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In 2020, in his annual report, Jeff Besoz stated “You must produce more than you absorb if you want to be effective in business (or in daily existence, for that matter). Your aim should be to add value to anyone with whom you come into contact. Any company that does not add value to those it interacts with, no matter how good it appears on the surface, is doomed to fail. It can be found on the way out” (Bezos, 2020).

The main purpose of writing this report is to analyse how companies, like Amazon, use knowledge to create a successful business that expands continuously fulfilling needs of the customers and satisfying their requirements in a professional, easy, and proficient way. Therefore, I agree with what Sir Francis says that “knowledge is power” and I also approve the words of Petru Curseu, who says that “knowledge represents the strategic resource of the organization”. According to Brad Scheep and Debra Scheep, Amazon begin his business in 1995 with one idea in their mind “customer experience” and grow an entire business focusing on this idea that helped Amazon becoming one of the world largest online retailers. An organization creates and utilizes knowledge by converting tacit knowledge into explicit knowledge, and vice versa. There are four modes of knowledge conversion and all of them are included in the SECI model (Takeutchi, and Nonaka, 2004). These knowledge model include socialisation, externalisation, combination, and internalisation (Takeutchi, and Nonaka, 2004). I consider that Amazon is using the “SECI” model.  Applying this model helped Amazon to induced trust, simplicity, and satisfaction to everyone who become a customer for them. Taking in consideration, all the information that the documentary “Amazon, Jeff Bezos and collecting data” shared to us, we can stipulate that Amazon is taking all the data that we use with every click that we made when we usage the services of Amazon, and it is converting all these data to knowledge and make a profile of our personality. Furthermore, they convert all of this data into knowledge and use that knowledge to generate value by predicting our future behaviour and predicting what we will buy based on those predictions. My main expectation from this report is to learn how Amazon uses implicit and explicit knowledge to develop tactics to acquire more customers, as well as how they use this knowledge to get us to repeat purchases with them and to buy goods exclusively from them, thereby deciding our loyalty to Amazon.
Modern knowledge management would be an impossible feat without the Internet (Caruso, 2017). The use of the Internet and the World Wide Web to conduct business is referred to as e-commerce. E-commerce, in its most formal definition, refers to digitally activated commercial transactions between and among businesses and individuals. For the most part, this refers to transactions that take place over the Internet or the World Wide Web (Laudon, and Laudon, 2014).

Jeff Bezos understood this concept in 1994 when he quit his job from Wall Street because he grasped the information that “Internet usage was increasing at 2300% per year, anything that is growing that fast in going to be ubiquitous very fast “(Kotha, 1998, Sandeep, 2005). Therefore, he founded the company Amazon in the garage, of the house that he was renting in Seattle, and launched “Amazon.com” in July 1995 (Kotha, 1998).

Over time, the company also added new offerings such as Amazon Prime and Super Saver. You will get free delivery on orders over £25 with the Super Saver programme. With the program Amazon Prime you will receive your products at your door, in one day. (Scheep and Scheep, 2009). The most popular subscription programme in history is Amazon Prime. (Frontline Pbs ,2020)

Amazon created the philosophy “the customer comes first and that is a guarantee is behind every purchase”. This knowledge was converted into a program called “The A-to-z Guarantee” (Scheep and Scheep, 2009). They want the customer to buy with confidence. This is why they give consumers a 30-day money-back guarantee if the item does not fulfil the characteristics that the consumer thought the product had when they bought it.

Nonaka, and Ichijo, (2007) explain that it is important for a company to use “Advancement strategies” to secure future profitability. They try to eliminate potential vulnerabilities in the company's resources and knowledge base by building on future strengths and minimising future weaknesses; their goal is to take advantage of future market opportunities while also neutralising future environmental risks. These leaders' ideas should be implemented quickly and efficiently within the company.
Amazon used “Advancement strategies to secure future profitability”. This is why for a lot of years they did not have any profit (Frontline Pbs, 2020); they only lose money because they believe they will create a company they will have profit in the long term, in the faraway future.
In 2006, Amazon started using “Third-party sellers”, who signify everybody retailing on Amazon except Amazon itself. The customer is the first party. They use this concept because They aspired to be the world's most customer-focused organisation. (Scheep and Scheep, 2009). An “Third-party seller” do not have to pay a fee, unless his product got sold and then he has to pay to Amazon a flat 15% fee on the sale price (Scheep and Scheep, 2009).

