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Executive summary
The purpose of this paper is to demonstrate that a growing number of companies in both the public and commercial sectors are accepting responsibility for knowledge management as a method of creating value. Managing knowledge entails forming a new mindset about the nature of work and how to collaborate with others. It is shifting from the perspective of knowledge as power to knowledge as productivity. Developing this mindset requires a conceptual understanding of knowledge management (KM). This report provides a brief conceptual foundation for KM and describes how organizations manage knowledge and the issues they face in doing so.
A few techniques were used to analyse the company Amazon in this report. Consider potential problems with its operation and find solutions to them. Some knowledge management frameworks, such as the SECI Model (Nonaka & Takeuchi 1996) and the Karl Wiig knowledge management model (1993), are used to briefly introduce and compare these techniques. Consider which systems the company employs and which are the most effective.

The company was established in 1994 by Jeff Bezos, who said about Amazon: “We see our customers as invited guests to a party, and we are the hosts. It’s our job every day to make every important aspect of the customer experience a little bit better”. It is a really powerful thought and the company strives to achieve that as well. (Amazon Empire (2020) The Rise and Reign of Jeff Bezos).

People refer to Amazon as "The Everything Store" since it allows them to purchase products and services from a variety of categories. Amazon has a global network of domains, software development centres, service outlets, and distribution facilities.Through technological innovation and mass scale, the company has earned a reputation as a disruptor of well-established industries. (The New York Times (2021) ISSN 0362-4331).
Thus, the first question is how Amazon connects millions of people online and sells a massive number of its items and services so simply. Amazon approaches the interaction between consumers and information through the use of sophisticated knowledge-management (KM) strategies.Using KM technique in really clever way, Amazing has been making even more profit during pandemic then before.
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1. INTRODUCTION
The main purpose of this report is using different techniques to analyse company Amazon. Think about possible problems of its operation and find out their solutions. In this essay some knowledge management frameworks are used such as the SECI Model (Nonaka & Takeuchi 1996) and Karl Wiig knowledge management model (1993) and briefly introduce these techniques and compare them. Also think over which systems the company use and which one is the most effective one. 
Amazon is a United States-based global technology business that focuses in e-commerce, data storage, digital entertainment, and artificial intelligence. Along with Google (Alphabet), Apple, Meta (Facebook), and Microsoft, it is one of the Big Five information technology companies in the United States. The firm is widely regarded as one of the most powerful economic and cultural forces on the planet, as well as the world's most valuable trademark. (Amazon.com, Inc. - Form-10K", 2018)
2. KNOWLEDGE AND INFORMATION MANAGEMENT
2.1. Definition of Knowledge Management

Knowledge management (KM) strives to enhance people's capacity for capturing, sharing, and evaluating information in order to boost organisational intelligence. It comprises utilising the ideas and experiences of workers, customers, and suppliers in order to enhance the company's efficiency. Knowledge management addresses organisational objectives such as enhanced performance, competitive advantage, innovation, sharing of knowledge gained, integration, and constant improvement. Numerous big organisations, such as Amazon, have internal knowledge management resources, which are frequently integrated into their business model, information technology, or human resource management divisions. (Girard, John P.; Girard, JoAnn L. (2015) Defining knowledge management).
2.2. Importance of KM in a organization

The following are the five most compelling reasons why a company needs knowledge management:

