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[bookmark: _Toc70685772]Executive Summary

In this academic report will be discussed the Amazon.com where Will be applying knowledge management models/ methods and theories to examine information.  Will be answering the following questions. Why are information system being essential for Amazon, what are the information system implemented by Amazon and will be describe the input, processing, and the output of such a system. Furthermore, will be discuss Amazon’s potential knowledge management challenges and will be offer some recommendation to strengthen their knowledge management practices from the knowledge acquisition-retention-transfer perspectives.
[bookmark: _Toc70685773]Introduction

The main purpose of writing this report to seek some answers about the information system and why is essential to amazon.  However, Amazon was selling only books at the beginning, but now the biggest internet retailer in the world.  How Amazon could be profitable during the pandemic and how Amazon approaches the relationship between customers and information by using Knowledge principles. What Amazon’s   current knowledge principals.  The outcome from this report to look for a hole or a mistake from amazon and provide some recommendation or advice to strengthen of Amazon knowledge management practices.
[bookmark: _Toc70685774]Main Section

1. [bookmark: _Toc70685775]Knowledge and Information Management

[bookmark: _Toc70685776] About Amazon:

 The above-mentioned Amazon is very successful organization. The founder of Amazon is Jeff Bezos, who from selling only books nowadays lots of other items can be found in the stores of Amazon. Furthermore, the company provides cloud computing services, and ventured into the oil industry (The Economist, 2014; Ladd, 2018).  Not a secret that amazon.com   has been serving customers all around the world and there is a popular website called www.amazon.com . There was a huge success in 2004 with ‘’ Supply Chain System’. (Jenkinson 2005, business week 2003). The company also has a huge database which hold information related to customer. Customer’s ordering process is automated as the order is taken as it automatically finds the nearest distributing centre for the delivery (Bacheldor, 2004).  To gain customer satisfaction and loyalty, amazon use Customer Relationship Management system. (CRM). By using this system, it helps collect information of the customer, also successfully integrates customer sales, services and communication (Jenkinson 2005: Manjoon 2011).  Since Amazon’s launch this company has grown with an estimated value of £ 1.5 trillion, as of 14th January 2021. Amazon is successful because they have several of products than almost anybody else. The customers can get what they need instead of going to several stores. Also, they provide free shipping and returns. The company have excellent customer service. The management is talented, and they have culture of innovation which makes them successful and has expanded all over the world.  As the lockdown accelerated the shift from offline to online, Amazon has benefited from an increased demand across almost all its business lines: on-line sales, physical stores, entertainment, and cloud computing. This growth underscores Amazon’s opportunity in this new environment to consolidate more power against its competitors. While many companies suffered Amazon made huge profits and hired more staff. 
[bookmark: _Toc70685777]Knowledge Management (KM)
KM is a process through which organizations can identify, select, organize, publish, and transmit important information skills that are part of the history of organization (Torban, 2006). Knowledge management is essentially about getting the right knowledge to the right person at the right time.  According to Beijerse (1999), cited in Burcu and Ceyda, (2013) stated that knowledge management is achieving organizational goals through the strategy- driven motivation and facilitation of knowledge -workers to develop, use their capability to interpret data and information (using available information, experience, skills, feelings etc) through process of giving meaning to these data and information. Also is a management function that allows knowledge sharing and provides easy to access to knowledge. (Gloet &Terziovski, 2004; Darroch& McNaughton, 2002). The management of knowledge is important and necessary factor for organizational survival and maintenance of competitive strength. Knowledge management is a framework for designing an organization’s strategy, structures, and processes so the organization knows to learn and create economic and social value for its customers and community. The other researcher saying that KM is the process of identifying, capturing, sharing, applying, disseminating, and creating knowledge on organization’s context (Liebowitz, 2006). It is important to remember that knowledge management is not about managing knowledge for knowledge's sake. The overall objective is to create value and leverage and refine the firm's knowledge assets to meet organizational goals. KM is about people and human interaction; KM systems have come a long way and have evolved from being an optional part of KM to a critical component. Today this system allows for the capture of unstructured thoughts an idea, can create virtual conferencing allowing close contact between people from different part of the world, etc. As a matter of fact, KM solution can be found even today which are essentially nothing more than information or document management system such as handle data, information, or explicit knowledge, but not touch the most essential part of KM which is Tacit knowledge. 


