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[bookmark: _Toc89894753]Introduction
In the wawe of the global pandemic of COVID-19, the operation of the economies around the world came to a standstill owing to lockdowns imposed by the governments to arrest the spread of contagious corona virus. The traditional business operations, pertaining to the retail segment most of which operated via physical outlets, suffered massive losses under the given circumstances. The only segment which recorded growth are the e-commerce platforms that recorded a meteoric rise in sales number and revenue. Of all the e-commerce platforms that currently exist and operate in the market, Amazon emerged to be the champion in the market that is yet to recover from the impact of the COVID-19. The key driver of such humongous success of Amazon’s sales and subsequent revenue generation can be attributed to its successful integration of knowledge management practices in the organisational framework (Castelli et al., 2017).
Amazon.com, Inc. is USA based multinational technology-based organisation that have successfully integrated the technology in the field of business operations and have added a new dimension to direct to consumer business (B2C) operations. In addition, the organisation has also heavily invested in technology platforms such as cloud computing, video on demand and music streaming services and artificial intelligence (US About Amazon, 2021).
Knowledge management (KM) process can be described as processing of information and taking the interpreted gist of that information and integrating it to the operations for improving the affectivity and efficiency of the process (Hussinki et al., 2017). For instance, analysing the changing patterns in consumer buying behaviour can help the retail organisations to successfully realign its policies as regards their offered products and services that will generate significant appeal amongst the consumers - is an example of knowledge management process. KM processes and associated models can be broadly categorised as organisational KM theory, ecological KM theory, techno-centric KM theory each of which specialises in specific areas of functioning. 
[bookmark: _heading=h.gjdgxs]The documented report aims to discuss the various knowledge management theories and evaluate and analyse how these theories are put to use in the organisational context of Amazon and its associated operational environment.
[bookmark: _Toc89894754]Importance of information system for Amazon
Amazon implemented specialised information systems in their e-commerce business processes that help in achieving competitive advantage as well as sustaining the same by continuously improving the collection, analytics, and storage of customers’ personal data. However, one thing is noticeable that Amazon does this while maintaining the digital ethical considerations as the company takes active consent before customers private information and along with that where this information might be used, Amazon tends to mention that also (US About Amazon, 2021). Furthermore, the information system has been helpful in developing better and stronger customer relations as a result presently Amazon has one of the greatest customer retentions in the United Kingdom. In addition to this, the introduction of the information system in Amazon has made the delivery system much more convenient for customers as well as for the delivery official and this has led to faster delivery of products to customers and greater customer satisfaction. The most important thing about the information system is that it has assisted Amazon to generate cost leadership in the market as the company has been able to lower their product compared to their competitors. Even after lowering the price the company is able to generate a positive profit margin due to its huge customer base which can count into zillions (Martins et al., 2021).
The application of modern information systems has become the greatest reason for Amazon success, mainly during the times of the Covid-19 pandemic. Integrating the information systems has helped this US-based multinational business to analyse the key aspects of decentralisation in decision-making processes and this, in turn, has provided a bigger business opportunity for the company (Rojas et al., 2021). Amazon has two different software for information management that Amazon uses in Simple Storage Service which is directly associated with the integrated database and another software works as Amazon Web Service which helps promote access to the E-commerce platform users that are their customers (de Oliveira et al., 2021). The web service of Amazon gives customers the opportunity to create their user accounts and at the same time personalise their profiles so that they can get a better service from Amazon. This service is based on different systems that help in promoting the efficiency of information management as well as the delivery of business operations. The impact of Amazon's information systems can be evaluated by their efficiency in delivering key business operations to customers such as transaction processing, ordering, customer relations management, and order delivery (Rojas et al., 2021).
[bookmark: _Toc89894755]Importance of effective creation, sharing, storing, integration, and application of information that helps in good knowledge management development
The first and foremost thing in effective KM practice development is the creation of information and for that Amazon has implemented advanced training modules based on modern technology. Furthermore, this creation of this information has been beneficial as it enables the company to understand market trends and according to that changes can be easily implemented (Frank et al., 2019). In addition to this, creating information is essential for determining the competitors in the e-commerce industry and along with this essential business information has also been accessed if the information is created properly. Other than this, creating information assists KM by helping in the identification of targeted customers for the organisation and information will be helpful in gathering knowledge about the manufacturing as well as distribution process of Amazon (Burroughs and Burroughs, 2020). Moving forward, storing the created information is an important aspect for Amazon as using this information the company will be able to determine the needs of customers and the amount that can fulfil customer demands. Furthermore, sharing this stored information with employees is essential for understanding their role and how they can go about their business to achieve productivity. The human resource management group of Amazon takes up the mentality of communicating the information to employees in a manner that they can understand the desired goals of the company (Futemma et al., 2020). An important aspect of information sharing is that it provides better ways to conduct the desired things and help in building collective knowledge. Furthermore, Amazon has been able to build a collaborative culture where every employee is motivated to learn new things together. This assists in retaining the knowledge and also creates a feel-good factor within the company, which can be called a positive working environment where everyone likes to work along with each other (Siqueira-Gay et al., 2020). 
