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Executive Summary

The coronavirus pandemic has spread to nearly every nation on the globe. 
Its spread has left national economies and industries counting the costs as policymakers scramble to implement new lockdown measures to combat the virus's spread. As a result, many people have lost jobs or had their wages reduced, and unemployment has risen across the world's economies (The Guardian, 2021). Amazon, on the other hand, is one of the few exceptions. At the height of the coronavirus epidemic, the e-commerce behemoth's virtually limitless range and dedication to convenience and low prices elevated it to the status of the default shop and primary service for many customers (Palmer, 2020). Amazon is a global leader in various markets, including e-commerce, digital streaming, and cloud computing. The company's management team has excelled in primary business data research, innovative data analysis, and value development for the company's millions of global clients. According to the report, Amazon's popularity is due to its methodical implementation of advanced knowledge management strategies to improve customer experience by connecting consumers and information, assisting customers intuitively, and customizing accomplishing their goals (Rosenberg, 2014). The primary objective of this study is to investigate, analyze, and evaluate Amazon.com information and knowledge management processes through the lens of academic knowledge management models, methods, and theories. By applying KM theories models and principles, the outcome will be to understand Knowledge-Management Information and how efficiently these models and techniques can profoundly impact the overall enterprise.
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Introduction 
The coronavirus pandemic has infected nearly every country on Earth. National economies and businesses are counting the costs of the virus's spread as governments struggle to enact new lockdown steps to halt the virus's spread. As a result, many workers have lost jobs or had their incomes cut, and unemployment has increased across global economies (The Guardian, 2021). On the other hand, Amazon is one of the few exceptions. At the height of the coronavirus outbreak, the e-commerce giant, with its nearly infinite selection and commitment to convenience and low prices, became the default shop and key service for many consumers (Palmer, 2020). Amazon is a leading multinational corporation that operates in various industries, including e-commerce, digital streaming, and cloud computing. The company's management team has been exceptional in terms of primary market data research, creative data processing, and value creation for the company's millions of clients worldwide. Between March and mid-April, the company recruited over 175,000 new warehouse and distribution employees to assist with customer fulfilment. Amazon added 36,400 employees in the three months ended June 30, bringing its total headcount to 876,800, a 34% year-over-year increase (Palmer, 2020). According to the study, Amazon's success is attributable to its methodical application of advanced knowledge management techniques to enhance the customer experience by linking the relationship between consumers and information and assisting customers in accomplishing their goals intuitively and personalized (Rosenberg, 2014). The primary objective of this report is to investigate, assess, and review Amazon.com information and knowledge management processes and how it leverages knowledge to achieve competitive advantage. The first section will conduct an in-depth analysis of the literature, focusing on theoretical methods, concepts, and hypotheses related to knowledge management. The second segment will evaluate Knowledge Management using academic models, techniques, and strategies for information management such as Nonaka, Spender and Blacker. Finally, in the third part, the study will delve deeply into Amazon's information systems, criticality, future knowledge management issues, and recommendations for improving their knowledge management practices.






