[image: A black text on a white background

Description automatically generated] Source: UWTSD

NAME: ATALLA AHMED KHALED SHABAN ABDELGAWWAD
STUDENT ID: 2022999
PROGRAMME: BA (HONS) LEADERSHIP & MANAGEMENT SKILLS FOR THE WORKPLACE
MODULE NAME: KNOWLEDGE AND INFORMATION MANAGEMENT SKILLS FOR THE WORKPLACE
MODULE CODE: BMSW5106
LECTURER: NADEEM MIRZA

TABLE OF CONTENT
Introduction ………………………………………………………………………………………………1
Background of Amazon …………………………………………………………………………….....2
Knowledge Management …………………………………………………………………………….2-3
Knowledge Management Stakeholders ………………………………………………………….....3
Knowledge Management Tools …………………………………………………………………….3-6
Benefit of Knowledge Management Tools ……………………………………………………….6-7
Cost of Knowledge Management Tools That Amazon Use …………………………………...7-8
Recommendation ………………………………………………………………………………………8
Conclusion ………………………………………………………………………………………………8
References ………………………………………………………………………………………………9

INTRODUCTION
During the academic term of October 2023, we had to study and learn about two different modules, one of them being: Knowledge and Information Management Skills for the Workplace. This report aims to provide an in-depth and comprehensive way for what I have done in my poster presentation during the October term. This report will explore Knowledge Management, Knowledge Management Tools, the benefits of using these tools, the recommendations I have for Amazon, and the conclusions of the report.


BACKGROUND OF AMAZON 
(According to Hopkins, C; 2023) In 1994, Jeff Bezos founded Amazon in his garage under the name Cadabra, later changed due to its similarity to "cadaver." The company initially focused on online book sales, launching its website in 1995. Over the late 1990s, Amazon diversified its product offerings, laying the foundation for a global online marketplace.
In 2005, Amazon introduced the groundbreaking Prime service, initially priced at $79 annually. Despite slow initial adoption, Prime experienced significant growth in the 2010s, particularly with the integration of Prime Video. The service transformed consumer habits, with average annual spending by Prime users reaching $1,400, surpassing non-Prime users at $600.
The 2010s witnessed a shift in consumer behaviour, normalizing online shopping for its convenience. Amazon, with its elimination of physical store constraints, became a dominant force in e-commerce. This shift was further accelerated by the convenience of avoiding queues and travel to physical stores.
Today, Amazon stands as a global e-commerce giant, continuously innovating in various sectors. Beyond e-commerce, the company has diversified into cloud services, artificial intelligence, and other technological frontiers, reflecting its adaptability and customer-centric approach. From its humble garage origins, Amazon has evolved into a transformative force in the global economy, reshaping how people shop and consume digital content.
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WHAT IS KNOWLEDGE MANAGEMENT 
(According to Indeed) KM is a system that helps share important information within a company. When it works well, it makes it easier for people to find the information they need, speeding up work and making everyone more productive. It also has phases for how to use it in an organisation:
· Information Capture and Creation: Capturing and creating knowledge from various sources within the organisation, including tacit and explicit knowledge.
· Organizing and Categorizing Knowledge: Structuring knowledge systematically using taxonomies, categories, and metadata to facilitate efficient organization and retrieval.
· Storage and Accessibility: Storing knowledge in accessible repositories, such as databases or intranets, ensuring authorized users can easily retrieve information.
· Search and Retrieval Mechanisms: Implementing advanced search functionalities for users to search for relevant information quickly and effectively.
· Collaboration and Knowledge Sharing: Fostering a culture of collaboration through tools and platforms that encourage employees to share expertise and best practices.
· Continuous Learning and Improvement: Supporting continuous learning by capturing experiences, successes, and failures for organizational improvement.
· Decision Support: Providing decision-makers access to relevant and up-to-date information for informed decision-making.
· Productivity and Efficiency Gains: Streamlining work processes and minimizing duplicated efforts to increase overall productivity.
· Adaptability to Change: Enhancing organizational adaptability by leveraging accumulated knowledge to navigate challenges and uncertainties.
· Metrics and Analytics: Incorporating metrics and analytics to track knowledge usage, identify trends, and refine KM strategies for continuous improvement.
Each one of these phases contributes to the overall effectiveness of Knowledge Management, creating a cohesive system that promotes collaboration, learning, and efficient knowledge utilization within the organization.
AMAZON’S KNOWLEDGE MANAGEMENT STAKEHOLDERS
(According to: Rahman, 2020) In Amazon's Knowledge Management (KM) system, various stakeholders play crucial roles in the creation, sharing, and utilization of knowledge within the organization:
· Employees: All levels of employees contribute to and access knowledge.
· Management and Leadership: Executives and managers shape KM strategy and foster a culture of knowledge sharing.
· Customers: Provide indirect contributions through reviews, feedback, and online interactions.
· Vendors and Partners: Essential for maintaining effective supply chains and optimizing logistics.
· IT and Technology Teams: Develop and maintain technical infrastructure supporting KM systems.
· Data Scientists and Analysts: Extract insights from datasets for decision-making and innovation.
· Customer Service and Support Teams: Directly involved in addressing customer inquiries and issues.
· Legal and Compliance Teams: Ensure KM practices adhere to legal and regulatory requirements.
· Shareholders and Investors: Have an interest in how effective KM contributes to Amazon's performance and profitability.
· Regulatory Bodies: Stakeholders in ensuring compliance with data privacy and other regulations.
· Communities and Society: Considerations related to Amazon's impact on sustainability and social responsibility.
· Competitors: Indirectly influence Amazon's KM by shaping industry standards and driving innovation.

