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Executive Summary
The tacit knowledge of Amazon employees lies in the success of the company’s explanation to the employees regarding the importance of the development of knowledge. The explicit knowledge is evident in the company’s sharing of data and information with the employees as shown through the DIKW model. The importance of knowledge lies in the easy way of handling operations and activities in Amazon. The Nonaka’s model has also been explained. The various process of knowledge management and its importance in Amazon will also be highlighted in the report. It benefits the company through better customer service and management. There are some drawbacks such as too much dependence of the employees on technology and focus on SOP. This can be solved through training and a check on the accumulation of technology. 
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Introduction
Amazon is one of the famous multinational company situated in the Washington, US in 1994. Amazon.com is the fastest growing company and it mainly emphasises on the e-commerce, digital streaming, cloud computing and artificial intelligence. Amazon has various other services like Amazon Prime, Amazon music, kindle, Amazon web services, Amazon Alexa and so on. The revenue generation of Amazon was 280.52 million US dollar in 2019. Amazon has received the highest brand valuation in the year 2020. Amazon also invests a huge amount of money on maintaining proper sustainable business (Statista. 2019). Amazon has given tough competition to the other famous retailer in the UK like Asda, Walmart, Sainsbury’s and many more. The company has created a largest online marketplace in the world and is one of the most trusted online shopping site. Amazon has implemented various policies to strengthen their overall business practices and also to gain a competitive business advantage. The company provides all type of necessary items including grocery items, medicines, electrical items, books and many more (Amazon, 2020). The current report will explain the knowledge management theory and its key strategies. The various strategies related with the management theory will help in managing knowledge. The report will highlight the necessity of the effective storing integrating information, storing, sharing and creation of the information which is an essential requirement for managing and developing good knowledges and practices. The effectiveness and importance of information and knowledge management along with the creation of the knowledge asset and the process of maintaining effective customer relationship will also highlight in this report. The challenges faced by the Amazon and the various ways to strengthen the knowledge acquisition will also be discussed. The later part of the report will provide recommendation to improve and strengthen the practices related with knowledge management. 






Briefly introduce the knowledge and information management 
Knowledge Management is the method of developing, building, allocating, evaluating, monitoring and maintaining the overall knowledge, data and information of any organisation. Knowledge management reflects the multidisciplinary process or approach which helps in attaining different objectives and goals of the organisation by properly using the knowledge and understandings in a best possible way (Al-Emran et al., 2018). The main vision of the knowledge management is to modify and improve the efficiency of the organisation and to save the knowledge and the data within the organisation. Information management is the process of building a framework which is further used for gathering, storing, managing, evaluating and properly delivering the necessary information. Information management is a method of guiding and directing the principles and ensures that the information and the data are available at the right person and within the right amount of time (Zaim et al., 2019). The main objective of the information management is to construct, build, maintain and properly use the data and the information with proper insights and with innovation. The information management helps in creating effective value for the organisation and also helps in supporting the decision making of the organisation (Gaviria-Marin et al., 2019). The information management highlights the process or the way any organisation uses the gathered knowledge. For any type of business organisation information management is the most important part and effective collection and managing of information helps in building proper strategy and also helps in building an effective business approach. Every organisation has a huge collection of data and information which needs to be handled in a proper and an ethical way to avoid any misuse of information (Shujahat et al., 2019). 
