Kitti Takacs 1906398


[image: ]















Student Name:	Kitti Takacs
Student Number:	1906398
Teacher Name:	Dr Kalam 
Module Number: 	BMSW 5106
Module Title:		Knowledge and Information Management Skills for the workplace 







Table of contents


1.0 Introduction of the organization 
2.0 Knowledge management 
2.1 Knowledge management module
2.2 Effective creation, storing, sharing, application and integration of information
3.0 Knowledge management in Amazon 
4.0 Evaluation of Amazon 
5.0 Amazon’s potential knowledge management
5.1 Why are information systems being essential for Amazon?
5.2 What are the information systems implemented by Amazon and describe the input, processing, and output of such a system?
5.3 Amazon’s possible knowledge management challenges, recommendations to strengthen their knowledge management performs from the knowledge acquisition-retention-transfer perspectives
6.0 Executive Summary 
7.0 References 

Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
valuation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 
Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, Evaluation of Amazon, 



1.0 Introduction of the organization 

The organization which was given is the Amazon. Due to the global pandemic most of organizations, companies had many financial and other problems. Amazon is one of the companies which is the opposite and made record profit in 2020. Amazon is a multinational technology company which is based in Seattle, Washington. Amazon is one of the most successful ecommerce company in the world. Jeff Bezos founded Amazon from his garage in Bellevue, Washington. The organization first name was Cadabra inc. and later on Jeff Bezos had a reflected vision about to create a large-scale phenomenon like the amazon river. Jeff Bezos who is a former Wall Street hedge fund executive. Jeff Benzos idea was to deliver any kind of books to any reader all around the world. Amazon started as an online marketplace for books but expanded to sell electronics, software, video games, apparel, furniture, food, toys, and jewellery. The organization start up cost was 250,000 which was invested by his parents to start the company. In the first 30 days the company sale was 20,000 per week. The last quoter of 2020, Amazon net revenue was 386.06 billion. Within 2020 amazon net revenue grow more than 106 billion U.S. dollars. This assignment will show what is knowledge management, explicit, implicit and tacit. Also, why are standard operating procedures important for Amazon. The different type of knowledge management modules and principles importance in this organization. This report will show all the resource and knowledge about how amazon managed the organization and increased the net revenue. 
25 years since, Jeff Bezos launched amazon now this is the biggest online retailer. Amazon is trying to provide service everywhere in the word, and still continue to grow. Amazon is a type of commercial where everyone can find something. Online shopping became popular lately regarding Covid-19. Amazon is providing a platform for sellers to sell they product with a small fee to use the website. Amazon system also calculate an estimate of the product fee range and provide fees for the seller. So, the seller does not need to calculate and analyse and wate time. Amazon has 9.7 sellers worldwide but only 1.9 million active sellers (according to 2021 marketplace plus.). Amazon is the definitely the market for sellers and buyers. 

2.0 Knowledge management 
Knowledge Management is a process that helps organizations identify, select, organize, disseminate and transfer important information and expertise that are a part of the organizational memory that typically resides within an organization in an unstructured manner. This enables effective and efficient problem solving, dynamic learning, strategic planning and decision making. Knowledge management focuses on identifying knowledge, explicating it in a way so that it can be shared in a formal manner, and thus reusing it (Gupta, 2000).
Knowledge has three methods, called explicit, implicit and tacit.  Explicit is information in touchable form for example books, newspaper or more. Implicit is the type of information which is not originally in touchable or also called tangible form but it can transfer into tangible. Tacit is information that is difficult to capture in a tangible form. Tacit example like a feeling after a tragedy as it hard to express the feelings. 
Knowledge management is a series of steps that include identifying, storing, collecting and sharing explicit, tacit and implicit information to people throughout an organization. 
Knowledge management has several methods and requested knowledge management and each way depend by the researcher or author. The main central knowledge management theories are usually categorized as organizational, ecological and techno-centric. 
Organization knowledge management theory more focus on the organization structure and how is that organization, company is considered culturally and hierarchically to be able to manage knowledge and knowledge methods. 
Ecological knowledge management focuses more on people, relationship and learning communities which means ecological KM focus to bring together people and share any knowledge in bot internal and external factor. 
Techno-centric theory as the name, this theory focuses on the technology and also how to develop the technology to help simplify the flow of knowledge and store of the information. 
2.1 Knowledge management modul  