KNOWLEDGE MANAGEMENT TOOLS THAT AMAZON USE (according to Ivory Research)
SECURITY:
 Security is a fundamental priority for Amazon, manifested through robust encryption, secure payment transactions, access controls, and continuous monitoring. The company is committed to legal compliance, and adhering to data protection laws, which builds customer trust and contributes to a positive reputation. Amazon's strong security practices provide a competitive advantage, differentiating it in the market and attracting customers who value a secure online environment. In the face of security incidents, Amazon has established incident response protocols, ensured transparency, and maintained customer trust through informed communication. Overall, security is integral to Amazon's operations, shaping its reliability, trustworthiness, and leadership in the e-commerce industry. 
SECI MODEL: 
(According to Change Theories Collection, 2023) The SECI model, developed by Nonaka and Takeuchi, describes the process of knowledge creation and transfer within an organization. Let's delve deeper into each stage and how Amazon utilizes the SECI model for managing knowledge:

· Socialization: This phase involves sharing tacit knowledge through social interactions. Amazon fosters a culture of collaboration and learning, encouraging employees to share their experiences, practices, and insights through informal channels like team meetings, brainstorming sessions, and collaborative projects. In the context of Amazon, socialization might occur when team members share their on-the-job experiences, innovative approaches to problem-solving, and best practices through informal interactions and discussions.
· Externalization: This is the process of turning tacit knowledge into explicit concepts. At Amazon, this might involve capturing individual insights, expertise, and experiences and transforming them into tangible forms such as documentation, manuals, or digital content. For instance, Amazon employees may document their successful strategies, lessons learned, and innovative solutions, making this knowledge explicit and shareable across the organization.
· Combination: In this phase, explicit knowledge is integrated and combined to create new knowledge. Amazon, being a large and diverse organization, emphasizes the integration of information from various sources. This could involve combining data, research findings, and explicit knowledge from different teams or departments. Amazon's use of data analytics and AI algorithms is an example of combining explicit knowledge to generate new insights, improve decision-making processes, and enhance overall organizational performance.
· Internalization: This is the process of turning explicit knowledge back into tacit knowledge. In Amazon's context, this could mean employees internalizing explicit knowledge by applying it in their daily tasks, incorporating it into their skill set, and using it in practical, on-the-job situations. Through continuous learning opportunities, training programs, and hands-on experiences, Amazon supports employees in internalizing explicit knowledge, ensuring that it becomes an inherent part of their expertise.
How it applies at Amazon:
Amazon has effectively utilized the SECI model by creating a dynamic learning environment that encourages socialization through team collaborations, externalization through documentation and knowledge-sharing platforms, combination through data-driven decision-making, and internalization through continuous learning and practical application. For instance, the collaborative culture at Amazon's headquarters, coupled with knowledge-sharing mechanisms like wikis and internal forums, facilitates the flow of tacit and explicit knowledge. The integration of this knowledge through advanced technologies contributes to Amazon's ability to innovate, adapt, and stay competitive in the dynamic business landscape.
INTEGRATION: 
Amazon uses a combined approach to communication, integrating both traditional and digital methods. Effective communication is crucial for internal operations and knowledge sharing. The company benefits from conventional and digital communication, leveraging smartphones and internet accessibility. Social media platforms create product awareness and run promotions, contributing to Amazon's strategic communication efforts. The customisable online platform further enhances communication, allowing customers to shop conveniently from remote locations. This integrated approach has been a key factor in promoting Amazon's operations and increasing profitability.
Here are some examples of traditional and digital methods that Amazon use:
Traditional Methods at Amazon
· Formal Meetings: Amazon likely employs traditional face-to-face meetings for strategic planning, team discussions, and decision-making processes.
· In-Person Training Sessions: Traditional training sessions conducted in person for employees, covering various aspects of their roles and responsibilities.
Digital Methods at Amazon
· Email Communication: Amazon likely extensively uses email for internal and external communication, allowing for a quick and efficient exchange of information. 
· Video Conferencing: Platforms like Amazon may use video conferencing tools for virtual meetings, enabling remote collaboration among team members. 
· Mobile Apps: Amazon's mobile applications allow customers to browse, shop, and track orders, demonstrating the use of digital technology to enhance the customer experience.
· Digital Newsletter: Electronic newsletters distributed via email or other digital channels to keep employees informed about company updates and news.
· Social Media Engagement: Amazon utilizes social media platforms (Twitter/X, Facebook, Instagram) for digital marketing, customer engagement, and brand promotion.

