



[bookmark: _Toc70708804][bookmark: _Toc70708898]Executive Summary

 This report will outline the different knowledge and information management terminologies and will have a diagram of a knowledge management model and explanation for the model, it will give contrasting points about four different theories (Ikujiro Nonaka and Ryoko Toyama, Makoto Nakano, Nonaka and Takeuchi and von Krogh and Ross) and how their contributions are used in the work place to create and manage an organizations asset (relevant real life examples will be made in hopes that the readers can better understand this report). The report will mainly focus on Jeff Bezos’s Amazon, with a history and background on the company and its performance, what are the current knowledge management techniques the company has, how the techniques are used to make the company the success it is and how these techniques can be improved and added to so that Amazon.com can be an even more successful company than it currently is.
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[bookmark: _Toc70708805][bookmark: _Toc70708899]1.0 Introduction
[bookmark: _Toc70708806][bookmark: _Toc70708900]In this report I am going be talking about knowledge and information within the Amazon organisation and how to apply and identify good management information systems, define data, knowledge, explicit and tacit knowledge and the processes, and the way they are use in a workplace. We also know that knowledge management have lots of challenges and ways we can overcome them in the workplace, I am going to be talking about the guidelines and principles of a good knowledge management system such as total and value base knowledge management etc, we also know that in knowledge there are objectives like normative, strategic, and operative and when they are use.
[bookmark: _Toc70708807][bookmark: _Toc70708901] In these time in our life data play a very important part, it is information store in place (system) so this information can be found easily, there are different types of data such as flat file, free form, hypertext and relational, and who really need these data, we can also say there are useful and useless date be taken (noted). Explicit knowledge is something that is easy for writing down, share and articulate whiles tacit knowledge must gain by personal experience, which is harder to show, both explicit and tacit is often use in a card games and I will also explain why and how they are use and if both are use in the game to win.
[bookmark: _Toc70708808][bookmark: _Toc70708902] There are different theories and how they are been use, I will be writing about these theories that are written by Ikujiro Nonaka and Ryoko Toyama, Makoto Nakano, Nonaka and Takeuchi and von Krogh and Ross, I will be choosing four different theories to talk about. The types of operation information system and management information system use in Amazon and how and when they are use, these types of operational systems are transaction processing, office automation and process control, and the management system are decision support, information reporting and executive information. 


1.1 [bookmark: _Toc70708809][bookmark: _Toc70708903]Introduction of Amazon

Amazon was founded by Jeff Bezos and he started off working in his own garage in July 1994, now the company is the largest retailer and prominent cloud service provider in the world which base in Seattle, Washington, the company first start selling books in which when well they then go on the focus on selling technology items such as cloud computing, digital steaming, e-commerce and artificial intelligence, and also have each websites, software development and customer service fulfilment centre across the world, Amazon is one of the top five information technology company in the United States of America, company such as Facebook, Microsoft, Google and Apple. The is known as the most valuable brand and the most powerful economic and cultural forces world-wide, and in 2020 Amazon is now the largest global brand valuation. Amazon also provides lots of other marketing and promotional service, some of these service are credit card, online advertisement and co-branded, the company gives customer a good service by good pricing and convenience but not just customer the websites was design for the product to be sold by third parties company world-wide  with many different product categories to choose from, by offering third parties way to sell on their website it give amazon a earning fixed fee and revenue share fees from these transaction.
North America and the International is the company two main section, the retail sales of consumer products and the subscriptions are through the North America websites which is .com, and the international locations which provide export sales from sites to customer is the.ca. website. By Amazon been a primarily retail site takes a small percentage of sale price for sales and advertisement from the third parties, the latest earning for Amazon in 2020 was US$1 trillion with a total amount of employee of 798,000 (Mark Hall, 2012).     

