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Executive Summary
Knowledge management process helps in boosting work performance of employees while providing them with relevant information. This would help in increasing problem-solving, decision-making process. This study aims to provide an overview of knowledge management process of Amazon. This would include importance of knowledge management in Amazon while evaluating the case study scenario for the company. Application of McElroy Cycle and Bukowitz and Williams Knowledge Management Theory would help in identifying activities needed for knowledge management in Amazon. It also highlights uses of AWS, SSS cloud computing devices for data integration process. Incorporation of knowledge management helping in effective customer relationship management would be also highlighted. Additionally, it has identified potential challenges that would be faced by Amazon in terms of applying knowledge management.  In terms of identified issues for application of knowledge management, it has been recommended that Amazon that applying knowledge management would be effective by implementing strategic planning. This would guide Amazon to obtain successful changes by regulating knowledge management. Providing training to employees and accordingly motivating for increment performance quality is another recommendation that would be assisting Amazon.
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[bookmark: _Toc66987716]Introduction 
Effective knowledge and information management help in boosting efficiency of an enterprise. This also helps in an effective decision-making process and gaining expertise in the operation process. Information management along with knowledge management helps in maximising potential opportunities while utilising its physical and human resources effectively. Amazon can be identified as an effective e-commerce website that helps in providing convenient shopping services at a competitive pricing point. This study aims to provide an overview of knowledge and information management in Amazon while evaluating its existing information system. Importance of creation, storing, as well as application and integration of information in Amazon would be discussed in a brief manner. This study would also represent effectiveness of knowledge and information management in Amazon while focusing on developing an effective relationship with customers. Potential challenges in operation process of Amazon while maintaining effective knowledge and information management would be highlighted while providing recommendations for increasing effectiveness of the same in future. 
[bookmark: _Toc66987717]Organisation Overview 
Amazon is a multinational tech company that provides convenient shopping options. Based in Seattle, USA, Amazon was founded by Jeff Bezos as a bookselling website in 1994. This company provides services such as cloud computing, digital services as well as e-commerce service that would provide a huge amount of products that includes products such as Echo’s, Fire Tablets, Fire TV and other daily necessity products. Amazon has a total of 876,800 employees in its workforce while adding more than 36,400 employees in 2020, experiencing a rise of 34% in a year (Amazon, 2021). This poses a total asset of US$321.2 billion also its operating income in 2020 has been estimated at US$22.9 billion in 2020. 
[bookmark: _Toc66987718]Evaluation of Knowledge Management Theories 
Importance of Effective Knowledge Management 
Knowledge management plays an important role in boosting the efficiency of a business while helping in decision making process. As mentioned by Muller (2018), an effective knowledge management process helps in increasing expertise among employees and building a smarter workforce. Focus on providing relevant information to employees would help in creating quick, informed decisions that would help in increasing information mobilisation in a workforce. In addition, keeping information about past experiences, activities, and information helps in analysing the present situation of a company. This helps in identifying the gaps in knowledge and information management in an organisation. Developing strategies to mitigate those gaps helps in operation and helps improve knowledge associated with the process. It can hence be ascertained that development of effective knowledge management would help Amazon in creating a well-informed workforce. This can help in improving decision making capabilities; build a learning-centric workforce that would help in change management and innovation process. 
Information system used by Amazon 
Amazon uses cloud computing tools as an effective interaction system for customers. As described by Hwang (2017), application of cloud computing tools helps in increasing scalability, continuity in a business process while reducing IT costs. Amazon has used cloud computing tools for active integration of management and information systems for building effective communication with customers. This information system has helped in maintaining effective interactions with employees while maintaining and providing its services to 200+ countries serving more than 300 million customers (Amazon, 2021). Besides, using Amazon Web Services (AWS) and Simple Storage Services (SSS) are considered the main information system developed and used by Amazon. 