[bookmark: _Toc70685778]Knowledge management importance

 Effective knowledge management will enhance the entire industrial performance of an organization, also, will improve the quality of goods or services produced by the organization. The KM is an important feature for organizational survival. Organizations that effectively manage and transfer their knowledge are more innovative and perform better (Riege, 2007). The importance of KM as a critical tool in the organization and the society can therefore not be overemphasised.  Desouza (2011) saying that, KM has become a trendy buzzword. Another statement from Zack (2003) says that even companies in the traditional industries, such as sectors of cement, can benefit from KM. Wiig (1997) KM is emphasizing the high important role and the benefits knowledge management provides if keeping it constantly alive within the companies’’ KM is to maximize the enterprise’s knowledge related effectiveness and returns from its knowledge assets and renew them constantly’’. (Wiig 1997, 1-2)
[bookmark: _Toc70685779]Knowledge management helping the organization

  A good KM improves organization by encouraging productivity, reducing operational costs, and creating good work-place relationship. Effective KM gives the company a competitive edge. For instance: how Amazon store, categorize and manage their vast quantities of information is one of their greatest competitive advantage. Knowledge management is responsible for: what is your organization knows, also where the knowledge what you know is located such as in the mind of a specific expert, a specific department, therefore in what from the knowledge is stored on paper, on documents etc. KM is useful because it places a focus on knowledge as an actual asset, rather than as something is intangible. Helps companies learn from past mistakes or successes. Also enhances the companies’ ability to innovate and ability to protect its key knowledge and competencies from being lost or copied. Amazon using Information System to achieve competitive advantage. The company build a strong relationship with their customer by keeping a record of past purchase and this allows them to recommend new products that the customer might be interested in. KM also, helps the organization drive strategy, solve problems quicker, diffuses practices. Furthermore, improve knowledge embedded in products and services, cross-fertilizes ideas, and increases opportunities for innovation. However, KM is useful to enable organizations to stay ahead of the competition better and build organizational memory. 



2. [bookmark: _Toc70685780]Evaluation of Knowledge and Information Management Models/ theories

Some researchers make further distinction and talk of embedded knowledge. One differentiates between knowledge embodied in people and that embedded in processes, organizational culture, routines, services etc. (Horvath 2000). The other researcher Gamble and Blackwell (2001) use a scale consisting of represented- embodied- embedded knowledge, where the first two closely match the explicit knowledge. KM has two types of knowledge are usually defined, namely explicit and tacit knowledge. This concept has been introduced and developed by Nonaka in the 90’s (Nonaka 1994) and remains a theoretical cornerstone of this discipline. However, in practise, all knowledge is a mixture of tacit and explicit elements. To understand knowledge, it is essential to define these theoretical opposites. Tacit knowledge is strongly implicated in organizational innovation. Nonaka and Takeuchi often show a Japanese company to use tacit knowledge by leaving room for It in their management structures and communication. For instance, Honda use figurative and metaphorical language (rich and easy) to express product concepts early in their development. The tacit knowledge can enable companies to identify and transfer best practices more effectively, also people can develop tacit knowledge as they solve problems. Tacit knowledge is also regarded as being the most valuable source of knowledge, and the most likely to lead to breakthroughs in the organization (Wellman 2009). Gamble & Blackwell (2001) link the lack of focus on tacit knowledge directly to the reduced capability for innovation and sustained competitiveness. Meaning that tacit knowledge compared with explicit knowledge, tends to reflect more closely to reality of how work can get it done. Many theoreticians regard explicit knowledge as being less important (e.g., Brown & Duguid 1991, Cook & Brown 1999, Bukowitz & Williams 1999, etc.). Embedded knowledge refers to the knowledge that is locked in processes, products, culture, routines, or structures (Horvath 2000, Gamble & Blackwell 2001). Embedded knowledge can find in organizational culture, ethics, products, rules etc, put is important to note that while embedded knowledge could exist in explicit sources (rules can be written in a manual), the knowledge itself is not explicit. In the 21st century almost every company want to achieve competitive advantage but with Information and Communication Technologies can control their organization and can achieve competitive advantage. Also, to facilitate seamless internal and external communication with their employees, customers, and other stakeholders. With MIS can provide the product and services of the highest quality at affordable prices and top-rated customer service, also enter into a new market through e- commerce. Nowadays the focus of the companies is to stay globally competitive.  Many organisations have realized that technology-based competitive advantages are transient and that the only sustainable competitive advantages they have are their employees and so to remain at the forefront and maintain a competitive edge organisation must have a good capacity to retain, develop, organise, and utilise their employee competencies (GroÈnhaug and Nordhaug, 1992).
[bookmark: _Toc70685781]How KM represent a systematic approach in sharing and exchanging organization’s knowledge base