Section 1: Knowledge and information Management

2.1 Background of Amazon 
In 1994, Jeff Bezos, a former Wall Street hedge-fund executive, founded Amazon.com. Its Web services sector entails renting data storage and computing power over the Internet, also known as "cloud computing."
Although Amazon.com began as a bookseller, Bezos insisted that it was more than just a storefront for consumer goods, claiming that Amazon.com was a technology company that focused on making online purchases easier for customers (Hall, n.d.). At first, many distrusted Amazon.com's market plan with suspicion, which appeared to justify its critics given its lack of profitability until the final quarter of 2001. However, Amazon.com overgrew, reaching 180,000 customer accounts in December 1996, after its first full year of service, and 1,000,000 customer accounts less than a year later, in October 1997. Revenues more than doubled from $15.7 million in 1996 to $148 million in 1997, and then to $610 million in 1998. Amazon.com became a public corporation to support growth, raising $54 million on the NASDAQ exchange (Hall, n.d.). The company could finance its ambitious growth and acquisition strategy by selling its high-flying stock along with the money. The business moving forward concentrated on cost cuts in 2001, and its plan was successful. Sales increased to $3.12 billion in 2001, a 13% rise over the previous year (Amazon.com, Inc. - Company Profile, Information, Business Description, History, Background Information on Amazon.com, Inc., n.d.). Additionally, Amazon.com achieved a landmark in the fourth quarter, achieving a net profit of $5 million, as many had predicted. In 2002, the company opened an apparel store featuring clothing from Gap and Lands' End. The business posted a net loss of $149 million for the year, down from $567 million in 2001. However, in the fourth quarter of 2002, the business earned a quarterly net profit of $3 million, just the second in the company's history (Amazon.com, Inc. - Company Profile, Information, Business Description, History, Background Information on Amazon.com, Inc., n.d.). 
While achieving quarterly net profits was a watershed moment for the fledgling company indeed, the organization had yet to demonstrate its ability to generate revenues over the long term. Nonetheless, Bezos and his Amazon team maintained their trust in the company's direction. With annual sales of $3.9 billion, Amazon.com has undoubtedly come a long way from its humble beginnings as an online bookseller. 


2.2 What is Knowledge Management?
Knowledge has been widely regarded as the most critical strategic advantage in recent years (Palacios and Garrigos, 2006). However, there are several aspects to knowledge since it is both a complicated and abstract concept. Indeed, the idea of knowledge is a point of contention for philosophers working in the field of epistemology (Cook and Brown, 1999). Amongst the most generally recognized meanings of knowledge is that it is a complex human resource for justifying one's convictions to discover the evidence (Nonaka, 1994). Besides, Swan (2008) describes intelligence as 'the capacity for understanding inside and across contexts.'
The word "Information Management" refers to explicit techniques, methods, and practices used by management to turn knowledge into an organizational resource. Knowledge management as a field of study is concerned with creating principles that illuminate or facilitate the implementation of these practices. Additionally, knowledge management is intended to liberate knowledge from the user and make it freely accessible as a resource for the organization, for instance, by capturing it in an information technology system or documenting it in guidelines and recipes (Newell, Robertson, Scarbrough and Swan, 2009). On the other hand, if an individual believes that knowledge is defined by what people do and say, the challenge of knowledge management is to create an encouraging environment in which people can do and say things differently and better. Therefore, it is critical to understand primary tools, theories, and structures in the context of their underlying assumptions and the practical issues they guide us to address.
Structural perspectives on knowledge draw heavily on possession epistemology and are concerned with defining the various types or forms of knowledge that people possess. According to Polanyi (1962), two distinct modes or styles of information are often distinguished; tacit and explicit. Tacit knowledge is synonymous with the ability or know-how that individuals acquire from their own experience in particular situations and has an intrinsically personal quality that makes it difficult to formalize or communicate (Newell, Robertson, Scarbrough and Swan, 2009). For instance, many people 'know' how to swim. However, sharing this with others is difficult. Indeed, it is the individual's experience of learning to swim independently and experiencing the sensations of the water, combined with assistance and guidance that results in the accumulation of tacit knowledge. Similarly, intuitive awareness and an understanding of body language are examples of implicit intelligence.
On the other hand, explicit knowledge is the knowledge that has been 'spelled out' or codified, making it more communicable across contexts (Newell, Robertson, Scarbrough and Swan, 2009). However, if anything must be learned by firsthand experience, organizational learning would be severely restricted. On the other hand, explicit information can be easily codified, articulated, and conveyed to others and is, therefore, seen as more beneficial for organizational learning. In addition to this, according to institutional viewpoints, the best way to build awareness in an organization is to define tacit knowledge, make it explicit, and then turn it back into the tacit knowledge of others elsewhere in the organization to be implemented (Nonoka, 1994). In summary, Knowledge Management is a deliberate, systematic business optimization strategy that selects, distills, store, organizes, packages, and communicates information essential to a company's business in a manner that improves employees' performance and corporate competitiveness (Lecturer, 2021).


