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Executive summary

The purpose of this report is to show how knowledge and information management is used in any organisation, including Amazon.com. Starting with the background of the organisation which was established in Washington at the begging of July in 1994 by Jeff Bezos becoming one of the fifth multinational company in United States. Furthermore, the report will show a definition of knowledge management, the importance of knowledge management in an organisation and how knowledge management is helping an organisation satisfying customers and achieving competitive advantages. In addition, the evaluation of knowledge and information management is shown throughout models and theories like SECI Model and WIIG Model. However, also what knowledge information system Amazon is using. Therefore, showing the knowledge importance in Amazon SOP’s and the main outcomes areas that Amazon overcomes his challenges. Finally, the results and outcome from this report is that knowledge and information management is an important tool in any organisation and without information which becomes information after collecting the data and give it a meaning, using that information with some experience it becomes knowledge. Moreover, the conclusion being that every organisation, even Amazon, needs to make sure is using the knowledge and information wisely.
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The purpose of this report is to show how Amazon is managing its knowledge and information in the organisation. Amazon.com is a multinational company, one of the big five companies in the United States besides Apple, Google, Facebook, and Microsoft. In addition, in this report, the author will use SECI Model and WIIG Model to show how Amazon.com is using its knowledge because every organisation has a managing system. Furthermore, the expectation from this report is to learn how a big company is managing its knowledge and how an organisation so known is developing. In addition, the learning outcome from this report will be how Amazon.com, or any big organisation is managing the knowledge and the information making the company grow and be successful.

