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EXECUTIVE SUMMARY

This report highlighted the importance of knowledge and information management, its application at the organisational level and particularly Amazon.com. Furthermore underlined how the company acquire, convert, retain and manage knowledge. This processes help Amazon to perfect its information system and KM strategies which lead it to huge success, growth and profitability and during the pandemic the company become an e-commerce giant. Additionally the report shows KM models including Nonaka and Takeuchi (1995) and Boisot I-space (1998) analysis. 
Founded as an online bookstore in a garage in 1995 by Jeff Bezos today Amazon.com is a world leader in e-commers . For 25 years of existence the company proves that the knowledge and information acquisition and its effective management is one of the organisation most essential assets that increase its organisational competitiveness and guide it to the higher level of success (McFadden, 2021).
Knowledge management is organisational capability to innovate its efficiency, effectiveness and competitive advantages through knowledge identification, acquisition, retention, transfer and dissemination within the organisation. After creation of knowledge it has to be actualized in the organisational systems, services and products. Organisational knowledge is defined as organisational social and human capital. Tacit knowledge cannot be easily transfer from one person to another, because it exist only in human brains. Significant problem in knowledge management is convincing people to share their tacit knowledge (Khatun, 2018).
Knowledge sharing is essential to the organisations. As each employee’s experience and knowledge enriches the collective knowledge, the process of  knowledge management is used to transform individual into organisational knowledge (Keglovits, 2013). 
Knowledge management models include Nonaka and Takeuchi (1995) and Boisot I-space (1998) KM models outlined knowledge transformation.
Nonaka and Takeuchi (1995) model considers four kinds of knowledge transformation socialization (tacit to tacit),  externalization (tacit to explicit), combination (explicit to explicit) and internalization (explicit to tacit) (Nonaka and Takeuchi, 1995) . 
Boisot I-space (1998) model introduces three key points of its conceptual framework – coded-uncoded; abstract-concrete and diffused-undiffused and the model is using six steps to describe knowledge activities – scanning, problem-solving, abstraction, diffusion, absorption and impact (Boisot, 1998).
Process of knowledge development introduced in SEKI model and particularly social interaction can be found in Amazon’ early development stage and shows Bezos different strategies to enhance company’ innovation and to transfer the knowledge (Tibben, Sangal & Gonsalves, 2006).
Amazon’ Management information system is the company’ major tool in achievement of competitive advantage through gaining of information and effective knowledge management. The company operates through two main information systems – Amazon Web Service and Simple Storage Service which help organisation to maintain its clients and products. Amazon processing systems such as transaction, recommendation and supply chain management systems support company’ activities and enhance its efficiency and revenue (Al Imran, 2014).
Amazon.com makes available for use information and knowledge in a single platform and is a perfect example of knowledge management. 
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The main purpose of this report is to research what Knowledge Information Management technologies Amazon.com used and to expose effectiveness of this method.
A dynamic and rapidly changing environment nowadays forced organisations to be more creative, to use different flexible and intelligent methods in order to keep their business on track, to win more customers and to be more profitable. As the market is more and more competitive, the use of knowledge information management is important for building strong organisational performance and is beneficial for managing company’s direction, people, processes, and technology.
Amazon.com. is one of the most world famous and successful online retail brand and technology company and is precise model of effective knowledge management (Greene, 2021). The organisation is one of the few companies that became growing and profitable giant and came out most powerful during the Covid-19 pandemic (Palmer, 2020).
Amazon.com is leader in e-commerce and serve clients worldwide. The company has more than 25 years in business. Its founder Jeff Bezos initially set the company business as online bookstore in his garage. In present the number of employees working for organisation is 647500 and its real estate occupation is 288 million square feet (DePillis&Sherman, 2020).
This report will outline the importance of Knowledge information management within organisations such as Amazon.com and how the information system used by the company helps to satisfy its customers and achieve its competitive advantages as well as how successfully used knowledge information management enhance organisational efficiency and decision-making process. 
Furthermore will shows Evaluation of Knowledge and information management theories including Nonaka and Takeuchi tacit and explicit conversion and decision-making model and Boisot I-Space model. 
Additionally the report will focus on Knowledge management techniques used by Amazon.com in company’ standard operating procedures and achieved outcomes. 
Moreover the areas that can be improved are going to be revealed with appropriate recommendations.
