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This report will focus on Knowledge Management (KM) and its importance for organisations. It will outline how Amazon.com is using its KM and what is the current framework used by the organisation.  It will also help to understand why is so important for the organisations to manage their knowledge and why is Amazon doing differently from other organisations.
During the COVID-19 pandemic, in 2020, Amazon.com had an increased net profit by 84%, compared to previous year and this is mostly because the organisation had used its KM and met the customer needs and expectations (Kohan, S.E., 2021.). 
The report will focus on three KM models, and these will be as follows: SECI Model, Choo Sense-Making KM model, and the Wiig Model.
Every Model will be critically evaluated, and a conclusion will be made based on the findings from the report. 
Based on the findings, some recommendations will be made for how Amazon.com can improve and what the organisation can use in the future to become more effective.
For this report, secondary research was conducted, and the information used in the report was used from various books, journals, articles, websites, and classroom lectures.
[bookmark: _Toc113644241]Knowledge and Information Management:
[bookmark: _Toc113644242]Background of Amazon.com
Amazon.com is an e-commerce giant that sells goods online and it also has physical stores. The organisation also sells services and different types of electronics and devices. It sells technology, cloud storage, computing, and many more (Aboutamazon.com). The current framework used by Amazon.com is Amazon Web Service (AWS), and the organisation has more than 200 services available. These services are used by individuals and by companies, and the services are trustworthy because of the increased security and continuous development (Aboutamaon.com, 2020).
What makes Amazon.com different from other companies and why so many people are choosing them? Amazon offers flexibility to its customers, in this way AWS enables organisations and individuals to use programming systems and databases they are familiar with, in this way the organisation gains valuable customers because people are always looking for some time-saving opportunities and will allow a little bit or no time to learn new programs or to use a different database. Also, the pay-as-you-go offer gives Amazon.com a huge advantage, not many suppliers are ready to offer this service, most of the suppliers will ask for an upfront payment or a fixed price, and Amazon.com customer pays only for what is using (Aboutamazon.com, 2021).
Also, what makes Amazon.com different from the other online and physical shops is that they offer same-day or next-day delivery and it can be tracked from a personal device. 
[bookmark: _Toc113644243]KM Definition:
Bergeron (2003, pp. 8-9) defines that ‘’Knowledge management (KM) is deliberate, systematic business optimization strategy that selects, distills, stores, organizes, packages and communicates information essential to the business of a company in a manner that improves employee performance and corporate competitiveness. It should be clear that knowledge management is fundamentally about a systematic approach to managing intellectual assets and other information in a way that provides the company with a competitive advantage.’’
Knowledge management is involved with collecting (eliciting) knowledge and converting (codifying) it into a form that allows it to be shared across the organisation. A key part of this process involves gathering tacit knowledge and converting it into explicit knowledge (Girard, J.P., & Girard, J.L. ,2015).
Another definition for KM will be: The data is transformed into Information, after receiving the information, this will be combined with the experience, and in this way, it becomes Knowledge. Knowledge combined with experience will create a brand-new tool to solve problems, this is the right way to manage Knowledge (YouTube, 2016).
There are two types of Knowledge: Explicit and Tacit.
Explicit Knowledge is the knowledge that has been submitted, it has been published somewhere.
Tacit Knowledge is the knowledge that has not been expressed or has not been published.
[bookmark: _Toc113644244]KM Cycle 
Knowledge management has five steps, and these are: Identity, Generate, Acquire, Diffuse, and Capture (Grant, K. & Dumay, J., 2015).
KM Cycle has 7 processes, and these are as follows:
· Knowledge capture
· Knowledge creation
· Knowledge codification
· Knowledge sharing
· Knowledge access
· Knowledge Application
· Knowledge Re-use
(Dalkir, K., 2017.)
[bookmark: _Toc113644245]Why is KM so important for an organisation?
KM is very important for the organisation because in this way the organisation can identify their customers’ needs and this will help the to create a special relationship and it will help customers to feel special and appreciated. Because customers are very valuable for the organisation, they will use their KM to identify customers’ needs and create new ideas and, in this way, the organisation will increase customer satisfaction.
KM is important for Amazon.com because by using KM they make feel every customer that he/she is special, by sending them personalised offers, by suggesting products they may like, and in this way, the relationship between Amazon.com and consumers becomes very special, and the customer feels appreciated and special for the organisation (Rosenberg, M., 2014). 
Knowledge is not only important for organisations, but knowledge is also essential. Every organisation must have enough knowledge about their customers, but they cannot know them unless they know their preferences. Collecting feedback from the customers will help to create a clear understanding of whether the service was good or bad, whether the products they sell are the way they describe them, or if the product meets customer expectations.

