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Executive Summary
This report has focused on the existing leadership and management skills of a company named Amazon, the UK. This company has been providing top-quality services with the help of the existing knowledge management and information system. Suitable knowledge management theories have been considered along with the transformational leadership theory. Associated issues have been identified along with the required recommended strategies. Effective CRM activities and their importance have been determined from meeting the customer demands with more effectiveness and efficiency. Finally, a conclusion has been drawn that this company needs to improve its existing management systems to establish its overall brand value or image efficiently.
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[bookmark: _Toc70712854]1. Introduction
Effective leadership and management skills are essential for a company to proceed with its business activities in a proper direction. It helps to enhance the overall productivity level of companies within the existing global market. Here, a company named Amazon, the UK has been considered as this company has been providing top-quality services for a long time even in the pandemic outburst. The primary purpose of this report is to determine the existing knowledge and information systems for better organisational outcomes. Suitable theories are considered as these have influenced the existing business management systems. Effective knowledge management theories and their implications are considered. Associated issues are identified also as effective recommendations are considered for mitigating those quickly.       
[bookmark: _Toc70712855]2. Background Information on Amazon
Amazon is known as an eCommerce giant within the existing global retail market as this company has been providing top-quality products for a long time. This organisation has always prioritised its global customers according to their changing demands. It has been observed that this organisation has focused on effective technologies and innovation to be more productive and effective during the outburst of the Covid-19 pandemic. This organisation is a vast internet-based enterprise to deliver suitable products to its customers. Investors come to this company to meet customer demands by integrating improved technologies and services. Amazon runs effective programs in the UK to boost the overall revenue and productivity of global communities. Approx. 20 distribution centres get driven in the UK by Amazon with the help of approx. 33000 employees. This organisation generated an approx. revenue of £13.73bn in 2020 (Amazon, 2020). This organisation has improved its knowledge and information management system for operating its business activities within the global market. Amazon has excelled in its existing knowledge management system by improving the overall eCommerce facilities. This company has assessed that customer demands have been increasing due to the pandemic situation. Hence, Amazon has applied its core knowledge management and principles to meet the needs of customers. Best organisational practices have been influenced by integrating a suitable knowledge management system. It has also allowed Amazon to diversify its products and services by initiating new product lines. Amazon has always categorised and managed its information for gaining a better competitive advantage within the online eCommerce market.
Amazon has measured its overall performance by reviewing its employee’s performance with the help of effective leadership skills. It has been observed that during the pandemic outburst, Amazon has understood that more global customers need to be connected for delivering their demands quickly. This eCommerce giant has always looked to drive its delivery options at a low price by integrating both the retailer and essential services (Cnbc, 2020). This pandemic situation has enhanced the online sales rate around the world as this company has spent a huge amount of money on pandemic related investments like safety gears, and initiatives. This company has brought more than 175000 new warehouses along with some delivery workers to meet customer demands in time. Amazon has emphasised developing essential items like sanitisers in its warehouses with the help of its available customers. This organisation has provided a consistent experience to prime members by allowing efficient eCommerce fulfilment operations. Initially, this company faced issues during the pandemic time but reports have shown that the overall Amazon UK sales have been increased by 51% by the end of 2020. Record revenue of $26.5bn (£19.4bn) has been generated by this company through the enhancement of the overall UK workforce (Theguardian, 2020). Amazon has also identified its existing disruptions as those have to be avoided to meet customer’s operational needs in time. Hence, this organisation has focused on effective leadership and management skills for managing its business operations for future betterments.                      
[bookmark: _Toc70712856]3. Key Knowledge Management Theories for Amazon
Effective knowledge management is crucial for organisations like Amazon as a systematic approach gets applied for capturing and structuring its knowledge throughout the existing organisational structure. Different theories like organisational, ecological, and techno-centric theories have played a major role in managing the existing business operations efficiently.  These methods have influenced the overall organisational choices for driving changes. These changes have made Amazon more productive and effective for future benefits. 
	Theories
	Description

	Organisational
	This theory has focused on the existing organisational structures of organisations as knowledge processes get managed culturally and hierarchically. A strong organisational structure is crucial for companies to manage their knowledge management processes effectively (Jyoti and Rani, 2017). Amazon has always focused on a hierarchical organisational structure as the senior management team get included in the organisation’s decision-making processes. The functional organisational structure of the company has focused on various business functions and services by enhancing the overall effectiveness and efficiency. Function-based groups have helped this company to facilitate its services within the available eCommerce industry. This theoretical framework has influenced this company by considering its global expansion. Managerial directives get considered as this company has looked to increase the overall flexibility of the existing organisational structure by enhancing the empowerment of the eCommerce businesses.    

