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[bookmark: _Toc70687268]Executive summary
This report provides an analysis and an evaluation about the company Amazon.com during the Covid-19 by using the knowledge management tools and theories to support a clear view on the success of the company. Moreover, this report investigated areas where Amazon.com can improve to maintain its competitive advantage compared to its main competitors.
[bookmark: _Toc70687269]Introduction 

This report aims to discuss and examine Amazon.com's information and knowledge management process, considering the pandemic situation, which has had a significant impact on all organisations around the world, the report will also assess the process of knowledge management, including models, methods, and specific theories, to gain a better understanding of the role of knowledge management in the organization more specific Amazon in this case.
The following report will analyse models of management, one of the models that will be assessed is the SECI model of knowledge management by Nonaka and Takeuchi (1995), another model of knowledge management DIKW model developed by Ackoff (1989). Moreover, another model to be assessed is the Boisot I-Space model developed by Max Boisot (Boisot, 1998) and another model is the Wiig model of the knowledge life cycle (1993).
Amazon.com, the biggest e-commerce company nowadays, Jeff Bezos started the company in 1994 with the capital investment from his parents his business was the most strongly associated with the E-Commerce movement in several respects. Music CDs, Cookware, Toys and Games, and Tools and Hardware are among the items sold by the Seattle, WA-based business, which has evolved from a bookseller to a virtual Wal-Mart of the Internet (Day and Gu, 2019).
 In 2000, Amazon launched a marketplace that offered the option for other merchants, which would dramatically increase Amazon's selection of goods without bundling the company's cash with an iPhone and DVD inventory, to pay the list in Amazon's digital racks and then stock it in its rack (Day and Gu, 2019).
 In 2005, Amazon launched the Prime Membership Programme, offering faster shipments on a variety of items in its inventory in exchange for an annual fee. Over time the programme helped motivate customers to browse other categories of goods using Amazon not only for books and movies. Today, Prime has over 100 million members, which makes it one of the world's largest paid membership schemes (Day and Gu, 2019).
Amazon's net revenue for the online shopping site was $21.33 billion in 2020, up from the previous year's net revenue of US$11.6 million. The company's revenue for the same fiscal year was over USD 386 billion (Coppola, 2021).
The business based in Seattle relies not solely on retailing to produce a profit. Amazon's cloud service, AWS, is the only steady profit segment in the latest year, with a US$13.53 billion operating income. The company segment's annual revenue in 2019 was USD 35.03 billion. Amazon Web Services made up 33 per cent of the world demand for cloud computing services in the second quarter of 2020 (Coppola, 2021).
In 2020, with 197.4 billion U.S. dollars worldwide net revenues, Amazon's biggest revenue division was online product sales. Retail seller services from third parties were second in revenue at USD 80.46 billion. However, consumers must be mindful of the cost of shipping and estimated delivery times while buying from Amazon. As of 2020, shipping expense to the organisation worldwide amounted to US$61.1 billion, up from US$37.9 million in 2019(Coppola, 2021).
The main expectation of this report on Amazon is to show how the company used knowledge management to increase its market share globally in the previous year when the pandemic crisis has hit worldwide and affected various businesses.