Approach to KM varied from emphasizing the capabilities of information and communication technologies to the focus on social system such as employees training and motivation. According to Muller- Prothmann (2005, 2006) the knowledge about existing social network is personal, mainly experience -based and therefore hard to retain and to transfer it means it hard to transfer. Also, KM professionals (Muller – Prothmann 2006) identifies’’ knowledge sharing’’ as the biggest challenge for the future developed of KM and ‘’personal network and communities’’ as the most important KM concept. However, managers hold KM activities, practical concepts and systematic approaches to share both experts ‘technical knowledge and experience -based knowledge about social networks are still in the stage of early development.

3. [bookmark: _Toc70685782]Investigating of Knowledge management techniques used by Amazon.com

[bookmark: _Toc70685783]Knowledge become important to Amazon:( SOP) 

KM techniques amazon uses, innovation (tacit knowledge). The company created Alexa, and they made the contract to have some information about clinical terms that people could ask (distribute or commercial knowledge). Keep record all activities made by customers while on the website and use cookies to track customer preferences (audit and secure knowledge. Give opportunity for customers to give an opinion about a product or service (social and share knowledge). Amazon uses the Nonaka Takeushi Model.
Nonaka and Takeuchi introduced the SECI model (Nonaka & Takeuchi 1996) which became the cornerstone of knowledge creation and transfer theory.  This model outlines four types:
Socialization: Tacit to tacit. Knowledge is passed on through practice, guidance, imitation, and observation.
 Externalization: Tacit to explicit. This is deemed as a particularly difficult and often particularly important conversion mechanism. Tacit knowledge is codified into documents, manuals, etc. so that it can spread more easily through the organization. Since tacit knowledge can be virtually impossible to codify, the extent of this knowledge conversion mechanism is debatable. The use of metaphor is cited as an important externalization mechanism. 
Combination: Explicit to explicit. This is the simplest form. Codified knowledge sources (e.g., documents) are combined to create new knowledge. 
Internalization: Explicit to tacit. As explicit sources are used and learned, the knowledge is internalized, modifying the user's existing tacit knowledge.
Nonetheless, the SECI model remains at the core of knowledge conversion theory within KM, and this almost universal attraction to the model may be an indication that some aspects of it appeal to virtually all cultures (Andreeva & Ikhilchik 2011).
Amazon since 1995 has huge database running on Digital Alpha Servers and renovated the entire system in 2000.  Amazon Web Service (AWS) and Simple Storage Service (SS) are the main information management system what Amazon developed. Through this system amazon can maintain its vast number of product and millions of active customers. Amazon web service has become a global platform for individual to retailers to sell their products. Amazon Web Services (AWS) delivers a scalable cloud computing platform with high availability and dependability, providing the tools that enable customers to run a wide range of applications. Helping to protect the confidentiality, integrity, and availability of our customers’ systems and data is of the most importance to AWS, as is maintaining customer trust and confidence.  The strategic importance of AWS is hard to overestimate. Although it accounted for only 12.5% of total sales, the cloud business contributed to 63% of the consolidated operating income in 2019.Therefore, developed Information system is the key to success of an organization. Management information System helps amazon to do task properly in time. Also, helping to build a sales system. MIS used for point-of-sale data collection, logistic, inventory control, internal communication and each of these items affect their retail operation, also helps manager to make better decision and achieve competitive advantage, MIS provide the product and service of the highest quality at an affordable price and top-rated customer service. MIS helps making decisions, capturing information for effectives of the prosses, canalizes the collected data, storing information, managing sales and demands, paying and resaving payments, manage supply chain. Overview of the entire operation, getting feedback, compeering results, and planning next steps. MIS help amazon to do task properly in time.  Also helping to build a sales system . MIS used for poiny of sale data collection, logistic, inventory control, internal communication and each of these items affect their retail operation. also helps manager to make better decision and achieve competitive advantage, MIS provide the product and service of the highest quality at an affordable price and top-rated customer service. MIS helps making decisions, capturing information for effectives of the prosses, canalizes the collected data, storing information, managing sales and demands, paying and resaving payments, manage supply chain. Overview of the entire operation, getting feedback, compeering results, and planning next steps. Amazon has gained competitive advantage through information systems. The company built a strong relationship with their costumer by keeping a record of their last purchase and because of this process allowed them to recommend new product to the customer who might be interested in. However, Amazon uses low-cost leadership as its strategy for competitive advantage. For instance: Amazon uses advanced computing and networking technologies for maximum operational efficiency which translate to minimized costs. However, there is, an additional competitive advantage for Amazon, as it soaks up more market share, is an exceptionally aggressive tax avoidance regime. During the last six years, Amazon paid only $7.8 billion in income taxes, 11 times less than Apple and 4.4 times less than Microsoft or Walmart paid. In Europe, Amazon pays almost no taxes; on the contrary, in the last two years Amazon Europe received tax credits for more than half a billion euros. During the pandemic Amazon’s turnover rate doubled. It also raises a major strategy Amazon has employed in the last five years to drive speed and efficiency. Some researchers say increasing automation may be a driver of higher turnover rates, while reducing companies’ turnover costs in hiring and training replacement workers. Organizational perspectives Wiig Model (1993) which considers knowledge management in organizations from three perspectives. The first one is business perspectives- focusing on why, where and to what extent the organization must invest in or exploit knowledge. Products and Services, alliances, acquisitions should be considered from knowledge-related point of view. The second perspective is management where the focus on determining, organizing, directing, and monitoring knowledge-related practices and activities required to achieve business strategies and objectives. The third perspective is the Hand on – where the focus on applying the expertise to conduct explicit knowledge-related work and tasks. The Wiig KM Cycle Wiig (1993) focuses on the three conditions that need to be present for an organization to conduct its business successfully: it must have a business (products/services) and customers; it must have resources (people, capital, and facilities); and it must have the ability to act. The third point is emphasized in the Wiig KM cycle. Knowledge is the principal force that determines and drives the ability to act intelligently. With improved knowledge we know better what to do and how to do it. Working better ‘’involves making us of all the best knowledge we have available’’ (p.51) Wiig’s KM cycle addresses how knowledge is built and used as individuals or as organizations. There are four major steps in this cycle, as shown on the next page (Figure 1.)