Input
AWS can be considered as one of the safest cloud computing systems that help in offering a secure platform for companies in computing power, database storage and efficient content delivery. Using AWS requires input data that would help in running workloads effectively (Amazon, 2021). This device can create use of bulk input of data in this information service for future benefit. 
Processing
Comprising statistics and dynamic files helps in identifying the functionality of identifying required gaps in a business process. This would help in sorting files quickly and adopting the business process (Amazon, 2021). Processing of AWS helps in gaining insight into operation process and improves the same. 
Output
Quick manner in delivering of files as well as quick delivery of contents help in increasing efficiency of operation process. Continuous improvement of business processes along with delivering business value helps in providing workload among employees (Amazon, 2021). This helps in providing effective service to customers efficiently. 
Knowledge Management Theory 
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Figure 1: Knowledge Management Theory
(Source: Inspired by Massingham, 2019)
Knowledge Management Theory influences processing of information about business operation while helping in mobilisation of knowledge in a workforce. As poised by Massingham (2019), conscious processes of defining, structuring, sugaring and retaining can be identified as effective processes of knowledge management. Application of knowledge management theory helps in effective integration of knowledge and skill helping in advancing decision-making as well as problem-solving methods in a business process. Sharing past experiences for employees, along with focusing on skills sharing would help in managing knowledge among employees effectively. For modern instruction of knowledge management companies such as Amazon focuses on integrating communication as well as information technologies in the operation process. 
Organisational structure plays an important role in effectiveness of knowledge management process of an organisation. As per the views of Dalkir (2017), knowledge management theories can be categorised into organisational, tech-centric and ecological theories. Organisational knowledge management theory helps in providing relevant information to an organisation focusing on effective integration of relevant knowledge culturally and hierarchically. This would help Amazon in adapting to an efficient organisational structure that would help in simplified nature of sharing information in this organisation. This can help in providing relevant information to a workforce effectively and helping in change management process. It can hence be inferred that knowledge management can help in boosting change management process of Amazon. 
Application of knowledge management processes helps in effectively improving organisational agility. As proposed by North and Kumta (2018), improving organisational agility helps in adapting to dynamic macro-environmental factors influencing business processes. This ascertained that focusing on knowledge management would help in providing flexibility in operation process as well as respond to market conditions accordingly. Knowledge management also helps in mitigating the needs of customers and helping in increasing customer orientation of services. Improved nature in decision-making and problem-solving, as well as increased customer satisfaction rate would benefit Amazon in improving business processes. 
Other advantages of incorporating knowledge management can be identified as supporting growth of employees and sharing specialised expertise. As influenced by Chapman and White (2019), encouraging employees in constantly learning processes would help in creating self-motivation. This would help to improve their knowledge and skills for professional development. This would help to develop creative and innovative nature among working professionals, help in increasing efficiency and avoid stagnant operational processes. Providing opportunities for future growth would help employees to become loyal to a company and boost their profile professionally. This would help Amazon in increasing employee retention and manage operation cost-effectively.
Complex nature of using a knowledge management tool can significantly limit application of the knowledge management process. As suggested by Bridgman and Cummings (2020), knowledge management tools are complex in nature to be comprehended in a workforce. Besides, application of this tool would create possibilities of increasing operation cost. It can henceforth be stated that implementation of knowledge management strategies for the huge number of employees in Amazon would be huge for this company in effective knowledge management process. Besides, time-consuming process of knowledge management can negatively affect the operational process of Amazon.
Importance creation, storing, sharing, application and integration of information in Amazon 
Amazon is an e-commerce platform that requires data for improving its business operations in future. Operations in Amazon focus on generating data from different customer base and store it for future uses. As identified by Lemahieu et al. (2018), storing customer data helps in developing brand affinity, providing better service to customers. This would help in developing improved communication channels to customers, directly communicating with them. Gathering customer data and storing them through AWS and SSS would help this company in effective application and sharing of relevant information. It can hence be asserted that gathering and storing relevant data helps in effectively communicating with customers. 
