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[bookmark: _Toc151821925]Executive Summary
The study delves into Amazon's knowledge management system with a particular focus on employees' explicit and implicit knowledge. It provides a comprehensive investigation of explicit knowledge, especially in customer service, with a focus on knowledge transmission between staff members. An investigation of the SECI model's implementation at Amazon is carried out with a specific focus on its significance in the transmission of knowledge. The report has underscored the important relationship between knowledge and how Amazon implements standard operating procedures (SOPs), which outline organisational practices. Through knowledge evaluation, the management of tacit knowledge in the product and service domains is investigated. Amazon's customer-centric approach necessitates tactical knowledge based on customer behaviour and preferences. The important role that Management Information Systems (MIS) play in Amazon's decision-making, knowledge exchange, and service adoption is the primary focus of this report.
Nonaka's SECI model is applied to provide insight into how explicit knowledge in the Amazonian environment turns into tacit knowledge. Combination, internalisation, externalisation, and socialisation are the four key components that the report highlights as showing how Amazon encourages innovation and continuous learning. Amazon's investigation into KM techniques emphasises the significance of SOPs. Examining Amazon's SOPs to see how they support continuing innovation, employee development, and risk management. The study does demonstrate, however, that dynamic techniques have outperformed regular SOPs as a result of industry development and customer insights. The study pinpoints areas where Amazon needs to make future enhancements, such as operational cost management, its ability to sustain itself, supply chain resilience, and employee welfare. Automation, robots, and data analysis are among the recommendations for increasing productivity while following the regulations. Further Amazon enhancements are recommended to sustain innovation and deal with challenges. Everyone knows that Amazon has one of the best knowledge management systems out there. It is expected that Amazon's operational excellence and customer-centric focus will be greatly improved by the proposed implementation of the SECI framework.
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[bookmark: _Toc151821926]Introduction
The report aims to discuss Amazon's knowledge amalgamation system with the evaluation of the explicit and implicit knowledge gained by the employees. The report will provide an in-depth analysis of the explicit knowledge of employees at Amazon with an emphasis on customer service and the transfer of a handful of knowledge to other employees. The report will provide an overview of the SECI model in terms of information and its significant use in Amazon. Similarly, the report will discuss the importance of knowledge and its relationship with Amazon regarding the implementation of standard operating procedures. 
Furthermore, the report will also identify strategies such as sustainability, supply chain resilience, and employee well-being to improve the organisation's overall performance with higher customer satisfaction. The report will further discuss the recommendations to improve knowledge management to help Amazon improve its operations and customer service. 
[bookmark: _Toc151821927]Section 1: Knowledge and Information Management  
Amazon is a significant e-commerce business organisation that evolved from the online bookstore and has become the most diverse e-commerce and technology-driven organisation (Amazon, 2023). The company tends to have more than 1,541,000 working with it and is involved in providing quality services to its customers (Stock Analysis, 2023). The company tends to provide services that are customer-centred, convenient and innovative in terms of products and services. Similarly, Amazon tends to adopt an effective knowledge management system that is customer-centred and focuses on utilising knowledge to enhance customer experience. Knowledge management refers to the systematic management of valuable knowledge of an organisation that helps in effective decision-making processes (Lin et al., 2019). Knowledge management is associated with the standards and policies that are followed by the organisation and further aids in identifying, storing, and organising the shared information within the organisation (Altrad et al., 2021). 
Knowledge management (km) is significant as it assists organisations such as Amazon in innovating and designing strategies based on the knowledge extracted from analysing customer trends and patterns. Moreover, knowledge management also facilitates organisations such as Amazon with effective decision-making strategies. This helps in the establishment of practical strategies that help identify opportunities and risks that may negatively impact organisations such as Amazon. 
[bookmark: _Toc151821928]Section 2 evaluation of knowledge and information management 
[bookmark: _Toc151821929]Tacit knowledge management regarding products and services 
Knowledge tends to play a significant role in achieving the organisational success of companies such as Amazon. The tacit knowledge provided by Amazon's products is provided in the form of the experience of both employees and customers that reflects market trends and customer preferences. According to Lin et al. (2019), tacit knowledge is defined as the knowledge gained by the experience of individuals and is not available in documented form. Tactic knowledge is significant in providing knowledge to customers and employees through the experience they face whilst utilising products or services offered by the company. Similarly, Amazon also exhibit tacit knowledge through problem-solving capabilities that result in increasing their knowledge. Similarly, knowledge management regarding the customer is their experience whilst handling their products. Similarly, it has been found by Altrad et al. (2021) that tacit knowledge is also facilitated by the customer's behaviour, preferences, and feedback that help organisations improve their products and services. This knowledge helps the company improve its services and products.