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AMAZON BACKGROUND

Amazon.com was founded in Seattle, Washington in 1995. Initially the company’ name was Cadabra from Abracadabra, but founder Jeff Bezos changed it due to phone calls’ name misunderstanding and after research in dictionary he chose a different and exotic Amazon. The inspiration behind the new company’s name is that it is going to grow fast and will become the biggest selling shop in the world like the Amazon river is one of the planet’ biggest river (McFadden, 2021). Company’ founder Jeff Bezos vision was to create a virtual place for books selling and to deliver them to the people’ door step not only in USA but around the world. This idea turned out to be profitable and Amazon com. recorded a great success. The company’ major success and dramatic growth came with the launch of its own development of the Kindle e-book which gave it a significant authority and influence in the book publishing market. Next step that marks success of Amazon.com development is diversity in its business and offering goods such as computer hardware and software, electronics, PC and DVD devices, music, housewares and much more (MacDonald, 2018). The company become a platform in 2000 offering services to several types of clients as sellers, buyers, content creators and enterprises through company’ website www.Amazon.com. Nowadays Amazon.com apps is available for customers through mobile technology as well. In 2017 company made a $13 billion deal and bought the supermarket chain Whole Food Market (Hall, n.d.).
In 2021 Amazon.com opened the first grocery cashless shops called Amazon Fresh in UK which allow clients with Amazon Go app to walk out with items. A set of cameras and other sensors are used to track buyers as they pick up goods from the shelves and charged their credit cards after living the shop. This is the first expansion of the company’s automated payment technology outside the United States, where Amazon has already 27 stories without cash registers called Amazon Go and two larger supermarkets – Go Grocery. Stores represent the biggest effort of the technology giant to reshape physical retail sales (Hansen, 2021).
Furthermore, 2021 marks the era of the extraordinary success and growth of the company from online bookstore to $1.7 trillion global retailer and the decision of its founder Jeff Bezos to step down as a CEO after 25 years in this role and who is now one of the world’s wealthiest people (DePillis&Sherman, 2021).
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“Knowledge management is nothing more than managing information flow, getting the right information to the people who need it so that they can act on it quickly”
Bill Gates, Business of the speed of thought

Knowledge management can be described as a process of defining, designing, maintaining and transfer the knowledge and experience of employees within a company and it can be defined as one of the major assets of the organisation that improve its efficiency and effectiveness of collective knowledge (Greene, 2021).
There are two fundamental types of organisational knowledge – tacit and explicit. 
Tacit knowledge can be characterised as experience gained from personal observations and perceptions, considering person’s beliefs and values, that leads to intuitive ability to be flexible and adaptive to new and unconventional environment as well as ability to think innovative. 
Explicit knowledge can be easily acquired from the information stored in documents and media or briefly it is theory based and can be transmitted simply.
These two key elements typified the process of knowledge management as a form of gathering tacit and converting it into explicit knowledge (Nonaka&Krogh, 2009).
Knowledge management is indicated as the most significant assets of the organisations. It is essential how companies are maintaining the knowledge and this define their success, growth, profit and competitive advantages and improve their performance in several ways (Nonaka and Takeuchi, 1995). 
Successful organisations including Amazon.com manage to retain the distinct knowledge of their employees within the firms offering several benefits to knowledgeable workers as well as opening opportunities for development and improvement. On the other hand, this smart process benefits organisations and improves organisational efficiency as employees are capable to make informed and quick decisions, process of innovation is at very high level, employees turnover is reduced and clients are satisfied. Furthermore, as the market is highly competitive successful knowledge management helps the organisations to take advantage of its competitors and to find a clever way to stay ahead such as build and develop resilient and intelligent methods to react quickly to new technologies, innovations and information which helps to retain and satisfy their clients (Valamis, 2019). 
In summary, successful knowledge management benefited organisations with highly efficient workplace, faster and educated decision making process, effective team working and collaboration, employees retention and satisfaction related to development and training opportunities and flexible practices as well as helps to keep the existing and to win a new customers due to technology progress and innovations. Furthermore, effective management of knowledge strategies in organisations resulted in sustainable competitive advantages (Gonzales & Martins, 2014).
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In 1995 Japanese researchers Nonaka and Takeuchi created their model of knowledge creation based on the creativity and innovation’ success of few Japanese corporations. The model reported the knowledge creation and dissemination within an organisation as well as its embodiment in company’s “products, services and systems” (Nonaka & Takeuchi, 1995).