	Ecological
	This ecological knowledge management theory has been integrated within the Amazon as this theory has focused on the company’s people, learning communities, and relationships (Raudeliūnienė et al. 2018). It has been observed that this company has looked to share its knowledge among its customers and people by developing proper interactions. Amazon has always looked to integrate new customers and other people by employing more than 40000 people in the UK and 1.3 million around the world (Amazon, 2020). People get hired in this company to work in its warehouses directly along with hubs and distribution centres. Amazon has focused on developing a business to consumer relationship by interrogating better organisational environments.   

	Techno-centric
	Techno-centric theory has focused on this company’s activities as effective technologies have helped in sharing its information or knowledge within its organisational structure (Wilson, 2019). Technologies have been improving over the years and Amazon has understood that new technologies like AI implementation are crucial for automating its services. Technologies have helped this company to reach its global customers during the pandemic outbursts recently. This company has been very technological friendly as suitable technologies have enabled the working environments by meeting customer demands through its available distribution centres. Proper alignment of this theory has also acted as a competitive edge within the existing global eCommerce market.    


Table 1: Key Knowledge Management Theories

Figure 1: Knowledge Management Theories
(Source: Created by the Learner)
These theoretical frameworks have been integrated within this company as organisational knowledge need to be shared within the existing organisational framework. Amazon has assessed that effective knowledge management is crucial and it has helped in boosting the creation, sharing, and management of the required information and knowledge within the available organisational structure. Proper alignment of these theories has helped this company to develop a smarter workforce by improving the existing decision-making skills within its available people (Dalkir, 2017). Effective relationships have been developed among its employees and other associates to manage the existing organisational issues. This company has assessed that better relationship has helped to connect global customers during the pandemic. These theories have developed a positive impact on the existing organisational structure of Amazon as the overall decision-making processes have been improved during such a  pandemic time (del Rosario Pérez-Salazar et al. 2017). All the higher authorities have been integrated for making suitable decision by sharing the required organisational knowledge. It has also influenced the existing business practices of Amazon by developing better customer relationship management.         
[bookmark: _Toc70712857]4. Good Knowledge Management Development Practices
Amazon has always focused on developing good knowledge management practices by integrating a better information system. This organisation has always prioritised its customer’s demands by developing a customer-based foundation. Effective information system has helped this company to improve its effectiveness during the pandemic time. It has been observed that an effective information system has helped Amazon to store all the required information or knowledge regarding its available business operations and communication. The information system of Amazon has gained the data processing from the company inputs by generating information and managing business operations (Oliva and Kotabe, 2019). Proper alignment of this information system has helped Amazon to increase its operational efficiencies. The overall organisational cost gets reduced and better decision-making skills have been supplied. Better customer service gets developed by fulfilling their demands during such a difficult time. It has also helped in developing better and effective communication among its existing employees and customers. Amazon has used effective cloud computing as a better information system as it has helped to improve the overall interaction with customers. All the required information have been gathered and integrated as this company has allowed customers to purchase securely for better purposes. The Amazon transaction processing system has been the major key for its information system as it can influence the overall effectiveness and efficiency of the business operations.
Good knowledge management practices have helped this company to develop a better workplace culture for its employees. It has helped in managing customer demands by generating a better organisational culture. It has attracted more new customers around the globe. Therefore, employee behaviour has been governed by managing the driving force behind the existing knowledge management operations. Slow and measured steps have been considered within Amazon to implement the effective knowledge management system. Sometimes, this company has found that its employees are less motivated and interested in getting integrated within the available business operations (Hussinki et al. 2017). Lack of support from the employees has prevented this company to fulfil its customer demands during the pandemic time. Amazon has made some changes by implementing a bonus, an employee benefit, or appreciation for encouraging its employees. It has helped in enhancing their interest in business activities. Suitable training sessions, events have been designed within this organisation for improving the overall business practices regarding the available knowledge management system. Amazon has integrated these effective business practices to manage its gathered information or knowledge with more efficiency.
	Practices
	Description

	Creation of Information
	This organisation has assessed that all the required information or knowledge need to be gathered as that can help this company to take necessary steps for further improvements. Proper information has led Amazon in setting the right path during the hard times of the Covid-19 (Gopinath, 2019).  