DIFFERENT STRATEGIES: 
Amazon's approach to knowledge management involves a combination of strategies, emphasizing both bottom-up and top-down methods, trial and error, and the importance of effective communication. Here is the list and how they work with Amazon: 
· Bottom-Up Approach: Amazon collects insights from grassroots levels, such as customer feedback, ensuring that decision-making is informed by direct experiences and preferences.
· Top-Down Approach: Management provides guidance and instructions on knowledge management, setting strategic objectives and guiding employees on initiatives.
· Trial and Error: Amazon embraces a culture of experimentation, conducting trials and learning from successes and failures to refine strategies continuously.
· Effective Communication: The company values transparent and efficient communication, internally among teams and externally with customers, facilitating collaboration and informed decision-making.
· Designing a Framework and Control: Amazon has established a comprehensive framework for knowledge management, utilizing advanced technologies, secure systems, and control mechanisms to protect sensitive information.
· Continuous Strategic Approaches: The commitment to continuous improvement ensures that Amazon adapts its knowledge management strategies to evolving needs, technological advancements, and market changes.
· Impact on Operations and Profitability: Amazon's effective knowledge management contributes to increased operational efficiency, informed decision-making, and enhanced profitability, positioning the company as a leader in the e-commerce industry.
ONLINE TRANSACTION PROCESSING (OLTP):
 (According to UKessay) Online Transaction Processing (OLTP) is a type of data processing that facilitates and manages transaction-oriented applications. It involves the rapid and real-time processing of many small and frequent transactions, such as purchasing items, making payments, and updating product availability. Let's delve deeper into how Amazon utilizes OLTP to provide a smooth and fast shopping experience:
· Real-Time Transaction Processing: Amazon's platform relies on real-time transaction processing to handle a vast number of transactions occurring on its website or app. This includes activities like placing orders, updating product inventory, processing payments, and managing user accounts.
· User Interaction and Responsiveness: The efficiency of OLTP systems allows Amazon to respond to user interactions in real-time. When a customer places an order or updates their shopping cart, the system processes these transactions instantly, providing immediate feedback to the user. This real-time responsiveness contributes to a seamless and interactive shopping experience.
· Order Fulfilment and Inventory Management: OLTP plays a crucial role in order fulfilment and inventory management. As customers place orders, the system updates product availability in real-time. This ensures that customers see accurate information about product availability, preventing the frustration of ordering out-of-stock items.
· Payment Processing: OLTP systems handle payment transactions swiftly and securely. When a customer makes a purchase, the system processes the payment in real-time, verifying the transaction and updating the order status. This speed in payment processing contributes to the overall efficiency of the online shopping experience.
· Transaction Consistency: OLTP systems maintain consistency in transactions, ensuring that each transaction is completed successfully and that data remains accurate. For example, when a customer completes a purchase, the system deducts the purchased items from inventory, updates the customer's account, and confirms the order in real-time.
· Scalability and Performance: Amazon's OLTP systems are designed to be highly scalable to accommodate a massive volume of transactions. This scalability ensures that the system can handle peak loads during events like sales promotions or holidays, maintaining optimal performance and preventing disruptions.
· Data Integrity and Reliability: OLTP systems prioritize data integrity and reliability. Transactions are processed with mechanisms in place to ensure that data remains accurate and consistent. This is critical for maintaining trust with customers and preventing issues like incorrect order processing or inventory discrepancies.