Edwards Deming said that knowledge is a theory. Can be appreciated and tankful that action of management based in theory. Knowledge has for a sort time of period spread. Information is not knowledge. The world is drowning in information but is slow in acquisition of knowledge. There is no substitute for knowledge. - (Deming, 2010)
There are seven different KM models. 
Von Krogh and Roos Model, ZACK Knowledge Management, Choo Sense-Making KM model, WIIGS KM Model, Boisot I-Space, Nonaka and Takeuchi, and Complex Adaptive System Models. 
The process to convert information into knowledge inside the organization is the Knowledge management cycle. 
[image: ]
source: Knowledge management cycle (projectguru.in)

The way to transform information into knowledge is includes the process of capturing, organizing, accessing, using, sharing and creating. Rises the innovation and improves the general value work if the knowledge is shared. Also, correct knowledge management able to help the organization in develop the ability set of employees and help to provide a better work environment. 
2.2 Effective creation, storing, sharing, application and integration of information
Knowledge management creation is the process of using, creating and sharing information and managing a company knowledge. This is the best way to make knowledge information used. Knowledge creation management is a very huge and popular part of knowledge management. Many big organizations, companies and corporations are offer resources to knowledge management. Knowledge management is most of the time is part of the organization, human resource management or Information Technology departments. Loads of consulting companies offer information about the conception of knowledge and it is management. Knowledge creation management generally focus on company purposes, such as better productivity. 

[image: Forráskép megtekintése]
Source: SECI model amazon business - Bing images 
Amazon using SECI models. SECI models is sharing and creating tacit knowledge through direct experience. Learning and acquiring new tacit knowledge in practice. Articulating tacit knowledge through dialogue and reflection. Systemizing and applying explicit knowledge and information. 


3.0 Knowledge management in Amazon 
Knowledge management is one of the most important because identifying, storing, collecting and sharing explicit, tacit and implicit information to people throughout the organization. The ability for the costumer to buy anything and anywhere quickly and easy is the way of success, but this was not enough for Amazon. That is where knowledge management helps accomplished the costumer goals in a spontaneous and custom-made way, it can add more value for the experience. Amazon is using knowledge management in the best way. Give more important value for their customers in several ways. Everything what customers can buy from amazon such a book or bed or any technical product is done by the same portal. Customer does not need to leave the portal as they will find everything on it. 
4.0 Evaluation of Amazon 
Many e-commercial organizations failed because they did not have a good market system or just tried to increase, they market share. Good technical structure and user-friendly web port, growing customer acceptance. Improving the trust between buyers and sellers through continuous focus to satisfy customers' requirements and prospects, and also continually checking the market situation and competition and finding ways to overcome these external threats. Amazon knowledge management system is focus on the market and also for the customer. Making sure they reach the customer satisfaction. Due to Covis-19 amazon increased they income. Due to the lockdown also helped amazon to increase the income but also stayed up to date with product and delivery time. Even if the next day delivery was not an option due to high demand, amazon had the quickest delivery. Amazon values Customer Obsession; Ownership; Invent and Simplify; Learn and Be Curious; Hire the Best; The Highest, Standards; Think Big; Bias for Action; Earn Trust; Deliver Results. Amazon mission is striving to offer customers the lowest possible prices, the best available selection, and the utmost convenience. 

5.0 Amazon’s potential knowledge management
CKM versus Knowledge Management & Customer Relationship Management
	
	Knowledge management

	Customer Relationship Management
	Customer Knowledge Management

	Knowledge sought 
in
Knowledge sought 
in
Knowledge sought 
in
Knowledge required in
	Employee, team, company, 
network
Worker, team, business, system
	Customer Database
	Customer experience and originality

	Objectives
	Sharing knowledge about customers between employee
	Mining knowledge about customer  
	Gaining, sharing and increasing knowledge of (inside) the customer Individual or group experiences in applications, competitor behaviour, possible future solutions, etc

	Role of customer
	Passive, recipient of 
product
Passive, receiver of product 

	Captive, tied to product by loyalty schemes
	Active, knowledge partner

	Recipient of Incentives
	Employee
	Customer
	Customer

	Knowledge sought 
in
Corporate role
	Lobbying knowledge hoarding employees
	Captivate customers
	Emancipate customers