	Storing of Information
	Amazon has gathered or stored its customer’s personal information to address their changes in demands. It has also helped in improving its overall delivery options or systems. A better customer satisfaction level has been generated also.  

	Sharing of Information
	Amazon has emphasised sharing the gathered knowledge among its existing associates as they can play a significant role in managing business operations efficiently. It has also helped in developing a better interconnection within the available employees.   

	Application of Information
	Amazon has applied and used the gathered knowledge of its customers to improve its services during the pandemic situation. The overall product delivery system has been improved due to the proper application of the required information effectively (Manab and Aziz, 2019). 

	Integration of Information
	Amazon has integrated the gathered information to improve its overall communication and productivity level within the existing eCommerce market for further betterments. It has also helped in determining the customer’s value by initiating a competitive edge or advantage over other eCommerce companies.   


Table 2: Knowledge Management Practices
Amazon has managed these basic key knowledge management practices to improve its overall business capabilities. According to the views of the CEO of Amazon, the pandemic outburst has affected this company’s adaptability and durability adversely. Potential supply chain disruptions have affected this company by affected its effective decision-making skills. Amazon has also included these practices to develop better working conditions for its employees. Amazon has integrated a systematic approach by the name of the knowledge management system. It has been observed that this organisation has looked to improve its overall value for its customers and employees by enhancing the overall agility or flexibility. The flexible organisational structure of the company has helped to encourage both its customers and employees. This organisation has always focused on developing improved products and services by maintaining the overall quality. The existing business processes of this company have been improved by developing a benchmark against its competitors like DMM Group (Hussinki et al. 2017). Effective knowledge management principles have enhanced the overall collaboration of business principles by creating a corporate culture of knowledge sharing between employees and management.
Amazon has focused on developing effective information systems by integrating both technological and information management systems. The existing customer relationship management has offered effective cloud computing services by improving its existing IT infrastructure. Effective cloud computing systems have been used to gather all the required information of customers to meet their changing demands effectively. It has also helped this company to protect that gathered information effectively. During the pandemic situation, this organisation has customised its IT infrastructure to navigate new technologies for managing organisational activities with more proficiency. The overall effectiveness of Amazon’s information systems has been influenced by integrating different components like ordering, transaction processing, order delivery, and customers relation management (Almeida et al. 2019). Amazon has integrated these different components successfully into its available information systems by improving its business processes and databases. The existing decision-making processes of this company have been decentralised as the overall information transparency has been increased. Business intelligence analytics have been utilised as these have helped Amazon to understand the current market condition of the UK (Sokolov and Zavyalova, 2018). Effective communication has been very crucial and it has been integrated for automating its business processes. A smooth flow of business processes has been streamlined for enhancing the overall brand value of Amazon in the global eCommerce market.
The available Amazon warehouses and hubs have helped to improve the overall customer issues by satisfying their ever-changing demands. It has been observed that effective information and knowledge management systems have played a significant role in this company by managing its business operations. It has also helped Amazon to retain and attract its customers around the globe by automating the existing information management. Proper automation of business processes has helped in improving the overall customer care services along with the enhancement of quality in the inventory system. This company has always looked to provide its improved services at a lower cost for gaining a competitive edge or advantage for future improvements (Valmohammadi et al. 2019). Effective decision-making processes have influenced the existing organisational structure of Amazon by integrating the existing business purposes. Amazon has used its management systems to manage the feedbacks generated from its customers. Proper mitigation of such issues has helped this company to manage the overall effectiveness. Business processes have been streamlined to enhance its management services for future improvements. Amazon has played a massive role during the pandemic situation as that has helped this company to have substantial growth within the existing eCommerce industry.                                                    
[bookmark: _Toc70712858]5. Evaluation and Maintenance of the Customer Relationship Management
Effective information systems are important for the organisation as these have helped in managing the gathered knowledge or information effectively. Amazon has mainly used two information systems named Amazon Web Service (AWS) and Simple Storage Service (SS) (Dewnarain et al. 2019). These systems help this company to manage its different products and millions of active customers. Proper implementation of these information systems has been the major success factor for Amazon by decentralising its available decision-making processes. A two-piece information management software has been operated in the company to improve the overall services and storage. Its integrated database and web services have been promoted by developing an effective eCommerce platform. It has allowed its customers to get access and to develop their personalised accounts for better efficiency. These highly advanced systems have included different features like reliability, scalability, and security. These effective systems have played a pivotal role in the existing customer relationship management system (CRM) (Dewnarain et al. 2021). Security of customer’s information has been strengthened by promoting effective services. CRM has been a major boost to the existing organisational structure of Amazon by continuing the overall growth over the years. It has helped in improving the overall delivery options of Amazon within the available eCommerce market.