Similarly, Amazon also adopts tacit knowledge through analysing its customers' buying patterns and behaviours that help Amazon design its products in accordance with their preferences and choices. Similarly, Xu et al. (2021) also analysed that tacit knowledge is facilitated effectively through the establishment of an organisational culture that encompasses improved knowledge sharing for customers. This helps in creating a positive environment for employees with emphasis on their significant gain of knowledge regarding the products or services offered to the customers. This also aids in providing customer satisfaction as their concerns are resolved using proper knowledge management.
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[bookmark: _Toc151821931]Importance of management information systems in sharing and exchanging knowledge
The information management system is defined as the digital system that is significant in providing a company with the collection, processing, storage and distribution of information (López-Cabarcos et al., 2020). Lin and Wang (2023) identified MIS as a practical approach that helps organisations in efficient decision-making processes and gains business stability. Amazon has adopted an established MIS system with the provision of efficient tools and techniques for their employees to gain in-depth insights into business and plan their business strategies accordingly. Similarly, Li et al. (2020) analysed that MIS is also characterised by the collaboration of a variety of services that the organisation offers; this helps provide business diversity to the company in a competitive environment. Similarly, Amazon tends to provide services by implementing diverse cross-functional collaboration such as cloud services, e-commerce and entertainment to their customers. This strongly reflects the company's diversified approach, which is accompanied by the provision of multiple services to its customers. 
On the other hand, Qin and Liu (2022) evaluated that the informed decision-making of an organisation is linked with the data-driven insights that help organisations make effective decisions about their services and products. Amazon also creates practical decision-making approaches that help establish essential and efficient strategies through a thorough analysis of the company's strategies regarding product development, marketing competencies, and operations. This has resulted in Amazon's high business performance, with a high MIS emphasising accuracy in decisions that are important for the company.  
[bookmark: _Toc151821932]Nonaka's SECI model
The change of expressed information into implicit information can be shown by embracing Nonaka's social model, which helps in making information inside an association (Avdimiotis et al., 2022). The model comprises four parts: socialisation, externalisation, mix, and assimilation. The SECI model is huge in helping organisations change their expressed information into implied information, bringing about better client experience and accomplishment of authoritative objectives. The SECI model is likewise huge as it adds to authoritative accomplishment by dissecting the different perspectives and using unequivocal information in procedures that lead to the accomplishment of hierarchical objectives and targets. The organisational goals, such as business profitability and customer satisfaction, are dominantly observed through the appropriate use of various elements of the SECI model (Flores Torres et al., 2021).
[bookmark: _Toc151821933]Socialisation 
Socialisation refers to the exchange of knowledge between individuals through direct communication or shared experiences (Anshari and Hamdan, 2022). In the case scenario of Amazon, the socialisation is conducted by means of the development of a collaborative environment that helps in sharing knowledge. However, this is achieved through the interaction of employees, which results in the creation of a learning environment within the organisation, helping to enhance employee learning. Similarly, the company also emphasises team discussions and open communication sessions that help in exchanging od tacit information. This results in learning from each other experiences. 
[bookmark: _Toc151821934]Externalisation 
Externalisation is an efficient way of converting explicit knowledge through sharing personal experience and is documented for formal processes (Canonico et al., 2020). In the case of Amazon, the team meetings are conducted among employees, which are characterised by the exchange of experiences regarding the services provided to the customers, and end up in a written report as a documented form. Moreover, Amazon has been found to carry out AI procedures and ways to deal with dissect the ongoing business sector patterns of different contenders like Walmart and Alibaba and further make calculations to change unequivocal information into proposals. The organisation takes on these proposals to acquire high consumer loyalty from the administrations being proposed to its expected clients. 
[bookmark: _Toc151821935]Combination 
A combination in Nonaka's SECI model depicts the consolidation of unequivocal information with new techniques that result in superior information and further developed administrations (Songkram and Chootongchai, 2020). In the case of Amazon, employees document explicit knowledge, which is then compiled and organised into novel formats designed to make customers' lives easier. Additionally, Amazon likewise joins their store network and coordinated factors information to come up with new techniques for improving its inventory network activities, like transportation and stock administration. Moreover, this blend of information likewise empowers the organisation to offer satisfactory types of assistance to their clients while thinking about cost-cutting methodologies. 
[bookmark: _Toc151821936]Internalisation 
Internalisation is the practical implementation of explicit knowledge of an individual experience to gain significant insight into the knowledge (Flores Torres et al., 2021). It has been identified from analysis of Amazon that the company utilises the customer's databases, extracts their [preferences, and designs strategies accordingly to facilitate their customers effectively. Amazon tends to adopt a continuous innovation process where product managers are actively engaged in analysing customer preferences and their purchasing patterns. This is directed to the product development department, which further helps in the establishment of strategies to ensure that this knowledge is actively utilised in improving service for the customers. 