1.2 [bookmark: _Toc70708810][bookmark: _Toc70708904]Knowledge Management Theories, Models and Principles

I am going to be choosing four different models to talk about and the theories and principles for them, I will be using the Ikujiro Nonaka and Ryoko Toyama, Kazo Ichijo, Nonaka and Takeuchi and von Krogh and Roos, each of these models have its own way of working in different organization giving them good outcome in knowledge management, each of these models have their own definition in which I am going to give you a small brief, Ikujiro Nonaka the Nonaka and Takeuchi is a knowledge management model which is mostly use in creation and conversion to get a better way from people and process in company knowledge management is the best way, von Krogh Roos is the first model that gives the correct differentiates between individual and social knowledge, this model have its way of analysis its different aspects, Kazuo Ichijo tells you about the explicit and tacit knowledge in business and Nonaka and Takeuchi is create management of coincidence and a universal model of knowledge creation.


[bookmark: _Toc70708811][bookmark: _Toc70708905]1.3 My Expectation from this Report 

After writing this report my expectation from it was a better learning and understanding of Amazon both inside and out of the company, who is behind Amazon, who manage the data and the use of Theories to transform knowledge into wisdom and after using these what are their greatest achievement ,how do they still making money without failing in no time soon, how the company keep customer and third parties satisfied for them to always using the service, and even though they are one of the biggest organisation there must be challenges that they face day to day  are long term, what are the things that can be improve in the future so that they can challenges anything that over comes them, while a lot of company was lay off staff Amazon kept hiring. 
[bookmark: _Toc70708812][bookmark: _Toc70708906]2.0 The Background of Amazon

The first version of Amazon was launch on July 25, 1994 but at that time the website had a different name, according to public the first version of amazon.com was known as cadabra.com and at the time it did not have all product it had today, cadabra.com earn $20,000 per week starting as an online bookstore, after a Bezos lawyers misheard the “cadaver” they were stating that the name cadabra.com is still own to Jeff Bezos it was change to Amazon in September 1994 Bezos settle with the name Amazon for three reasons. Amazon first products and logo was created by Bezos in which think of twenty most profitable product and then choose five that he thinks would be the promising products these products are CDs, computer hardware, computer software, video and books, he settled with books as the first step of online marketing, he known books was the largest demand worldwide for low price. The logo with the arrow from A to Z is the memorable logo for Amazon which mean that you can fine any product from A to Z on the website this logo was incorporated on June 19, 2000. Jeff Bezos business plan was view by stockholders and they didn’t believe that the business would make any profit in the long term by Bezos have he believes in the plan and now it all work out right, within the first five year Amazon numbers was in the red but after the first quarter of 2001 is when the company makes it first profit of $5, 000 000, there after Amazon rise above making the popular and largest online shop worldwide. Amazon open its first convenience store in Seattle in October 2016, this convenience works different from Walmart and its also unusual in the way customer are shop by the time customer walk in the store their account is already charged with the items needed and a special checkout line is created for you at the exit door with a automatically final bill online in your customer Amazon account, at the present moment Amazon is offering a wide variety of products and service, some of these service are Amazon prime, Amazonfres, Alexa, fire tablets, kindle store, music and many more (Sandeep Krishnamurthy, 2005).
[bookmark: _Toc70708813][bookmark: _Toc70708907]2.1 What is Knowledge Management   

Knowledge management is applying a structuring, retaining and dissemination the knowledge and experience for employees throughout the organization to give a faster and reduce costly rework, it also known as training and learning in an organization and to even customers. Knowledge can be explicit or tacit, which both have different effect on knowledge, explicit knowledge is the easier way to articulate, write down and share documents, tacit knowledge is experience which is gain from someone and harder to express. There are four processes of knowledge conversion which is carry around from both explicit and tacit, those conversion are socialization, capture, dissemination and internalization, organisation have started using knowledge and by creating new roles and structures which are knowledge worker and knowledge engineer (Michaell E. D. Koening,2018). In knowledge information wisdom is needed, wisdom is the way you think and act using knowledge, experience, understanding and the way we see things, wisdom is apart of the DIKW model which include the wisdom hierarchy, knowledge hierarchy, information hierarchy and data pyramid, this is a method that is use, with root in knowledge management, the DIKW model show how a human from data to information to knowledge then wisdom with a bit of actions and decisions.   
                                             
