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The main purpose of this report is to analyse Amazon’s knowledge management practices in order to understand their impact and contribution to its success.
Amazon is a multinational company, focused on e-commerce that has become the world leading platform for online retailing. It achieved its success in a large part thanks to the  advanced knowledge management techniques developed, which enabled them to provide a large selection of products and build the best customer service experience. It has been called one of the big four of technology due to its market capitalization, disruptive innovation, brand equity and super competitive application process.
The Nonaka and Takeuchi Knowledge Management Model (Anggraini, 2018) describes how knowledge can be created and converted, from tacit to explicit or the other way around. We will use this framework to analyse how Amazon built its web services to extract and manage information, making it accessible for exploitation to provide insight in the customer experience, predict and provide the most relevant products.
The web-based Information Technology Information Library (ITIL) was established in 1988 and is responsible for gathering, analysing, storing and sharing knowledge (Brubacher, 2011). This has enabled Amazon to build their one portal, self-service order generation system that puts the user in charge. The Flywheel Effect (Colling, 2018) has been successfully applied by Amazon and described as a ‘virtuous cycle’, which is a self-reinforcing loop made up of a few key initiatives that are driven by each other and build long-term success (Haden, 2017).
Another innovative KM system Amazon has developed is the Product Review, where buyers are encouraged to express their opinions about recent purchases, using the socialisation process of knowledge transformation from the Nonaka and Takeuchi model to gather tacit personal knowledge and use it to communicate with customers in a personal way.
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