[bookmark: _Toc151821937]Section 3: Investigating of Km Techniques Used by Amazon.Com 
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[bookmark: _Toc151821939]Importance of Knowledge in Amazon's Standard Operating Procedures with Their Outcomes  
The standard operating procedures are the documents that are instructions to be followed by the organisation to provide proper guidelines about the tasks and projects. Standard operating procedures tend to play a significant role in knowledge management with an emphasis on maintaining quality, consistency, and proper guidelines for the employees of an organisation. Additionally, knowledge management also helps companies establish their sops in accordance with the quality and consistency of the tasks. However, in the case of Amazon, the company does not reflect any proper SOP implementation but wise approaches that encompass customer insights and business patterns and help enhance the operational efficiency of the organisation. This has impacted the organisational performance in the business environment with an emphasis on customer preferences and demands that further help in establishing their sops accordingly. 
Similarly, Barnes (2020) stated that SOPs are also an integral part of an organisation site that helps a business improve its operational efficiency, which results in the high attainment of organisational goals and objectives. In the case scenario of Amazon, the company tends to utilise its tacit knowledge by implementing it in its operations so that it improves services provided by the business to its customers. Additionally, Amazon has also been found to follow sops that will bring consistency to their operations, which will help in gaining higher customer retention due to the tacit knowledge obtained from the customer experience. This will impact positively and will provide significant outcomes of customer satisfaction and attraction towards Amazon. Moreover, Barnes (2020) also evaluated that continuous innovation is another essential element that is aligned with the success of an organisation. In the case of e-commerce, these SOPs are not documents but repositories that provide proper guidelines for the companies to bring innovation and creativity to their business and services. 
In the case of Amazon, the company tend to adopt robotic technologies in their organisation, which is a remarkable technological creativity that aims to provide efficient services to the customers. The sops in robotic technology provide systematic guidelines to Amazon with its operations and also contribute to more customer satisfaction and cutting-edge technological advancement. However, Lin et al. (2019) also highlighted that employee empowerment is directly associated with the transfer of knowledge among the employees, leading to high employee empowerment. In the case of Amazon., the sops are found to contribute to the knowledge transfer in a way that reflects the flow of knowledge to every employee and improves their learning. Similarly, Amazon has also been found to adopt the proper implementation of sops in their peak seasons, such as holidays, which require high efficiency of employees working in collaboration with each other, causing a positive impact on the company's reputation against competitors. 
On the other hand, Lin et al. (2019) also evaluated that explicit knowledge provided in the sops helps in the training and development of employees of an organisation, which positively contributes to professional development with the minimisation of errors. Amazon also found to follow the explicit knowledge through the emphasis on the training and development of their employees and information of their employees help in providing adequate training to their employees; the outcome results in the high performance of employees resulting from the explicit knowledge stated in the sops. Furthermore, the explicit knowledge of the organisation also helps in establishing sops that aim to reduce the chances of risks that may hinder the company's performance. Amazon, being one of the biggest e-commerce sites, also exhibits the utilisation of explicit knowledge that applies to the implementation of strategies to reduce the risks faced by organisations. The risk may include the product safety protocols that are provided to the customers with their proper packaging and delivery of services.
[bookmark: _Toc151821940]Areas Amazon.Com Can Still Improve in The Future to Overcome the Challenges
According to Qin and Liu (2022), companies must improve the areas that they lack and negatively impact their reputation in the business market. Amazon.com is a significant leader in the e-commerce industry, and its remarkable innovation still requires improving its supply chain resilience and sustainability initiatives. Moreover, the company needs to focus on labour practices and well-being that will help provide high performance and efficiency.
[bookmark: _Toc151821941]Supply chain resilience
 one of the critical areas of improvement includes the supply chain resilience that is associated with the supply chain operations that help in product transfer, transportation and inventory management. Amazon is found to have a strong supply chain resilience that has badly abrupted due to the COVID-19 pandemic and other disparities, leaving the organisation with specific vulnerabilities. However, Qiao et al. (2021) recommended that the companies establish specific interventions such as making strong relationships with suppliers, effective inventory management, and introducing technologies to monitor their supply chain department and logistics. In the case of Amazon.com, the company can overcome supply chain disparities by establishing strong relationships with vendors that will result in an adequate supply of products. Similarly, the introduction of blockchain technology will also be a significant approach to controlling and monitoring the inventory through efficient transparency and accountability. This blockchain technology is associated with the efficient record-keeping of the material and helps in sustaining an adequate inventory. This strategy will also help Amazon.com keep a record of its inventory in a transparent way that will help improve its supply chain services (Thomas and Gupta, 2022).