The Theory claims that knowledge consist in two dimensions. From an ontological point of view they are individuals and organisational knowledge, and from epistemological they are tacit and explicit knowledge. According to the theory tacit knowledge refers to action and experience and it is extremely personal, whereas explicit is modelled and can be easily transferred (Yang et al., 2009). Nonaka and Takeuchi (1995) model of knowledge dimensions or SEKI model proposes four elements of knowledge conversion. 
Socialization – tacit to tacit knowledge is indirect way approach of sharing knowledge.  It is a knowledge management technique which allows employee to gain tacit knowledge by process of observation and practice through apprenticeship. Socialization is a form of employees sharing experience each other as well as customer - employee sharing experience or different teams of organisation sharing experience. 
Externalization is indirect to direct approach. This is a process of converting tacit to explicit knowledge by developing publishing, expressing concepts, written documents or images which embed the tacit knowledge, enabled its communication and allowed to be shared. 
Combination is direct approach explicit to explicit knowledge. The process includes combining types of explicit knowledge such as organising and integrating concepts collected from inside and outside organisation and disseminating this new form of knowledge within the organisation employees.
Internalization refers to explicit to tacit knowledge and is a direct to indirect approach. That is a process of learning by doing or an employee can obtain knowledge from working experience which made them organisational asset (Cloud Tutorial, 2021).
[image: See the source image]
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The Nonaka and Takeuchi (1995) model evaluates the tacit knowledge nature and covers interactions between explicit and tacit knowledge. Nevertheless, the model has several limitations. It doesn’t takes into consideration employees’ needs, emotions and motivation as well as their beliefs, values and principles which influenced their readiness and made the knowledge management process difficult.
Furthermore, the model doesn’t differentiate individual and organisational knowledge in the knowledge creation process because Nonaka is blurring the lines between them. Thus, it fails to indicate different management of individual knowledge and organisational knowledge as well as to accept the traits of knowledge at different levels of the organisation (Yang et al., 2009).
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In 1998 Boisot proposes his model of knowledge management based on his own knowledge and experience which emphasised that “informational asset” concept differs from “physical asset” or in other words the information is that what the person can extract from the data as a function of their previous knowledge and experience.
Boisot’s three dimensional cube model proposes three dimensions of knowledge: from uncodified to codified, concrete to abstract and undiffused to diffused.
His I-Space model proposes Social Learning Cycle included six phases:
The Phase 1- Scanning identifying that wisdom is gained from data – available or diffused.
The second phase refers to Problem-solving and offers structure and coherence to these visions, because the knowledge is codified.
Abstraction – in the third phase of the Social Learning Cycle Boisot claims that new codified knowledge is generalised to a large number of situations as it become more abstract.
Diffusion – the forth phase includes sharing new wisdom with a target group of people in a form that is abstract and codified as knowledge become diffused.
Phase 5 - Absorption refers to the idea that newly codified insights are used and applied in number of different situation where the person acquired new experience and behaviour that is different and thus become tacit knowledge.
The last phase is Impacting where knowledge is included in real practices as organisational rules and practices (Boisot,1998).
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Boisot considers in his model the organisation as a being, as its process of active growing and developing knowledge is constantly changing which comes to show that they need a dynamic knowledge management strategy. Therefore, the Boisot model has potential to menage organisational knowledge assets because of its dynamic Social Learning Cycle and  is excellent for decision-making process as it creates ability based on beneficial information. But it should be noted that the model is not so well known and there is not much evidence for its implementation in real medium (Yang et al. 2009).
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The importance of social interaction in the process of knowledge development described in Nonaka and Takeuchi (1995) can be seen in early phase of Amazon development.
The company’ CEO Bezos strategy aims to stimulate innovation through encouragement of dissimilar thinking in a group medium as well as recruitment of peoples with diverse experience and degrees from computer science to arts and online recruitment of individuals from specific demographic population. Giving the employees shares in the company was Bezos strategy to create a sense of inclusion and contribution to the Amazon well-being. Compared with Nonaka and Takeuchi (1995) KM framework it can be seen tacit to tacit conversion and explicit to tacit conversion or socialisation and externalisation processes are present in the early phase of company’ development – an innovation through the control of context and relationships. 
Amazon’ web technologies are another way of knowledge transfer. For example company’ search engine combined with customer interface connects to its capability to acquire information about its clients preferences through their personal accounts. The company monitors customers’ activities using cookies, and can offer them appropriate products that meet their interests. As these preferences are related to clients’ private information an prominent transformation from tacit to explicit knowledge is taking place. 