[bookmark: _Toc69845419]1. Knowledge and Information Management

[bookmark: _Toc69845420]1.1. The Background of Amazon.com

Amazon was formed in Bellevue, Washington by Jeff Bezos on the 5th of July 1994. Amazon.com is a platform that sells from books to electronics, and many other products that can satisfy every client does not matter where is in this world because Amazon.com is a multinational organisation. In 1994 Jeff Bezos decided that books are the best products to sell online, promising that Amazon.com to deliver any book anywhere in the world. After everyone criticizes Bezos, that Amazon will lose in the open market the profits increased in 2001. However, Bezos said that the slogan of an organisation to succeed is, “Get Big Fast” which he prints on his employee T-shirts. Furthermore, Amazon.com grows fast and by December 1996 is reaching 180.000 customer accounts, and in less than one year he reached one million customer accounts who made a revenue of $610 million by 1998 and become Time’s magazine Person of the Year in 1999 (Britannica, 2021). 
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Knowledge management is when an organisation is using the information and experience to getting things done by others. However, knowledge management is the information an organisation needs and collects. Collecting the data and give it meaning becomes information, using that information with some experience becomes knowledge. According to KM World (1998-2021), knowledge management is training that encourages a coordinated way to deal with recognizing, catching, breaking down, recovering, and sharing the entirety of an association’s information resources. Databases, reports, arrangements, measures, and un-captured knowledge and involvement with singular workers are instances of these resources. Knowledge management at first was about managing the knowledge of and in organisations. However, O’Dell and Grayson (1998) in Girard J.P., and Girard, J.L. (2015) says that Knowledge management is a deliberate technique for bringing the right information to the right people at the right time and assisting people in sharing, and putting information into action in ways that aim to maximise organisational efficiency.
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In any organisation knowledge management is important because without knowledge nobody can apply their information gained from experience and education. However, management being the process of controlling everything around, knowledge management is how you control the information and experience in any organisation. According to atSpoke (2021), knowledge management is important in an organisation even if knowledge is becoming tough to access and being at risk to vanish, knowledge is an important asset. Employees quit and retire taking with them the knowledge, even if they give training for their replacements there are not going to be able to pass all the information to the new employees because the knowledge is tacit. However, because these circumstances are predictable knowledge management is important in an organisation.
Knowledge management is important for Amazon.com because without knowledge the organisation it will not be so successful managing the products, and without the information from all the stakeholders, Amazon.com cannot sell the products so easily. However, having knowledge management Amazon.com needs to make sure that everyone who is accessing the website can understand every detail about the products so that the customers can place an order, give feedback or search for the desired products.
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Organisations that effectively collect and exchange internal expertise and information consistently outperforming their rivals regarding a business performance being easy to see why businesses are introducing knowledge management programmes to achieve a competitive advantage in their respective industries. Organisation’s ability to reduce departmentalisation, stimulate creativity, and adapt rapidly to evolving market environments improves introducing sophisticated tools used to curate and interact around company data are needed for efficient use of huge and diverse information resources (According to Mankin, L. in Bloomfire, 2021).
Defining the right content, the right individual, and the right time can be difficult, if not impossible, given the rapid pace at which consumer’s expectations and the business landscape shift knowledge management enables businesses to provide the appropriate data and people at the right time. A successful knowledge management strategy allows organisations to develop, implement, and exchange information increasing the use of important data and breaking down silos. Keeping businesses on the cutting edge of industry innovations and still keeping them one step ahead of the competition ensures the right approach to meeting corporate goals as technology advances (According to Mankin, L. in Bloomfire, 2021).
The way an organisation generates value for customers, how that value supports an economic model, and how the company’s people deliver on the value, and the economics should all be reflected in its knowledge management strategy. In addition, knowledge management policy must be guided by competitive strategy. Executives must be able to explain why consumers choose their products or services over those offered by rivals. If an organisation does not know how a company’s internal expertise add value to its customers and what value do customers expect from the company it should not try to pick a knowledge management approach because it might easily go wrong (Civi, E., 2000).
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People have often told stories about their views, jobs, and experiences to pass on their accumulated knowledge and commercial insight to future generations, and also use face-to-face and “hands-on” approaches to pass on their “know-how” or tacit knowledge, just as they did in the past. People explore particular business issues using their analytic, business problem, and imaginative abilities, glean information and then share this person-to-person knowledge (Hansen et al.,1999 cited in Smith E.A., 2001).
In the workplace, tacit knowledge is often undervalued and underutilised, similar to consumer goodwill. Nearly two-thirds of work-related information is eventually turned into tacit knowledge like face-to-face interactions, such as informal chats, stories, mentoring, internship, and apprenticeships. When people share ideas and practicalities in a free, and open atmosphere, they often have one-of-a-kind, spontaneous, innovative conversations. Unconsciously professional people are those who have technological tacit knowledge, having knowledge about something that they are oblivious to what they must do to succeed. To provide an example, novice managers effectively handle troublesome employees using their tacit knowledge, common sense, and diplomacy (Smith E.A., 2001).
However, Khatun (2018) says that the phrase “tacit knowledge” comes from Michael Polanyi which wrote it in 1958 in his book, “Personal Knowledge: Towards a Post Critical Philosophy” and after some time in another one, “The Tacit Dimension”, making the difference between tacit and explicit for the first time he stated that “we can know more than we can tell” which also wrote that from tacit knowledge comes all the knowledge. Tacit knowledge being the knowledge in people’s head which causes information difficult to share.
[bookmark: _Toc69845425]2.1. Knowledge information system used by Amazon.com.