	Business objectives
	Efficiency and speed gains, avoidance of re-inventing the wheel
	Customer base nurturing, maintaining our customers
	Collaboration with customers, joint value creation

	Theoretical base
	Customer retention
	Customer satisfaction  
	Customer success, innovation, organizational learning

	Business system of measurement  
	Performance against budget; Customer retention rate
	Performance in terms of 
customer satisfaction and 
loyalty 
Performance in terms of customer satisfaction and loyalty
	Performance against competitors 
in innovation and growth; 
Contribution to customer success
Performance against competitors in innovation and growth; Contribution to customer success



The idea of customer knowledge management is to employees share their knowledge with each other. Customer knowledge management puts themselves in the same shoes of the Amazon customers, kindling the customers importance. Amazon is storing user’s data into the system to provide the best web experiences. Storing information can lead the organization to provide suggestion to customers for the next purchases. Amazon can achieve satisfaction through these process as customer gets all what they looking for. 
The logic of customer knowledge management seems counter-intuitive: the challenges of 
getting employees to share their knowledge with one another are daunting enough. Why 
would customers, of all people, want to share their knowledge to create value for the company 
and then pay for their own knowledge once it is deployed in the company’s products? This is 
further exacerbated because customers, like employees, are often not able to make 
knowledge, i.e. their experiences with the company’s products, their skills, and reflections 
explicit, and thereby easily transferable and shareable. The answer to these questions is 
customer knowledge managers put themselves in the shoes of corporate customers, kindling 
customers’ intrinsic, rather than extrinsic motivation to share their knowledge for the benefit 
of the company

The Internet retailer manages customer knowledge successfully 
through providing book reviews, the customer’s own order histories, order history of other 
customers, and customized suggestions based on prior orders. Effectively, Amazon.com, a 
commercial enterprise, developed into a platform of book enthusiasts that are keen to 
exchange knowledge about their favorite topics (intrinsic motivation). Motivating customers 
to share their knowledge the Amazon way is a remarkable achievement, particularly if 
contrasted with the often vain efforts to evangelize employees from egoistic knowledge 
hoarders to altruistic knowledge sharers by way of rewards systems that are mostly extrinsic.  
But customer knowledge management is not limited to successful Internet companies. Brick 
and mortar companies do it, too. Indeed, Holcim, an international cement company that 
produces the very stuff brick and mortars are made of, is a keen customer knowledge manager 
(see Insert: How Holcim manages customer knowledge).
5.1 Why are information systems being essential for Amazon?
In any organization, management information systems are tools used to support processes, operations, intelligence, and IT. Management information system tools basically move data and manage information. Amazon progress of information system is one of the biggest success in the organization. Amazon functions two information management software which is include the Simple Storage Service which is connected to the integrated database and the other information management system is the Web Service which is helps access and able to personalized Amazon profiles to improve efficiency the way of processing transactions. This management system helps Amazon to provide a high level of communication between buyers, sellers and the Amazon employees. The web service provide access to any customer or seller to provide the best service through everywhere from the word they only need internet access. Amazon also invested in Smart Analysis search system which helps to provide security for any user information. These systems able to personalized the buyer profile and offer the kind of product what may the buyer is looking for. Amazon also use transaction processing system which helps customers to buy safely and efficiently. The information management system allows buyers to be one click purchases, because they credit card already been saved on, they profile. Information management system has different functions such as intelligent recommendation, which means the system analysis the previous search and the system will offer similar items or product to the buyer. This system helps to provide an excellent customer satisfaction. 

Management information system is a type of system which helps management make better decision and help to accomplish more. Management information system also helps with the internal and external communication between employees, customers, partners or even stakeholders.  Management Information system is able to provide high quality of the product, and also affordable price and well-liked customer experience. Management Information system used many different was such as point sale data collection, internal communication or logistic and many more. This type of system is able to store and process any information, data. Management information system is using analytical methods of mathematical statics and models to calculate information’s.

