Student name: Alfa Amado Barri
Student ID number: 201976
Programme: BA (Hons) Leadership and Management Skills for the Workplace 
Module: Knowledge and Information Management Skills for the Workplace
 Module code: BMSW 5106 
Lecture name: Zainab Atta
 Assignment Title: Knowledge and Information Management of Amazon.com














Executive Summary
The report has been produced to analyse the knowledge management process and framework used at Amazon.com. The report implemented the SECI model in the context of Amazon to find that the company emphasizes the socialization and externalisation of bodies of knowledge. The report also shows that mobility, feedback system and landing pages are some of the key elements of Amazon’s standard operating procedure which has catapulted the company into tremendous success. 
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[bookmark: _Toc1602663172]Introduction
[bookmark: _Int_yoqU9wTU]The main purpose of the report is to evaluate the concept as well as the importance of knowledge management in relation to knowledge assets and their management in an organisational context. The report also aims the development an understanding of the knowledge management processes that are required for total organisational development. Another purpose of writing this report is to demonstrate the development of a framework for establishing a knowledge management culture. And amazon.com has been chosen as the organisation to which the knowledge management-related concept and framework will be applied. Amazon.com is currently the largest online retail company in the world. The company has also several extensive business portfolios especially in the field of cloud computing, cloud storage, music subscription, entertainment streaming services, book, and movie rentals and so many more. In this report, Nonaka’s tacit and explicit conversation and decision-making model which is also known as SECI model will be applied. It is expected that the report will provide an outcome regarding the alignment of knowledge management framework that is used currently at Amazon.com to reflect on its efficacy on the overall organisational success.













[bookmark: _Toc2086465838]Section-1
[bookmark: _Toc489499072]Background of Amazon
Amazon.com is an American multination technological company that has several products and services constantly used by millions all over the world. Amazon.com is mostly known for its e-commerce platform that has found back in 1994 with a view to selling books online that has now proliferated into a multibillion-dollar enterprise. (Kargar, J., 2002) While at the beginning the company was intended to be an online bookseller to capitalize on the widespread adoption of internet, it has now taken off with services such as cloud computing, digital streaming, AI and many more. Amazon now operates in more than ten countries with services and products available to purchase from directly all the while shipping the ordered products and services all over the globe, meaning that the corporation now operates all over the world. This giant corporation has over 1.5 million employees already and the number keeps on increasing. (CompaniesHistory.com - The largest companies and brands in the world. 2022) Amazon is also known as a very customer-friendly company as its core vision is to prioritize the customers and their experience with it and to ensure no one faces any sort of complications by adopting newer technologies to utilize the information it currently has. (Wells, J.R., et, el. 2018) In short, Amazon.com is one of the most successful multinational companies operating in the world with the constant need of development and advancement in the process to enhance the customer experience all the while emphasizing on the well-being of its employees.











[bookmark: _Toc1670811614]Definition of KM
KM or knowledge management is a process followed by organisations to accumulate all the knowledgeable resources and then to organize, share and analyze them to extract all the necessities that employees can utilize and bring betterment to themselves. (Quintas, P., et, el. 1997) The knowledge that is being talked about can include different technical resources, documents on various things, skills, questions that get asked frequently, etc. Knowledge management is a method to apply certain methods of operation to make information more accessible and usable for the general folks. In that regard, knowledge management is based on a system architecture that involves interface, inference engine, and knowledge base which then create such a sophisticated system that employees can access and use to understand situations better and make more effective decisions. (Demarest, M., 1997) The goal of implementing knowledge management is to improve organisational efficiency as well as performance. Knowledge management ensures that the person looking for certain information is provided with the required ones at the right time. To do it, an organisation is needed to capture and organize as much knowledge as much relating to the work process that the organisation follows and then address the tasks and projects that the organisation is required to do. (Maier, R., et, el. 2011) KM is also used in sharing knowledge with others to improve all the processes followed and technologies used in a business. Knowledge management helps businesses to emphasize on the creation or generation of new knowledge so that the process of learning never gets thwarted at any given point. 