Background of the Amazon
Amazon is an international level retailer company founded by Jeff Bezos. Amazon is famous is for its highly established business market with the help of innovation and proper use of technology. Amazon has also expanded its business in different other sectors, and it has various subsidies like Amazon prime, Amazon grocery, prime music, prime video, kindle, Amazon web services and so on (Amazon, 2018). The sudden outbreak of the Covid-19 pandemic has created a huge negative impact on every business sector of the industry. This has affected the global economy and resulted in the mass layoff of the employees. However, despite the pandemic Amazon still provide services and products to its customers at a low price and due to which Amazon became the default online retailer company for maximum number of customers all around the world (Palmer, 2020). During the second quarter of the year 2020, Amazon has seen a huge record of sales and which has increased their overall revenue generation. Amazon has also expanded their help during the pandemic and has spent huge amount of money for various coronavirus related investments which include providing safety gear for the workers and the employees, also launched an initiative for internal testing process and has named it as Project Ultraviolet (Amazon, 2020). As the Covid-19 pandemic has created huge unemployment all around the world but Amazon created job facilities for large number of employees and has also recruited new permanent employees. To meet the expectation level of the customers and to fulfil their demands Amazon has brought more than 175,000 number of new warehouses along with the delivery workers (Harris, 2020). Amazon has also included nearly 36,400 new people which leads to 876,800 number of total people with an overall increase of the 34 per cent of year over the year. This reflects the fact that Amazon properly manages the overall business of the organisation in an efficient way (amazon.jobs. 2020).
Define knowledge management
Knowledge management is defined as the method of describing, building, constructing, retaining, expanding and sharing the overall experiences and the knowledge of the employees or the workers within an organisation. Knowledge management includes three basic areas which includes gathering or collection of knowledge, proper storing of the knowledge along with it also includes sharing of the knowledge (Ferraris et al., 2019). The main motive behind a knowledge management is to develop a learning environment in the organisation where the employees can easily share knowledge with the co-workers. There are two important types of knowledge management. One is the tacit knowledge and other is the explicit knowledge. Tacit knowledge is the knowledge which cannot be easily shared with the other person by writing or noting down (Nisar et al., 2019). It can be only shared by expressing through different body language and it also includes innovative thinking process. Explicit knowledge is the collection of the information which can be easily taught to the other person by noting down or in a written format. Both the knowledge is important in different aspects and further helps in improving the organisational changes in a several possible ways (Dayan et al., 2017). 




Explain the importance of knowledge management in Amazon
Knowledge management has various importance as it uplifts the organisation’s efficiency during any decision-making process. In Amazon knowledge management is very useful and has its lots of importance. Amazon uses the concept of knowledge management and its different principles to add proper values to the customer’s experiences (Eroshkin et al., 2017).
One portal one interface: Amazon has a single portal for accessing all the processes from buying to doing business. This implies that Amazon has a one-stop shopping facility. Both the portal and the user experience of the Amazon is same which highlights that the comfort level of the customers and also reduces the anxiety level of the customers as the customers get the option to explore the different areas of the site (Riedl et al., 2017). 
Modular content: Amazon organises each and every page of it in an easy way so that customers can easily read it. For additional or extra details Amazon provides the “click here” option so that customers can read detailed information (Prajogo et al., 2018). 
Crowdsourcing: Amazon provides different features like the reviews, ratings, options for uploading images so that the other customers can see the images and the ratings of the products before buying the product. Amazon uses its knowledge management in order to provide better services and build trust among the customers. Huge number of online shopping sites have imitated the Amazon websites which highlights the crowdsourcing nature. However, the website of the Amazon has various unique features which help Amazon to distinguish themselves from the competitors (Li et al., 2017).
Customer satisfaction and achieving competitive advantages
Knowledge management ensures that the customers receive proper benefits from the products and the services provided by the organisation. As the current business market is becoming more competitive in nature the importance of knowledge management is increasing at a high rate. Amazon is using the knowledge management for providing values to the customers (Ferreira et al., 2018). 
Consistent presentation: Amazon displays every information related with the products provided by them. Amazon displays the reviews, specification of the products in a proper way. This reflects an effective management of the content by composing the information and properly publish it in a constant way so that customers can see it. This increases the satisfaction level of the customers (Abubakar et al., 2019).
Effective personalisation: The knowledge management approach of the Amazon helps in personalising the site based on the choices of the customers. The more a customer is using the website the better the Amazon personalises the site for the customers (Martins et al., 2019). Amazon uses the information of the search history and recommend customers products based on their choices and requirements. This highlights the fact that Amazon understands the importance of the services and the products provided to the customers and so they provide best customer services to the customers which satisfies the customers and also creates competitive advantages (Raudeliūnienė et al., 2018).
