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[bookmark: _Hlk92996535][bookmark: _Toc92998248]Abstract
This report examines the different theories and models of knowledge and information management. It contains the importance of knowledge management in different businesses and organisations including Amazon. The report also includes how knowledge management helps the organisation in satisfying customers and achieving competitive advantage, how knowledge generally embedded and how systematic approach Standard Operating procedure(SOP) helps organisation in sharing and exchanging its knowledge across the organisation:
[bookmark: _Toc92998249]Introduction and Background 
[bookmark: _Hlk92952871]The COVID-19 pandemic has not only killed millions of people all over the globe but also it has changed the way people used to live their lives. The effect of COVID-19 on businesses and organisations was unprecedented. It devasted the world economy and businesses upside down and brought organisations and industries to a complete standstill (Palmer, 2020). In this difficult time there are few companies to benefit from the coronavirus pandemic and Amazon is one of them. Amazon managed the coronavirus crisis well and came out much stronger than ever. The company used the crisis as an opportunity to expand and grow their business in every aspect and became one of the largest companies while others are struggling to survive. During the pandemic time the online sale was booming, and the company reported record profit in history. But it was not an easy job to get there. The company faced many unprecedented challenges that includes labour crisis, challenges from public and lawmakers, regulators, trade unions and workers’ rights groups. Also, the same time the company’s supply chain was severely disrupted by the pandemic and lockdown measures placed by the government of the different countries of the world. As a result, the delivery delays and out of stock products were the major problems for the company. But Amazon has overcome all of the difficulties and challenges using their knowledge information management and using their technological innovation and creativity and continuously grow their business during the pandemic time across the world.
[bookmark: _Hlk92767228]My aim of this report is to understand knowledge information management, why it is so important for any businesses and organisations and using this model how Amazon expanded and grew their business so rapidly. In this report I will also write how knowledge information management skills can fulfil and satisfy customers need, build excellent customer relationship, achieve target and ultimately an established and profitable business. The report will contain various knowledge information management models and theories such as Nonaka’s tacit and explicit conversion and decision-making model.
Amazon.com, Inc is an American multinational technology company. The company is an online retailer and also focuses on e-commerce, cloud computing, digital streaming, and artificial intelligence. The company was created by Jeff Bezos in July 1994. At first the company used to sell books but gradually it expanded to sell electronics, software, video games, furniture, food, toys, and jewellery. In the middle of 1997, the company went public and started to sell many different items such as music and videos. In 1998 the company expanded their business internationally in UK and Germany by acquiring online book sellers. After that the following year the company started to sell items including video games, different kind of electronic items, home improvements products, software, games and many more. In few years’ times in 2015, Amazon exceeded Walmart which is one of the largest retailers of the world and became the most valuable retailers in the United Sates by market capitalisation.
The company is well known for its technological innovation and creativity. By revenue and market capitalisation Amazon is the world’s largest online marketplace, live streaming platform and cloud computing platform. It is also the largest internet company of the world by revenue. In United States Amazon is the second largest private employer and one of the most valuable companies. In recent years, the company has the highest global brand valuation.
[bookmark: _Toc92998250]What is Knowledge and Information Management?
[bookmark: _Hlk92597246]Knowledge management (KM) is the procedure of managing, developing, using, operating, and distributing collective knowledge within the businesses and organisation. Good and successful knowledge management includes storing and maintaining the information in a safe and secure place where the organisation can easily access and use it. The components of knowledge management are people, process, content (technology/IT) and strategy. In the twenty first century the success of an organisation depends on how its leaders and management can build intellectual capital through knowledge developing and knowledge sharing on global basis (Nonaka, & Ichijō, 2007).
[bookmark: _Toc92998251]Types of Knowledge 
There are mainly 2 types of knowledge. These are explicit knowledge and tacit knowledge.
[bookmark: _Toc92998252]Explicit knowledge: it is the knowledge which also called expressive knowledge that are such information which easily can document, record, store and share and distribute with others. It can easily transfer to any organisations, employees, or customers. Normally it acts as a resource for others. This type of knowledge can be stored as different systems such as books, database, videos or any other written or digital formats. A good example of explicit knowledge is a yearly report of a company where others can see, examine, and process this information.
[bookmark: _Toc92998253]Tacit knowledge: It is the knowledge that can only be gained from personal experience and can be hard to share and distribute with others. People can only learn and gained this type of knowledge through everyday practical experience and training. It is hard to transfer and put into words and highly specialized to different people and environment. Few examples of tactic knowledges are languages, leadership skills, intuition or awareness, sense of humour, and some hard skills.
Knowledge management process: It is the way of how businesses and organisations manages knowledges from creation to distribution. These are,
1. [bookmark: _Hlk92774504]Knowledge creation: It is the act of producing and gaining knowledge invented by different individuals and amplifying it in social contexts and selectively connecting it to the existing knowledge in the organisation ( Nonaka, & Ichijō, 2007). The creation can be come from many different sources such as employee, inside organisation or outside sources which then can brought into the organisation for certain use.
2. Knowledge organisation: It is about different activities and actions such as document description, classifying of its characteristics, identifying the knowledge, and then structured and stored in a knowledge management system for future use. It is really important to organise the acquired knowledge and secured it with safety features. So that only authorised person can access and use it.
3. Knowledge sharing: It is an activity through which knowledge is exchanged and distributed among employees, customers, people, communities, groups and within or between businesses and organisations. It includes all the information knowledge training to knowledge exchange where the information can be obtained, developed, or can improved through further knowledge discussion.  Through knowledge sharing the knowledge organisation process is completed.
[bookmark: _Toc92998254]Why KM is so Important for any Organisation including Amazon
[bookmark: _Hlk92595161]The most important resources and assets of an organisation is its knowledge and its proper management. It is crucial for any organisation to creating, storing, developing, growing, and sharing this knowledge for organisational success. It is clear that businesses and organisations can become more productive and efficient when people can easily access, share, and keep informed knowledge and information. Product development, employee engagement, customer care, company growth and success all depends on the knowledge of the employees. So, it is important to access and use the knowledge at the required time through an appropriate knowledge management system. A company performs better who successfully shares its knowledge with its employees at right time. There are many benefits of knowledge management that includes quick decision-making process, secure, and efficient entry to knowledge and information, developed relationship and idea generation, build good communication across the organisation, lead successful innovation, and inspire team collaboration.
The knowledge management is very important for Amazon. Because the success of Amazon is its advanced knowledge and information management. It has played the vital role in building long lasting customer relationship. With the help of advanced knowledge management theories and practices Amazon has added substantial value for their customers in different ways.
[bookmark: _Toc92998255]How KM Helps the Organisation in Satisfying Customers and Achieving Competitive Advantage
In order to satisfy customers and their needs Knowledge management is essential. Through knowledge management it is easy to identify key information, stores and record it, organise it and shares the crucial information between the relevant people. It plays the vital role to improve customer satisfaction and develop good customer relationship. Customer satisfaction is a measurement that includes how happy, unhappy, or satisfied the customers are with the products, goods, services, and experience with the company. It involves customers perceived quality, price, and expectations that business offer. Through these businesses can generate valuable information about the products and services and how customers will interact with the products in the future. (Valamis, 2021)
Due to technological advances, it is fairly easy for businesses to collect customer service data to analyse their products and services and to calculate customer satisfaction score (CSAT). The score can be produced by customer satisfaction survey with the help of different methods or scales. In this scale customers are asked questions to evaluate their expectations, products, services, and experience. Normally the measurement scale is 1 to 5 or 1 to 10. The responses is then recorded and averaged to get the CSAT score.
Customer retention depends on customer satisfaction. For continuous growth and sustainability customer retention is crucial for any businesses. Using CSAT helps to create loyal customers by gathering customer knowledge and helps businesses to improve their products and services and maintain growth of the business.
There are many ways knowledge management enhances a competitive advantage to organisations such as accessible information (company website, social media etc), automated customer service, data circulation etc.
[bookmark: _Toc92998256]How Is Knowledge Embedded in Products and Service Concept?
Embedded knowledge means knowledge that is locked in processes, products, manuals, codes of conduct, ethics, culture etc. Knowledge can be embedded formally or informally. Formally when knowledge is embedded through a management initiative to formalize a certain beneficial routine and informally as the organisation uses and applies the other two knowledge types.
There are difficulties and challenges to manage embedded knowledge as it is vary noticeably and sometime differ from embedded tacit knowledge. Culture and routine is not easy to understand and difficult to change. Alternatively standardised routines may be simple to apply, and organization can actively try to embed the fruits of lessons learned directly into procedures, routines, and products.
It is quiet challenging and difficult to manage embedded knowledge but the organisation those are succeeded and managing well can benefit from a considerable competitive advantage (Hajric, 2018).
[bookmark: _Toc92998257][bookmark: _Hlk92996360]How Systematic Approach Help Organisation in Sharing and Exchanging Its Knowledge Across The Organisation
Management information system helps organisation to share and exchange knowledge in many ways. It is the process of sharing tacit knowledge and explicit knowledge and information from one person to another or one part to another part of an organisation. In businesses and organisations sharing knowledge is crucial because it helps employees to work effectively and efficiently, increases productivity and empowers employees.
Transferring and sharing knowledge can help organisation in many ways such as,
1. The process can help to speed up the collection and distribution of knowledge across the organisation. 
2. It helps to provide quick and easy access of knowledge for the employees.
3. It helps to save valuable time.
4. It helps to improve company culture.
5. It can help to improve the service quality.
6. It can help to enhance efficiency.