[bookmark: _Toc70708814][bookmark: _Toc70708908]2.2 Why is Knowledge Management is Important for Organisation 

In these modern time digitally connected the world, the service of knowledge management is very demanding and is growing, poor knowledge management make company lose a lot financially, knowledge management play an important parameter in business for it to be successful in today competitive market landscape, the reason why knowledge management important it speed up the access to information, improve decision making process, promote innovation and information sharing, improve the efficiency of business units and increase customer satisfaction. In many organization knowledge managements is still in a small stage it has an extremely large opportunities and certain that business results are well practiced and implemented, in implementing a robust knowledge management system there are eight steps, some of these steps are goal setting, organizational culture, process overview, current state assessment and measure and improvement etc. 

[bookmark: _Toc70708815][bookmark: _Toc70708909]2.3 Why is Knowledge Management Important in Amazon

We may all be wondering how Amazon connect so many people with “zigabytes” of product information, it is all through knowledge management techniques, Amazon is the most successful eCommerce companies, from start of the business their many determinations were for customer to fine what they want and when they want it quick and easy and was able to do so, Amazon use knowledge management principles and practices to give significant value in many ways to their customers, I am going to be listing just a few of the knowledge management principles and practices that are used by them and is important, these are one portal, one interface, consistent presentation, modular content, distributed upstream content and almost magical personalization etc, (Marc Rosenberg, 2014).

[bookmark: _Toc70708816][bookmark: _Toc70708910]2.4 How knowledge Management helps Organisation in Satisfying Customers and Achieving competitive Advantage

Knowledge management was use in Amazon to satisfying customers achieving competitive advantage is to positioning targeting a Niche, by placing your brand consumers mind to become leaders in present product, finding a Niche market by start small and focus on what really needed and work on it, positioning the difference by preserve a difference in consumer mind with experience and unique set of activities by customizes their activities to meet low price guarantee providing great value of convenience to customers (Shah Mohammed, 2018). 

3.0 [bookmark: _Toc70708817][bookmark: _Toc70708911]Evaluate at least 3-4 Knowledge Management Models or Theories with contrasting Arguments (for and against)

There are four knowledge management models/theories that will be used in this report. A short history and detail on each will be given.

von Krogh and Roos – The von Krogh and Roos model was the 1st model that promptly differentiate individual knowledge and social knowledge. The model explores different aspects: Why and how knowledge is obtained by employees of a company, why and how the knowledge is distributed throughout an organization, what does knowledge entails for the employees of a company in addition to the organization and what hinders organizational knowledge management. In von Krogh and Roos model they define knowledge as something located both in the mind of the people (the employees and others of a company) and it links people together. This model studies the nature of Knowledge Management from several viewpoint such as: staff of a company, communication and connection, the structure and arrangement of an organization, link between members and how the human resource of a company is managed. The downside of this model is that the viewpoints just listed creates problem that can hinder knowledge management strategies.

Nonaka and Takeuchi – The Nonaka and Takeuchi model of knowledge management is created from the management of coincidence and a universal model of knowledge creation. In this model there are four main modes of knowledge conversion. These are Indirect Socialization (sharing tacit knowledge through seeing, copying and practicing), indirect to direct externalization (expressing tacit knowledge into clear-cut theories), direct combination (incorporating ideas into knowledge system) and direct to indirect internalization (incorporating clear-cut knowledge into tacit knowledge).

Kazuo Ichijo – This model includes both explicit and tacit knowledge. Kazuo Ichijo had an idea that if someone improves a business that accepts both tacit and explicit knowledge, the company can move pass its first good idea and become something that can change markets. Visionary leaders embrace tacit knowledge, and authorize its sharing and use, and as a result it moves out of workers minds into the company’s social environment. This changes the personal creativity into innovations for each and everyone. To conclude these visionary leaders engage in opening the mysteries of tacit knowledge and using it to their advantage (Sally Helgesen, 2008).