Knowledge management aims to make it simple and systematic to create explicit knowledge and to disseminate it so that it is widely understood. It aims to foster teamwork by bringing informal workplace learning to the foreground, where it can be useful (Caruso, 2017). 
Knowledge management is verry important for any organisation including Amazon because according to the authors Kenneth Laudon, and Jane Laudon, (2014) some businesses outperform others because they have a clear understanding of how to design, manufacture, and distribute goods and services. This firm expertise is difficult to duplicate, one-of-a-kind, and can be used to gain long-term strategic advantages. Organizations may use knowledge management systems to help manage processes for gathering and applying knowledge and skills (Laudon, and Laudon, 2014). 

The founder had a clear understanding of what are the needs of a customers and built their entire business fulfilling those needs by creating unique products to satisfy those needs. (Laudon, and Laudon, 2014). 

Amazon was built by using this Knowledge Management System specify by Kenneth Laudon and Jane Laudon which imply “Figure out what customers want and repeat that consistently” (Scheep and Scheep, 2009). Customers needed only four simple items (Scheep and Scheep, 2009):

1. A feeling that it is safe to do business on the Internet

2. Completely trustworthy, reliable customer service

3. Fast delivery 

4. A great price

To satisfy the need for “A feeling that it is safe to do business on the Internet” they create a platform with secure payments. To gratify the need for “Completely trustworthy, reliable customer service” they create the service “The A-to-z Guarantee” (Scheep and Scheep, 2009). They wanted the customer to buy with confidence. This is why they give consumers a 30-day money-back guarantee if the item does not fulfil the characteristics that the consumer thought the product had when they bought it. To appease the need for “Fast delivery “they created the program Amazon Prime, where the customer will receive his products at his door, in one day (Scheep and Scheep, 2009)

To satiate the need for “A great price”, Amazon cuts sells a product without the “sales tax” and because of this they are allot of persons that are going in the store to look for the product they want to purchase, but they will purchase it on Amazon in order to avoid paying sales tax. (Frontline Pbs, 2020).
Another reason why Knowledge management it is very important it is because according to Nonaka, and Ichijo, (2007), knowledge building is central to creativity and gaining a competitive advantage, and it is a key apprehension for business leaders. Organizations are increasingly creating knowledge strategies to support overarching goals.

The third reason, it is because the degree to which leaders can improve their intellectual skills through efforts aimed at improving them will decide a company's success in the twenty-first century. Furthermore, the information gained by these leaders can be put to good use within the company. (Nonaka, and Ichijo,2007). Amazon establish their success converting knowledge as is integrated in the SECI model created by Takeutchi, and Nonaka, in 1995. Amazon use this SECI model by being a trailblazer in developing innovative ways to improve the shopping experience (Sandeep, 2005).  Here's a rundown of some of their innovative products (Sandeep, 2005):

 1.One-click shopping:  Amazon.com realised that reducing the transaction processing stress on purchasers was one of the most significant ways it could add value. The person might glide through the purchasing process if the company remembered all important details about them.

2.Information on Product Reviews: Every product on Amazon can be reviewed. Customer reviews are available on all items. Customers may also rate and comment on everyone else's ratings. Each review is given a rating so that consumers can decide whether or not to read it relying upon this.

3.Purchase Circles: Let's say you want to find out what books your competitor organization or researchers are reading. Amazon will help you with that.

4.E-mail Alerts: Amazon helps customers to stay up to date on their favourite author or artist via email alerts.

5.Recommendations: The organisation recommends books and music to consumers using interactive filtering and other customization mechanisms. Each customer's name is remembered by the company, and the web site welcomes them as they log in. When the user selects a novel, the device suggests a few additional titles that could be of relevance. Clearly, this “inspires” users to browse and purchase more than they had initially planned.

6.Wish List: Each person may make a wish list of things they might like to obtain

7.The Page You Created: When you visit a website, it creates a special page with the most recently visited sections of the site. Consumers who have missed something they looked at a few days earlier can easily find that by going to this tab. (Sandeep, 2005).
Knowledge is embedded in products and the service concept in the tacit knowledge of individuals because according to Takeutchi, and Nonaka, (2004), knowledge conversion is a social interaction that generates and extends human knowledge by combining tacit and explicit knowledge. The two types of intelligence, tacit and explicit, are mutually beneficial. In the artistic practises of humans, they communicate and interchange with one another. This conversion is a social procedure that occurs among people and isn't restricted to a single person. The SECI model was created as a result of knowledge conversion.