The last and the most important part is the application as well as integration of the information by the employees of Amazon into practice which is directly associated with KM practices of the provided company. Implementation of all the gathered information helped Amazon to become what they are now, a leader in the world of the e-commerce market. Furthermore, KM helps in determining future requirements and as soon as Amazon determines the future needs of customers they are proactive and this has boosted up their competitive edge in the market (Singireddy and Daim, 2018). Productive knowledge management practices helped Amazon create lots of innovations and among these Amazon Go is one of them. It is a store where customers can visit and buy things according to their needs and after that, they do not have to wait in line for paying the money as they do not have cashiers and it is auto-operated (Coronado-Hernandez et al., 2021).  
[bookmark: _Toc89894756]Evaluation of identified scenario of Amazon
The provided scenario demonstrates that the pandemic along with killing people throughout the world has also devastatingly impacted the global economy. Due to the rapid spread of the virus, a number of lockdowns have been imposed by governments around the world. As a result, most of the organisations were shut down and the economy got significantly stagnant and retail around the world and in the United Kingdom faced lots of losses. However, in those challenging times, Amazon was the company that was making profits as they were able to fulfil retail markets needs to a wide range of customers. Furthermore, the e-commerce giant Amazon, with its great capabilities of delivering an endless range of products at a lower cost has effectively provided the opportunity to become an integral part of retail businesses. Moreover, after a flood of online orders started to come to Amazon, simultaneously the company started to increase their production rate and along with that, the company has also hired 175,000 or more employees in their warehouse and delivery operations. Amazon had seen record sales in 2020 where every other company was facing huge losses. Amazon has launched Project Ultraviolet where the company focuses on providing Covid safety materials for their employees and at the same time started the initiative of internal testing of employees who are getting sick. To launch this project Amazon has spent billions of dollars and this has also improved their brand reputation in the industry. Furthermore, after the outbreak of Covid-19 unemployment trend had started however Amazon was one such company that actively provided employment opportunities to lots of new candidates and its confirmation of this can be found from the information that is provided in the scenario which has also been demonstrated above.
Amazon’s growth trend indicates that it will not be slowing down anytime soon as the company is providing high-quality products at a lesser cost and at the same they are giving door-step delivery while maintaining all the Covid protocols (Jones and Keynes, 2020). The firm has understood that customers are not willing to go out due to the fear of Covid-19 therefore Amazon effectively strengthens their delivery officials list by hiring more new candidates and training them. The goal was to provide doorstep delivery to their customer while maintaining Covid rules and the company has been able to achieve the same (Jones and Keynes, 2020).
The pandemic-fuelled growth of Amazon will not go down soon, especially due to the constant offer provided by the company in e-commerce. Almost all the festivals Amazon comes up with new surprises as a result customers tend to get attracted. Amazon was expecting that they will cross the $100 billion revenue for the first time ever and this has become like the company in 2021 have generated a hoped-for 110.81 billion U.S. dollars (Sabanoglu, 2021). Amazon has been able to achieve all this due to the high-quality knowledge management system that they have been able to generate over time. In achieving this, the information systems have played a major role as it has given the vision to the company.          
[bookmark: _Toc89894757]Theories for checking the effectiveness of knowledge as well as information management culture of Amazon that associates with creating knowledge assets and help in customer relationship management
To demonstrate the effectiveness of the knowledge and information management culture of Amazon their theories will be implemented and these are ecological KM theory, organisational KM theory, and techno-centric KM theory. Organisational KM theory mainly focuses on the structures of the company and how Amazon is designed hierarchically and culturally for managing knowledge and simultaneously processing knowledge. This theory has helped Amazon determine the loopholes that Amazon needs to be fixed and depending on this model, the company has effectively modified hierarchical trees for their betterment. The positive cultural development of Amazon had a lot to do with the organisational theory that Amazon had adopted (Sahibzada et al., 2020). Other than this model, Ecological KM theory has been adopted and it totally focuses on relationships, people, as well as learning communities, including engagement between individuals with that of the organization. Furthermore, this theory has been responsible for determining the internal as well as external factors that help draw individuals together so that knowledge can be shared in a better way (Peng et al., 2018).