 Ikujiro Nonaka & Ryoko Toyama – The Dynamic process of Knowledge creation is theorized as a dialectical process, which contradictions are made through dynamic interactions between individuals, their organization and the nature around them. This model has the concept that knowledge is created in a spiral that goes through opposing ideas/theories such as order and chaos, micro and macro (big and small), mind and body and tacit and explicit. This model is rooted in the Japanese culture and the Japanese company’s organizational behaviour. This results in limitations that from the creator making result assumptions from this model as it relates to culture.

What was said above highlights the reason for the different models/theories used and the disadvantages or limitations of the model or theories were also stated. It can be said that different model/theories make work best depending on the situation at hand and the environment it is being used in (Sally Helgesen, 2008).

[bookmark: _Toc70708818][bookmark: _Toc70708912]3.1 How these Knowledge Management Models or Theories Help Organisations in Creating and Managing Knowledge assets with Relevant Real-Life Example

von Krogh and Roos – With this model an organization can find out what are the factors hindering their organizational knowledge, the necessary information about the different staff members a company hires, how each worker communicates and connect with each other and how the communication and connection among employees affect human resources. This helps the organization find all it weakens spots and try to fix them, monitor and select all the right employee for a specific role in a workplace, the organization will work well as a single unit by making sure the communication and connection among workers is of excellent quality and the company will strive to improve its human resources by testing if communication is a problem with the human resources. A relevant real-life example where all this model may be needed is in a soccer/football organization. The reason for this is because all the players need to get along for the team to play well and for the organization to improve, the factors that hinder the members of the team must be known so that they can work on the in training and improve and lastly, the necessary information about the players must be known to accommodate them (Tilahun Teffera, 2016).
Nonaka and Takeuchi – This model help organisations in creating and managing knowledge assets by using the SECI cycle (Socialization, Externalization, Combination, Internalization). This model is perfect for a scenario where a mechanical engineer that went on a vacation in Germany and during the vacation, the engineer got to see some of the new car’s BMW is making. The Engineer started observing the new cars for a couple months and came up with his own idea of a car line that will rival BMW and he go back to your country with the idea. In a few months, he starts to work on the car line using the knowledge he gained (Mainu, 2019).
 Kazuo Ichijo – This model uses the tacit knowledge and transform it into something creative and useful for the company to use on a day-to-day basis. For example, a technology company has a series of employees with ideas of how to create a new product that the market will like. The idea from the employees is transformed into explicit knowledge so the company’s environment can benefit.
Ikujiro Nonaka & Ryoko Toyama – The Ikujiro Nonaka & Ryoko Toyama model/theory uses opposing ideas/theories and ba designing processes that encourages workers to unit and think as a single unit. This can be seen in the Toyota Motor Corporation with an exercise of the by the name of “fve why”. This exercise authorizes workers to solve problems asking questions like “why is there a problem with overstock”, “Why did we produce excess parts”, “why was this order given”, “why do we do the job ‘the way it is done” and “why doesn’t the back end have input”. These questions allow the company on a whole to reflect and see where and how they can improve and make necessary changes for the company to elevate (Kazuo, 2006, p.13.83.121).

[bookmark: _Toc70708819][bookmark: _Toc70708913]4.0 Knowledge management Models/Techniques that Amazon.com currently using 

Commerce companies of the 21st century. Part of the reason why the company is so successful is due to the Knowledge MAmazon.com is one of the world’s most successful engagement models/techniques they implement. Some of these knowledge management models/techniques are, one portal, one interface – This means that all things that are bought from Amazon.com are bought using the same website or application and the online user interface is the same across categories such as electronics, books, software etc.  Consistent Presentation – Amazon.com displays information about products in the same way and order. This means the specifications, reviews, ratings, prices and other details are at the same location on the portal. The company has always had outstanding content management, which allows the users to enjoy information that is composed and published in a consistent manner. Modular content – The Company organize all the details of its product and specification as easy-to-read paragraph(s) and not length, complex paragraphs. If and when they provide addition details, they give it as an option (e.g., “click here” let you will see the addition information). Almost magical personalization – The more a user uses the amazon.com website/application, the better it knows the user’s preferences. It often recommends products based on the products we viewed in the past and this happens without registration. Registering on Amazon will make the services more personal to what you may like. Crowdsourcing – With multiple features and filters and sort functions on Amazon such as costumer-provided ratings and reviews, filters, and sort function to show the most recent reviews and even a “frequently bought together” feature, best sellers and editor’s choice, Amazon brings knowledge and awareness to users and lead them to the best product of their choice. Transactions – Amazon allows users to cancel or change orders, change payment method and even return an item that was bought (return is only allow for a specific timeframe).