An organization creates and utilizes knowledge by converting tacit knowledge into explicit knowledge, and vice versa. There are four modes of knowledge conversion and all of them are included in the SECI model (Takeutchi, and Nonaka, 2004).
The SECI model is central to the process of information development. It shows how implicit and explicit information is multiplied in terms of quality and quantity, as well as from a person to a team and then to an organisation (Takeutchi, H. and Nonaka, I., 2004).
The SECI model is an acronym for four different types of information conversion: socialisation, externalisation, combination, and internalisation, is the foundation of the theory of organisational knowledge development. Individuals generate information in this model, which they transform into explicit knowledge and then into organisational knowledge via the four stages of knowledge transformation (1) socialisation (from tacit-to-tacit knowledge); (2) externalisation (from tacit to explicit knowledge); (3) combination (from explicit-to-explicit knowledge); and (4) internalisation (from explicit to tacit knowledge) (Nonaka, and Ichijo, 2007).

Socialization is the process of people exchanging their experiences and thereby developing implicit awareness such as conceptual models and technical skills. (Takeutchi, and Nonaka, 2004).
Without using words, a person may gain tacit knowledge directly from others. New teachers work with their teachers and learn workmanship through observation, imitation, and practise rather than through words. On-the-job preparation is based on the same concept in the workplace. Experience is the secret to learning implicit information (Takeutchi, and Nonaka, 2004).

The process of combining concepts into an information structure is known as combination. Combining various bodies of explicit information is part of this mode of knowledge conversion. Documents, meetings, telephone calls, and computerised communication networks are used to share and merge information (Takeutchi, and Nonaka, 2004).
The process of expressing implicit information into concrete principles is known as externalisation. In this par excellence knowledge creation process, tactic knowledge becomes apparent in the form of symbols, comparisons, concepts, hypotheses, or models.. Combining deduction and induction is a popular way to come up with a definition (Takeutchi, and Nonaka, 2004).

Internalization is the transformation of overt into implicit information. Adherents of an organisation gain a better comprehension of afresh developed organisational knowledge (processes, reasoning requirements, and a new framework to justify the new knowledge), allowing them to internalise it. Furthermore, documents or manuals enable the transmission of explicit information to others, allowing them to indirectly witness the experiences of others (Takeutchi, and Nonaka, 2004).

Individuals are the only ones that generate knowledge. In other words, without individuals, an organisation cannot develop knowledge on its own. (Takeutchi, and Nonaka, 2004)

Moreover, taking in consideration from all the information’s related above, it is important to understand that Knowledge management represents a systematic approach in sharing and exchanging an organisation's knowledge base. In addition, the authors Nonaka, and Ichijo, (2007) stated that. In order for an organization's knowledge development to be effective, it must be included as part of a strategic plan.. Amazon it is using both tacit knowledge and explicit knowledge in their strategic organization.
According to Takeutchi, and Nonaka, (2004), “Tacit knowledge” is personal knowledge, it is not readily recognisable or expressible, making it difficult to explain and interact with formal language.
In addition, Shirley Caruso, (2017) stated that “Tacit knowledge” is knowledge which we are not conscious that we hold. This knowledge it is entrenched in our day-to-day work activities. As humans, we have a habit of taking the tacit knowledge as given. Tacit learning encompasses comprehending how to do something instead of grasping what, why or who, Knowledge is equated with power (Caruso, 2017).

Explicit knowledge is readily conveyed and transmitted in the form mathematical formulas, and can be represented in terms and numbers. It is important for expertise to be explicit—formal and systematic (Takeutchi, and Nonaka, 2004).

Person and collective, implicit and explicit, knowledge is justified true belief. Individuals and groups of people both have implicit and explicit intelligence that enables effective collaboration (Takeutchi, and Nonaka, 2004).

Knowledge includes human processes such as innovation, communication, decision, teaching, and learning, which are difficult to measure and control in conventional disciplines that are more easily quantifiable than qualitative (Nonaka, and Ichijo, 2007).