Transaction Processing Systems or TPS 
Transaction processing system works directly by the workers on the floor or the font line staff. Thew are providing the data which help the management to operate. 
Some examples: Reservation system, Stock control, payroll system, order processing systems, payments and funds transfer system
Management Information Systems or MIS
Management Information system usually used by the middle managers. That means MIS is a management level system. This system helps the managements to run the organization efficiently in short and medium term. 
For examples; Sales management systems, Budgeting systems, Management Reporting Systems (MRS), Personnel (HRM) systems, Inventory control systems,
Decision Support System
Decision Support system more likely to used by the senior management. Some examples of the decision support system user: Group Decision Support Systems (GDSS, Computer Supported Co-operative work (CSCW), Logistics systems, Financial Planning systems
Executive Information Systems
Executive Information system organizes and presents data and information from both external data sources and internal management information system or Transaction processing system in order to help and spread the characteristic abilities of senior executives.

5.2 What are the information systems applied by Amazon and define the input, processing, and output of such a system?
Input is the type of thing what we can insert in the system for a reason of use. Able to insert the sources with many different inputs such a keyboard, microphone, scanner, fax, and many more. What we are input mostly has meaning but until is not processed or has any some sort of output it has not much use. For example, amazon has a chart where the customer put the purchase but its not process through so the product was used for create a personal data use but the product was not purchased. When the processing starts it take place in the internal part of the computer. This is the part when the insert data is changing inro something applied or practical. Mostly we can see it on the computer the processed information. Processed information or output is a format what we are able to use. Process format can be many different forms, such a printer or monitor. Process format can be sort-term which means printed photography. If we need to still work on something such a document, we can keep it in the storage. This is when the storage comes. Storage can be used for sort or long-term depending on the user. Storing document information or form can be done by usb drive, cd and many more different devices. 

[image: ]
Source: Input-Processing-Output Cycle | snblogs.com


[bookmark: _Hlk70705187]5.3 Amazon’s possible knowledge management challenges, recommendations to strengthen their knowledge management performs from the knowledge acquisition-retention-transfer perspectives
Amazon is successful with knowledge management, but as every organization Amazon facing many challenges as well. For example, staff turn over due to luck of team production. As many different articles wrote about amazon warehouse experiences. Most of the employees are underpaid and the amount of target they need to reach is impossible. Amazon invested millions on new robot technologies which help employees lift and move packages. According to many articles Amazon warehouse experiences are not the best as an employee. Due to Covid-19 employees made many complaints that amazon did not provided enough face covering and sanitation stands. Amazon spend over 300millions on robots which help the employees work but they could not provide a face mask for them in the most challenges time. Communication system in the warehouses is limited as the staff turnover is very high. Employee’s target is too high and they cannot delivery the limit. Even with the robot system employees need to pack and make sure the system is running continuously. More training need for employees where they can be involved and give suggestion to management to improve the work and staff turnover. 
 Also storing personal information can be challenges as if any hacker break into, the system and steal the personal information of the customers can affect Amazon brilliant system. Recommendation to the company is a very challenges subject, because amazon one of the best e-commercial organization in the word. I believe due to covid-19 pandemic not just the lockdown helped the organization grow. The knowledge management system is well prepared and up to dated. Customer satisfaction is priority for the organization. With the different system analysis, amazon can store and provide suggestion to customer.  Lately many scammers try to steal information from people. It can be a problem for amazon as the company based on online. Less and less people want to use online platform for payment. Maybe if amazon can provide a cash payment option. When the buyer receives the package can be paid by cash to the delivery company. It can increase the order as many elderly people will order from amazon, because they will feel safe. 
However, Amazon is can invest to develop a web assistant system which helps to communicate with the customers and sellers 0-24. This system is able to help provide a better customer service and solve smalls problems, so customers does not need to wait to an agent to reply. Customers can get answer within minutes. Due to Covid-19 many customers returned or did not receive the right package. This system could help the to delivery a quicker and more effective service. 
6.0 Executive Summary 
The report therefore shows the Amazon knowledge management system.  Due to Covid-19 and online ordering amazon reached the best year so far in 2020. Amazon has one of the biggest online sites where customer can find everything and can delivered anywhere. Through the pandemic amazon grow and provided amazing service. In this report showed how amazon capturing data, using storing a delivery it to the customers and what typo of management system amazon uses. 





, Evaluation of Amazon, Evaluation of Amazon, 
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