· Increase access to information and knowledge: Knowledge management facilitates the discovery of information and the people who possess it. It increases staff productivity and efficiency by allowing them to work more efficiently.
· Optimize decision-making processes: when workers have quick access to the entirety of the company's knowledge, they may be able to make more informed and timely decisions. When it comes to decision-making, workplace collaboration solutions make it easier for employees to get multiple perspectives and experiences from a variety of sources, which may help them to more informed judgments.
· Promote innovation and cultural change: To advance innovation and cultural change, we must encourage and enable the exchange of ideas, collaboration, and access to the most current information. Individuals may use knowledge management to create innovation and cultural shifts that aid the organisation in growing and meeting changing business requirements. 
· Improve the effectiveness of a company's operational units and business processes: experts have faster access to information and resources across the organisation, allowing them to act more quickly. To meet the needs of its employees, the company employs some fundamental knowledge management and user experience concepts. One such notion is the employment of a single interface to meet the needs of all users. This enables Amazon to extend and diversify its business beyond book sales to include its own product lines, while also making everything easy to index and discover. 
· • Increase customer satisfaction by collaborating and sharing information. Amazon may accelerate the development of a product or service by offering faster responses or shortening the time required to produce it. Additionally, by establishing efficient knowledge management procedures, the organisation may save up to 25% on customer support expenditures.
Naturally, technology is crucial in this context: it must be viewed as a catalyst for new collaborative practises and information sharing, rather than as a means to a goal. Modern business communication and collaboration solutions, which often follow consumer trends, are occasionally limited in their ability to provide the most recent popular features. (Marc Rosenberg (2014) Learning Solutions).

2.3. Features of Knowledge Management

Employee knowledge is one of the most valuable assets of the organization. It means that the more knowledge a person has about the firm's goods and services, customer expectations, and the industry as a whole, the more productive and successful the business will be. In a variety of situations, employee knowledge may now be simply captured and communicated. This specific information can take the form of step-by-step instructions, succinct responses to frequently asked questions, and logs of client interactions, among other formats.
Employee knowledge, on the other hand, might be more difficult to transmit or document. It is not, however, impossible to do so. Tacit knowledge refers to experience-based information, talents, and abilities that are difficult to put into words or transmit in any other manner. It implies it spreads across the organisation without being documented or aggressively pointed out or debated. The ability to transfer tacit knowledge has the primary benefit of making this information public and available to all members of the firm. (Haradhan Mohajan (2016) Sharing of Tacit Knowledge in Organizations).
2.4. Knowledge Management in Amazon
Amazon provides a manual outlining its standard operating procedures, as well as a video of an employee doing the technique. As a result of supercharging existing knowledge material, employees will be better qualified to manage any processes for which they are responsible. This can result in a large rise in overall organisational productivity. 
By incorporating tacit information into the external knowledge base, a comparable effect on customers will occur. This implies that knowledge base information will instruct clients not just on what to do, but also on how to accomplish it. This enables them to maximise the value of the products and services. In general, tacit knowledge benefits and is valuable to others only when it is shared by people who possess it. 
2.5. Knowledge management models
Models of Knowledge Management are a systematic approach for considering how to exchange ideas inside an organisation, assess its qualities, and adapt it to the company's unique requirements. The SECI model is one of the most common models, as it often invokes four distinct knowledge conversion modes in the KM. 

2.5.1. SECI model

The SECI model is a widely used framework that helps the knowledge-creating company such as Amazon to develop the basics of knowledge generation processes within the organization. The SECI model has the following components that must be considered:

· Socialization: for example, when a person discusses a tactic that they use in real life to reduce job pressure with their teammate. It progressively broadens its knowledge or experience with the technique.
· Externalization: when tacit knowledge is converted to explicit knowledge by getting experience at work and after it will be written down or documented.