[bookmark: _Toc1305341549]Importance of KM for any Organisation
Knowledge management has its own traits and benefits that make it more appealing to organisations to implement in the processes that they follow to execute operations. It contains certain aspects to it that make it very much significant for many organisations. For starters, as it garners, stores, and share knowledge through a sophisticated and effective manner, it sets off a culture where the efficiency of employees sees an incremental upgrade in contrast to the ones where it is not utilized. (Omotayo, F.O., 2015) 
[bookmark: _Int_uKDvmqB2]What knowledge management does is that it streamlines the knowledge that an organisation possesses so that it becomes more accessible to the entire organisation. As this knowledge contains all the successful methods that have been used in the past to attain certain achievements, employees at present can analyze those methods to gain insights on the problems at hand and devise their own sets of strategies in relation to the prior successful methods to overcome the complications. (Mårtensson, M., 2000) This significantly boosts the performance and the results derived from a decision that is undertaken by employees under different circumstances. In short, the importance of knowledge management in any organisation, especially Amazon.com which is a giant corporation and deals with myriad sources of information every day is that it enables the organisation to be faster all the while increasing the effectiveness in all the tasks that get executed. 
[bookmark: _Int_RE04wOqd][bookmark: _Int_BRLo9orJ][bookmark: _Int_EdiIFSU4][bookmark: _Int_PbvEpyCS]Furthermore, it saves the organisations tons of time by eliminating the process of recreating existing knowledge. In addition to that, employees can utilize the organized knowledge to speed up innovation. Knowledge management, if it is created and used effectively, can boost the happiness of employees by a lot which increases the output provided by them. (Pathirage, C., 2008) Moreover, knowledge management can help in the retirement process of staffs, as well, because when a person retires, that person typically possesses a lot of wealth in terms of knowledge, which an organisation might need later. In that case, knowledge management can identify and retain only the information that is needed by the organisations and discard everything else saving money as well as time for the company. This also applies to the recruitment of newer employees because the new people require training and to make training effective, all the training sessions need to incorporate the significant knowledge bases that the new recruits need to cover. Overall, knowledge management can be of importance for any organisation, especially Amazon.com given the massive scale of its employee fleet, if it can be utilized properly.


[bookmark: _Toc495470737]The Ways KM helps Organisations in Satisfying Customers and Achieving Competitive Advantage
[bookmark: _Int_oLLfOgR1]There are many key aspects to customer relationship and the satisfaction that they derive from availing a product or service from a business. The most important fact in that regard is that the customer experience matters the most in operating a business successfully and to achieve that knowledge management can be a great method to do it. Firstly, knowledge management helps to make the necessary information available to all for which customers can look up for the required details online before availing a product or service from a business. (Armistead, C., 1999) This can immensely increase customer satisfaction as well as experience because the customer can rely on information provided by other users or the company itself and make the purchase decision only after being sure about it. Another aspect to it is that knowledge management can remarkably boost traffic and engagement of a business’s website which helps to make the conversion rates improve. (Stewart, D., et, el. 2008) Secondly, in this ever-changing world where time is very much important to everyone, waiting to get information on something can be onerous as well as dissatisfactory. In this case, chatbots can be quite helpful because no matter how much a business wants to keep its customer services up to the mark, it simply cannot keep up with the pressure for which automation is the only way. Knowledge management can provide the chatbots with enough information which are relevant as well as adequate so that they can be self-reliant in most instances before a human takes over the procedure. (Skeepers. 2022) There is another aspect which can help organisations in satisfying customers which is data circulation. Knowledge management can certainly provide the organisations with data that they can use to devise strategies that can bring betterments to customer interactions. Knowledge management can make in-depth analysis on all the strong as well as weak points of an organisation and provide the report to it so that it can comprehend the situation and advance to make amends to overcome the weak points. These all can in turn drive the sales due to increased customer satisfaction and give the organisations a competitive advantage.