2.3 Why Knowledge Management is so important for any Organization including Amazon?
Knowledge management is in high demand now; indeed, knowledge management and information sharing have become highly required skills. Knowledge Management also refers to the preparation and learning of a company or its clients. It consists of a cycle of information generation, sharing, structuring, and auditing to optimize the efficacy of an organization's collective knowledge (Collison and Parcell, 2004). The aim is to promote organizational learning and foster a learning culture in which knowledge sharing is encouraged so that those seeking to improve themselves find it simple to do so.  A business can certainly benefit in a variety of ways from Knowledge Management implementation. For example, by adopting the KM models and techniques, the company better understands its employees' skills and expertise, enabling managers to place them in the appropriate positions (Collison and Parcell, 2004). As a result, efficiency and versatility increase significantly quickly (What is Knowledge Management? Importance, Benefits, Examples, 2021). By ensuring that all workers have access to the organization's collective experience, a more intelligent workforce is developed to make simple, educated decisions that benefit the company. Besides, with Knowledge Management practice inside the company, innovation is easier to promote; consumers profit from improved access to best practices, and employee turnover is minimized (What is Knowledge Management? Importance, Benefits, Examples, 2021). 
Furthermore, it is important to remember that Amazon recognized that its customers' ability to quickly and easily find what they want was critical to success from the start. In this regard, CRM implementation is directly linked to improved customer awareness, which positively impacts customer satisfaction. Therefore, the company incorporates a customer experience management module as part of enterprise resource management (Khalilabad, Mazandarani, Sentosa, and Piaralal, 2006). This customer experience helps store customized information and buying patterns about its customers aligned with its marketing and advertisement strategies (Rosenberg, 2014). In this context, it is inherent to note that the two innovations that have fuelled Amazon's success have been incorporating customer relationship management and information management into its overall business strategy. Thus, efficiently managing and using information is critical for both individuals and organizations to maximize knowledge's value (Newell, Robertson, Scarbrough, and Swan, 2009). By using knowledge management, businesses may enhance their relationships with their most valued customers, thus generating loyal customers and gaining a competitive edge (Khalilabad, Mazandarani, Sentosa, and Piaralal, 2006). Organizations will generate new ideas and provide enhanced and new services with the assistance of knowledge management and the knowledge derived from CRM. Customer knowledge as an integral component of the partnership between knowledge management and customer relationship management (CRM) can assist companies in tailoring their goods and services and even their entire relationship with consumers to improve customer loyalty and, ultimately, economic profitability (Khalilabad, Mazandarani, Sentosa and Piaralal, 2006).
