[bookmark: _Hlk92982574][bookmark: _Toc92998258]Nonaka’s tacit and explicit conversion and decision-making model (SECI Model)
Nonaka’s SECI model of knowledge is a model of knowledge creation that describes how tacit knowledge and explicit knowledge are transformed into organisational knowledge. It is a very well-known theoretical model of knowledge and first developed by Nonaka in 1991 and later on the theory expanded by Nonaka and Takeuchi in 1995. The model shows how tacit and explicit knowledge is generated, transferred, and recreated in organisation.
Nonaka’s SECI model consists of four different types of knowledge conversion which includes socialisation (tacit to tacit), externalisation (tacit to explicit), combination (explicit to explicit), and finally internalisation (explicit to tacit).
Socialisation (Tacit to Tacit): it is the way of sharing tacit knowledge through observation, imitation, practice, or participation. Through socialisation people share experience, feelings, and thoughts with other people. Also, when people directly meet or interact with customers or employees in the organisation. For an example brainstorming with people or other employees. The tacit knowledge is generally transferred through different activity in the organisation.
Externalisation (Tacit to Explicit): It is the process of making tacit knowledge into explicit where knowledge is crystallised and can be shared by others. Such as publishing or articulating knowledge, concepts, image etc.
Combination (Explicit to Explicit): It is the process of organising and integrating explicit knowledge where different types of explicit knowledge are merged.
Internalisation (Explicit to Tacit): It is the process of embodying explicit knowledge into tacit knowledge. (Nonaka, & Ichijō, 2007).