Amazon’s customer relationship management is quite simple as customers have found it very easy to use. It has been observed that efficient customer services have been prioritised for managing the overall organisational quality. Amazon has used Salesforce CRM instead of using its own CRM. The effective CRM strategy of Amazon has helped in improving the existing eCommerce business purposes. A customer-oriented approach has been generated to provide customers with a 100% smooth online shopping experience for safe transactions during the pandemic time (Foltean et al. 2019). However, it has helped in increasing the loyalty of customers as this company has always prioritised the quality of products at a lower rate. An efficient customer care and support team has been generated to create an interactive user interface (UI) (Zerbino et al. 2018). Amazon has used Salesforce to manage the overall scales of the business needs. It has been observed that artificial intelligence has been initiated along with the completed automated processes. An effective customer relationship management system has helped this company to gain better knowledge of customers. Better segmentation of customers has been considered as suitable customers have been retained. A speedier communication gets developed and that has helped in protecting the overall data privacy of customers.
Suitable leadership theories have helped this company to manage the overall business purposes as transformation leadership theory has helped this company (Buil et al. 2019). It has been observed that proper alignment of this theoretical framework has helped the senior management of the company to enhance its effective decision-making skills. This leadership theory has reduced the overall turnover cost of the company along with the engagement of new corporate visions. The transformational framework has influenced the development of an effective communication network for getting connected with both the customers and employees. Proper alignment of the leadership qualities has helped this company to proceed in a perfect direction to accomplish its objectives within the proposed time. The existing leaders and managers of Amazon have assessed that the online shopping demands have been increasing and therefore, this company needs to integrated technologies for automating its services. It has helped in reaching new global customers and that has transformed its overall business services (Para-González et al. 2018). Transformational approaches have influenced the existing business activities and that has provided major growth to the company. Amazon has implemented this theory into its customer relationship management system and information systems. All the existing employees have been considered due to the proper usage of this theoretical framework.
Both these information systems have helped Amazon to gather all the required information or knowledge regarding the existing management system. It has been observed that all the required information have been stored and thus, it has been applied for better organisational approaches. A suitable storage strategy has integrated all the required information with more efficiency. On the other hand, Amazon web services have enhanced the overall performance of the organisation by deploying online shopping capabilities for its global customers. Amazon has found that its customers have found some issues or difficulties regarding the introduction of improved products and services. During the pandemic outburst, customers have been affected adversely as all their required products or services have been delivering lately. Therefore, Amazon has empowered its existing CRM to boost customer demands (Guha et al. 2018). Amazon has understood that effective CRM is essential for managing a loyal customer base within the available UK market. Customers have been the major driving factor for the company and thus, their demands have been considered always. Improved CRM services have enhanced the overall sustainability of the company as this company has looked to manage both knowledge management and information systems. It has helped this company to establish its brand value or image within the global eCommerce market.
Techno-centric knowledge management theories have helped Amazon in integrating better technological aspects with further betterments. Technologies have been improving over the years and Amazon has integrated new technologies like AI to automate its services. Effective technologies have helped this company to connect with its customers through social media platforms like the company websites, Facebook, and Instagram. Organisational knowledge management theories have helped this company to enhance the overall agility or flexibility of the existing organisational structure. The effective organisational structure has helped Amazon to maintain a specific direction towards the completion of its organisational outcomes (Juanamasta et al. 2019). Proper alignment of these theories has developed a positive impact on both the available knowledge management and information system. Both these management systems have been integrated for storing and integrating business activities. It has also helped in developing a better organisational culture as that has attracted or retained customers and employees. Effective organisational culture influences employees to enhance the overall interest regarding the existing organisational activities. Hence, suitable theories are essential for managing both these systems within the available agile organisational structure of Amazon. Amazon has empowered its existing theoretical frameworks for fulfilling customer demands during the adverse situation of Covid-19.
Both these information systems have been considered in the company as an effective workplace culture has been generated. It has been observed that global customers have become tech-savvy and that has emphasised this company in integrating its knowledge management services. Effective services have been crucial in managing the overall business purposes. All these theoretical frameworks along with the systems have improved the existing leadership and management skills of Amazon. This company has always looked to expand its services in both the local and global eCommerce market. Hence, improved leadership and management services have been essential in expanding its services (Kim and Wang, 2019). Improve brand value and image have attracted customers from other eCommerce companies as that has generated a competitive edge or advantage. Effective leadership and management skills have been crucial in managing these systems and that’s why Amazon has improved these systems during the pandemic situation. During such times, Amazon has stood like the only eCommerce giant for meeting people’s demands quickly. Better customer services have helped Amazon to enhance its global reach through different mediums like the company websites. Therefore, improved knowledge management and information systems have played a pivotal role in the company for future improvements.                                                                               
[bookmark: _Toc70712859]6. Potential Knowledge Management Challenges and Recommendations
Amazon has always looked to maintain a better knowledge management system along with the information systems. However, it has been found that this organisation has faced some difficulties regarding the implementation of such systems.
	Issues
	Description