· Combination: for example, when the end-users can read such information and gain an understanding of the content.
· Internalization: for example, when an employee reads about "How to Install Printer Software" from the company's user guide. It is his direct knowledge. Then he acquires tacit knowledge about printer software installation. So in this case explicit knowledge is exchanged for tacit knowledge. (Riddhi Patel, 2021)
2.5.2 WIIGS KM Model
Another well-known KM model is WIIGS KM model which was established in 1993. Karl Wiig introduced the notion of Knowledge Management (KM), arguing that knowledge is only useful and valuable when it is structured and managed. According to Wiig, the ultimate purpose of knowledge management is "to enable organisations to behave intelligently by enabling the generation, acquisition, deployment, and application of high-quality information." Wiig's knowledge management cycle aims to illustrate how individuals and organisations generate and use knowledge.
The four steps of WIIG's model are as follows:
· Acquiring knowledge: from both external and internal sources, tacit and explicit. 
· Retaining knowledge: information is kept in precise and easily retrievable physical formats, as well as in individuals through training. 
· Knowledge pooling: using appropriate knowledge management systems to facilitate communication between pools or groups of specialists. 
· Applying knowledge: in this scenario, knowledge is used to alter or enhance work processes in such a way that new information is automatically incorporated. 
The SECI and Karl Wiig KM models demonstrate that knowledge management processes must be flawless and rational in order to provide meaningful and valuable knowledge for businesses. (Dalkir, 2011, p.77)
3. EVALUATION OF KNOWLEDGE AND INFORMATION MODELS

Knowledge management models assist in piecing together divergent pieces of a problem in a way that results in a full grasp of both the individual components and the resulting collaboration. 
A model-driven knowledge management approach enables a more accurate description of current events and makes more informed suggestions for accomplishing corporate goals. This section discusses the most major knowledge management approaches used by Amazon. 
3.1. Investigating KM techniques used by Amazon

Amazon leverages knowledge management ideas and approaches to create considerable value for its customers in a variety of ways: 

One website, one interface: every product and service on Amazon is available through the same website. As a result, the website and user experience are identical. Users will feel more at ease checking out new categories on the website because it is familiar and pleasant to them.

· Consequent presentation: Amazon offers information of every product and service in the same way and in the same order, wherever possible. This is due to their superior content management, which allows them to prepare material and then rapidly deliver it to consumers. 
· Distributed content creation: While it appears as though Amazon has total control over what people view, the majority of the content is developed by professional product businesses. They are accountable for the design standards, writing styles, and other policies and procedures that govern Amazon. This makes the site more user friendly by making the material look like it comes from the same place. 

· Personalization: most customers believe Amazon knows them because it recalls their previous purchases, suggests things they might like, and provides additional information about what they're shopping for. As a result, customers eagerly register on the site so Amazon can get to know them.

· Sectional content: every page is organized on Amazon in easy-to-read sections. It helps users to quickly access to the products that they are looking for. 

· Easy and consequent transactions: whether customers are purchasing anything from Amazon, adding a product to their basket, or requesting additional information, the process is the same. As a result, they become accustomed to the website.

· Crowdsourcing: Amazon offers knowledge and information to the users with features like customer-provided ratings, reviews (including most and least helpful), and photographs, as well as a study of what people "like you" previously bought.
· Subscriptions, alerts, and reminders: when customers do not want to check Amazon every day for a specific product or service, there are some possibilities. They can either request that the website remind them or just subscribe to a mailing list to receive regular updates of the product or service. Amazon's productivity can be increased by employing this KM method.
· Performance-centred: Amazon makes it simple to perform actions such as canceling or changing an order, changing the shipping or payment method, or simply viewing previous orders.

· Feedback: Amazon is one of the most successful e-commerce sites when it comes to allowing users to leave useful comments. Because the company values what customers have to say about the product they have purchased and understands that feedback can benefit other customers. It displays customer feedback on the product's home page and provides users with a simple way to view it. Customers can even give the reviewers a rating. This information is useful not just to future customers, but also to Amazon in order to improve its product offerings.