[bookmark: _Toc113644246]Evaluation of Knowledge and Information Management Models/Theories
[bookmark: _Toc113644247]SECI Model (Nonaka and Takeuchi, 1995)
SECI Model is used for business administration, information systems, and learning. It involves Knowledge Socialisation, Knowledge Internalisation, Knowledge Combination, and Knowledge Externalisation. ( Adesina, A.O. & Ocholla, D.N., 2019.)
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Socialisation involves face-to-face meetings, communication, and groupware application. It helps individuals to share tacit knowledge through virtual or physical communication.
Internalisation is the process that transforms explicit knowledge into tacit knowledge. This involves Online learning and data mining.
Combinations is a process that shares explicit knowledge, and this involves all the technologies including meetings and emails.
Externalisation is the process that transforms tacit knowledge into explicit knowledge by using a collaboration system and by answering questions.
How Amazon.com is using SECI Model:
Socialisation- the organisation offers to their customers to open an account free of charge, in this way they are observing the consumers’ purchasing behaviour. In this way, they are collecting tacit knowledge.
Internalisation- Amazon.com is creating documents to store information about customers.
Combination- Amazon.com combines the data from various platforms. Sometimes customers are using Amazon without realising that.
Externalisation- Amazon.com is sharing the collected data and information about their consumers with other platforms. They are selling their consumer data. The consumer is a product of Amazon.
Advantages of using SECI Model:
Using SECI Model on Amazon.com will help organisation to collect data, knowledge, and information, store it, and to use it to attract more customers, help within the organisation (to provide training where needed), understand customer needs, and improve service quality where needed. This will help to gain more knowledge and to store it within the organisation, and people working for Amazon.com can share the information and knowledge and this will be documented and stored, and it will become the organisation asset. 
Disadvantages of using SECI Model:
Using SECI Model on Amazon.com involves some disadvantages and some of the disadvantages will be the time and the cost. Organisation will have to invest time and money to hold meetings and conferences and to provide more training where needed. This may not be effective all the time, not all people are willing to learn or apply the knowledge they gained from the training in practice even worst, to share it with their peers.
[bookmark: _Toc113644248]Choo Sense-Making KM model
This KM model is used in the decision-making process. The model focuses on three areas sense-making, knowledge creation, and decision-making. 
The model starts with the sense-making stage, and this stage involves the collection of knowledge from the outside and it selects the knowledge that is useful and needed for the organisation. After the useful knowledge is selected, the knowledge is stored within the organisation.
The next stage is knowledge creation. At this stage, individuals from the organisation will meet and will start to share the information among them, through dialogs and meetings. The currents knowledge is transformed into the knowledge that is useful for the organisation and the knowledge is stored within the organisation.
The decision-making process is made based on the collected knowledge and information from the first two stages. This makes the decision-making process easier and helps employees within the organisation feel more confident about making decisions. Knowledge helps the people that work for the organisation to feel comfortable about the decision they are making (Liu, Y., Ahmad, O., Ahmed, N.A. and Wu, J., 2011.).
Amazon.com is using this model within the organisation and this is one of the reasons why the organisation is so successful. From the model above it is clear that using this model brings many benefits to the organisation, it is important to understand that the decisions that are made within the organisation are made based on the knowledge that everyone has, and it is also important that the knowledge is created and shared among the employees that are working for the organisation.
This explains the fact that Amazon.com before making any decisions is using the knowledge and information, and the success of the organisation is related to its knowledge and to the way the organisation collects it and stores it.
The advantages of using this model for Amazon.com are that in the first instance the collected knowledge must make sense and after that be distributed among colleagues, so which means that only the information that makes the company grow will be shared and it will be put in the application. Another advantage is that when collecting the information form outside of the organisation, individuals can notice some mistakes that are made by the competitors and this will help Amazon.com to avoid those mistakes and to focus only on applying useful knowledge, although mistakes can also be considered knowledge and lesson for the organisation.
Decisions will be made based on the thing mentioned above, and this will be time-saving because everyone will share experience and knowledge and this makes the organisation work more effectively.
The disadvantage of the model is that some people can feel that they are under the pressure to decide based on their knowledge and may not feel comfortable about it, they may think that the knowledge they have is not enough to decide. 
[bookmark: _Toc113644249]WIIG Model
WIIG Model (Wiig, 1993) is about organising knowledge. Is not only important to acquire and store knowledge, is also very important to organise it. Knowledge must be organised in the way that will be used.
The model is used in most organisations, and it has high importance. The model requires three conditions to make the organisation successful, and these conditions are: 
· The business must offer products/services and must have clients 
· The business must have facilities, people that work for the organisation, and funds
· The business must have the capacity to act (Mohajan, Haradhan.,2017.).
This model has four stages, and these stages are: building knowledge, storing knowledge, pooling knowledge, and using knowledge.
Building knowledge will involve many activities such as data collection, data analysis, reconstruction of the knowledge, and creation of new knowledge based on the knowledge that has been collected. Basically, building knowledge will involve knowledge acquirement and knowledge creation.
