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Introduction
Our days, knowledge management has ordinarily used term in academic surroundings but also in commercial organisations. And there is no doubt about the advantages of knowledge management using for practice. In recent decades the character of today's civilisation has changed impressively. And those changes that occur are often clear and notable, but we also sense that less obvious changes have happened. Most people do not pay attention to them at all, and they take them without even noticing. Regardless of this, changes in the field of obtaining, processing and using information already here. And most of us are aware and accept the changes caused by huge computerisation and the global invasion of the Internet. Still, if we want and planning to work actively in the information society, we need to change the level of competencies of each of us. Or even to be just a happy and satisfied customer, we need to learn and improve ourselves in that new informational and knowledge world (Lorna Uden, ‎Branislav Hadzima, ‎I-Hsien Ting · 2018). By the way, many modern and successful companies are constantly engaged in their developments and improvements in this area.
In my report, I want to study, show and discuss the concept and importance of knowledge management in an example of a super successful Amazon company. I'm going to discuss the knowledge management methods, techniques and processes essential for the organisational development of any modern company and Amazon in particular. And finally, I will give a KM framework as a recommendation, which in my opinion will help Amazon.com prosper in the near future.
The financial report of Amazon shows that it has grown impressively over the last few years, especially over the past years in the context of a Covid pandemic.
Fourth Quarter 2020
Net sales grew 44%, to $125.7 billion in the fourth quarter, in contrast with $87.5 billion in 2019. 
Operating income grew to $6.8 billion in the fourth quarter, in contrast with operating income of $3.9 billion in the last quarter of 2019.
Net profit increased to $7.3 billion in the fourth quarter, or $14.08 for a diluted share in contrast with a net profit of $3.4 billion, or $6.48 for a share in the last quarter of 2019.
The full Year 2020
Net sales grew up to 38%, to $387.1 billion if we compared $281.5 billion in 2019. 
Also, Operating income increased to $22.8 billion if we compared it with operating income of $14.6 billion in 2019.
Net profit increased to $21.2 billion, or $41.84 per diluted share if it compares with net income of $11.7 billion, or $23.02 for a diluted share in 2019 (Aboutamazon.com, 2021). If compare the financial performance of Amazons closest competitor - Walmart, for the last fiscal 2020year -its revenue was up only 6.7% for the fiscal year 2020 and reaching $559 billion (Kohan, 2021). Although, the financial statements show that the Walmart is still keeping its top ranking as the biggest U.S. retailer, however Amazon is following and shows many times more significant growth.

Amazon background and development.
The Amazon company was launched on July 16, 1995, as a typical website that was selling only books. But the founder Jeff Bezos already at that time had a progressive vision and far-reaching plans. At that time, Jeff Bezos was thinking and planning that his company should get explosive growth and e-commerce domination. He decided from the very beginning Amazon should be to be "an everything store." At first, Bezos wanted to name his company by the mystical name "Kadabra", but his lawyer, Todd Tarbert, assured him that it sounded too similar to "Cadaver," especially if you say it on the phone. Bezos finally picked up for his company the name "Amazon" after the largest river in the world, from where the corresponding logo appeared (Hartmans, 2021). In the first month of their activity, Amazon made deals and sold books to people in 50 states of the U.S. and more than 40 countries worldwide. Amazon.com was not the first company to sell books online or by post at that time; Computer Literacy or Silicon Valley bookstore was selling books from 1991. However, it was Amazon.com that promised to deliver any book to any potential reader anywhere. While Amazon.com perfectly started as a successful bookseller, Jeff Bezos claimed from the beginning that the company was not just a retailer of books or consumer products. He insisted that Amazon.com will be a high technology business whose target was to make more simple online transactions between sellers and consumers. In the late nineties, Amazon's business strategy was frequently met with scepticism and criticism. Financial columnist and influential financial media degraded the company by naming it Amazon. bomb. Doubters predicted Amazon.com would lose its position in the market to established bookselling chains, such as Barnes & Noble or Borders, once they launch their competing e-commerce websites. And the absence of Amazon's profits until the fourth quarter of 2001 seemed to confirm their theory. However, Jeff Bezos declared that naysayers do not understand the massive rise potential of the Internet. He came up with his slogan, "Get Big Fast," which he let printed on Amazons employees T-shirts. In fact, Amazon.com got bigger very fast, reaching 180,000 buyer accounts by December 1996, after only the first full year in operation. Less than one year later, in October 1997, Amazon.com achieved 1,000,000 customer accounts. Its revenues increased from $15.8 million in 1996 to $149 million in 1997, followed by $611 million in the next 1998 year. This is mainly due to what made the Jeff Bezos the Time magazine's 1999 Person of the Year (Amazon.com | History & Facts | Britannica, 2021). All the then and subsequent success of the Amazon.com company is mainly due to the study, development and implementation of the knowledge management principles, tools and techniques.