· Great online help: when user select "Help” option on Amazon website, It is easy to use, easy to read, and straightforward to follow. Once again, this enhances the customer experience, improving happiness and productivity while decreasing Amazon's operating expenses.
· Mobility: Amazon offers its own applications, which are available from any location and on any device at any time. This implies that there are no business hours to consider.
· Cost-cutting on services: Amazon reduced call center and email inquiries, resulting in significant cost savings for the company. As a result, this savings can be used to improve other services. (Marc Rosenberg (2014) Learning Solutions).
3.2. Performance management improvement via KM technique

Overall, it is true that Amazon uses KM techniques in a really effective and proficiently way. But there are some parts of the company that still need to be improved. Amazon has been criticized for the poor quality of its workplaces and the way it treats its employees.
This criticism is coming from the structure of Amazon’s performance management. It means that ideas are forced into competition. This type of competitiveness fosters an unpleasant work climate in which everyone is expected to exceed the competitors. The performance management philosophy of the organisation focuses much too much emphasis on the relationship between employee performance and overall company success. As a result, many employees get overwhelmed. Another difficulty with Amazon's feedback system is that employees cannot view comments; they can only learn about it from their bosses. This, however, contradicts the entire goal of performance management, which is to assist your staff in growing. (Impraise, 2021).
The solution can be using the SECI model to understand and improve employee performance. The SECI model illustrates the many modes of knowledge generation and dissemination. It emphasises the critical role of collaboration in the development of new ideas. The processes of knowledge creation are classified according to the ways in which different forms of knowledge are connected.
3.2.1. Socialization: focuses on tacit to tacit knowledge sharing

· The simplest and most natural method of transmitting data 
· Knowledge is generated via collaborative time spent discussing, observing, and analysing. 
· Example: Employees at Amazon may create feedback cycles and determine when they are shared with their teams or supervisors. Employees should be able to take ownership of their development in this manner without fear of negative feedback. 
· Solution: Managers offer feedback sessions, brainstorming, apprenticeship, on-the-job-training to the employees
· Advantage: knowledge becomes permanent and easier to share

· Disadvantage: content has to be managed

3.2.2. Externalization: focuses on tacit to explicit knowledge sharing

· New information is developed in the form of tacit knowledge; individual knowledge is transformed into collective group knowledge. 
· Information on best practices and lessons learned are collected

· Solution: the process of externalization is driven by the use of models, analogy, etc.

· Advantage: knowledge becomes permanent and easier to share

· Disadvantage: content has to be managed

3.2.3. Internalization: tacit knowledge is created from explicit knowledge

· It is a result of one's learning from reading, discussing, and doing things

· Example: By deepening their comprehension of training manuals and materials after reading them, an Amazon employee internalises explicit information and changes it into tacit knowledge.
· Solution: providing more frequent and continuous training opportunities and materials.

· Advantage: internalization can result in new ways of doing the same job

· Disadvantage: the new knowledge created cannot be easily shared

3.2.4. Combination: new explicit knowledge is created by combining and reorganizing existing explicit knowledge
· Solution: Using creative databases to obtain business analyses

· Advantage: new knowledge can be easily documented and shared

· Disadvantage: can be costly and time-consuming
3.3 Ongoing improvement in Amazon
There are also technological ways to make Amazon a better place to work. To reduce pressure on workers' bodies, the company can rotate them, for example, by using "advanced algorithms." The company also develops new automation technologies, which will make the jobs of those same workers even more uncertain. Meanwhile, Amazon is investing extensively in robotic technology for its warehouses in order to expedite the transportation of books, toys, and other things across warehouse floors and into customers' hands. While robots occasionally fail, they never moan about being overworked. (Jason Del Rey, 2021).
4. SUMMARY
The reason of this report was to get to know and undertand how important the knowledge management is for the companies. How companies can efficiently use Knowledge Management models to improve their decision-making processes. By ensuring that all workers have access to the organization's entire knowledge, a wiser workforce is generated, capable of making timely, educated business choices. The report showed what type of knowledge management technique Amazon uses and how it implements in to its daily routine and makes one of the most successful companies in the world.
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https://www.theguardian.com/technology/2020/nov/18/how-amazon-became-a-pandemic-giant-and-why-that-could-be-a-threat-to-us-all> [Accessed 12 January 2022].
(How Amazon became a pandemic giant – and why that could be a threat to us all, 2020)
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