Section 2: Evaluation of Knowledge and Information Management

3.1 Nonaka’s Framework
Structural insights have been beneficial in offering mechanisms for elucidating the types of information used in knowledge work. 
Nonaka's 'SECI' model views knowledge development as a spiral mechanism involving interactions between tacit and explicit knowledge. He distinguishes four distinct knowledge mechanisms capable of producing knowledge: socialization, externalization, combination, and tacit.  Since Nonaka claims that individual cognition is critical to knowledge development, he implies that organizational knowledge creation originates personally. Similarly, Nonaka emphasized the importance of managers creating an encouraging environment for individuals to share and create information (Newell, Robertson, Scarbrough and Swan, 2009). Nonaka introduced the concept of 'ba' to mean 'a sense that contains meaning' in his more recent elaboration of the SECI model (Nonaka and Konno, 1998). Nonaka and Konno (1998) define 'ba' as a shared space for developing relationships. This space may be interactive, physical, emotional, or a combination of all of the above. Awareness is viewed as rooted in 'ba' in this sense, where it is learned through personal experiences and insights. Information is the knowledge that has been decoupled from 'ba' and, hence, can be shared independently. It is tangible. By comparison, knowledge is contained inside 'ba'. It is intangible. Furthermore, Nonaka and Konno  (1998) later described four distinct types of 'ba' that correspond to four different information conversation processes. Originating 'ba', a space for individuals to cultivate empathy and communicate their feelings; Interacting 'ba', space for individuals to engage in debate; Cyber 'ba', a simulated environment in which individuals can mix new knowledge with existing data. This is made possible by information and communication technology (ICT), and its combination is critical. Exercising 'ba' is the process of applying explicit, structured information through on-the-job preparation and active participation (Newell, Robertson, Scarbrough and Swan, 2009). However, the SECI model is not flawless and has been criticized by many. The primary explanation for this is that the method reflects an excessively individualistic view of knowledge and is slippery in its treatment of knowledge. For instance, the knowledge that is not preceded by 'ba' is not knowledge but information. Simultaneously, the model maintains a distinction between implicit and explicit knowledge, leaving open the issue of what explicit knowledge is. Additionally, the SECI Model minimizes the conflicts of interest, influence, and political complexities that information development processes inevitably encounter in organizational contexts. Rather than a spiral, information progresses in a linear, smooth, and unproblematic manner. Nevertheless, criticisms aside, this model was highly successful and played a critical role in focusing attention on the importance of ideals and the enabling environment in which they are expressed, acquired, and lived (Newell, Robertson, Scarbrough and Swan, 2009)
.
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3.2 Spender’s Framework
Spencer Frameworks is distinct from Nonaka's in that it is predicated on the premise that to comprehend the origins of organizational knowledge, one must consider the forms of knowledge and the locations of that knowledge. In other words, his paradigm not only incorporates implicit and explicit knowledge but also distinguishes between personal and social expertise. By combining questions about what knowledge is and where it resides, Spender's framework can describe four distinct forms of knowledge, rather than two: individual/explicit (conscious) knowledge, individual/implicit (automatic) knowledge, social/explicit (objectified) knowledge, and social/implicit (unconscious) knowledge (collective). 
Spender's framework makes an important point, namely that social information should occur independently of the person. Thus, the framework may distinguish between explicit knowledge that individuals believe they possess and collective knowledge, which this explicit knowledge is founded and the relationship between the two (Newell, Robertson, Scarbrough and Swan, 2009)
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3.3 Blackler’s Framework
Blackler's framework was developed after a study of prior research on organizational awareness. It distinguishes five types of knowledge: ingrained, enculturated, embodied, embedded, and encoded (Newell, Robertson, Scarbrough and Swan, 2009). As with Spender's paradigm, this model implies that distinct forms of knowledge exist at the individual and collective levels. However, each of these types of information may be transparent, resulting in the fifth form of knowledge called encoded knowledge. What Blackler is attempting to demonstrate, and what differentiates his system from others, is that various forms of experience predominate in distinct organizational types. For instance, a business such as McDonald's will depend on information embedded in its routines and laws. Other types of organizations, such as innovative companies, will depend on either enculturated or embrained information. Thus, Blackler's framework is a valuable starting point for considering the problems associated with knowledge management. It connects the company's primary objective to the dominant form of knowledge and thus to the processes and enabling environment that must be in place to handle knowledge (Newell, Robertson, Scarbrough and Swan, 2009).
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3.4 How Knowledge Management helps Organizations in satisfying customers and achieving competitive advantage
The early phase of Amazon development demonstrates the need for social interaction in the knowledge development process defined by Nonaka and Takeuchi (1996). Bezos's focus on culture is a clear indicator that he understands the imperative of new knowledge advancement (Saunders, 2001). Bezos went to considerable lengths to foster a sense of community by referring to his employer's job as "making history." It is evident from Nonaka and Takeuchis' knowledge management system that a focus was placed on socialization and externalization. Although the objective was to develop new technology for an online company, the process was fundamentally guided by the breakthrough achieved by Bezos through context and relationship management (Tibben, Sangal, and Gonsalves, 2006). The second way in which Bezos manages context to capitalize on tacit information is through his web technologies. The sophistication of Amazon's search engine and customer interface tools is not solely due to its technological advantage; instead, it is because personal information about Amazon customers has been wrested from their private sphere and made transparent and available to the company for abuse. For example, the significance of Amazon's search engine functionality in conjunction with its user interface enables the acquisition of such knowledge from the personal sphere of the customer world, where it is codified for practical use within the wider framework of Amazon and its affiliated companies (Tibben, Sangal, and Gonsalves, 2006). Additionally, the reviews feature, which enables customers to share 'truths' and experiences, can be compared to Nonaka and Takeuchi's socialization process of tacit-tacit knowledge transformation. Besides, Amazon asserts that the feedback has been overwhelmingly positive and that this program provides them with competitive advantages (Tibben, Sangal, and Gonsalves, 2006). Therefore, it is enlightening to learn how essential aspects of knowledge management can be so critical to a business's success.


