Knowledge management.
Knowledge management is the conscious and purposive process of collecting, exploring, maintaining, using and distributing the organisation's information, experience and knowledge. The fundamental purpose of knowledge management is to improve the organisation's effectiveness and performance and use and retain knowledge within the particular organisation.
There are three main areas of knowledge management
1.Gathering and accumulating knowledge
2. Maintaining knowledge
3. Sharing knowledge
There are two core types of knowledge - tacit and explicit knowledge.
Tacit knowledge is the knowledge of specific experience, which tends to be subjective and physical. It is about 'here and now", which refers to a particular practical context.
Tacit knowledge is more intuitional and less easy to wrap and share with someone else. Examples of tacit knowledge are a different kind of thinking or a further understanding of body language. Explicit knowledge can be easily expressed, codified, organised, stored, and accessed and shared. For example, explicit knowledge can be some files that are tangible, reliable, recorded and saved in multiple types and formats like documents and databases (Awad,2007).

Importance of using KM in organisations.
The importance of Knowledge management for any organisation is hard to overestimate. First of all, it boosts the effectiveness of an organisations or companies decision-making ability. Secondly, by granting access to employees to the overall expertise and particular knowledge held within the organisation, a more competent workforce will be formed to make quicker, informed and proper decisions to benefit the company.
 Benefits of Knowledge Management Systems
• Better communication
Using knowledge management systems and tools allows companies to achieve deeper, richer, and more transparent communication, which is essential to promote successful research and development.
•More effective learning
Knowledge comes directly from the real-life experience of employees; therefore, it produces better learning outcomes, especially in the form of knowledge sharing.
• Lower costs
Organisations economise financial resources when they allow employees to generate, use and share knowledge through a knowledge management system like Easygenerator or similar. These tools significantly cut down the expenses for centralised learning and development (L&D) and reduce the need to outsource third-party training service providers.
• Improved decision-making processes and smoother workflows.
A well-structured and easy-to-use knowledge management system enables staff members to find the information they need right at their workplace and when they need it. They do not have to break their workflows by asking manager or teammates for help anymore.
• Preventing organisations brain drain.
By collecting and keeping knowledge in a knowledge management system, the organisation ensure that future employees can receive the same information, even if an employee who currently holding this position leaves the company or particular department. This is especially beneficial in high-turnover areas, such as customer service and sales.
•Creating a collective knowledge sharing culture.
 When companies provide a productive knowledge-sharing platform, it creates a more constructive, collaborative, open working environment, concentrating on teamwork and collective support.
• Heightened situational awareness
To make intelligent and quick business decisions, the decision-makers must be informed of all of the necessary details and circumstances of any given situation. Knowledge management provides better situational awareness and understanding of the particular case by delivering more information to more decision-makers in a timely way (Atwood,2009). Nowadays, the business environment is tending to transform from classic product-centric to customer-centric. The utilisation of customer-oriented approaches is directly related to increased demand for customer knowledge, which positively affects customer satisfaction. By applying knowledge management, companies can develop their relationship with their clients, thus ​makes it achievable to create more loyal customers and reach a competitive advantage. Organisations can generate new ideas and develop improved and new products and services by knowing their clients better. Customer knowledge could help organisations build a better and more trusting relationship with customers to increase their satisfaction and finally get economic profitability (Aghamirian, Dorri and Aghamirian, 2015).

Knowledge management models.
Nonaka and Takeuchi KM model.