[bookmark: _Toc453285349]Section-2
[bookmark: _Toc546257901]Evaluation of Knowledge and Information Management Model
The model that will be evaluated here is Nonaka’s tacit and explicit conversion and decision-making model or SECI to answer two questions that are how knowledge is embedded in products or services in the tacit knowledge of employees and customers and how systematic approach help organisations in sharing and exchanging its knowledge base across the organisation. The evaluation is provided below.
Tacit knowledge is the accumulation of knowledge that is majorly inscribed on documents, pages etc. which is transmitted through training, direction, emulation, and observation. In that regard, when a product or service gets into the equation, the requirement to embed knowledge arises because knowledge is what drives the work performance of employees as well as keeps the customers satisfied for the purchase decisions that they make. When Nonaka’s SECI model is considered, four kinds of methods can be identified through which the knowledge can be embedded that too, in a way which can certainly attract customers and enhance their experience with the company as well as drive up the happiness derived by the employees to attain organisational goals and objectives. (Kaur, H., 2015) These four methods are socialization, externalization, combination, and internalization. But not all these methods can be utilized in the case of tacit knowledge due to its nature and the fact that tacit knowledge cannot be codified in any sort of way. As it cannot be codified, externalization is what uses the explicit knowledge rather than the tacit knowledge. The way these methods work in congruence is detailed out below.
[bookmark: _Int_EM1o0179]Socialization: Socialization is the method where the knowledge is kept tacit to tacit, meaning there remains no external interference of explicit knowledge here. In terms of socialization, the knowledge is passed on through practice, guidance, imitation, and observation. (Haag, M., et, el. 2010) This is applied to the employees as they require knowledge on different work processes and for that proper guidance is required, and even in some cases, imitation is followed to understand how a product or service is presented. Furthermore, practice is just one of the most common things in socialization. Moreover, observation is also practiced here to pass down the tacit knowledge. 
Externalization: Here, the knowledge is made into explicit from tacit and deemed quite difficult as this requires codified knowledge to be transformed into explicit knowledge and then be used in products and services to increase the customer engagements.
Combination: In combination, only explicit knowledge is used, and codified knowledge is combined to create new one.
Internalization: Internalization is an important method as it changes explicit knowledge into tacit ones. This can significantly modify the user’s tacit knowledge by learning the explicit knowledge and then practicing it on regular basis.
[image: ]
Figure 1: SECI Model
[bookmark: _Int_KalCUU0L]Nonaka’s SECI model is a diverse and dynamic one because the knowledge in question is passed down to others on regular basis and the users collaborate, interact, and learn new knowledge, as well.
[bookmark: _Int_PmFtSpCt][bookmark: _Int_x3EbAqnR]A systematic approach or management information system to knowledge sharing can significantly boost an organisation’s overall progress because it involves efficiency in both cost and time. (Mirzaee, S., et, el. 2018) Although there are many structures within the management information system that can be used to share knowledge within an organisation and across its bases, the fundamentals are the same across the structure. The systematic approach consists of different steps that are mandated when the process of sharing knowledge is started. These steps are- create, capture, refine, store, tag, and circulate. These steps ensure that all the knowledge acquired can be accessible and most importantly, usable by the users. But the question is how it helps the organisation. Firstly, when the knowledge possessed is organized with the use of systematic approach, it can significantly expedite the complete process. Secondly, every knowledge is categorized and tagged and for that, the knowledge can be searched for and accessed by the people who require it. ((Salloum, S.A., et, el. 2018) Moreover, the complete process is done on a system that can be accessed by the people who are given permission to do so. In that, it becomes quite easy to spread the knowledge system to all the necessary people to use it (King, W.R., 2011) and thus management information system helps organisations in sharing and exchanging its knowledge base across the organisation.

