	Lack of Motivation
	Amazon has found that employees have been found less interested or motivated regarding organisational activities. It has affected the overall organisational performance as employees have been the driving factor for organisations (Ivanova et al. 2019).   

	Lack of Security
	Effective knowledge management and web services have been used in Amazon to gather all the required information from its employees. However, a lack of security principles has affected the overall trust of employees in the organisation.   

	Lack of Technological Integration
	Amazon has identified suitable and new technologies but this company has faced difficulties in implementing these. Employees have faced problems in adapting to these technological changes and thus, this organisation has been affected adversely (Siami-Namini, 2018).  

	Lack of Leadership
	The lack of efficient leadership skills has affected the existing decision-making skills within the available senior management. Suitable leadership skills are needed to improve the overall business activities.    

	Inefficiency of Information
	Sometimes, this company has faced issues in collecting accurate information from its customers and that has affected the company’s overall performance. 


Table 3: Challenges
These basic challenges have been developed within the existing flexible organisational structure of Amazon. This organisation has identified these issues and hence, effective recommendations are crucial to mitigate those for better effectiveness and efficiency. Amazon has assessed that the existing employees need to be more aware of the new technologies to get adapted easily. Hence, effective training sessions need to be conducted. An effective communication network needs to be developed between organisational associates to share and store all the required information. New technologies like AI need to be integrated along with the alignment of suitable leadership strategies. Effective CRMs like Salesforce need to be used by developing better storage systems. Thus, customer’s data or information will be more protected and a loyal customer base will be identified. The existing employees need to be motivated and for that, many events need to be conducted to improve their interest in the existing business services (Cherifi et al. 2017). It will also improve the overall revenue of the company by managing the existing business operations. These effective recommendations need to be integrated within the company for future improvements. It will help Amazon to establish its brand value in the global market with more proficiency.           
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A suitable leadership framework helps organisations by providing a preferred direction to accomplish their activities in time. Here, in this report, Amazon’s knowledge management and information system have been identified as effective knowledge management theories have been identified. These theoretical frameworks have enhanced the existing organisational value of Amazon. During the adverse situation of Covid-19, Amazon has looked to provide top-quality services by improving its product delivery services. Hence, this company has improved its business management systems for managing such business activities. Associated issues have been identified and suitable recommendations have been considered. A consumer-friendly approach has been generated in this organisation to improve the overall effectiveness of the company. Finally, this report can be concluded that Amazon needs to improve its existing knowledge and information management systems to establish its brand value in the global eCommerce market. It will also help in attracting more customers around the globe from other companies of the existing eCommerce market.            
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