Developing effective communication with customers and accumulating relevant data would help in identifying their needs. This would help this company in gaining relevant information about market trends and focus on developing better products. In the opinion of Wirtz and Daiser (2018), developing customer-oriented products helps in assessing the new customer base. This would help in generating more revenue and future growth of a company. It can hence be stated that storing data and sharing them inside the company would help Amazon in addressing its customer needs. On the other hand, allegations such as selling personal details for Amazon has been denied by this company while only are using it for developing better services and products for this company. 
Application of stored data from customers would help Amazon inserting a value into customers. Launching new products as well as static marketing strategies such as segmenting, targeting and positioning would help Amazon in attracting customers to this company. As identified by Palmatier and Martin (2019), data integration plays an important role in combining residing in an overview of performance of a business. This would help Amazon in gaining access to the customer review system that would help in gathering relevant data identifying the gaps in services. It can hence be ascertained that effective gathering, sharing, application and integration of data would help Amazon in improving its services. In addition, this would help in effective management of data related to Amazon’s operation and help in improving its operations. 
[bookmark: _Toc66987719]Evaluation of identified scenario within Amazon
Effectiveness of knowledge and information management culture creation 
Developing relationships between individual and organisational knowledge helps in creating an effective culture for employees. As per the views of Fullwood and Rowley (2017), organisational structure and environment help in influencing effective knowledge management among employees. Knowledge management process helps in gathering experience from employees. Creating an effective relationship among working professionals helps in gathering unbiased and effective data from employees. This would help in identifying gaps and provide opportunities for further development. Focusing on implementing better collaborative strategies would ensure effectiveness in data gathering process and development of a positive and knowledge-centric culture development for Amazon. 
Application of technological advances in the business process helps in simplifying the knowledge management process. Abualoush et al. (2018) have posited that technological advancement helped in simplifying operation process. This would help in managing the knowledge management process by shuttering, interpreting and application of data in effective culture creation. However, lack of time to be invested in knowledge management process can create challenges in preventing it from gaining operational efficiency. It can hence be stated effectiveness of knowledge management in culture creation for Amazon while facing issues of time constraints in this knowledge management process. 
Organisational culture has been believed to be impacted by knowledge-related behaviours of individuals, teams and different departments of a business. In the views of Al-Kurdi et al. (2018), a suitable information management culture helps in providing excellence in desired behaviours form employees. It would help Amazon in guiding its employees in behaving appropriately and encourage them into effective learning. This would help its employees to identify opportunities for excelling in their skills and being creative in decision making and problem-solving process. Application of knowledge management strategies would help Amazon to focus on providing training to its new employees, helping them to integrate into learning process. 
Employee’s lack of interest in learning process, gaining knowledge as well as resistance to change can create a possibility of limiting the possibilities for creating an effective work culture. As identified by Nisar et al. (2019), process of knowledge management requires active participation from employees. Focusing on identifying employees' behaviour in knowledge management process would need to be aligned with the objective of change process. This would help in mitigating limitation of employee's resistance to change effectively and encourage them in learning process. It can hence be ascertained that effectiveness of information management in culture creation would be limited by active participation from employees. Other factors such as employees, motivation, integration of technology would create possibilities for negatively influencing the culture through certain process thorough knowledge management. 
Creation of knowledge asset and maintaining effective customer relationship management 
Creation of knowledge assets in Amazon can help in leading to impacting efficiency for the business. As suggested by Soto-Acosta et al. (2018), developing employees’ knowledge helps in developing a professional skill set. This would help in gaining expertise in the work process for employees. On the other hand, mitigating employees' needs would help them to motivate themselves towards work. A motivated workforce ensures greater productivity as well as increasing output efficiency of a company. It would help Amazon to provide better service to its customers and provide service to a greater number of customers. 