Amazon “post read reviews” where the clients can express their opinion about a book which identified its success or failure help the organisation to communicate personally with their customers and is another example of knowledge transformation that can be compared with Nonaka and Takeuchi (1995) socialisation process and tacit to tacit conversion (Tibben, Sangal & Gonsalves, 2006).
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The organisational management and operations are highly dependent of its operational systems. Amazon. com is the first company that initiated online procedures and continuously offer innovative technologies’ application, quality of services and competitiveness in the market. Furthermore, the company creates value through CRM (Customer Service Management) models that from one side attracts customers and from the other side promotes the company’ image which is beneficial for its revenue. The organisation’s employees are the main initiating force in the admission and information systems usage as their main goal is to create customer loyalty and to promote Amazon’ image. The company uses updated software and hardware which function is to generate data to use in solutions to the company’ globalization, such as the creation and standardization of a management system for its international stores, customers and suppliers. The data generated by the information system and its effective management helps company to adjust and coordinate operations between company related stores as well as to assess the behaviour of existing and potential customers. Amazon’ information system boost its efficiency in global management and delivery service (MacDonald, 2018).
Amazon com. Information system is based on Service Oriented Architecture which is focused on multiple application. The company developed two main Information systems through which maintains its products and customers, including AWS (Amazon Web Service) and SS (Simple Storage service). 
Amazon Web Service is large-scale, stable and reliable platform for individuals as well as retailers helping them to sell products, which faces a lot of challenges. 
For products and orders AWS has to be stable, fast and secured. 
Customer Relation Management (CRM) System that collected customers data and searching information has to be enough smart to analyse this information and provide the relevant service.
Smart Analysis Search (SAS) system related to tracking fraudsters has to detect and analyse frauds schemes and to help company to serve its customers effectively (Al Imran, 2014).
Amazon Simple Storage Service (S3) is the company’ cloud storage platform that upholds its entirely cloud computing network and contributes to its scalability, security, performance and data inventory.
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This Amazon’ system includes each customer profile – existing or featured who would like to order products and customize their profile with web tools such as shopping cart and wish list. 
One-click ordering is essential part of this system that offers easy to use e-mail communication, card transaction and world service shipping. Once the customer fulfilled the order form can shop goods clicking only one button and the server provides automatically their information (Amazon, 1998). 
Secure payment related to the customer personal credit or debit cards information as well as transactions that are encrypted by Amazon secured server software to prevent unauthorised access.
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The intelligent system is based on recommends related to customer previous purchases and research as it stores each of their orders and tracks each of their searches. The best possible recommendations help for customer satisfaction. 
Interactive searching system provides options and searching tools for millions goods and customers can select  their wished items through catalogues (Al Imran, 2014).

[bookmark: _Toc68621542]Supply Chain Management System

In 2000 Amazon.com built automated warehouse and Supply chain management system which activities are under supervision by Customer Relation Management (CRM) system.
Enterprise Resource Management (ERP) System is Amazon’ customer database that includes information such as ordering, automated distribution and redirection to nearest centre and delivering processes. Furthermore, overall process is supplemented by order tracking to lower any mistakes. The benefit of this systems is a reducing half of Amazon’ customer service contacts due to fewer mistakes (Business Week, 2003).
Customer Relation Management (CRM) System is dealing with process of collecting of personal customer information as well as all records including information about their credit card, transaction, order, purchases history and profile. The system also gather information on client’ feedback, products reviewing and queries which help Amazon to improve its efficiency.
Order Processing System uses secure encrypted method to transfer information about the  client’ transaction record to the delivery system for fulfilment and dispatch.
Order information system and e-mail and message system refer to automatic communication with the customer (Al Imran, 2014).

[image: Information systems at Amazon.com]
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Amazon’s Management Information system perfected the company in many ways but each system has its advantages and disadvantages.
The main advantages are that IS is enhancing organisational efficiency and profitability providing different available methods for customers to shop including easy and safe transactions, customer service quality, fraud protection as well as wide range of products at competitive prices and technology generating product recommendations. From the other side, the products pages are overwhelmed by ads which distract the clients (Al Imran, 2014).
Retailers are benefited with the necessary tools to start up with the Amazon’ cloud and low-cost migration service is offering to existing companies to move to AWS. MIS provides supply chain management and logistics.
MIS helps Amazon to be world-renowned brand as well as most recognisable technology giant. Company’s Alexa and AI used in Amazon Go generated 35% of its profit which is equal to more than 2 billion for 2020, furthermore Amazon Go system reduces fraud as it doesn’t allow cash, knowledgeable workers monitored and serviced company’ MIS (MacDonald, 2018).