Storing knowledge will also involve some activities such as: accumulating the knowledge and storing it in documents, reports, etc. This means that the knowledge is stored in archives, and it is organisation property collected from employees’ tacit knowledge. This allows organisation to store all information in a bulk and make it cost-effective.
Pooling is the process that coordinates with knowledge managing, gathering, accessing, and saving.  The information must be collected from different sources and this action is required from all the employees. That means that the information will be acquired and built from different sources.
[bookmark: _Hlk113538549]Using knowledge involves using practical knowledge from the different tasks in the decision-making process. This will help the organisation and individuals identify the problems and make the right decisions to solve them (Mohajan, Haradhan.,2017.) 
Amazon.com is using this model within the organisation, this allows people in the organisation to make decisions much easy based on their knowledge and experience, this makes employees gain confidence and take tasks as something that can be solved easily. 
This helps the organisation to boost the communication among the people to work for the organisation, share the knowledge, and to make the knowledge useful for the organisation.
Amazon.com will gain more knowledge through their employees and they will store the knowledge and will be able to apply it in the future, even if the individuals will stop working for the organisation.
All the models mentioned above (SECI, Choo-Sense Making Model, and Wiig Model) are somehow related and they are somehow related and are used on Amazon.com. The main use of these Models is the Knowledge, how they collect it, how the knowledge is stored, and how the knowledge is shared. 
Knowledge is the most important thing that can be collected from the employees of the organisation, this makes the organisation independent, and the knowledge can be shared with the new individuals that come to work for the company.

[bookmark: _Toc113644250]KM used by Amazon.com
What makes Amazon special is that everything they sell is on the same portal and it has the same interface, so it is easy to be accessed by the customers and it creates less anxiety and stress for the consumers.
Another special thing used by Amazon is the way it operates the warehouse, by using special robots to collect and distribute the products, this is less time-consuming and it is cost-saving. Amazon.com is using the KM in the warehouse by using the control system, the robots are controlled by special sensors, and this allows them to work very efficiently and with no or with very few mistakes. Amazon.com has bought intellectual property and no one else can buy or use the robots they are using in the warehouse, and this thing makes them more profitable and special. It makes the process of distribution much easier, and the good can be delivered to the consumers in a short time. Robots are coordinated by cloud-based software and this makes every robot follow its own route, to adjust its speed and avoid crashes with the other robots. (YouTube, 2020).
Amazon.com is not using its KM only in the warehouse, the organisation is using KM in all areas. By collecting the data from their consumers, they can clearly identify the consumer’s needs and when logging into the account, Amazon.com knows what to offer, even before the customer will start looking for the goods he was initially after.
Amazon.com has its own data center, own electricity, and own data security. AWS makes a big profit from selling all these services and the sale makes about 40% of the total sales that Amazon.com makes a year. Very few people have access to the data center and if they will go inside this will require two authentication factors and the time, they can spend is very limited, this guarantees AWS customers that their data is kept safe and secure (YouTube, 2021).
Amazon.com knows how important it is to keep the planet safe, and the organisation cares about the environment, this is the reason why the organisation tries to reduce carbon emissions as much as it is possible, and this is a way to attract new customers and keep satisfied the existing ones (Aboutamazon.com). Amazon is using its knowledge in this field, and the organisation knows that if the carbon levels will not be reduced, the organisation can get in trouble by losing its consumers who can switch to an environmentally friendly company.
One thing that makes Amazon.com so successful and helps them achieve what other organisation could not do is that the organisation is using knowledge in all areas. At the beginning of the Covid-19 pandemic, the organisation could predict the need for masks, hand sanitisers, gloves, and other hygiene products. They have predicted the need of these products, and because of the next-day delivery, their sales have been very big.
Knowledge across Amazon is shared in many ways, but the most effective is the feedback from the customers. Because the customers are the most valuable for Amazon, the organisation will adapt to their needs and will improve service and products to the level that is expected from the customers (Rosenberg, M., 2014).
[bookmark: _Toc113644251]Conclusion:
Knowledge is experience and information. To the report above Amazon.com is successful because the organisation is always adapting to its customer needs. The way they know their customers, nobody knows. The organisation can identify the customer needs even before the customers themselves will do that. 
The knowledge that Amazon has was acquired over many years, and the organisation has put much effort into and has spent huge amounts of money in the development of the organisation. The fact that Amazon is using the KM Models mentioned above, makes the organisation a genius in all the services they provide.
All the KM models are used by Amazon, and this helps them to collect and to use the information in the most useful and profitable ways. The knowledge Amazon has about its customers makes the organisation this strong and profitable.
The way they know their customers, nobody does. Although many companies are trying to copy Amazon, and they are trying to provide the same service, and products, the thing that makes Amazon go one step ahead is that the organisation connects its customers with the information provided by others. 