· Integration with E-Commerce Operations: OLTP is tightly integrated with various aspects of Amazon's e-commerce operations, including customer accounts, product listings, order management, and payment gateways. This integration streamlines the entire online shopping process and supports a holistic view of customer interactions.


BENEFITS OF KNOWLEDGE MANAGEMENT TOOLS FOR AMAZON
(According to Rosenberg; 2014); There are various benefits to the knowledge management tools that Amazon use to improve every day what they do for their staff and for the customers that use their services. Here is a list of some of the benefits and an explanation of how they benefit them.
FLEXIBILITY: Amazon's availability anytime, anywhere, and on any device is crucial for the growing mobile workforce, especially millennials, who make up a significant portion of the workforce. This approach caters to flexibility, remote work, and 24/7 access, aligning with changing work habits and user expectations. It also emphasises the importance of user-friendly experiences across various devices and highlights the competitive advantage of staying technologically innovative.
FACILITATION: Amazon's easy-to-use online help enhances customer satisfaction and reduces costs. It emphasises that robust help functions are a part of Knowledge Management, and vital for worker efficiency. The observation suggests that in many cases, solutions are created without giving due attention to providing comprehensive help resources.
FEEDBACK: Amazon encourages and values user feedback on its products because it recognises the benefits it brings. By prominently displaying feedback on product pages and allowing users to rate reviewers, Amazon not only helps future customers but also uses the information to enhance its services and helps product companies improve their offerings.
INTEGRATION: Amazon's use of a single portal for all purchases, regardless of product type, creates a consistent and comfortable user experience. This unified approach means users don't have to navigate different websites for different products. If, for example, Amazon had separate websites for books and electronics, it would be confusing for shoppers.
CUSTOMIZED: what amazes Amazon customers is how the website seems to understand them so well. The more they use it, the better they know their preferences. It can remind them of their past purchases, suggest products they might be interested in, and provide additional information they know they're looking for. Customers willingly register on the site because they see the value in this personalised service. While Amazon can provide some level of personalization without registration, signing up makes the experience even more tailored to the individual.
COMMUNICATION: Knowledge management tools at Amazon enhance communication through real-time collaboration, cross-team interaction, and documented conversations. The tools facilitate global accessibility, support various communication channels, and serve as a centralized information hub. They contribute to enhanced employee engagement, notification systems, and mobile accessibility, fostering a transparent and inclusive communication culture. Feedback loops, task-integrated communication, and discussion archives promote continuous improvement. The tools also enable virtual meetings, language support, and a dynamic, agile work environment, contributing to Amazon's success in innovation and operational excellence.
EMPLOYEE PRODUCTIVITY: Knowledge management tools streamline workflows, reducing the time employees spend searching for information and allowing them to focus on more productive tasks.
In essence, knowledge management plays a pivotal role in ensuring Amazon's ongoing prosperity in a fiercely competitive and constantly changing business environment. It catalyses innovation, streamlines operational processes, provides outstanding customer interactions, and guides well-informed strategic choices. By leveraging the power of knowledge management, Amazon solidifies its position as a frontrunner in the global marketplace, consistently adapting to challenges and setting industry standards.