Developing customer orientation strategies in the business process would secret possibilities for attracting more customers to its businesses. As proposed by Amazon, the company focuses on providing best customer services to its customers (Amazon, 2021). Knowledge management plays an important role in creating a knowledge-centric workforce while focusing on fulfilling the needs of its customers. It can hence be identified that focusing on knowledge management would help Amazon to train its employees, motivate them towards effective customer services and help in attracting customers. It can hence be stated that knowledge management significantly enhances the probabilities of maintaining effective customer relationship management. 
The role played by effective customer relationship management for an organisation is undeniable as it leads to an enhancement of customer loyalty and satisfaction in the long run. As per the views of Hendriyani and Auliana (2018), application of customer relationship management helps companies manage their interactions with customers. This is because customer satisfaction, loyalty as well as revenue are essential factors that shape a brand’s image in the global business environment. It can further be ascertained that effective knowledge management would help Amazon in building effective communication between employees and customers that would help in future development of this company. 
[bookmark: _Toc66987720]Application of Theories 
McElroy Cycle 
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Figure 2: McElroy Cycle 
(Source: Influenced by McGrath and Bates, 2017)
McElroy Cycle can be defined as an effective framework to be used in knowledge management process. According to McGrath and Bates (2017), McElroy Cycle focuses on describing knowledge management through two defined processes that are knowledge production and knowledge integration. A series of feedback loops help in gathering information about knowledge management process while focusing on individuals, groups as well as organisations. Incorporation of holistic belief of an organisation, memory and claims would be effectively integrated through incorporation of this theory in Amazon. In addition, focusing on working environment as well as a clear description of knowledge and conscious decisions would help Amazon in playing an effective knowledge management process for the companies.
Activities in knowledge production process include individual and group learning, information acquisition, knowledge formulation as well as its validation. This would help Amazon in focusing on individual learning processes that would help in developing skillets for its employees. As per the study by Lee (2020), individual development helps in gaining better output as well as improved performance. This would help an organization to improve the overall performance and improve output efficiency. It can hence be stated that Amazon would benefit from integrating knowledge in activities in improving efficiency in long term. 
Knowledge exertion activities help in gathering new knowledge to improve previous knowledge and environments in an organisation. One of the benefits of incorporating McElroy Cycle can be identified that it provides a clear definition of how knowledge can be evaluated (Ferreira et al. 2018). It would help Amazon in distinguishing the effective knowledge management activities that would help in generating better value for an organisation. However, a lack of guidance on the actual integration of this theory has created issues for realistically applying these theories in a business. It can hence be inferred that application of McElroy Cycle would help Amazon in knowledge production and integration process while developing better knowledge activities. 
[bookmark: _Toc66987721]Bukowitz and Williams Knowledge Management Theory
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Figure 2: Bukowitz and Williams Knowledge Management Theory 
(Source: Inspired by Bootz et al. 2018)
 Bukowitz and Williams Knowledge Management Theory helps in gaining an outline in the process of generating value through knowledge management process. As described by Bootz et al. (2018),  Bukowitz and Williams Knowledge Management Theory consist of identifying the internal and external factors affecting organisational activities. This includes repositioning of brand value, relationship among employees and with customers in evaluating the effectiveness of organisations benefiting through this model. Amazon would benefit from an application of this model while focusing on developing an effective relationship in its workforce. Amazon has been facing issues in maintaining an effective relationship in its workforce. It can henceforth be inferred that developing emotional and professional relationships between employees would help Amazon in benefiting through incorporation of this model in knowledge management process. 
Other factors that are included in this model for analysing organisational activities would be organisational intelligence, communication infrastructure, environmental responsiveness and external resources of this company. As collected from the study by Razzaq et al. (2019), Bukowitz and Williams Knowledge Management Theory focuses on gathering knowledge, using, learning, as well as contributing to knowledge. Amazon would benefit from using this theory for an effective knowledge management process that would help in encouraging an effective knowledge management workforce. This would help Amazon in assessing knowledge form employees, incorporating them into developing a sustaining and divesting knowledge centric workforce. In addition, this would help this company successfully analysing the gathered data of customers. It would help in developing better service and products that are beneficial for customers and help in improving its customer base. 