[bookmark: _Toc70687270]Section 1: Knowledge and Information Management 
[bookmark: _Toc70687271]1.Background history of Amazon 
Amazon’s corporate model was focused on extending the market share rather than increasing the profits, to do that the company took advantage of opportunities like creating alliances and strategic partnerships and acquiring other business operations (Hof, 2000).
In 2000 the company started a service that lets small companies and individuals sell their products through Amazon. Com, and by 2006 it had started its fulfilment by Amazon service that managed the inventory of such business and in 2001 the online retailer Egghead.com declared bankruptcy, Amazon bought the company’s website, copyrights, and product details (Hof, 2000).
In 2002 they launched Amazon Web Services which later in 2006 the company expanded its AWS portfolio with its Elastic Compute Cloud, which rents out the computer processing power in small or large increments (Day and Gu, 2019).
 Amazon's growing inventory management business spurred a $ 775 million purchase in 2012 from Systems, a robotics company whose devices automate inventory processing tasks. Nonetheless, although it has diversified well beyond online retail, the bulk of the business continues to come from selling online, and so on. is where a large chunk of investment has been targeted. Nonetheless, while it has spread beyond online retail, the company's benefits continue to come from selling online, and this is where a large portion of investment has been targeted (Hall, 2018).
 Amazon's popularity in the e-commerce sector stems from its ability to innovate by using knowledge management. It was the online store that used web personalization effectively. Moreover, customers when are going on Amazon.com after his first purchase, they are greeted by name and given suggestions for items that he may be in interested. Bezos' vision has resulted in a huge consumer base and high customer satisfaction. Amazon.com’s customer base has increased significantly. 
 The company also invested millions of dollars on website maintenance to deliver the highest quality of support and reliability to its customers, their operational decisions are technology-driven and customer-driven also Amazon, was the first online retailer to give unedited customer feedback, a fact that has earned the company repeat business (Hall, 2018).
[bookmark: _Toc70687272]2.Definitions on knowledge management

There are many and various definitions of knowledge management on how is created within an organisation to gain competitive advantage, therefore the concept and terminology of KM have germinated within the management consulting community, unsurprisingly, they quickly realized that with tools and techniques such as dashboards, expertise locators and good practice databases, they had acquired an expertise that was made into a new product that they could market to others, in particular to large organizations, complex dispersed (Koenig, 2018).
Nonaka and Takeuchi (1995) characterised knowledge management as the process of capturing, structuring, managing, and disseminating knowledge within an enterprise to work faster, reuse best practices, and reduce the cost of rework from project to project. It means that knowledge management is a rational process that assists people in making successful and productive use of their knowledge.
[bookmark: _Toc70687273]3.Why KM is so important for any organisation including Amazon 

 Based on the value of the management of information, all companies need a proper and efficient approach to knowledge management. This gives them many advantages to establish competitive advantages. In the beginning, an efficient knowledge management approach offers every single employee of the company several advantages. It helps workers do their work and saves time by making better decisions and solving problems.
 it creates a sense of mutual ties and lets people stay abreast of the organisation. It also offers workers challenges and opportunities. 
The efficient method also benefits the business. This helps guide organisational strategy, solves challenges faster and disseminates best practices. It also enhances expertise incorporated into goods and services. It interferes with ideas and enhances creativity opportunities.
Knowledge management is the process of distributing documentation of important business information internally to improve the efficiency of your organization. And studies show that when done right, knowledge management can save you a lot of money and hard - over $ 300,000 in productivity per year for a company of 100.
In 2018, Amazon “reorganized around artificial intelligence”. This reorganization allowed other teams and departments to use AI in their products and services, including warehouse management, recommendations on Amazon Music, Prime and the e-commerce marketplace, Alexa and Amazon Go store. This demonstrates Amazon's approach to automating the work of the technology and capability that Amazon sees as a core skill that should be used in every way possible to give Amazon a competitive advantage in all industries in which it operates (Morgan, 2018).
Simply put, knowledge management enables organisations to provide the right people with the right information at the right time. An efficacious knowledge management strategy enables an organisation, breaking silos and increasing the using the useful data, to produce, apply and exchange information (Burton-Jones, 1999, pp.2–23).
Therefore, as we can see in the case of Amazon, using knowledge management has offered them a strong ability to become competitive worldwide even in the pandemic situation, they used the knowledge from their customers and was able to grow their business.
[bookmark: _Toc70687274] 4. How KM helps the organisations in satisfying customers and achieving competitive advantage 
The absorption of information from customer relations includes two main organisational learning processes: (1) the development of new knowledge within the company through relationships between the client and (2) it uses in the company and relations with the client. The administration of such learning and information processes is essential to the ability of a company to develop new organisational skills (Sanchez & Heene 1997 cited in Knowledge Management and Organizational Competence, Sanchez, 2003).
Sharing best practices across countries, roles and businesses can contribute to increasing profitability in global businesses by reducing inefficient job duplication and movement. For example, knowledge management plays an important strategic role at GE and Toyota in the development and maintenance of their competitive advantage on the global market. Toyota has broadly expressed its critical kaizen awareness programme to enable people from various Toyota subsidiaries to manufacture consistently high-quality vehicles. Their knowledge has been summed up as the 2001 Toyota Way, passing across practical and regional frontiers (Ichijo and Nonaka, 2007, pp.3–4).
KM is a great value in satisfying customers and achieving competitive benefit as has been noticed with the Toyota case, for many companies nowadays it is significant to use the right information to keep up with the customer's needs and to be able to attract more customers in order the gain competitive advantage on the market.
“In an economy where the only certainty is uncertainty, the one sure source of lasting competitive advantage is knowledge” (Nonaka, 1995).
Only tacit knowledge may provide a sustainable competitive advantage to a firm alone or in association with explicit knowledge. Such information is still linked to individuals, while specific knowledge is usually capable, using (widely available) technology for storing, processing, and communicating (Burton-Jones, 1999, pp.2–23).
[bookmark: _Toc70687275]Section 2: Evaluating Models and theories of Knowledge management.