[bookmark: _Toc70708820][bookmark: _Toc70708914]4.1 What is the main outcome they have been achieving with the use of these Techniques

With the portal and the user interface being the same for Amazon.com, this brings comfort to the users, reduce any problems that can come up due to unfamiliarity with a certain part of the portal and reduce problems that can occur when using several different websites/ applications. Content from Amazon are easy to track no matter if the user is using the application or the website because the presentation of the information is consistent. Users who mainly use a particular store or category of Amazon can use another with no difficulty at all. The information is very organized and that makes it easy to manoeuvre the portal. With modular content, users can quickly find and scan through the content they need without wasting time reading what they do not need to. Amazon realized that it was not about having a system that people could search for anything but by having a system that people can find what they needed. With the amazing personalization Amazon has, it gives users only what they may need instead of showing them things they have not need for. This increases productivity and efficiency of the company’s system and the users will be satisfied with the personalization. Crowdsourcing gave Amazon users a sense of acceptance to products. When a user searches for and find a specific product, the user sees the product rating, the reviews and all the other things they need to verify that the product is good. The users also get to exposed to an online community and often times learn the advantages and disadvantages of the product before buying. The transaction options that Amazon gives, allow the user to change a decision that they made even after making and order. This in some ways ensure that the user transaction is complete and the customer is satisfied with what they got.

[bookmark: _Toc70708821][bookmark: _Toc70708915]4.2 What Areas Amazon.com can Improve in for the Future to Overcome Challenges

Even though Amazon.com is a huge success the company still has challenges and room for improvements, Amazon can improve in the future by, improving the product details – Amazon can say how long a used product was used for, the company can include potential risks of using the product and suitable dimensions for most of its product (not just for things like computer screens and screwdriver sizes). Amazon can also include a video of the product being used or a simple and short tutorial video for the product keep a Balanced Inventory – This purpose of this is to reduce or avoid products being out of stock and not showing the option to buy a product if it is out of stock. They can also use inventory management software or implement programmes to keep track of their inventories and ensure they have a steady cash flow so they can restore the inventory when needed. Make the Brand More Noticeable and Liked – The biggest brands such as Apple, Walmart, Samsung and Starbucks are successful at getting people to understand who they are, details about what they do and even catchy commercials and advertisements and most media platforms. This will help the sales of the products the company sells to skyrocket. People always like things that are associated with big brands. Expand the company Branches – Amazon.com, even though they are a big company that ships worldwide, they can launch branches in different countries and eliminate problems customers may have because of shipping. Customers all around the globe will be more incline to buy more products are they have easy access to the company.

[bookmark: _Toc70708822][bookmark: _Toc70708916]5. Conclusion

Amazon is an ecommerce company that has grown immensely from a regular eBook store in the beginning. The raise of the technological advancement and improvement to the internet has aided this, then eBooks tore to become a successful largest scale store that sells and ships almost anything a customer may need. As stated in the report previously, Amazon.com can make their KM culture more enriched and efficiently functioning by adding feature such as a short tutorial video on a product, have a balanced inventory so as to reduce going out of stock, make their brand a household name in as much countries as possible and expanding their expire to other countries to eliminate shipping problems (they might even find that more customers are readily available to buy their products). If Amazon.com takes my proposals into consideration they will no doubt reap large profits as I am both customer and knowledgeable student of the business world.
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