Amazon is one of the companies with a successful eCommerce which has the determination of the ability for the customers to search and find what they want whenever they want as fast as possible, however, that was not enough. Bringing much more value to the experience if the system could assist consumers in achieving their objectives in an intuitive and personable manner. Amazon.com is using knowledge management concepts to increase value such as one portal, conducting all of the business through the same portal, and one user interface, customer purchasing everything, whether its books, electronics, food, or clothes. Shopping in one location, the portal is identical, as is the user experience which provides users with a sense of familiarity and comfort, reducing their comfort as they explore new areas of the website (According to Rosenberg, M. in Learning Solutions, 2020).
Another principle is a consistent presentation where they present details for each merchandise, wherever possible, in the same way and order, from product descriptions to reviews. This is due to excellent content management, in which they write material, and they publish it in a clear manner to users. The ability to monitor and store each and every knowledge, “nugget” is an added bonus. Because it is shows differently, workers should not be forced to learn how to view information or how to read it. Users becoming confused, the metaphors, flowcharts, and other organising mechanisms worth a lot, however, each site has its own presentation approach, needing its own learning curve with a reduced value. Consistency is an extremely important (According to Rosenberg, M. in Learning Solutions, 2020).
Modular content. Amazon has every page easy to read, not having PDF books complicated to sift through. Providing additional information, doing them by choice rather than an obstacle to overcome to get what customers want. This allows staff to easily access only the content they need, eliminating the need for them to sift through lengthy documents or indexes to find what they require. The important thing being about remembering and discovering, and not searching. Assisting people to find what they need more quickly being a positive thing (According to Rosenberg, M. in Learning Solutions, 2020).
While Amazon seems to have complete control of what everyone is seeing, the content is mostly created by the product companies, who have the real expertise. The material looks like it originated from the same location for other practices and policies, making it more accessible, writing styles thanks to Amazon’s model. Being transferred to the most accountable party by delegating content development to the source, the burden of proof for completeness, validity, and authenticity (According to Rosenberg, M. in Learning Solutions, 2020).
Personalization that is almost mystical, what most Amazon customers find remarkable is how well the site seems to know them, the more they use it the more the website learns about them reminding them about the past, make suggestions for items they may like, and connect to more information, or products they may need. Because the customers understand the importance of the service, if they register, Amazon gets to know them. When a system has the ability to “know” consumers and have the most appropriate content, at the right time, productivity performance improves (According to Rosenberg, M. in Learning Solutions, 2020).
Crowdsourcing is a method of obtaining information from a large Amazon that creates knowledge awareness in users through services like customers-provided ratings, feedback (positive or negative), and photos, as well as an analysis of what customers “like you” previously purchased or bought together. Many websites using online shopping imitated these functions from Amazon. Transactions are insanely simple and consistent, if customers want to plan or purchase something, being possible to put a product on hold, or they are looking for more information, the method is the same regardless of what they are searching becoming comfortable with the system without any surprises. The most important aspect of knowledge management effort, after material validity, would be ease of use (According to Rosenberg, M. in Learning Solutions, 2020).
Subscription, warnings, and reminders are all available. If the customers do not want to go through Amazon.com looking for a specific service or product they can always request that the machine remind them, joining to subscribe to a mailing list to receives daily updates as they become available. However, with busting performance Amazon has to let the system do the searching. The knowledge management framework combined with personalisation, can boost efficiency, and raise knowledge of new data without the need to waste time searching (According to Rosenberg, M. in Learning Solutions, 2020).
Amazon is one of the most popular eCommerce sites for obtaining positive feedback from customers since the organisation cares what customers have to say and understands that consumer input is valuable to them. Displaying customer reviews on the product’s front page providing readers or shoppers with several options for parsing and sorting the data to their preferences, and also, it can give shoppers ratings to other reviews, this information being useful to potential buyers, but also to Amazon and product manufacturers. One of the most important ways to determine knowledge management efficiency is to get user input on the importance of the material. It has a much greater effect than page visits or downloads and it also aids users in easily identifying relevant and valuable content based on peer reviews (According to Rosenberg, M. in Learning Solutions, 2020).
The details on most items on Amazon are so strong that people use them even though they plan to shop elsewhere. Amazon saves a lot of money while still increasing customers loyalty reducing calls working hard to make the website as user-friendly and informative as possible. Performance-centred, Amazon offers a straightforward guide to action cancelling or adjusting customers’ orders, changing the shipping or payment method, returning an item, or see what they purchased a year ago. Performing their job more effectively staff can benefit greatly from shifting from a topic-centred approach to performance or task centred (According to Rosenberg, M. in Learning Solutions, 2020).
Amazon.com has excellent online assistance, visiting the website and with just one click on “Help”, being easy to use, read and obey increasing loyalty and efficiency and improving customer experience while also lowering Amazon’s costs. “Help” being knowledge management, workers productivity can benefit from something that increase increases the support feature of any tool or programme having the tendency to create solutions without including a good support resource. Amazon.com and related apps have the mobility to access it from any smartphone at any time anywhere (According to Rosenberg, M. in Learning Solutions, 2020).
One of Amazon’s e-commerce search engine is called QUEEN which stands for Query Understanding Enhanced Mechanism, is the large-scale query rewriting problem in e-commerce search engines. Query rewriting (QR) aims to enhance the shopping experience by reformulating vague customer input questions into well-formed queries (Yaxuan et al, 2021).