[bookmark: _Toc70687276]1.Evaluation of KM models 
SECI Model developed by Nonaka and Takeuchi (1995)
The SECI Model suggested the four fundamental methods to information exchange in an organisation that involves socialisation, externalisation, combination, and internalisation. The SECI model assumes that for tacit knowledge and explicit knowledge transfer the proximity with the organisation is necessary.
Socialization-this approach applies to the tacit and tacit exchange of ideas. It is focused on social interactions by exchanging or sharing experiences face to face. 
Externalization-This information-sharing approach relates to the transformation of silent knowledge into explicit knowledge. 
Combination- The 3rd information-sharing mechanism allows explicit knowledge from individual groups to turn the overall enterprise into explicit knowledge. It proposes that the combination and compilation of the explicit information in the company often lead to new knowledge.
Internalization -SECI Model's last form of communicating information includes the practices as an explicit knowledge comprehension and learning. Explicit awareness is an essential part of the knowledge of any individual.
According to Sanchez, R (2003), management approaches to both silent and explicit information have advantages and disadvantages. The easiness and cost-effectiveness of managing knowledge are some of the main advantages.
Therefore, use tacit knowledge in the organisation must be identified who is the “knowledge carrier” so managers can assign important tasks to employees that have the right knowledge to carry out that project, this can be seen as a challenge because the “knowledge carriers” can show a lack of motivation (Sanchez, 2003). Applying the theory on Amazon.com employees and customers can be taken as knowledge carriers; employees share their knowledge internally and customers bring their external knowledge making it internal.
Another sensitive problem is that employees resist articulating their knowledge because of job insecurity or influence. Another challenge is that these people recognise that the company uses tacit knowledge; their willingness is compromised (Sanchez, 2003).
The first advantage of the explicit knowledge approach is that information systems in the company can use or disseminate it. An organisation is challenged to have an appropriate assessment principle of the knowledge of the individual which has been made explicit because it has different cultural backgrounds and educational standards (Sanchez, 2003).
There is also a tendency for strong preferences in working groups for a specific type of communication and fear that tacit knowledge will not be expressed in explicit knowingness. "Explicit knowledge is seen as a management tool for organisational knowledge management" (Nyarko, 2009). 