Section 3: Investigating of Knowledge Management techniques used by Amazon.com

4.1 Amazon.com Knowledge and Information Management Strategies
Amazon is one of the top multinational companies venturing in e-commerce, digital streaming, cloud computing, among other products and services. As an online retail store giant, amazon has a highly skilled team of predictive analysts who projects what their esteemed customers might need in the near future to create value. In the context of gathering and managing information, marketing experts argued that Amazon knows most of its customers' perceptions and future needs than they know about themselves. Organizations in the e-commerce industry strive to achieve core competence by developing and maintaining a proprietary method for collecting sensitive information about their customers and their shopping habits (Demir, 2017). In this case, Management information technology enables organizations and their systems to integrate effectively and efficiently, thus maximizing the collaboration between individual and information system interactions. A management information system (MIS) is a systematic approach to gathering, storing, and disseminating data in the form of information to perform management functions (MIS Management Information System, n.d.). With this in mind, Amazon's case demonstrates the effective alignment of information technology with the organization's overall strategic objectives. The recent growth of the e-commerce population has increased the engagement between the user and the company, compelling Amazon to prioritize and customize its information technology to value and appreciate customer feedback as part of their business operations (Jordon, 2008). 


4.2 Artificial Intelligence
The Alexa voice recording virtual application, which incorporates a camera and speaker, remains a profound information gathering system for amazon. The device, which is echo-enabled, can be used to make do-lists, record podcasts, among other functions (Linden, Smith, and York, 2003 pp.80). Some of the saved information is transmitted to the amazon servers. Such fundamental information is stored for processing and analysis. Insightful information on customer needs and preferences is gathered from such verbal recordings; hence Amazon management plans timely to create value. The customers have the discretion to delete files from Alexa's voice, particularly files they may not need. 
Furthermore, the ring video footage, one of the Artificial Intelligence breakthroughs to enhance security, is used to gather critical information for the company. Despite concerns that advocates were using the footage in court without customer knowledge, Amazon has fought hard for the habit to cease. More importantly, certain features have been incorporated to enable customers to limit areas within their premises where recording cannot happen. This is for privacy purposes. Once Amazon servers detect this information content, it is stored for analysis to understand customers' views, perceptions, and preferences concerning the products.
The personalized recommendation system is one of the most effective information systems for the chain stores giant. The comprehensive, collaborative filtering engine (CFE) enables Amazon management; data is gathered from the frequent customers on previous purchases, online shopping carts, and the most searched products on their website. This information system aids future planning, creating customer value through innovation or improvement of their existing products. The after-purchase ratings provided by customers are a profound channel of the company's information system. The management team critically analyses such rating inputs to identify any existing gap in value for their products and services (Linden, Smith, and York, 2003 pp.79). 
The Kindle Highlighting strategy remains an ideal information system for Amazon.com. In 2013, after the company acquired Goodreads, the management integrated a kindle networking service with over 25 million users. Kindle users are known to make notes and remarks about a particular book and share the information among themselves. Notably, Amazon management uses the system to gather essential information on readers' interests, particularly additional content in other books. As a result, Amazon analyses the data and makes recommendations to readers on their kindle profiles or email addresses. This is a profound strategy to gather preliminary information on their critical needs, preferences, and perceptions then strive to avail the preferred products and services, specifically e-books.