[bookmark: _Toc1787729878]Section-3 Investigating KM techniques used by Amazon.com 
[bookmark: _Toc1091922295]Importance of knowledge in Amazon’s Standard Operating Procedures 
Amazon is serving worldwide and handling its business operation very strategically to serve the demand of people and run the business in the 21st century. However, successful business operation has become possible due to the knowledge and information system of the people who work at Amazon and give their level best to serve the company best. The management of Amazon is always focused to use the best strategies to meet the standards of the consumer market as well as satisfy the customers also (Doors, 2008). Knowledge has become increasingly important for the company because due to the use of advanced knowledge and expertise Amazon has become successful to apply artificial intelligence in their business process and operations and creating a huge and significant impact in the market. Amazon sets a standard operating procedure system for the work method where they try to ensure that knowledge and information system has a proper blending on those so that they can get the best result. Amazon treats its employees in a balanced manner way which not only creates loyalty and a better delivery system but also ensures that their knowledge has a proper impact on the business operation (Morris et al., 2008). The use of SOP (Standard Operating Procedures) and the combination of proper knowledge has helped Amazon to provide multiple products in one portal, helped in crowdsourcing, helped in providing feedback by the users, and so on and all of these became possible due to the proper knowledge management system and for that knowledge has become increasingly important in Amazon’s Standard Operating Procedure.









[bookmark: _Toc1020394641]Main outcomes due to the use of Standard Operating Procedures 
Amazon is performing well and in the situation of a pandemic when most of the e-commerce platforms failed to serve the customer Amazon successfully runs their business and not only that they have also hired a suitable number of employees and earned a good amount of profit. The success behind their business operation is their standard operating procedures as well as their knowledge management techniques which have helped the company gain many positive outcomes. Some of the outcomes are described below: 
Having one portal and one interface: Amazon’s standard operating procedures has helped the buyers to choose and buy products from one portal where everything is in hand like books, food, electronics, and clothing (Hislop, 2016). This has made the user interface easy and removed the anxiety to choose from new sites. On the other hand, it has made the employee’s work easier to work with a single and easy gateway of interface with knowledge of all forms of operation.
Steady presentation: Amazon’s standard operating procedures has made it possible to display the product specification as well as necessary information in a proper way. The system to display the product information is the same for all product types and this has become possible due to the content management system of Amazon which has made it easier to produce and display the information to the users in a mannered way (Maria et al., 2004). 
Magical personalization of Amazon’s website: The more customer visits the site of Amazon the more it gets advanced and know its customer better. When a person visits the websites of Amazon it shows the previous search history of that person as well as recommends products that the customer may like and adds some extra information that may be useful for the customers. This has also become possible due to their standard operating procedures which have made the websites so smart that they can easily read their customer and suggest things without being registered in their service. 
[bookmark: _Int_ncJy418U]Mobility: The different apps as well as Amazon’s websites are available for anyone at any time and from any device. If a buyer or customer is thinking to buy something or visit the website can easily do that without thinking about the business hours or holidays (Sadq et al., 2018). Anyone who has a mobile device can easily get themselves on the websites of amazon to browse anything they want. 
[bookmark: _Int_0YwUKJ3A][bookmark: _Int_80gHM8L0]Feedback system: The standard operating procedure of Amazon has made it possible to collect users’ feedback. Amazon respects client feedback and is aware of the value it offers to customers Readers can filter and sort the material in a variety of ways to suit their preferences, and feedback is prominently displayed on the product's front page (Hislop, 2016). Even readers who will purchase can rank the reviews. Future clients are not the only ones who stand to gain from this information; it also enables Amazon to enhance its services and goods manufacturers to enhance their offerings.
[bookmark: _Int_oUKsuxgZ][bookmark: _Int_C367ktID]Performance centric: The website of Amazon and it is all its services are very performance oriented which made it possible to process any cancelation of any order, shipping, and payment method rearrangement, find out what has been bought some time ago as well as return an item. The customer has no worry thinking about their buying process or getting their product. Amazon will perfectly solve their all issues. 