DIKW model developed by Ackoff (1989)
The model DIKW is also used to describe ways of transferring from data to information, knowledge and wisdom through action and decision-making. It is based upon a root of the knowledge management process (Ackoff 1989).
This model is designed to explore different ways to obtain knowledge and value from all kinds of information: large data, small data, intelligent data, fast information, slow data, no matter. Often the DIKW model comes in the form of a pyramid as a hierarchy and is also known as the hierarchy of facts, knowledge and understanding (Ackoff 1989).
Some theoreticians of library science and information science have used the DIKW to give an account of the logical-conceptual constructions of their interest. The DIKW model was seen as a role in addressing practical problems in the real world involving information through management information in a separate field (Frické, 2018).
The tradition of Ackoff uses know-how and it has to do with skill. DIKW swirls in information and data, which shows that DIKW relates to offers and knowledge at the lower level. In turn, this suggests that the system theories take an intellectualistic view of expertise (that know-how is intimately related to know-that). Finally, the use of tacit knowledge is necessary for this position.
Data are just a symbol for Ackoff (1989) and have no value on their own. Information comes from processed data and therefore has now meaning. Knowledge is based on data to be useful. Intelligence is excluded from the model.
Boisot I-Space model (1993)

The Boisot model KM is based on the key concept that differs from a physical asset of the "information good." Boisot differentiates data from information by pointing out that information is what the observer extracts from data as his expectations or previous knowledge function. The efficient movement of data products depends heavily on senders and receivers. Use the same programme or language for coding. Good knowledge is one and it also has a context to interpret within (Boisot, 1998).
The underpins of the I Space model:
1. Codification: Creating categories that are easily assigned for further processing by data (observations of phenomena).
2. Abstraction: setting several minimum categories necessary to codify data effectively (Boisot, 1998).
Advantages and disadvantages of the model
1. Boisot I-Space KM model has a powerful potential to map and manage the knowledge assets of an organisation as part of the social learning cycle.
2. The model incorporates a social learning theoretical basis and makes a very efficient link between content, information, and knowledge management.
3. It seems less known and less accessible, and consequently.
4. The implementation had not been widespread (Boisot, 1998).

Wiig model of the knowledge life cycle (1993)

Consequently, to make knowledge useful and valuable, Wiig (1993) approached his KM model with the following principle: Depending on the use of the knowledge, the knowledge should be organised differently. We tend to store our knowledge and know-how in semantic networks, for example, in our mental models. Then we can select the right view based on the cognitive task at hand (Wiig, 1993).
WIIG marks KM's main objective "through the creation, accumulation, deployment and use of quality knowledge, the organisation is intelligent." (Wiig, 1993)
Section 1-Knowledge building: both tacit and explicit knowledge based on external and internal knowledge sources (Wiig, 1993).
Section 2-Knowledge holding: storage of information in specific physical formats and people by training (Wiig, 1993).
Section 3-Pooling knowledge: using suitable systems of KM to ensure cross-discussion among pools or expert groups (Wiig, 1993).
Section 4-Knowledge application: The use of knowledge here is to change or improve the work processes to automatically integrate new knowledge (Wiig, 1993).
This model allows practices to take a detailed or refined approach to knowledge management based on the type of knowledge and it goes beyond tacit/explicit dichotomy and it is easy to be integrated into organisations. The disadvantage of this model can occur when the organisation is not able to organise the combined knowledge (forms of public knowledge, shared and personal).
 