[bookmark: _Hlk92937570][bookmark: _Toc92998259]What are the knowledge management techniques uses by Amazon?
[bookmark: _Hlk92939233]With the help of advanced knowledge management tools and techniques Amazon has easily linked billions of customers with billions of gigabytes of product information. Amazon believes user experience is one of the most important things of their business. The capability of customers to find what they want, how they want it, when they want it, how quickly they want it is the key for the success of their business (marc-rosenberg, 2014). The most important knowledge management techniques use by Amazon are,
1. One gateway, one user interface: Every product people buy from Amazon is through one portal. It doesn’t matter whatever the product is, but the user experience is same. Every time when people use the same portal, they feel friendliness or closeness and it is allowing them to feel more confident and less anxiety about the products and services.

2. Steady and consistent presentation: Amazon uses same consistent presentation for all of their products. No matter whatever the product, they uses same specification techniques to advertise their products so that customer exactly know where to read the product description to reviews etc.


3. Linked content: Amazon design, organise and linked products correctly so that customers can find the right products without wasting time or can search for alternative products and additional information if they want to.

4. Tailored personalisation: When customer start to use Amazon, it can start to know the customer, it can remind the previous shopping history, it can recommend the products as well. Through this they can create and provide tailored and personalised for their customers.


5. Easy and secure payment system:  The payment system of Amazon is one of the secure, easy, and convenient.  Once people created an account and shops with Amazon, next time the process is the same. Customers can easily used to with the system.

6. Subscription and alerts: If a customer needs a particular product and that is not available, customer does not need to search every day, instead they can just subscribe and turn on the alert system. When the product will be available the system will alert customer automatically.


7. Feedback system: For Amazon feedback is a crucial tool for the success of their business. From the beginning Amazon values their customer most. Through this they can listen to their customers, analyse their products and services, and can take the best possible solution to improve their products and services.  
  
[bookmark: _Toc92998260]Conclusion and Recommendations
There can be no doubt that Amazon is one of the world’s most successful company. The success of Amazon has mainly come from its advanced knowledge and information management. With the help of innovative technologies and practices, top class customer service, execution of customer needs, diversification of products and services and outstanding customer services helps the company grow rapidly. Even in the COVID-19 pandemic time while the other business are struggling to survive but Amazon take this as an opportunity to grow and expanding their business rapidly. Though the company has faced many unprecedented challenges and difficulties such as labour crisis, product shortage to transport disruption but nothing has stopped them to grow. 
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