[bookmark: _Toc69845426]2.2. SECI Model

Ikujiro Nonaka is questionably the most significant contributor to this field experimenting extensively with the definitions of explicit and tacit knowledge, highlighting how Western businesses appear to place an excessive emphasis on the former. The SECI Model was introduced by Nonaka and Takeuchi in 1996 and has since become the core of knowledge formation and transfer theory. They suggested four methods for combining and converting information forms, demonstrating how knowledge is transmitted and generated within an organisation. The model is based on the above-mentioned two forms of experience (Knowledge Management Tools, 2010-2018).

Socialization: Tacit to tacit which includes training, imitation, instruction, and observation are all methods for passing on information.

Externalization: Tacit to explicit which tacit information is codified into records, manuals, and other forms so that it can be more readily disseminated within the organisation, and this is thought to be an especially complicated and sometimes crucial conversion process the scope being conversion process is debatable because tacit knowledge is almost impossible to codify.

Combination: Explicit to explicit being the most basic version and is merged to produce new material and codified knowledge tools such as records.

Internalization: Explicit to tacit is when overt examples are used and accepted, understanding is internalised, modifying the user’s existing implicit awareness.


Socialization

Internalization
Externalization

	Tacit
	Tacit

	Explicit
	Explicit



Combination


(Knowledge Management Tools, 2010-2018)
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In 1993, Karl Wiig proposed his knowledge management model, claiming that knowledge is only useful and meaningful if it is structured and coordinated. The ultimate goal of knowledge management, according to Wiig, is to “make the company intelligent-acting by facilitating the development, accumulation, deployment, and use of quality knowledge”. WIIG aims to demonstrate how individuals and organisations build and use information through his knowledge management loop (Helpie WP, 2021).

The four stages of WIIG Model are:
Building knowledge: from both tacit and explicit knowledge sources, both external and internal.
Holding knowledge: when knowledge is stored in physical formats that are precise and easy to retrieve, as well as in people via training.
Pooling knowledge: using effective knowledge management systems to ensure cross talk between expert pools or groups.
Applying knowledge: awareness is used in this case to change or improve work processes such that new information is automatically embedded.



Defining characteristics of the Wiig Model:
Completeness: there are many sources of knowledge, both tacit and explicit, each with incomplete details. When developing organisational knowledge, the completeness of that knowledge is a critical step toward its application.
Connectedness: different parcels of information must be integrated in order to grasp the big picture and consider how knowledge can be applied. This makes it easier to easily gather and assimilate relevant data for decision-making.
Congruency: the value of information would be directly proportional to how it becomes a crutch for problem-solving when facts and figures, principles, and material are aligned to the organisation’s objectives. 
Purpose and Perspective: capturing information from a unique perspective entails considering the elements that will be required in the future for a specific reason. This will allow us to gather information from a specific point of view and make the information more relevant to the consumer.
(Paul E., in Helpie WP, 2021)