Key benefit of Amazon Information system is that it allows decision-making functionality for solving out some order processing problems as well as customer queries. Furthermore, it support decision-making process providing managers fast access to important and reliable information about company’s employees performance, marketing, finances and many more departments and help managers to coordinate processes within different management levels (Al Imran, 2014).
Many companies struggled to survive and keep their businesses during the pandemic which turned clients to Amazon and company’ sales jumped. Amazon grew up and gained more and more customers which makes it difficult to deliver the product it purchased. The organisation wasn’t capable to keep steady positions in its logistic network including warehouses, truck, vans and planes, its supply chain and customer service aggravated. Furthermore Amazon wasn’t able to keep its employees safe as they continued to perform hard work as picking, packing and shipping buyers’ orders (Palmer, 2020). Even though the company hired and trained thousand new employees and support them during the Covid -19 providing operational process changes and protection as masks, temperature check, deep cleaning on its facilities, social distance and testing for the coronavirus (Amazon.com.Inc., 2020) it wasn’t enough to protect the workers due to exhausting working hours including overtime, inability to keep social distance and new cases continued to be reported as well as eight company’ employees have died (Palmer, 2020). 
According to Trustpilot (2021) customer’ feedback review of Amazon the organisation is getting worst as it is sending the items at totally different location. Some clients define Amazon as horrible company as it doesn’t care anymore of its customers and even doesn’t pick up the phones or leave customers long time on the phone line. The clients blame the company that it use computers to answer their questions, and if some of the live customer service pick up the phone they are unable to give adequate answer or their behaviour is very rude. The customers’ dissatisfactions also include that some products are overprices, deliveries are delayed or missed, the organisation doesn’t have already strong enough purchases security, cancelled items and didn’t refund, redirecting customer to the bank which redirecting buyer again to Amazon and to set up new account is not difficult it is just impossible. Thousand of clients give Amazon negative feedback and close their accounts, moving to company’ main competitor E-bay (Trustpilot, 2021). 
In conclusion can be noted that Amazon representation during the pandemic left many dissatisfied customers as well as company’ employees. The negative feedback prevails on the time of crisis and Amazon need to be more careful and to put more efforts in customer service and friendliness.
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[bookmark: _Hlk68607798]Amazon.com is excellent example of knowledge management, providing both knowledge and information on its platform where everyone can use it. 
Apart from the fact that the organisation is in retail business it is technology leader as well. One of its newest product - the omnichannel cloud contact centre Amazon Connect that ensure exceptional customer service at low price and serves millions of customers daily is the next perfect model of effective and practicable knowledge management. 
Amazon uses artificial intelligence and voice recognition technological method to ensure that clients’ requests are supported. Due to countless transactions monthly live customer service  is unserviceable for the company and answering every question and resolve every complain is unattainable and hard work for person. Instead, Amazon Connect is using the transaction data order and is delivering information to buyers as well as answers to generally asked questions. Moreover, directs calls to live customer service is using historical interaction data (Greene, 2021).
Amazon API seller is a tool that serves developers to build applications and is opportunity to every brand and seller who is worried of their market presence. This application provides knowledge to the Amazon’ platform sellers as well as newest information about the similar product’ price changing, notification can be seen only 60 second after the action (Greene, 2021).
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In summary, this report underlined the importance of tacit knowledge for achieving  organisational goals and developing organisational knowledge management processes and information systems. Amazon.com is leading e-commerce organisation which is impeccable model of flawless knowledge management. Following its aim to be customers’ most centric company on the Earth and its mission to improve continually customer experience through internet and technology the company collects tacit knowledge from its early phase in 1995 to this days and takes advantage of it. This strategy helps the organisation to be on the top of its success, to be the most profitable and competitive company. 
Furthermore, the report analysed Nonaka and Takeuchi (1995) and Boisot (1998) KM models and applied Nonaka KM Framework of knowledge conversion to Amazon KM strategies, proving that the whole concept of KM is about effective knowledge creation and sharing as well as successful management.
Recommendations: Amazon products pages are saturated, therefore the customer is distracted of range of advertisements on a specific product page. Ad reduction will be beneficial for better customer orientation and waste of time. 
Amazon’ live customer service team supposed to be more friendly and better acquainted with the company’ operating system to be able to give meaningful answers to customers’ questions.
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