The fact that Amazon.com can be used anytime and anywhere is a huge advantage for the organisation, people that are using the Website or the App are familiar with it, and no extra time will be spent by them trying to figure out how to use it, or to add their details to a new website or App. People are so familiar with Amazon, that they can feel like a part of a big family called Amazon.
The support that is available 24/7, reassures the customers that if a problem arises, there is always someone who will help them and will offer guidance to make sure that the customer is satisfied. This is the reason why Amazon is using knowledge and is not only using it, but it also creates and sharing this knowledge, to meet customer needs and expectations.
[bookmark: _Toc113644252]Recommendations:
The current KM framework used by Amazon is very good, and the way they know and understand their customers demonstrates how much Amazon cares about them, but the organisation’s service still has room for improvement.
As it was mentioned above, Amazon is not selling only its own products, on the platform are also some third-party sellers, to which Amazon customers do not have access. The recommendation will be to allow customers to have direct access to their sellers. Customers may request extra information or may want to change their order and the communication is always between Amazon and customer, and Amazon and seller.
The way that is recommended to do it, is to share the information about the seller with the customer. In this way, Amazon will save time and money that is paid now to their customer service team and the money will be redirected somewhere else, or it will be added to the profit.
It is recommended to implement this framework as soon as possible and, in this way, customer satisfaction will increase, even more, although the organisation may think that they are losing its customers, it is satisfying their needs.
Because Amazon.com is more focused on online sales, people, when placing their order, are not able to see or touch the product in real, and their choice is mostly based on the reviews, which is good, but Amazon can improve this by adding the video demonstrations of the product or add the option to see how the object looks in the room.
This will help customers to have a clearer view of what they are buying and how it will look in their house, and the organisation can save money by applying this framework. If the customer does not like the item, he will return it, and this will be an additional cost for Amazon. The organisation still has the risk that their customer will return items, but the returns will decrease in numbers.
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                                         Recommendation   The first sugge stion for Amazon.com is to connect their sellers and  their customers  through   some channel s .   Because the Amazon customers does not have access to the seller  information and it cannot  get in touch with the seller direc tly, the  costumers must deal with proble ms and issues with Amazon, and  not with the sellers directly.   If Amazon uses this framework, it will help the organisation to  save time, money and to make their customers trust them even  more. It is suggested to apply the recommendation as soon as  possible .    

                                             Recommendation   The second suggestion for Amazon.com is to  use the Video  demonstration of the goods and item they sell . Because most of the  customers are using online shopping, they cannot physically see or  touch the product, and because of this many returns are created.  Customers are buying goods  mostly based on reviews and photos,  and when the goods arrive, they do not  meet the customer  expe ctation.   If the customer will be able to watch a video with the product or  goods  he is planning to buy,  or he ill be able to see how it looks in  the room,  it will reduce the returns considerably.   If Amazon is going to use this recomme ndation, it will help the  oragnisation to save time and money.    

                                                    Conclusion :   It is highly recommended for Amazon to use  these  recommendations   and to implement this as soon as they can.   It is very important for the customers  to know their sellers and to  be in direct contact with the supplier, this will make the selling  process transparent, and it will increase customer trust in the    organisation.   The video demonstration promises to be  successful because  majority of the customers will like to see closely hat they are  buying , this will decrease the returns number and it will save time  and money within the organisation.    

                    Abstract    AWS is providing many  services, inclu ding cloud  computing, data collection ,   data storage, data sharing,  and many more.   Although  Amazon is a  successful organisation and is  using its KM in all areas, it  has some room for  improvement. Two  recommendations have been  made for Amazon.com about  how to improve their services,  and in this poster, both  recommendations will be  mentioned, and some  suggestions will be made.   A mazon is a commerce giant ,  the fact that  the organisation  became so successful in such a  short time, demonstrates the  fact that t hey are using their  KM and the information and  data they have collect in the  best possible way.    During the Covid - 19 pandemic  the organisation sales grow n  incredibly, when most of the  organisations were struggling  with the ir business, Amazon  recorded double nearly double  sales than in the previous year.   This   fact makes it clear for  everyone that KM system  works in such a perfect way  that Amazon is ready for  everything, even for  pandemic  who has affected the entire  business industry.      

                                                                    Introduction   In the past few years, our planet  has been affected by the pandemic. It was something  new for everyone,  and nobody knew how to act. Everyone was affected, but business  in specia l. Many online and offline business had to close  during the pandemic, and  some of the  businesses   were struggling financially  and economically.   Amazon.com is one of the few businesses who used the KM in the  best possible way,  the organisation has met the customer expectations and it has created a special  relationship with them.   Because Amazon has information and knowledge about everything and ever yone, the  organisation has used it  during the  pandemic,   and it has increased in sales  nearly  double.    
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