[bookmark: _Toc405633212]Areas Amazon can improve in the future to overcome the challenges
Although Amazon is performing well compared to the other e-commerce sites future is uncertain and any kind of challenges may appear in the future, so the e-commerce site needs to be prepared. Some areas that can be improved are given below:  
Improvement of product pages: Brands should give each section of their product descriptions accurate and thorough information to improve sales on Amazon. To replicate the in-store experience, they ought to additionally contain several carefully chosen photos. To enhance those sellers can use high-quality photos, leverage video content can use carefully selected keywords, and so on (Maria et al., 2004). 
Bringing differentiation from the competition: Brands' ability to brand themselves or manage product placement on Amazon is limited. They must abide by the regulations of the market. However, companies can still differentiate themselves from the competition by highlighting their unique selling points.
[bookmark: _Int_j4zi3ayU][bookmark: _Int_OfkrRdqi][bookmark: _Int_SsWJVzgK][bookmark: _Int_kO6OkhJQ]Focusing on reviews: Building trust and boosting revenue are two benefits of positive evaluations. Reviews are a great way to notify clients of additional information about your items because they frequently offer wise counsel and insights. Recent data indicates that a brand's conversions improve by twelve percent when its Amazon rating increases from three stars to five stars. Your product's ranking on Amazon may also be affected by favorable reviews (The Guardian, 2022). Therefore, it is crucial to give clients a great experience and to have a team of agents available to act when something goes wrong.
So, these are some areas where Amazon.com can work to provide their buyers and sellers the best experience as well as overcome any future challenges. 







[bookmark: _Toc2000620906]Conclusion and Recommendations
The findings from the analysis of the report shows that the importance of knowledge management at Amazon is only increasing day by day. The overarching nature of Amazons corporate hierarchy makes it extremely important for the executive members of the organisation to look into the future to incorporate the knowledge management systems to create a competitive edge in the market. However, Amazon should also make some key considerations in terms of continuous development and improvement to its current knowledge management structure and process. One starting point might be the inclusion of employees and subordinates' feedback into the knowledge management system so that it can create a bottom-up feedback channel. Another one is that Standard operating procedure at Amazon should focus on the retention of detail and within the organisation so that the knowledge can be used internally.
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[bookmark: _Toc362338295]Appendix








Knowledge management can be identified as the process in which creation, sharing, utilisation and administration of the knowledge and information of a company or a business institution is generated. Knowledge management can also be used to often refer to a multidisciplinary process in which organisational objectives are achieved by creating the best processes of knowledge utilisation. There are different types of financial benefits as well as business benefits of knowledge management process especially for an organisation like Amazon. 
This poster will present the audience with the evaluation of current knowledge management framework at Amazon. The poster will also highlight some of the key limitations of the knowledge management framework that is currently existent in the co. The poster will also suggest a new knowledge management framework for the company. It will also describe some of the challenges of implementation that the new knowledge management model can burden Amazon with. The poster will also recommend some strategies in which the long-term strategic implementation of the knowledge management framework might be possible. SECA model is one of the recognised models of knowledge management framework within the business industry. 
Amazon has been one of the pioneers of institutionalisation this body of framework. It refers to the acronym from four different dimension that includes socialisation, externalisation, internalisation, and combination. In this process, Amazon atoms to create a combination of three levels of knowledge management process that includes the creation and documentation of tacit, explicit, and implicit knowledge. For example, in the socialisation process, Amazon creates a knowledge management system in which tacit knowledge is transformed into tacit knowledge with a view to sharing the body of knowledge through observation and apprenticeship. On the other hand, through the externalisation process, as its knowledge is transformed into explicit knowledge for the use of public body. In the combination stage, Amazon creates a balance between existing knowledge and new knowledge from the outside. Finally, in the internalisation process, explicit knowledge is transformed into tacit knowledge. There are some key limitations and challenges despite some evidenced benefit of using this particular model at Amazon. First of all, this model was initially conceptualising from the background context of Japanese organisations which are highly dependent on tacit knowledge. Secondly, this concept is quite linear so that the knowledge user cannot go back and forth within this framework. Also, in the real world, there is no practical utilisation of socialisation of knowledge across organisations. The model that has been suggested to Amazon is called integrated knowledge management model. In this case, the original live five steps which are interlinked together with a view to transforming formation of knowledge and strategy, implementation, and selection to create a measurement of knowledge strategy implementation. In five different stages, this model will be implemented at Amazon. In the first stage, there will be a utilisation of knowledge. In the second stage, there will be creation of knowledge. In the third stage, Amazon will create accusation of knowledge. In the fourth step, the distribution system implementation will turn active. Finally, there will be, no qualification and knowledge archives of the knowledge. There will be some particular challenges that will be phased by Amazon in doing so. First of all, there might be a problem with externalisation with the existing employees and customers. It will create a new cost charity at the organisation. Also, it might generate resistance within the organisation through the change management process. 
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The poster looks at the company, Amzon.com to reflect on the