Knowledge is distinct from knowledge and data, although it may contain elements of both. Tactic dimensions are still present in information and cannot be completely transferred. Explicit knowledge can be accessed in a variety of ways, including verbal, visual, physical, and textual. It's possible to sort, index, translate, and abstract it. Information that can be promulgated, such as in a textbook, a patent, a summary, or a collection of instructions, is known as explicit knowledge. Tacit knowledge is noncodified, context - specific oriented. (Nonaka, and Ichijo,2007).
Knowledge management helps the organisations in satisfying customers and achieving competitive advantage because according to Ron Sanchez, (2003), an organization's ability to grow in a competitive market is determined by its ability to deliver valuable and appealing product offerings to potential customers (Sanchez, 2003). The authors Brad Scheep and Debra Scheep (2009), stated that Jeff Bezos specify that “Amazon’s strategy to grow is simple: “Figure out what customers want and repeat that consistently.” Customers needed only four simple items: A feeling that it is safe to do business on the Internet, completely trustworthy, reliable customer service, fast delivery and a great price (Scheep and Scheep, 2009).
One of the Knowledge Management that even Amazon it is using it is called “Information Technologies”. Over the last two decades, information technology (IT) has been perhaps the single biggest intervention in knowledge management, at both the organizational and individual level. It's doubtful that we'd be talking about knowledge management if a variety of new technologies weren't present (Nonaka, and Ichijo,2007).

When Jeff Bezos, launch Amazon in July 1995, he uses Information Technologies because Amazon was launch online having a “www” (web world-wide) extension, using in this way E- commerce. In addition, other companies that are using E- commerce have triplet their profit because of the global covid pandemic were people could not live their house and they had to buy almost everything online.

Amazon integrated in his business “Holistic knowledge management” as well. There are four key activities in this process: creating, sharing, protecting, and discarding.

To begin, companies should concentrate on knowledge building, attempting to learn more than their competitors (Nonaka and Takeuchi, 1995). Following the creation of new knowledge within an organization it must be communicated among people in the organization throughout domains, industries, and departments. The term "protecting" refers to the act of defending information assets against competitors. It all comes down to actions that raise the sophistication of goods or services in order to prevent information from being copied. Furthermore, businesses should consider if their knowledge is up to date. In certain cases, discarding existing knowledge and stimulating the development of new knowledge might be required (Nonaka, and Ichijo,2007).

Nonaka, and Ichijo, (2007) stated that knowledge requisite implies the following, It Is a lot easier to deliver data and information about consumer segments than it is to deliver insight about what consumers want or need, whatever they're thinking, or what internal motivations are guiding their behaviour. Instead, Amazon find a way to predict human behaviour. 
Amazon.com quickly learned what the authors Nonaka and Ichijo, stated above, taking in consideration that amazon could understand precisely how customers behaved in this new online environment. From the start, it was clear that data collection was an important part of Amazon's operation. All consumer behaviour on the web was captured and monitored, which is a valuable asset in and of itself. (Frontline Pbs, 2020). For example, if a customer went to Amazon.com, they could see how he navigated the web, what he looked at, what he paused at, what he put in his basket but did not buy, and what he put in his basket and did purchase. Amazon used all this data to predict behaviours of the customers (Frontline Pbs, 2020). All of the preceding information explains why knowledge has become increasingly important in Amazon's Standard Operating Procedures. As a result of all of this, Amazon now sells goods in 42 categories and has millions of customers, making it the most popular retailer on the Internet (Scheep and Scheep, 2009).

Amazon has grasped the skill of manipulating the consumer data to boost revenue (Scheep and Scheep, 2009). Because, they are using the system called “Recommendation”, every time a customer it is buying something, Amazon “show” to the customers what other things people buy in addition when they purchase that item or when the user selects a novel, the device (Amazon) suggests a few additional titles that could be of relevance. Clearly, this “inspires” users to browse and purchase more than they had initially planned (Sandeep, 2005). In this way, they influence you buying more, only because other persons buy it as well or because other items can be interesting as well. This is Robert Cialdini law of influence called Social proof. Social proof is most influential under two conditions:
1. uncertainty (when people are unsure, when the situation is ambiguous, they are more likely to attend to the actions of others and to accept those actions as correct)