 Figure 1. Major Steps in the WIIG KM cycle
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Wiig’s KM cycle addresses how knowledge is built and used as individuals or as organizations. There are four major steps in this cycle, as shown in Figure 1. Building knowledge. 2. Holding knowledge. 3. Pooling knowledge. 4. Applying knowledge. Although the steps are shown to be independent and sequential, this is a simplification since we may perform some of the functions and activities in parallel. It is also possible to cycle back to repeat functions and activities performed earlier but with a different emphasis and/or level of detail. The cycle addresses a broad range of learning from all types of sources: personal experience, formal education or training, peers, and intelligence from all sources. We can then hold knowledge either within our heads or in tangible forms such as books or databases. Knowledge can be pooled and used in a variety of different ways depending on the context and the purpose. The cycle focuses on identifying and relating the functions and activities that we engage in to make products and services as knowledge workers.



A major advantage of the Wiig approach to the KM cycle is the clear and detailed description of how organizational memory is put into use to generate value for individuals, groups, and the organization itself. The myriad of ways in which knowledge can be applied and used are linked to decision-making sequences and individual characteristics. Wiig also emphasizes the role of knowledge and skill, the business use of that knowledge, constraints that may prevent that knowledge from being fully used, opportunities and alternatives to managing that knowledge, and the expected value added to the organization. 
[bookmark: _Toc70685784]Conclusion 

Amazon is well positioned to remain the biggest internet retailer in the world. Successful organizations such as Amazon knows how to manage knowledge and knows the one of the most important resources for the survival and wealth of organisations. Also, with its huge data base helps using Information Management System, such as AWS and SS can amazon maintain its vast number of product and millions of active customers. Amazon web service has become a global platform for individual to retailers to sell their products. Amazon took full advantage of value of knowledge. Knowledge sharing perhaps the most important process in KM. But customer knowledge management is not limited to successful Internet companies. Nonaka and Takeushi model what Amazon uses which outlines four types. Also, Wiig model emphasizes the role of the knowledge and skill, constraint that may prevent the knowledge from being fully used and the alternatives to managing that knowledge.
Amazon has lots of strength what other companies does not, but despite good technology the company has poor customer profiling also rising operational costs. Amazon still stand a good chance of sustaining it current success if it continues its process/ product innovations. Amazon can also leverage its good technologies to do better customer profiling. Tracking the profit returns of each customer will enable Amazon to build more profitable customer base and reducing rising operational costs. Related to pandemic Amazon has benefited from an increased demand as the lockdown accelerated the shift from offline to online. Also gave more power against its competitors.
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