4.2 Why the Information systems are essential to Amazon.com
As revealed by the different information systems, every item has a separate input to Amazon's system operation procedures. Once the system interprets processed data, it generates rational decisions to address customer needs and preferences. Some of the techniques help the chain store giant gather information on the possible requirements hence identifying products and services that would effectively address the challenge (Collins, 2019, pp65). For example, the Alexa voice easily captures information from immediate customers on views and opinions on its performance. Why the customers can air recording, verbal remarks on how Alexa is recording or areas that could make it a better product. Amazon innovatively identifies how to improve its products and services based on such views.
The Collaborative Filtering Engine (CFE) remains highly profound in gathering preliminary information for Amazon. Through CFE, data on customers' perceptions and attitudes are collected (Lee, Trimi, and Yang, 2018, pp.32). Through rating, most amazon online shoppers provide views on how the product is and how it serves them together with critiques of any unmet standard. Such data remains critical for Amazon.com, particularly the innovative breakthroughs. The clause "Could you kindly take a second to rate the shopping experience and the product(s) purchased" is quite common. The honest clients' rating challenges amazon to innovatively improve their existing products and services or create other products that would explicitly serve the needs. This is one reason why the entity remains highly competitive in the tech and stain store industry.


4.3 Potential Knowledge Management challenges
Amazon.com runs a set of unique information management systems that aids in gathering knowledgeable data for market analysis. These knowledgeable systems, however, face particular challenges. For instance, criticisms for breaking privacy protocols have been raised where the company has gathered primary data without customers' consent. Hence, the invasion of privacy risks the company litigation risks where customers and human rights activists could file for damages (Kordrostami and Rahmani, 2020 pp. 35). Some of the data that inadvertently sneak to amazon servers include vocal recordings from the Alexa recording Echo and the ring footage video.
Hacking remains an impending challenge to most of the technological giants despite having a pool of tech-skilled staff. Data intended for market analysis remains susceptible to pilferages through their systems. This a severe risk challenge that further jeopardizes customers' credentials. 


4.4 Synthesized recommendations to aid overcome the challenges
Amazon needs to strengthen the synergy created by combining data sourced from ads, sales, and post-sales services. The organization's management information system (MIS) must assist in providing contact points for consumers at all times. Along with marketing and customer acquisition, Amazon must incorporate the entire platform with social networking websites (Demir, 2017). Likewise, the MIS of eBay and other upcoming e-commerce organizations demonstrates that most consumers do reside in the social room. By combining a user's shopping experience with their social networking profile, Amazon will promote both the product and the services provided by the company to the end user's near networks (Anderson, 2011). However, the information systems remain a secret to most Amazon customers despite being the primary sources. This is a breach of confidentiality bond, which is suable; hence the company needs to engage clients and let them understand that data is being gathered like the CFE approach. 
Furthermore, the Ring video footage highly breaches customers' privacy if it leaks through the Amazon servers. Therefore, to avoid the possibility of antagonizing clients because of the invasion of privacy, Amazon.com management must streamline the approach (Linden, Smith, and York, 2003 pp.78). Whether incorporated into the phone or personal computer, each device and software application and program needs to offer clients the opportunity to submit data at their discretion.


5. Conclusion and recommendations
The report's investigates, analyses, and reviews Amazon.com information and knowledge management processes and how the company leverages knowledge to gain a competitive advantage. The first section discussed knowledge management theories and the context of Amazon.com, emphasizing theoretical approaches, principles, and hypotheses associated with knowledge management. The second section of the report illustrates and discuss in details information by explaining academic models, methods, and tactics such as the Nonaka SECI model, Spender's, and Blacklet's, before demonstrating helps Organizations in satisfying customers and achieving competitive advantage. Finally, the report delves extensively into Amazon's information systems, Alexa, artificial intelligence and their criticality, potential knowledge management problems, and recommendations for strengthening their knowledge management practices in the third section. The report suggests Amazon needs to strengthen the synergy created by combining data sourced from ads, sales, and post-sales services. Besides, to avoid the possibility of antagonizing clients because of the invasion of privacy, Amazon.com management needs to offer clients the opportunity to submit data at their discretion.
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