knowledge management framework currently implemented by the

company. The poster provides an overview of the main aim and

purpose of the academic undertaking. The poster will also

evaluate the efficacy of the current KM framework that is

implemented in the company. Due to some of the limitations of

the KM Framework, the poster will suggest a new KM framework

that will boost the efficacy potential of the company. The poster

will also suggest some overview and suggestions which will be

based on the challenges of the implementation of the km

framework (Desperes and Chavel, 2019)

Model Implementation Startegy
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•

To evaluate the key KM framework at the company

•

To highlight the key limitations of the KM framework at the

company

•

To suggest a new KM framework for Amazon

•

To describe the challenges of implementation of the key KM

framework

•

To recommend key ways how the KM framework might be

implemented in the company.

•

Externalisation: This is known as the process

in which tacit knowledge is rendered explicit.

Hereby, the organisation crystalises the method

of knowledge sharing to create a participative

environment.

•

Combination: This is the process that enables

Amazon.com to create a combination of the

organisation’s existing knowledge and external

knowledge in the form of knowledge sharing.

•

Internalisation: In this particular section,

explicit knowledge is turned to tacit knowledge.

This process is enclosed hereby through

learning by doing.

Limitation 

•

Firstly, this model was conceptualised on the

background of Japanese industrial operation

which largely hinges upon tacit knowledge.

•

The concept is extremely linear (Andreeva et

al., 2011)

•

It uses codification limiting interaction from

outside.

•

In the real world, socialization of knowledge is

not possible.

•

Socialisation: Refers to when tacit to tacit is

to be created within the organisation. It is such a

process of sharing a body of knowledge which

requires imitation, observation and

apprenticeship. Tacit knowledge within the

company, assimilated by belonging to a group or

even interacting with someone within the same

environment (Gourlay, 2003).

Integrated Knowledge Management Model

Probst et al., (2000) improved the

groundwork of this integrated

Knowledge management model which

can be used at Amazon.com.

•

The utilisation of Knowledge via embedding and enabling of reapplication at Amazon.

•

Creation of knowledge along with generation and integration,

•

Acquisition of knowledge

•

Distribution system implementation enabled sharing, transfer and emphasise user achievement .

•

Preservation, codification and knowledge archives.

The SECI Model explains the 4 dimensions of knowledge which extends to the km framework for a

person or group of individuals. The knowledge framework is also known as the Nonaka_Takeuchi

model. In terms of definition, SECI is a model framework which underpins the method of knowledge

creation explaining different modes of tacit and explicit knowledge which are combined to create

knowledge for an organisation (Rice, 2005)

SECI Model

Challenges of the new model

•

Externalisation with the existing consumer and employees of Amazon.

•

New cost hierarchy.

•

Organisational change management process.

•

Continuous development process of the model
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To evaluate the key KM framework at the company

To highlight the key limitations of the KM framework at the company

To suggest a new KM framework for Amazon 

To describe the challenges of implementation of the key KM framework 

To recommend key ways how the KM framework might be implemented in the company. 



Externalisation: This is known as the process in which tacit knowledge is rendered explicit. Hereby, the organisation crystalises the method of knowledge sharing to create a participative environment. 

Combination: This is the process that enables Amazon.com to create a combination of the organisation’s existing knowledge and external knowledge in the form of knowledge sharing. 

Internalisation: In this particular section, explicit knowledge is turned to tacit knowledge. This process is enclosed hereby through learning by doing. 

Limitation 

Firstly, this model was conceptualised on the background of Japanese industrial operation which largely hinges upon tacit knowledge. 