Feedback: Amazon is one of the most famous e-commerce sites in an international level. Amazon provides feedback option so that customer can give their opinion. This reflects the fact that Amazon provides proper value to the customers by providing the feedback option at the front page. This helps the Amazon to improve their services and the products and further helps in creating a competitive advantage (Ode and Ayavoo, 2020).
Performance oriented: Amazon provide various options to the customers after placing the order which include the option to cancel the order, option for returning any item if found defective after receiving, payment method or the shipping address can also be changed. Along with-it Amazon has a full list of the orders. This reflects that Amazon provides a clear option to the customers which creates a huge customer satisfaction (Razzaq et al., 2019).
Tacit knowledge in Products and service
Knowledge of the individual on a certain aspect that is not recorded and stays in the mind of the person is called tacit knowledge. The tacit knowledge of an individual lies in his ideas, beliefs, values, intuition and experience. This comes from the knowledge of the individual that he has gained from the understanding of the subject (Hadjimichael and Tsoukas, 2019). To develop tacit knowledge on the products and services of an organisation, the individual should study the company and its products and services well. The employees of Amazon can develop their tacit knowledge by the development of new ideas in exceptional situations. This requires the workplace culture of Amazon to promote collaboration and a vision (Jaziri-Bouagina & Jamil, 2017). Amazon trains the employees with knowledge on the variety of products it serves from food, clothing, accessories to home products, gadgets and so on. 
This stage is developed by the improvement of the gathered knowledge. The range of products and services produced by Amazon are explained to the employees (Arnett et al., 2018). 
Diffusion
This stage sees the commercialisation of ideas. The knowledge gathered can be improved on the way the customers will be given the products (MacKay et al., 2020).
Commoditisation
In this last stage, the entire knowledge given to the employees are maintained by the employees as well as the company (Kiklhorn et al., 2020). 
Systematic approach of KM in sharing and exchanging knowledge
Knowledge management is important to make sure that the information is flowing in the company. The explicit knowledge is stored in documents and computers and is shared with other employees who need access to them (Battistutti and Bork, 2017). Amazon follows the systematic approach of storing data and information in files and folders and the employees who require the data and information can access them with the password. This is done to ensure that the explicit knowledge is able to reproduce new data and can incorporate new data into it and stay updated. This transfer of knowledge takes place for the products and services of Amazon (Serrat, 2017). The team of online delivery have access to the information of the customers and share them with each other so that the processing is done without delay (Magnier-Watanabe and Benton, 2017). The company performs it with the help of the DIKW model. 

DIKW Model
In the DIKW Model, there are four steps to explicit knowledge.
Data 
In this stage, the employees collect data and information. This data is then transformed into information later and shared with other employees (Mikos, 2017).


Information
This data turns to information when the employees can view it as a categorised, contextualised and calculated format. A section of employees of Amazon converts data into information for easier access.
[image: ]
DIKW Model
(Brahmachary, 2019)
Knowledge
Knowledge is developed in this stage. This is in this stage, the employees add their ideas, values, experiences and insights into the information (Tomita et al., 2017). 
Wisdom
Wisdom is required by the employees so that the knowledge gathered can be rightly utilised. The employees add their wisdom to utilise the knowledge effectively. 
Explain the Nonaka’s tacit and explicit conversion and decision-making model
The tacit and explicit knowledge framework can be better understood by the use of the Nonaka’s theory. Nonaka described that knowledge can be of two types tacit or explicit where the tacit knowledge is subjective and can be learned from the experiences whereas the explicit knowledge objective and it is a kind of rational knowledge. Nonaka highlighted the transfer of the knowledge as a spiral process and highlights the fact that each knowledge can be converted (Akinci and Sadler‐Smith, 2019). The model further describes the transfer of the tacit knowledge from one person to another which is described as the socialisation. The process of converting the tacit knowledge into explicit knowledge is termed as externalisation. Nonaka used this term to describe an individual among a whole group. As described by Nonaka combination is defined as the process by which the explicit knowledge which was once an explicit knowledge can be further transformed into explicit knowledge (Kahrens and Früauff, 2018). The method or the process involved in better understanding and captivating the explicit knowledge into the tacit knowledge is termed as the internalisation and this helps in converting any group or organisation explicit knowledge to any individual. Nonaka model further helps in understanding the importance of the organisation’s capability to effectively process any type of information or knowledge to attain the objectives of the organisation. All these terms which has been understood from the Nonaka’s model influences decision making of any organisation (Spraggon and Bodolica, 2017). 