Techno-centric theory is another model that Amazon uses for understanding the effectiveness of its knowledge management practice. This model focuses on technology as well as simultaneously the procedure of designing technology which enables the facilitator to flow the knowledge and with that storage of information. Using this has been advantageous as it helps in effective customer relationship management (Roberts and Hernandez, 2017). Despite high levels of competition among different e-commerce websites with that of Amazon, this company has still been able to retain as well as attract new customers due to their consistent improvement in the business process of implementing technology-based analytics. The information management system operates in such a manner that it poses the capabilities of analysing different customer personalities as well as interests (Kapooria, 2017). Depending on that recommendation about their favourite products has been provided on Amazon with the help of social media platforms as a result bonding with customers has become stronger with each passing day. Furthermore, automation processes, as well as structure for sophisticated communication, has effectively resulted in the creation of value among customers (Shokouhyar et al., 2021). Most importantly following steps have been taken by Amazon in order to improve customer relationship management, 
Enhanced customer care in the form of scalability, security, and efficiency of Amazon has led to the development of information systems that have improved the communication between staff as well as users. The innovation has provided customers with a rich experience as users are able to get real-time solutions to their problems. One satisfied customer spreads a word of the month to a number of individuals and the chain goes on and this, in turn, builds a bigger and stronger customer base (Niemczyk et al., 2019). Continuously launching limitless inventory products has been very beneficial for Amazon as the company initially started with selling books only however as time passed on they have developed multiple products according to customer demands and needs as a result customer purchasing behaviour have significantly shifted towards Amazon compared to other e-commerce sites. The diversified product range of Amazon currently is movies, music, video games, clothing, electrical appliances, and so on. Among these products, the movie and OTT platform of Amazon has taken off after the outbreak of corona virus (Jones and Keynes, 2020). Other than this, Amazon has been providing products at a low cost with higher margins as customer retention has increased quite a lot. In addition to this, in the view of customer relationship management, the company constantly provides gift coupons to their loyal customers (Shah et al., 2018). 
[bookmark: _Toc89894758]Information systems used by Amazon and its input, processing, and output
The basic input devices that are used in Amazon are keyboards, computers, laptops, scanners, mouse, joysticks, microphones, and cameras. These components help in keeping customers as well as employees’ data. Amazon uses transaction processing systems (TPS) for outputting the information as it is capable of recording day to day transactions that are occurring in the business processes of Amazon. TPS has been extensively used at the operational management level of the company where it answers routine questions that are asked (Wang and Kogan, 2018). Furthermore, TPS of Amazon is capable of recording daily sales, processing of employees salary as well as loans management, and also keeps track of inventory products and when these products will roll out in the market (Reyes et al., 2021).
Management Information System (MIS) is implemented by tactical managers for monitoring the current performance status of Amazon. Furthermore, the outputs provided by the transaction processing system are further applied as an input to the management information system. The MIS system effectively evaluates the inputs using a set pattern of algorithms that aggregate, compare as well as summarise all the results for producing reports (Polacco and Backes, 2018). These reports are being used by tactical managers for monitoring, controlling as well as predicting future performance of Amazon. Further, managers input a sales system for analysing the trends of a particular product for determining its performance in the market and it is highly capable of monitoring both positive as well as negative performance of products. In addition to this, this information can be utilised for maintaining the production rate. For example, Amazon increases the production of products that are performing well in the industry whereas reduces the production of products that are performing less in the marketplace (Brancalion et al., 2018). Furthermore, decision support systems are also used by Amazon’s management team for making non-routine decisions (Khoshbakht et al., 2021).
[bookmark: _Toc89894759]Amazon’s knowledge management challenges
One of the potential challenges for Amazon might be keeping its employees motivated to achieve more success. The main reason behind this is, employees of Amazon have to work in high pressure and the employees need to give their best all the time and sometimes this can become challenging for most of the employees, especially newcomers. Workers who have just joined the company might find it difficult to cope up with extra pressures as a result they might quit the job (Cattero and D’Onofrio, 2018). Furthermore, due to the huge number of employees Amazon is unable to understand the personal needs of specific employees as a result dissatisfaction creeps in among employees. Managing the employees in an effective manner helps the company in sustaining their productivity and in turn their growth. Furthermore, in these Covid times keeping up the employee motivation levels is significantly challenging as many employees are not willing to work in these adverse environmental conditions (Junior et al., 2021).  
Security can be a challenge for Amazon as with each passing day along with the improvement of technology hackers are getting smarter as a result cyber security threats are continuously increasing among customers. Customers do not want their private data to be misused as a result there are many customers who fear about providing their bank details as well as email credentials due to the fear of the cyber threat and these types of scenarios can contribute to losing a number of customers by Amazon (Cerri et al., 2018).