2. similarity (people are more inclined to follow the lead of similar others) 
Shirley J. Caruso (2007) argue that in the workplace could happen Incidental learning is unintentional or unplanned. Incidental learning refers to unintentional or unplanned cramming. Incidental learning occurs in the workplace as other events or tasks being completed. As a part of this, incidental learning happens. observation, interaction, or watching or communicating with co-workers about activities. Incidental learning happens because of another circumstance or as a result of a surprise. (Caruso, 2017). 
Amazon used incident learning when they realised that on the platform that they created, they can sell everything they wanted, as Jeff Bezos stated in 1998 that he wanted to be able to sell a boat and insurance products for that boat (Frontline Pbs, 2020).The founder of Amazon wanted that Amazon become the world’s biggest store in the long run (Sandeep, 2005).
Organizations are recognising the importance of information held by their human resources (employees) in generating economic force and assess. (Caruso, 2017). This is not the case of Amazon who is using people like they are some robots and their extract their knowledge not from the employees but from the data that the customers share when they are accessing amazom.com (Deutsche Welle, 2019). Providing targeted focused IT training programmes at different levels for organisational workers would improve workplace success in today's technologically driven and potentially paperless office, as expertise is nurtured and generated in communities of practise (Okike, and Mbero, 2015).
Okike, and Mbero, (2015) claim that the function of Information technology can be described as applying knowledge to provide access to knowledge sources, collecting, preserving, and providing useful web data extraction strategies to locate the necessary information; and transmitting knowledge to support the creation of organizational and individual capabilities. Amazon.com, the world's largest online vendor of books, videos, and DVDs, is a great example of how effective Information technology can be when they produce "search criteria" option. This distinct option it is allowing customers to look for what they want in a variety of ways. Topic, publication date, and format are some of the search criteria Shoppers may also use Amazon customer reviews to narrow their quest or see whether a book is a best-seller (Nonaka, and Ichijo,2007).
Companies must achieve and retain competitive advantage in order to cultivate a new business horizon. Taking the lead in developing emerging technology and delivering groundbreaking goods and services using these technologies is vital for gaining a competitive edge. To put it another way, knowledge development is essential. (Nonaka, and Ichijo,2007). Amazon gain the competitive advance by being the first who create amazing innovation services that made customers buy in safe, and trustful environment and giving the opportunity to the customer to receive their product in 1, 2 days. Amazon were pioneer of the innovative products such as One-click shopping, Information on Product Reviews, E-mail Alerts, Recommendations, Wish List, The Page You Created, Amazon Prime, “The A-to-z Guarantee”, The Amazon Super Saver.
The most difficult aspect of product and service inventiveness is matching what consumers want to purchase with what the company can deliver. (Nonaka, and Ichijo,2007). Amazon accomplish these challenges when they create the “Third-party sellers”, giving the opportunity to everyone to sell on their website everything they want. Because, in our days you can find almost everything you want on Amazon. Jeff Bezos turned Amazon into a shopping marketplace where everyone could sell their products to his customers and encouraged thousands of other companies to join in, making it the best way for anyone small or big who wants to open an online store to sell online so they can reach their 12 million plus customers (Frontline Pbs, 2020).
The main outcomes that Amazon has been achieving with the use of these procedures. First, connects "dozens" of customers with "zig-bytes" of product information with such ease (Roserberg, 2014). Second, Amazon.com, become the world's largest online retailer of books, DVDs, and videos (Nonaka, and Ichijo,2007). Third, knowledge management aids Amazon in achieving his mission of being the one-stop shop for all things online (Frontline Pbs, 2020).
The areas Amazon can still improve in the future in order to overcome the challenges, are in the areas how they are treating their employees. Employees were expressing their dissatisfaction with the amount of pressure they were under as a result of the method that Amazon set their productivity rates. Working in an Amazon warehouse entails a lot more effort, both physically and mentally (Frontline Pbs, 2020).
Amazon understood exactly how customers were behaving, what they are their need and how to fulfil their need constantly. They become obsessed with the “customer” and everything they build was around “how to keep a customer satisfy” Amazon, in my view, uses two types of knowledge: tacit knowledge and implicit knowledge and establish their success converting knowledge as is integrated in the SECI model created by Takeutchi, and Nonaka, “Figure out what the customers want and offer it to them on a regular basis” (Scheep and Scheep, 2009),  represents the base for success in Amazon.
The knowledge management framework that Amazon can use in the future to make their knowledge management culture more enriched and effectively functioning is a department vis-à-vis, the treatment and the appreciation to the employees. It is very important, that Amazon understands what Shirley Caruso stated in 2017 that Organizations are recognising the importance of information held by their human resources (employees) in generating economic force and assess. If an employee believes he or she has not been given the whole picture, it can be a morale killer (Nonaka, and Ichijo, 2007), it is very important for the employees to feel important and trustable. In addition, amazon can improve in the knowledge management framework regarding IT training programmes. Providing targeted focused at different levels for organisational workers would improve workplace success in today's technologically driven and potentially paperless office, as expertise is nurtured and generated in communities of practise (Okike, and Mbero, 2015). Amazon can start developing and implement the above proposed the knowledge management framework from today because this will benefit the company in the future by keeping the employees to still work for them, by keep the employees satisfied and appreciated for the work that they are doing and not feeling anymore like they feel now that they are only some “robots” that do not have any value in company`s success.
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