Bukowitz and Williams Knowledge Management Theory have multiple steps to be followed that helps in gaining advantage through relevant knowledge management activities. Omitting out any of steps would create possibilities for limiting successful intervention of these theories. Application of Bukowitz and Williams Theory focuses on dealing with group and organisational level for generating information and knowledge centric assets for an organisation (del Rosario Pérez-Salazar et al. 2017). Lack of individual consideration in knowledge management process has created issues in missing out on factors such as lack of interest, change resistance and many more. It can hence be established that strategic implementation of Bukowitz and Williams Knowledge Management Theory would help Amazon in effective knowledge management in employees and focus on future development possibilities. 
[bookmark: _Toc66987722]Potential Challenges in Knowledge Management in Amazon 
Resistance to accepting changes
Management knowledge approaches for presenting collective productivity, due to which the organisation receives improvement. Similarly, it has been found that during the lockdown period, it has been able to meet customer expectations by increasing the number of innovative products. Apart from product quality, Amazon's business case conveyed that deliveries have been made on time as a result of which custom loyalty has been effectively maintained. This enabled Amazon to manage its brand e-commerce position in global market regions. In this respect, it can be advised that development of commercial activities in Amazon would be possible by applying knowledge management that would help in increasing employee retention level positively. According to Webb (2017) regulation of knowledge management facilitates advantageous results based on developing organisational agility. In the case of Amazon, potential challenges that can take place is resistance to changes from employees end, due to which it would become difficult for this e-commerce retailer to operate change of working methods. Such type of issue can be resolved by motivating employees and analysing impact of changes based on an increase in productivity. In this manner, it would benefit Amazon to retain in competitive business fields. 
Security purposes 
Implementing changes involves engagement of employees as well as internal data of an organisation that seeks for proper security. From a business case of Amazon, it has been found that Amazon focuses on accomplishing organisational goals, which is being supervised by structured text categorisation. In addition to this, minimum supervision is regulated for managing web content, which remains in prime focus to attract customers (AMAZON, 2021). However, taking support from knowledge management, Amazon would be achieving advantages like ability to make better decisions within a short time period.  On the contrary, potential challenges that would be faced by Amazon are security level. Khan and Vorley (2017) established that application of knowledge management creates functions to support objectives of organisations. This intends to increase risk factors based on security purposes as a result of which data breach would take place and affect productivity of e-commerce in global marketplaces. Security purposes for Amazon can be managed by applying big data analytics that optimises organisational productivity by resolving internal issues. 
Proper funding 
Knowledge management helps in developing productivity in an organisation followed by effective strategies. On the other hand, its knowledge management is limited as its resources are easier to find. Hislop et al. (2018) ascertained that incorporating knowledge management helps in increasing quality of working techniques as innovation increases. Taking support from knowledge management would help Amazon to explore international market regions by improving product and service qualities. This can present potential challenges in form of improper funding, due to which Amazon operational costing would increase. In this manner, it would be difficult for accountants to meet expectations of company as well as regulating changes after applying knowledge management. Such type of issue on part of economic infrastructure in Amazon can be addressed by implementing a rescheduling costing structure. From this, it has been understood that Amazon would be able to maintain new changes that would be regulated by knowledge management and can be efficient by proper funding. 
Balancing technological inputs 
Technological inputs help in maintaining performance ability in organisations, due to which it becomes easy for market growth. In terms of meeting customer expectations, Amazon takes support from technologies that help in maintaining quality based on delivering products. Ndemo and Weiss (2017) opined that utilisation of knowledge management determines to optimise productivity as it engages employees for positive results. On the other hand, potential challenges that would be encountered by Amazon are balancing technological inputs. From this, it has been understood that development of organisational activities depends on balancing different working aspects that comprise employee engagement along with controlling and monitoring activities of technologies. Such type of issue would be affecting performances of Amazon negatively, due to which it is necessary to address such types of challenges. Amazon works with a huge group of employees and thereby, it would be easier for Amazon to divide group members that would help in balancing technologies along with knowledge management. 