The basic stages of gathering and collecting both the relevant and appropriate internal and external information and knowledge, dissemination and the editing stage to make the overall thing more usable and effective. Combination is a process which acknowledges the fact of the transferring of the knowledge between different groups in an organisation. The internalisation method is experiential, and it also helps in generalising the different processes and the concepts either by actual doing or by any simulation method (Baporikar, 2020). Nonaka in his model also stated the fact that the concept of true knowledge is actionable and understandable which comes from strong commitment and belief. This implies that for developing and transferring the knowledge it requires experiences, shared emption, basic understandings, feelings, expression level and the mental models along with the different other cognitive skills. Nonaka model has explained the knowledge and the concept of converting knowledge in an efficient way (Battistutti and Bork, 2017).
Importance of knowledge in Amazon’s SOP
Standard Operating Procedures include instructions to employees so that they can perform complex operations. These are documents that will guide an employee to perform a task smoothly. The managers of Amazon have written the SOP for the employees of Amazon so that they can perform uniformly, and the output produced is efficient. Knowledge management plays a big role in the SOP of Amazon (Rasool et al., 2019). The importance of knowledge in the following standard operating procedures is explained below.
ICT Services - Electronic mails are sent by Amazon to its customers and candidates applying for the job roles. This requires knowledge in the field of ICT. The mails are generated by an employee, others keep a track of the employees. The employees use the emails for further communication. SMS is also sent to customers regarding the new offers in the company. Knowledge management helps the employees to use the data for further use of information to update the customers (Sorasittirat et al., 2017). Instant messaging services are an important purpose that is easier with knowledge. This is done using Microsoft’s MSN Messenger. The company shares that information with the team regarding the number of customers updated with OTP or links. Voice mail is also operated by Amazon and this requires proper knowledge of the employees to generate properly (Santos, 2019). 
Transaction Processing Systems - For day to day recording of the bills, customer orders and inventory, the company should establish good knowledge management. These are the main activities of the company. Thus, the technologies should be active enough so that this information is shared and used in a hierarchical order. The data regarding the orders and bills are updated in the system. This takes place through proper knowledge management (Martins et al., 2019). Proper databases are generated by the employees for sharing the information with the supervisors. This is done technologically through knowledge management. 
Delivery services - The home delivery services of Amazon are a result of good knowledge management. The employees contact the customers well for getting the information regarding the delivery and there is no uncertain delivery (Lalchandani, 2020). The employees do not leave the parcel anywhere else if the customer is not present. The entire knowledge about the whereabouts of the product is shared with the customer and the Amazon supervisors through knowledge management. 
Knowledge management plays a big role in the SOP activities of the company. Amazon trains the employees with not just technical management but also with knowledge management (Serra-Casas et al., 2017). This is to make sure that the information is not getting lost and each employee of the information system is aware of the activities of the company. Knowledge management is helpful in understanding the way the work structure is being balanced. Amazon uses this management not only for the right operations but also for the right communication within the employees to avoid misinterpretation. The employees are trained rightly for the knowledge management related to SOP.


Main outcomes that Amazon has been achieving from SOP
Knowledge management helps in the right management of SOP activities in Amazon. The company has been using the SOP for the maintenance of a good company structure. The procedures are helping the company in its management. The positive and negative outcomes of SOP are discussed below.
Positive outcomes
Better customer service - The procedures include an instant reply to the customers. With the SOP activities, Amazon keeps constant communication with the customers (Marathe and Gawade, 2020). Knowledge management helps in keeping the communication intact even if the employee has undertaken is absent. The information of each customer is stored and shared with others through knowledge management. Thus, Amazon does not fail to keep the customer updated with his order. The company does not mishandle the information of the customer with SOP.