[bookmark: _Toc70687277]2.Applying KM models in creating and managing knowledge assets
However, companies need to interact between both implicitly and explicitly forms of knowledge to create knowledge. The knowledge creation process of firms is a 4-phase process in which silent knowledge is explicitly converted to knowledge, and vice versa, according to Nonaka and Takeuchi (1995).
Companies should hire, develop, and retain excellent managers who accumulate knowledge assets. In the new millennium, it will be core competence to attract intelligent, talented people, increase their intellectual capacity and retain them if possible.
The company's ability to use its expertise primarily depends on its relationship to its goods or processes. For instance, knowledge of IT, law, accounting, or finance is neither a product nor a business. Thus, there is typically a certain disparity or lack of complete concord among what a company knows and wants to know, which may include learning and/or information trading with other companies (Burton-Jones, 1999, pp.2–23).
Sharp is one of Japan's most successful suppliers of electronics. Consolidated revenues reached 2.53 billion yen in 2004 (12% more than in 2003), operating profit was 150 billion yen (33% higher) in the fiscal year 2004 and the net profit was 75 billion yen in the financial year 2004 (ended March 2005). (up 24 per cent). While other Japanese electronics firms have been struggling with falling sales, Sharp’s performance has been outstanding. LCD devices and related products were the main sources of this success. In 2002, for instance, Sharp became the world's first company to introduce cameras into mobile phones. The development of the necessary components was made possible by Sharp (Ichijo, Nonaka, 2007).
Samsung has become a fast mover in the LCD business, but it had always lagged behind Sharp in LCD panel launches. But it surprises the public with a new LCD, they launched the fifth LCD panel generation (the fifth generation is 1100 to 1250 mm) well ahead of Sharp in mid-2003 (Ichijo, Nonaka, 2007).
While Sharp faced tougher competition from companies such as AUO, Samsung and LG Electronics, it never changed its strategy. Now, "black-boxed know-how and technologies" are highlighted to preserve competitiveness (Ichijo, Nonaka, 2007).
For Sharp to gain and sustain its competitive advantage, it is crucial to combine the strategic positioning and strategic management of a company's knowledge-based competence (Ichijo, Nonaka, 2007).
Amazon. Com is facing strong competition from companies like eBay or Alibaba, but they are managing to sustain a good competitive advantage by using knowledge from customers to innovate on the market.
The product knowledge of a company is clustered around the components that it uses in its product architectures, the process knowledge that develops an enterprise is often clustered around its process architecture component operation. As the component structure of the product architecture largely determines the content and structure of an organization's process pieces of knowledge, the product architecture that an organisation uses can also significantly influence the processes which a company must use to develop and produce a product (Sanchez, 2003).
The Boisot I-space model (1998) uses the life learning cycle which could help Amazon.com to share the knowledge between employees and capturing it by managing the knowledge management as an asset for the company, this model is efficient for Amazon because it is incorporating social learning on a theoretical basis.
[bookmark: _Toc70687278]SECTION 3. INVESTIGATING KNOWLEDGE MANAGEMENT TECHNIQUES BY AMAZON.COM
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 Amazon.com e-commerce is using knowledge management to sustain its business continuously; they are collecting the tacit knowledge from the customers so they can understand the preferences and transform it into a database that gives the necessary knowledge for the company to understand customers needs.
Using the Nonaka and Takeuchi (1995) model, Amazon.com using the process of tacit knowledge of customers that is accumulated and shared then it can be articulated and externalized, now the explicit knowledge collected from the database of information on preferences of customers can be combined and processed to a more complex form of explicit knowledge. The knowledge that has been created will now be transformed into tacit knowledge by customers which will be internalized. This process helps to understand and meet the expectations and the requirements of the customers (Ichijo and Nonaka, 2007, pp.17-18).
Jeff Bezos, the founder of Amazon used his wisdom, showed in DIKW knowledge management developed by Ackoff (1989) the methodology of know-how and know-that to develop the business, for example, he used the profit earned to continuously investing in the business and their focus of the company, our customer, Amazon.Com continuously focused on understanding the customers and what they need and why they need it.

Amazon's growth has been driven by two technologies Integration into the overall business strategy of Customer Relationship and Information Management. The IT infrastructure of the company, Linux was a core strength behind Amazon's technology which was built to handle millions of operations and to deal with queries and problems Over half the seller's volume.
The enterprise uses the customer relationship management module under enterprise resources management to store personalised customer information and procurement trends that are integrated into marketing and the organization's advertising campaigns. Wiig (1993) defines three forms of knowledge: public knowledge, customers, in this case, shared expertise- employees at Amazon that use their knowledge for embedded products, and personal knowledge that is considered more tacit than explicit, therefore utilizing the three forms of knowledge Amazon.com can transform it, stored it, and develop a possible trend based on the current data (Wiig, 1993). 
The implementation of new technologies like Amazon Web Services (AWS) which is a secure cloud-based services platform that provides the capability to scale and grow companies with the computer, database storage and content provision. Moreover, with millions of cloud customers, Amazon.com had to make sure that they are providing secure tools and so they developed Amazon Detective, a security service to investigate and analyse any unauthorized access or users that their credentials have been compromised (Moorhead, 2020). 

