s site is user-friendly to help with reduction in costs of calls made to call centres. Users can readily access information about products, and are able to make reference, and recommendation to others. This is a good cost-saving method.
Performance centred
All transactional activities conducted by the customer are centred on performance approach. For example, placing an order, cancellation, returns, and changes are focused in one category of transactions. This method benefits customers and help simplify tasks for workers allowing for improved performance.
Great Online Help
Logging in to Amazon.com provides easy-to-follow instructions which, provides a good customer experience, and increases productivity. Amazon will save costs through this software and increase performance.
Mobility
All the apps associated with Amazon.com are available without limits. For example, access can be gained at any time or anywhere. It is essential for flexibility of service to users.

Challenges facing Amazon 
Tax Avoidance
Amazon has allegedly been involved in tax evasion in the past and have also outsourced revenue to low paying tax countries. This has delayed payments and tainted the company’s image. They omit their marketing strategies from their annual reports and refute allegations of using other mediums of advertising outside their portal.
Differential pricing
In September 2000, Amazon was indicted for price rigging against a customer, after a purchase transaction went wrong due to an overcharge. Amazon apologised and offered refunds to other affected customers as a result of this incident.
Workers strike of 2018
On July 10th Spanish workers staged a strike based on employee rights such as wage cuts and working conditions, giving rise to similar employment right actions in Poland, Italy and Germany.
Warehouse conditions in the UK
Issues were raised about these conditions back in 2001 which threatened protests. There were claims of sweatshop conditions, staff workload, and inconsistencies about zero-hour contracts. In 2016, a BBC report highlighted inadequate toilet facilities, and low wages for drivers at the Avonmouth Depot.
Solutions 
Amazon should have a good tax system in place to avoid tax evasion, improve relationship between themselves and customers, and adhere to the employment legislation of workers.
 
Challenges for Vendors
Amazon has been growing steadily and achieving global success however, it has encountered lots of problems in its management process, which has been highlighted by vendors and business partners. Some of them are as follows:
Complexity
Vendors go through difficulties with shipping, logistics, taxation and other management procedures resulting in increased recruitment processors skilled personal. This is because Amazon thrive on environmental change and expertise.
The Solution for traders is to take advantage of training programmes, offered by Amazon, to assess and evaluate performance potentials and alternate resources. This could be done through other social media platforms.
Uncertainty in Profit
There is variation in the profit margin, after overheads deduction. Acquiring data is difficult because of the use of a variety of databases. Solving this requires a third-party agent to help acquire data to retrieve the profit margin. This can assist in making informed choices for furcating.
Competition
Competition for new sellers is challenging, it is worth analysing the current brands that are widely available to other retailers as well as Amazon, as this can have a downturn on profit margins for sellers. This problem can be helped by developing customer reviews, which is influenced by product quality. It is important to have about 100 reviews per item for a good rating, through suggested apps like Feedback Genius. Another solution is to evaluate any own brand to see whether it matches up to other labels in terms of price and uniqueness. A final solution is to use paid adverts that would help attract customers directly to your page via Amazon’s search engine. (Adlucent, n.d.).

Recommendations
Amazon should continue to evaluate knowledge strategies to help them maintain their customer relationship management. This will entail making improvements on their weaknesses, already identified. As a company, they also need to continuously engage knowledge management models, for innovation, sustenance, and employee development.

Conclusion
Knowledge management is vital to enhance workplace performance. It is important for solving problems and for efficiency. Knowledge should be managed to avoid poor performance which can be bad for achieving the goals of an Organisation. Amazon has used knowledge and management strategies to help its growth and develop a global customer base over the last few years. This has occurred as a result of its ability to adapt, improve communication and innovate technology. Amazon Web Services is a perfect example of how the organisation is using knowledge to help transform e-commerce and also to provide solutions to other businesses, enabling it to maintain success. As a student, it is important to utilise these findings to help my future career, because without knowledge it would be difficult to proceed.
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1. Introduction
The purpose of this poster is to discuss the knowledge management
framework of Amazon, identify challenges and make a proposal.

2. Currently Used Knowledge Management Framework of Amazon

Amazon'’s well architected framework is made up of 6 pillars:

Operational excellence: organising workload for effective operation. Design
principles include; Performance, Adaptation, Risk Management and Lessons
Learnt. The benefits of this would be to create a need to adapt and organize
activities.

Security: Protects data systems using Cloud Technology. Design include;
Foundation Building, Traceability, Security On All Levels, Data Protection
Transactions and Security events.

Reliability: Encourages workload to be done accurately. There are 5
principles; Recovery From Failure, Ability To Test Recovery Procedure, Scale
Workload In A Horizontal Manner, Determines Accuracy and Manages
Change.

Performance: Creates the ability to use technology effectively. The 5
principles are; Democratise Technology, Go Global In Minutes, Use Serverless
Architecture, Experiment More Often, and Consider Mechanical Sympathy.

Cost optimisation: Running systems to deliver quality for less. Principles:
Implement Cloud Management, Adopt A Consumption Model, Measure
Overall Efficiency, Save Money and Analyse Expenditure.

Sustainability: addresses economical and environmental issues. Principles
are; Understanding Impact, Establish Sustainability, Maximise Utilisation,
Adapt Efficient Software, Manage Services, and Reduce Downstream Impact
of Cloud Workload.

3. Proposal of Knowledge
Management Framework
AWS Cloud Adoption Framework
(AWS, CAF)
Helps to build a plan for digital
transformation.
Version 3.0 is available and focuses
on 6 foundations
* Business, People, Governance,
Platform, Security, Operations.
Capacity level is up to 47 in
comparison to 31
Thereare 4 transformation
domains which are; Technology,
Process, Organisation, And
Product.
Foundational capabilities:
Envision, Align, Launch, and
Scale.

5. Limits of the Framework

* Limitations to services —
restriction on spending on first
encounter. Protects the system
through restrictions and
resources.

* Technological Limitation — Occurs
because of lack of advancement
in technology in certain database

¢ Lack of training in the team —
posed difficulty in transacting on
the AWS platform

* Incurring costs through support
provided by the tech team. These
come in packages offered at
various cost.

¢ Cloud computing problems -
includes breach of security
control and backup plans.

7.Conclusion
AWS,CAF version 360 will help
customers and businesses to
evaluate opportunities for
preparing for the use of the
new version.

4.The Advantages of Proposed
Framework
¢ Astep upin the process of
digital transformation
* Lessons learnt from customers’
feedback have lead to its
implementation.

6. How proposed Framework can
be implemented

1. Visit AWS Cloud Adoption
Framework webpage

2. Read AWS CAF Overview

3. AWS Accounts Team —
customer service workers will
assist in start-up
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