Shared leadership can become a challenge for the company overtime as different leadership groups will provide different types of direction for knowledge management which can ultimately lead to conflicts within the company. The problem gets aggravated as soon as one leadership group follows autocratic leadership whereas the other one follows democratic leadership. Along with knowledge management, man management can also become a challenge for the company, all of which might contribute to a decrease in productivity of the company (Zhu et al., 2018).  
[bookmark: _Toc89894760]Recommendations for overcoming the knowledge management barriers
· Amazon can be recommended to implement an employee motivation model for sustaining their employee’s motivation levels. For this purpose Amazon can use Maslow’s hierarchy of needs model as this is significantly beneficial in fulfilling the needs of employees and at the same time this model fulfils the basic needs at five different stages (Poirier and Devraj, 2019). Multiple surveys have suggested that implementing Maslow’s model helps largely in improving as well as sustaining employee motivation as it fulfils physiological needs, safety needs, self-esteem needs along with self-actualisation needs, and belongingness needs of employees within the company. Improvement of motivation among employees will significantly contribute to knowledge management practices of Amazon (Ștefan et al., 2020).
· Amazon can be suggested to implement modern artificial intelligence technology for improving the security infrastructure. Before the security breach these technologies are capable of providing an alarm about potential threats as a result the threat can be avoided. All of which will be helpful in gathering customers' trust for the company so that buyers can easily purchase products without any sort of hesitation (Gill et al., 2019).
· Following one leadership in the organisation is important for productive knowledge management practices. This is one leadership group that tends to follow only one leadership style and that is what a multinational organisation requires, where leaders must be on the same page working together. One specific leadership team is helpful in giving specific partners of knowledge that is essential for the company and these individuals will also be able to suggest the strategies for retention and transferring the same knowledge. Therefore, it can recommend Amazon to follow one specific leadership approach in their firm (Stoker et al., 2019).
[bookmark: _Toc89894761]Conclusion
[bookmark: _heading=h.vzwr409j40so]In the above report discussion has been made on the scenario that was previously provided and firstly the essentials of the information system in Amazon have been demonstrated where multiple advantages of the information system have been discussed. Moving further, the importance of creating, sharing, integrating, storing, and applying information for knowledge management practice has been demonstrated. Following the right processes has helped Amazon in inventing new products constantly as a result they have been able to gain a strong competitive advantage in the market. Furthermore, identified scenario has been effectively summarised above with evaluation of key aspects such as achievement of their expected revenue in 2021 and many more. Door-step delivery of high-quality products at a low cost compared to competitors are the secrets of Amazon’s success. The most highlighting aspect is their CSR activities in the form of investment for preventing as well as avoiding Covid infection. Moreover, three different theories of knowledge management that Amazon effectively uses have been demonstrated and the company’s customer relationship management has also been described. Light has been provided on input and output systems used by Amazon and then potential challenges of Amazon in respect to KM have been shown along with some recommendations.
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Amazon is using various forms of knowledge management theories such as the organisational, ecological and techno-centric which has been proven quite effective for them. However, there have been some obstacles that have been evident while performing the management. Amazon has been adopting these theories of knowledge management framework which has reduced the ineffectiveness in the transmission of knowledge and information across the various channels of the organisation (Barão et al., 2017). There have been some methods using which the management of knowledge can be eased such as the techno-centric knowledge management for acquisition, retention and transfer of knowledge. Overall, it is evident that knowledge management has been done by Amazon quite well but the problems which are associated with the process has been always there as other organisations are also facing these issues (Lim et al., 2017).
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T knowledge managementirameuorkusecy Amazon areorganistionl knowledge
management,ecologcl Kiouledge managementand echnocerts: knowece management
e framewsork hasbeen provn toprovie: ide amount of e s by smoothing heprocesses
andoperationsof e arganisaion

e organiatonsl knoutedge managementrameviork hashelped Amazonin the rucuringf
heorganistion and thecistraton f ok y praddng 1t with hierarchical rucureand 500
cultre (nger et 2017)

e cclogicl knoutedge managementrameuor has made th elatorsip of Amzonith 15
customers, ermployees andcommmurities trorg

T techno <artric knoulecge management ameverk sed n Amason orouteth ransmision
ofinformtion and knowledgeviath use ofthelatest tchncloges (Mardan; o, 2015)

ese technologieshove been effecte for making e relatonshipvichcustomersstrong

* However hereare some daubacks o theknovedge managemert famewerk soch s Amazon
sty o the s of tectology which ¢ cot hem o1 hre il v  otabresh
(uisbaterol. 2019)
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