Lack of proper planning 
Effective planning associates with managing working techniques in an organisation for future growth. According to Easterby-Smith et al. (2018) regulation of knowledge management benefits organisation as it emphasises on improving business operations. By applying knowledge management, Amazon would be gaining the possibility to explore further in international markets since it would help to develop business operations. However, implementation knowledge management in Amazon would be presenting potential challenges based on a lack of proper planning. For instance, a lack of planning in an organisation during implementing new activities leads to adverse results and fails to come up with alternative plans. In this respect, it can be recommended to Amazon based on implementation of strategic planning that would help in addressing potential challenges that would be affecting performances of Amazon. Bock and George (2017) noted that designing better plans help companies to come up with activities conducted with the help of knowledge management. From this author's point of view, it has helped to acquire knowledge that application of strategic planning would help Amazon to operate well in competitive markets by taking support from knowledge management. 
Low employee morale 
Employees are considered as important resources that enable them to meet organisational expectations. Similarly, from Amazon's case, dedication and hard work of employers have been understood, due to which it has been able to deliver products on time. Tian (2017) stated that engagement of employees in organisations help to provide suitable aspects in organisation for further development. Additionally, applying knowledge management helps to progress organisational activities and ensures to lessen internal complexities and conflicts. On contrary, potential challenges that would be affecting Amazon based on application of knowledge management is lowering employee’s morale. Lowering employee’s morale is primary reason behind occurrence of resistance to changing working attributes. This type of potential challenge can be resolved by motivating employees alongside conducting training programs that would increase employees' working efficiency. In this manner, Amazon would be receiving profitable outcomes by applying knowledge management followed by increasing employee engagement.   
[bookmark: _Toc66987723]Recommendations  
Amazon intends to enhance operations as a result of which it would be able to regulate practices on acquisition followed by retention of employees for better performances. Oyemomi et al. (2019) suggested that applying knowledge management helps in improving business operations as it provides advantages on innovativeness. In this respect, it can be recommended to Amazon that applying knowledge management would be effective by implementing strategic planning. This would guide Amazon to obtain successful changes by regulating knowledge management. Providing training to employees and accordingly motivating for increment performance quality is another recommendation that would be assisting Amazon. Boyce and Ville (2017) viewed that training programs help in monitoring and controlling activities upon which productivity depends to sustain in competitive business fields. In this manner, Amazon would be gaining supportive changes by applying knowledge management followed by conducting training to employees, strategic planning and adequate economic planning. This would lead to increased feasibility for further growth of e-commerce business in international marketplaces. By addressing potential challenges, Amazon would be receiving profitable results, from which market sustainability increases and help in competing with rival e-commerce retail sectors worldwide. 
[bookmark: _Toc66987724]Conclusion 
From this study, it can be concluded that an effective knowledge management process would help Amazon in developing better organisational activities. Application of knowledge management theory would help Amazon in creating a well-educated workforce. This would help this company in developing better skills for employees, focusing on customer's need. This would help Amazon in improving its performance, improving a customer’s experience. Implementation of AWS and SSS technologies helps Amazon in gathering data, using it’s and integrating it effectively. Focus on effective knowledge management activities would help in improving customer relationship management. However, high operating cost and time consuming processes would create difficulties for integrating knowledge management activities in Amazon.
Developing a knowledge-centric environment would help in gathering customer's information and create knowledge assets. Application of alternative theories such as McElroy Cycle and Bukowitz and Williams Knowledge Management Theory would help in incorporating better organisational activities in Amazon. On other hand, slack is relevant in the application process and complexity in limiting the effectiveness of these theories in Amazon. Mitigating issues such as resistance in a change process, improving security facilities, low employee morale and many more would help in improving knowledge management and its effectiveness in Amazon. It can further be concluded that focusing on knowledge management activities would help Amazon in generating better customer centric services in long term. 
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