Better human resource management - The management of human resources is also easier with SOP. Thus, Amazon is focused on the convenience of the employees. The SOP helps in the proper working of the employees (Argote & Levine, 2020). This also prevents miscommunication and misinterpretation that may give rise to conflicts. SOP helps in creating procedures that will help the employees remain updated about the progress of the work (Ioannidis et al., 2017). Thus, the HR manager can guide an employee well if any employee loses track. Knowledge management plays a key role in the activities of SOP. 
Improved operations - All operations in the company go well with the SOP. The processes in-house and outside are processes through SOP. SOP marks the progress of the work. Thus, the supervisors can easily trace the problems associated with any work. Amazon also uses SOP for the activities of the company in the work culture (Ives et al., 2019). SOP helps in the technological advancements of the company. All the activities of the employees are controlled by the managers through SOP.
Negative outcomes
Dependence on technology - To be extremely active with the system and procedures, SOP relies highly on the technology. This dependence on technology is certainly taking the company forward in terms of advancement, but at the same time, there is a risk of technological failure (Yoon et al., 2018). Technology can get weak at times and even fail at times. Amazon often suffers from server breakdown. As a result, the SOP of the company gets affected. Network error is a serious issue that the company is dealing with. 
Suppress of talents - SOP shuts the way for new ideas that employees can generate in the process. Employees should work on their own following the guidelines of the company. Amazon circles the employees with certain procedures that the employees cannot avoid. This also creates a short path for the employees to show their talent (Jia et al., 2018). The employees should have the power to grasp the work culture. Least is expected from an employee in the case of his own contribution in the making of the procedure.
Failure in an unpredictable situation - Knowledge management of SOP guides an employee of Amazon on what he should do on a daily basis. However, the knowledge is limited to predictable scenarios. In the case of an uncertain situation, the employees will not be able to predict the future. In an unusual situation, employees will not be able to function properly. There are many incidents and situations that cannot be planned with SOP (International Association International Association of Fire Chiefs, 2019). SOP proves to be successful only in a given and similar situation. 
Areas to improve to overcome challenges
SOP can give rise to challenging situations as already discussed. These challenges pose threats to the employees. Thus, the employees and the company should have alternatives to solve the issues. The dependency on technology should be controlled by Amazon. Employees should also be instructed to use their brains and note down information apart from using technologies (Ungaro et al., 2018). This will prevent the company from a stake in operations in the hour of a network error. Amazon should entertain the employees to use their innovation and creativity to solve issues and not stick to SOP only for any solutions. The SOP may not be as creative as humans at times. Thus, the employees should not be prevented from using their creativity when needed (Drigas and Papoutsi, 2019). Employees should be trained on how to deal with uncertain situations. SOP cannot function beyond the predicted. Thus, dealing with an unusual situation will require the employees to use their logic and reasoning to solve the issue. Thus, employees must be trained to face challenging situations. 



CONCLUSION 
The report has discussed knowledge management in the context of Amazon.com. The report begins with a description of the company and knowledge management. The importance of knowledge management is analysed with respect to various activities of the company. The use of knowledge management lies in customer satisfaction and helps the company to gain a competitive advantage. The second section discussed tacit knowledge of a company and how Amazon gives it to the employees regarding its products and services with Knowledge Management Life Cycle and sharing of explicit knowledge with DIKW Model. This has been analysed with Nonako’s model. The third section has discussed the importance of knowledge in the SOP of Amazon. The positive and negative outcomes of SOP in Amazon have been evaluated with recommendations. The company should be able to use the SOP in the right way to deal with all the operations correctly. Amazon suffers from network problems and server issues. These should be solved by the use of a powerful network system. Amazon should be dividing the operations more vividly so that the chance of operations getting affected or slow is less. The employees should be trained well to deal with unusual situations so that they can use their practicality and reasoning in difficult situations. The company should improve its operations in human resource. The company should not be engrossed in adopting any new technology that comes in the way. This may lead to the dysfunction of the technologies. The company should not involve in the accumulation of technologies rather in the development of technology. 
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