[bookmark: _Toc151821942]Sustainability 
Sustainability is another significant issue that has been faced by many organisations, resulting from a high carbon footprint and increased damage to the environment (López-Cabarcos et al., 2020). However, Amazon.com is a crucial follower of sustainability in its operations regarding the use of eco-friendly materials. The company needs to improve its strategies related to the adoption of sustainable transportation routes and utilising renewable energy resources in their operations. This will help the company gain a high value in reducing its carbon footprint and will reduce its environmental burden. Moreover, the company also needs to follow recycling programs for their packaging material, which can be reutilised and will significantly overcome the country's sustainability issues. Moreover, Thomas and Gupta (2022) also analysed that community engagement is an essential approach in highlighting awareness among society to adopt sustainability measures. Similarly, Amazon.com also needs to organise community awareness programs that will help establish sustainability-related education among the general public. 
[bookmark: _Toc151821943]Labour practices and employee well-being
According to López-Cabarcos et al. (2020), labour practices have a significant impact on the performance of an organisation that is characterised by the protection and provision of fundamental rights of the employees. In the context of Amazon., the company has been observed to lack the facilities that are provided to their labour, resulting in a negative impact on work and threatening the reputation of the business. Hence, the company needs to focus on their employees' well-being with adequate facilities that should be provided to improve their operations and customer services. It has been identified by Duan et al. (2022) that organisations where a positive work environment is provided to the employees have a high impact on employee productivity that helps in achieving organisational goals and objectives. 
[bookmark: _Toc151821944]Operating cost management 
Cost management techniques are significant in terms of using technologies that help the organisation improve its operation costs. One of the significant strategies is the investment in robotic technology and automation, which helps in cost-cutting technologies that help in business improvement. In the case of Amazon, the company also needs to adopt robotics and automation in its operations, which will help with labour costs and time management. The introduction of techniques in the organisation will lead to high efficiency and precision in the operations, resulting in high accomplishment of organisational goals and objectives. Similarly, Qin and Liu (2022) also identified that data analysis is another essential approach linked with the optimisation of inventory management and setting pricing strategies. Similarly, Amazon can also adopt a strategy that will result in setting their prices and monitoring inventory by analysing the current market trends and patterns the competitors observe (Gamble, 2020). 
Similarly, legal requirements are an essential component of regulating business with an emphasis on policies and laws. Amazon strictly follows the policies and regulations set by the government, which has resulted in travel restrictions and export and import worldwide. This has resulted in high performance of the company globally, with high satisfaction from the customers with services provided by Amazon (López-Cabarcos et al., 2020).
[bookmark: _Toc151821945]Conclusions and Recommendations 
In conclusion, it has been discussed in the above discussion that Amazon is an active utiliser of knowledge management that has been supportive of the company to facilitate their employees with further qualitative services for their customers. The organisation is found to utilise tacit knowledge and explicit knowledge that is extracted from employee experiences. Amazon has effectively used this knowledge to make crucial decisions related to the customer services being provided to their potential customers. Moreover, the company should focus on other aspects, such as sustainability elements and the supply chain department, to enhance its customer experience and prevent further environmental damage. This can be achieved by using recycling strategies and use of renewable resources to improve their supply chain departments. 
The company needs to focus on specific elements that will help improve the business in the future by implementing the SECI framework that will improve Amazon's performance. It can be achieved by adopting specific approaches that are highlighted in Table 1 in the appendix. This will help enhance customer satisfaction with an emphasis on the customer-centred approach and provide employee empowerment within the company. Moreover, the framework will also help Amazon change its strategies according to the current market trends and improve its supply chain issues. Amazon might contemplate setting up a careful information framework to develop information for the executives further and concentrate its information. Labourers need admittance to this extraordinary mix of unequivocal and implied information to make significant commitments. It is essential to help a culture of long-lasting learning through designated mindfulness missions and preparation exercises. To build the aggregate insight of the organisation, representatives should be effectively urged to share their insights. 
The recovery of data will be advanced by complex inquiry devices, guaranteeing that workers have prompt admittance to appropriate data. Almost certainly, AI and man-made reasoning fuel these functionalities. Mastery planning advances might be utilised to recognise interior informed authorities to advance more powerful and designated information trade. To perceive and underscore important commitments, Amazon might consider integrating gamification parts into its insight-sharing cycles.
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Table 1 Implementing Knowledge Management Program
	Approach 
	Actions 
	Timeline (months)

	Initial assessment 
	Analyse the existing knowledge management practices in the company and identify gaps. 
	One month 

	Strategy development 
	Make a knowledge management strategy that will aim to highlight the gaps, such as sustainability and supply chain resilience. 
	2-3 month 

	Technology integration 
	Apply the proper use of technology such as blockchain technology and automation to enhance the company's services. 
Use renewable resources to improve the waste management of the country. 
	4-5 month

	Full-scale implementation
	Apply these strategies in the company to improve the highlighted gaps. 
	Six month  

	Continuous improvement 
	Regularly assess the knowledge framework to improve the company's knowledge information system with continuous monitoring and improvement as required. 
	7-8 months
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