COST OF KNOWLEDGE MANAGEMENT TOOLS THAT AMAZON USE
The costs associated with Amazon's knowledge management tools are not publicly disclosed. However, considerations for such costs may include licensing fees, infrastructure expenses for cloud-based tools, implementation and integration costs, maintenance and support fees, customization expenses, training and user adoption costs, expenses related to upgrades and renewals, and investments in security and compliance measures. These costs are influenced by factors such as the scale of usage, number of users, customization requirements, and ongoing maintenance needs. While the specific breakdown for Amazon's tools remains proprietary, the company prioritizes investments in these areas to support innovation, efficiency, and competitiveness.
RECOMMENDATION
(According to Us About Amazon, 2023) The recommendations I have for Amazon are to implement more Artificial intelligence, for example:
Automated customer support with Chatbots: If no one is available to talk to in customer service, you can chat with the bot to help you find solutions for your enquiries. For example, if you have a problem with registering your card because you made a mistake, without waiting for a long queue when no one was available in customer service, by chatting with the bot, you will be able to find the solution quickly. 
Dynamic Pricing Strategies: With the help of Artificial Intelligence, Amazon will adjust their prices based on the prices you can find in other stores. For example, if Tesco has a certain item in their catalogue that is cheaper than Amazon's price, with the help of AI they will be able to adjust their prices to the prices of Tesco.  This will help Amazon be more competitive and maximize profit. 
Visual Search for Enhanced Shopping Experience: With the help of Artificial Intelligence, Amazon will let customers search for a product by an image if they don’t know the name of it. By searching they can find similar products to the ones they want to purchase and see which one is the best one for them from the feedback of other customers. This will increase the chance of letting the customers purchase from them because not a lot of companies have this feature in their stores.
Fraud Detection and Prevention: With the help of Artificial Intelligence, Amazon will be able to identify scammers that “sell” their products through Amazon and block them to protect customers from being scammed. That is because Amazon does not want to lose the trust that customers put in them, and the customers do not want to lose their money by being scammed and do not want to lose the trust they have put in Amazon. By doing this, they will safeguard each other’s interests. 
Other than that, Amazon already have a very good Knowledge Management system and with the various tools they use and have they should focus more on implementing Artificial Intelligence and adjusting the errors they may have in the tools they use.

CONCLUSION
In this report, I wrote about the background of Amazon, Knowledge Management, Knowledge Management tools that Amazon use, The Benefits of these tools for Amazon, and the recommendation I gave to the which were about implementing more Artificial Intelligence because in the future it will be implemented even more than now like smartphones and computers did when they came out. In the start no one used them, but nowadays no one can leave without them. Because you have everything in them, from your personal information, bank account details, personal videos and photos, and many other things that every one of us has in our devices.  
This report was done by me, all the parts of this report that do not have reference is because they were done by me with my own words and with my knowledge. Everything else that is done with research in my report is referenced to the website and author that wrote them with citations in the report itself and the reference list.   
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