The concept is extremely linear (Andreeva et al., 2011)

It uses codification limiting interaction from outside. 

In the real world, socialization of knowledge is not possible. 

Socialisation: Refers to when tacit to tacit is to be created within the organisation. It is such a process of sharing a body of knowledge which requires imitation, observation and apprenticeship. Tacit knowledge within the company, assimilated by belonging to a group or even interacting with someone within the same environment (Gourlay, 2003). 

Integrated Knowledge Management Model



Probst et al., (2000) improved the groundwork of this integrated Knowledge management model which can be used at Amazon.com. 

The utilisation of Knowledge via embedding and enabling of reapplication at Amazon.

Creation of knowledge along with generation and integration,

Acquisition of knowledge

Distribution system implementation enabled sharing, transfer and emphasise user achievement .

Preservation, codification and knowledge archives. 



The SECI Model explains the 4 dimensions of knowledge which extends to the km framework for a person or group of individuals. The knowledge framework is also known as the Nonaka_Takeuchi model. In terms of definition, SECI is a model framework which underpins the method of knowledge creation explaining different modes of tacit and explicit knowledge which are combined to create knowledge for an organisation (Rice, 2005)

SECI Model



Challenges of the new model

Externalisation with the existing consumer and employees of Amazon.

New cost hierarchy.

Organisational change management process. 

Continuous development process of the model 





Knowledge management can be identified as the process in which creation, sharing, utilisation and administration of the knowledge and information of a company or a business institution is generated. Knowledge management can also be used to often refer to a multidisciplinary process in which organisational objectives are achieved by creating the best processes of knowledge utilisation. There are different types of financial benefits as well as business benefits of knowledge management process especially for an organisation like Amazon. This particular poster will present the audience with the evaluation of current knowledge management framework at Amazon. The poster will also highlight some of the key limitations of the knowledge management framework that is currently existent in the co. The pollster will also suggest a new knowledge management framework for the company. It will also describe some of the challenges of implementation that the new knowledge management model can burden Amazon with. The poster will also recommend some strategies in which the long-term strategic implementation of the knowledge management framework might be possible. 



SECA model is one of the recognised model of knowledge management framework within the business industry. Amazon has been one of the pioneers of institutionalisation this particular body of framework. It actually refers to the acronym from four different dimension that includes socialisation, externalisation, internalisation and combination. In this particular process, Amazon atoms to create a combination of three levels of knowledge management process that includes the creation and documentation of tacit, explicit and implicit knowledge. For example, in the socialisation process, Amazon creates a knowledge management system in which tacit knowledge is transformed into tacit knowledge with a view to sharing the body of knowledge through observation and apprenticeship. On the other hand, through the externalisation process, as it knowledge is transformed into explicit knowledge for the use of public body. In the combination stage, Amazon creates a balance between existing knowledge and new knowledge from the outside. Finally, in the internalisation process, explicit knowledge is transformed into tacit knowledge.

There are some key limitations and challenges despite some evidenced benefit of using this particular model at Amazon. First of all, this model was initially conceptualise from the background context of Japanese organisations which are highly dependent on tacit knowledge. Secondly, this concept is quite linear so that the knowledge user cannot go back and forth within this framework. Also, in the real world, there is no practical utilisation of socialisation of knowledge across organisations. 



The model that has been suggested to Amazon is called integrated knowledge management model. In this case, the original live five steps which are interlinked together with a view to transforming formation of knowledge and strategy, implementation and selection to create a measurement of knowledge strategy implementation. In five different stages, this model will be implemented at Amazon. In the first stage, there will be a utilisation of knowledge. In the second stage, there will be creation of knowledge. In the third stage, Amazon will create accusation of knowledge. In the fourth step, the distribution system implementation will turn active. Finally, there wil be , no qualification and knowledge archives of the knowledge.

There will be some particular challenges that will be phased by Amazon in doing so. First of all, there might be a problem with externalisation with the existing employees and customers. It will create a new cost charity at the organisation. Also, it might generate resistance within the organisation through the change management process.
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