[bookmark: _Toc70687280]Achievements using the KM techniques and main outcomes.
Taking into consideration the globalization the rise of internet usage, customers that want their products ordered as soon as possible, Amazon.com has successfully manage to comply with today’s needs of the customers and especially during the Covid 19 pandemic, Amazon had the system to fully understand the market, that is because Amazon offers Prime membership that reduces the hard the time and the long wait for a package, therefore the result has been an increase in customers orders and also an increase of new customers. 
The pandemic crisis has changed the way of buying of the customers as many stores had to close, therefore a new knowledge has been created and Amazon.com had to adapt to it, Shoppers turned towards Amazon during Covid-19, for products such as hand sanitisers, facial masks, and disinfectants, in front of store closures and empty shelves.
Moreover, From February to March, Amazon's sales of toilet paper rose by 186% from a year ago, whereas cough and cold medicine sales increased by 862% year-on-year, according to CommerceIQ cited in Palmer (2020) a provider of e-commerce services.
Amazon has recorded sales in the second quarter thanks to the flood of online orders. It then spent trillions on investment linked to coronavirus, including workers' safety equipment and the internal testing project Ultraviole Project (Palmer, 2020).
Early in the pandemic, CEO Jeff Bezos recognised that the Amazon operations had been terminated by the coronavirus. "The ongoing crisis shows that Amazon's business is adaptable and durable, but also the toughest time we ever faced," he said in April (Palmer, 2020).
[bookmark: _Toc70687281]Areas Amazon.com can still improve in the future to be able to face challenges.

Amazon.com is the largest e-commerce, the retail threat will always exist, therefore using knowledge management, the Seci model of Nonaka and Takeuchi (1995) will help to examine the business practices of other companies that use their site to sell goods and customers preferences so they can use to create their own branded Amazon products and sell it successfully.
On the other hand, Amazon needs are precautious with online security, as cyber-attacks are popular and there has been a lot of issues worldwide.
Integration of social networking website operations
Amazon must incorporate its entire program with social networking websites through the customer relationship platform for marketing and acquiring more customers. Amazon would help to share reviews and responses of end-users using enterprise resources management instruments in social networking. This would strengthen the trust between the users.
Establish customer relationship management interventions throughout Amazon's business activities: Amazon needs to develop further marketing and logistics activities accordingly. Customer relationship management measures This requires more human resources to be allocated and expended to unexplored markets. Amazon needs to analyse the next potential market in demographics by taking data from customer buying trends. As the mobile applications and population of iPad and tablet user have grown more flexibly to customise the needs of end-users (Bryce, 2009 cited in Demir, 2017).
Implement artificial information systems and smart virtual agents.
Another suggestion that would be successful for Amazon, for the future, is the use of artificial intelligence systems as a instrument to improve the contact with the customers. On the long run, for Amazon and its information systems would be the use of intelligent virtual agents. There must be further changes in how the information systems interact with people (Demir, 2017)



















[bookmark: _Toc70687282]Conclusion

The report has analysed different theories of knowledge management, discussed Amazon.com background history to see the progress of the business and how the company is applying knowledge management models and tools to understand the market, customer needs, retain customers and attract new customers. Amazon.com has managed to use knowledge management successfully to gain a competitive advantage even in the pandemic situation, it also helps the company to expand all over the world.
Moreover, as the company is e-commerce in continuous development as the market is changing, this report has shown the importance of using knowledge management to be able to gain market share
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