2.4. Knowledge Assets

According to Knoco (2008-2017), guidelines are placed within a corporate sense, invigorated with tales and quotations from practice, and connected to individuals and records for further inquiry. The purpose of information assets in knowledge management is to enable a team or individual to transition their knowledge to multiple teams or individuals separated in time and space. Some of the requests for a knowledge asset in a company is to setting the context, capturing the knowledge, setting out the contents, distilling out the lessons, validating the lessons, choosing the media, publishing the knowledge asset, and embedding the knowledge in business activity.
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Having SOPs in place, a company owner can be more hands-off, not being able to develop Standard Operating Procedures to automate tasks is one of the most common pitfalls that entrepreneurs face. A successful entrepreneur transforms an abstract concept into a commodity that is in high demand. Creating an Amazon account, Amazon Fulfilled (FBA) is a fantastic way to take care of the process of managing how resources are bought, stored, and transported by selling anyone’s items. The difference between a decent Amazon FBA and a great one is scalability. However, SOPs provide the foundation for any company to allow quality improvement. A product that sells well is the first step in starting a successful company, after four months the brand is launched in 2016 and started making money. Having ten stock-keeping units (SKUs), the Amazon Seller account, and more than three thousand reviews with a rating of 4.5 out of 5. Over the year the positive feedback on the items having a Best Seller Rank (BSR). When having a strong BSR, an FBA business product with a high listing on the marketplace the buyers know when are noticeable and the buyers also seek out companies with high BSRs, as this shows strong sales efficiency. Optimizing customer listings and selecting the right keywords are two ways to boost people’s Amazon BSR (Vincent W., 2020 in Empire Flippers 2021).
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The company began selling its products on Amazon in the United States before spreading to the United Kingdom, France, Italy, and Spain in 2018. Compared to the same timeframe in 2018 the company sales increased by 45 percent in the first quarter of 2019. The company grew in size and operations as a result of an appealing product line that performed well in sales. Even after expanding to various Amazon marketplaces, the owner spent one-two hours a day managing the business by implementing SOPs and recruiting the right people to carry out these SOPs. Monitoring web metrics, watching for revenue patterns, and strategizing for potential growth were among their regular responsibilities. He hired five people across different countries giving them jobs that are time-consuming so that he could cover other responsibilities, starting with a sourcing agent based in China to find suppliers, a freight forwarder to organize inventory pickup from the factory and to make sure that is delivered to Amazon warehouses, a virtual assistant based in the Philippines to work twenty hours per week responding to customers queries, responding to them after negative feedback, monitoring business metrics and making research on products in the market. Another move taken to systematise the company was outsourcing pay-per-click (PPC) campaigns to a specialist contractor. The final member was his wife, who assisted with funnel management provided a second set of eyes on inventory levels and kept track of the company’s finances (Vincent W., 2020 in Empire Flippers 2021).
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In the next five to ten years, Amazon has its work cut out for it and it has built a global market leadership role and must now shift its focus to the next evolutionary stage. As a result, it must now identify and persistently follow its core competencies and its own reputation could be its undoing in the quest for market dominance, developing without a clear plan and diversifying too fast. Its entry into the Tablet computer industry with the Kindle Fire system, for example, was a flop, and it now has to work on removing non-core modification like this. The golden rule for any company complements and supplement its core competencies is to see how its different strategies, such as market entry, product lines, and services provide. As companies diversify or merge, they must make sure that their new ventures complement and supplement their core business strengths. Meaning that Amazon has to refocus its strategies accordingly and figure out why it exists in the first place. Amazon achieving leadership positions, should build itself in these segments, being the popular trend of this period cloud computing is expected to develop along with other trends used by marketers of Big Data. While Amazon is focused on the internet, cloud-based services will be a natural extension of its core competency and complementary to its current business model. Providing data processing, computing space, hosting services, and other cloud-based services, Amazon, through its AWS or Amazon Web Services, is pursuing this approach by providing a suite and portfolio of services to SMEs (Small and Medium Enterprises). However, some disadvantages to this approach including targeting an untested market and maintain returns from a high-capital-investment initiative basing the strategy on technical trends with a shorter life cycle. Amazon could create a complementary Big Data service through which it makes its Big Data mining and analytical resources available to businesses. In case one of them fails, this can be in addition to AWS extension, and both methods double as backups. Amazon to grow quickly has to expand globally (Management Study Guide, 2021).

[bookmark: _Toc69845432]Conclusion

In conclusion, the author of this report finds that Amazon is a multinational company who is using its knowledge to grow and make sure that his customers find any product easily with the help of the stakeholders providing information about the products. Amazon helping its customers to find what they want when they want as fast as possible because is a very popular eCommerce company, using knowledge management to increase value and operate all of our business with them through the same portal, presenting details for every product in the same order from reviews to description. Amazon.com can use in the future the WIIG Model, to build the knowledge from internal and external, hold the knowledge, pooling the knowledge from stakeholders, and applying the knowledge to improve and change the website with new information.
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