The Nonaka and Takeuchi model foresees the knowledge creation process as a dynamic process where the constant interaction between tacit and explicit knowledge forms a new knowledge and distributes it across different levels (individual, administrative, inter-institutional).This model interprets a theory of knowledge forming based on the distinction between tacit and explicit knowledge and also suggests practical instruments for assessing knowledge development in organizational environments (Farnese et al., 2019). The figure below shows us four types of transformations of tacit and explicit knowledge by the Nonaka and Takeuchi model:
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1. Socialisation
It is the process of typical social interactions such as knowledge sharing or training. Since tacit is the unwritten type of knowledge, it will remain in the participant’s mind rather than noted somewhere else. This type of conversion is more about experiencing knowledge transmissions.
2. Externalisation.
This type moves from tacit to explicit knowledge, where the unwritten knowledge is transforming into a written knowledge. An example might be someone who has the knowledge and starts writing down the book to share the knowledge with many other people,      
and then knowledge becomes tangible and permanent.
3.Combination
Here one explicit conversing to another explicit knowledge. It can interpret it as combining explicit expertise from many sources and making a new form of explicit knowledge. A typical example is a process of making a report or analysis. We are searching or gather explicit pieces of information about the particular topic to make a final report.
4. Internalisation
This type is the transformation from explicit to tacit knowledge where it is shaped in a written type first, then along with the time goes by, the knowledge will be shared and turn into tacit knowledge. An example of this might be an organisation. The organisation always has written rules, but as time goes by, the rules spread by the staff members themselves and become tacit knowledge because they already have it on their mind.
Advantages of Nonaka and Takeuchi model:
This method's main feature and the difference is that it covers both tacit and explicit knowledge and how to transform each other and organise all levels (individual and organisational). The Nonaka and Takeuchi model does not just generate the knowledge but also transform it; it also explains how to use these two types of knowledge and convert them into each other. It showed as a spiral (helical) and continuous process (Farnese et al., 2019).
The Wiig Model for Building and Using Knowledge.
Wiig KM Cycle (1993) describe how knowledge is built and used as an individual, team or organisation through the following four steps: build knowledge, hold knowledge, pool knowledge and use/ apply knowledge.
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•Build knowledge
Build knowledge learns from different sources such as personal experience, media, education, books and training. It uses to acquire knowledge (means new knowledge as a research plan, development plan for the individual, hire new people, etc.), analyse knowledge (gather what appears to be knowledge from obtaining knowledge). Also, it uses to synthesise knowledge (integrate ideas and facts into a single statement), codify knowledge (represent knowledge in mind, record as documents and manuals) and organise knowledge (by specifies often asked questions (FAQs) or frameworks). As an example, to open restaurant A, following the Wiig's KM Cycle, the first step is to create a restaurant plan, how to hire staff (for cooking, servicing), how to decorate a place, how to make promotion, which people can know about that, its services' criteria and so on.
• Hold knowledge
It means that knowledge is in a tangible form held in mind, documents, data bank, etc. It includes remembering knowledge, accumulated knowledge, attached knowledge and archive knowledge. Hold knowledge must be saved and organised logically. So, it will be easy to find and understand when it needs to have a merger with another knowledge. Remaining the above example, employers of the particular restaurant A, should find out about menu, flavour, taste, decoration's food, etc. And after that, they must make a recommendation to the chef in order to cook the right food. It is necessary because if chefs do not satisfy customers, they will not return, thinking they will waste their money.
• Pool knowledge
 Pool knowledge is shared or put together knowledge so that one can use it for some purpose. Individual or teams may pool knowledge in several ways. They can synchronise knowledge of collaborative teams, identify who knows or consult about complex problems or opinions with specialists or other stakeholders. Restaurant A, for example, will have two parts that need to deploy there - for staff members and customers. With managers and employees need to organise teamwork, where everyone will effectively perform their role. It would be very productive to create competition within teams that bring excitement, interest, and efficiency to the workplace. About clients, managers should always ask them about the taste of food, decorated form, quality of services of employees, etc. Customers must feel that they receive attention and will return. That knowledge is also helpful for restaurant A; management will know the strong points and weak points that need to change or improve.
•Use/Apply knowledge
Knowledge must use/apply to perform the work, implement projects, collect information, provide standard services, manufacture products, describe or analyse situation and problems. This step also identifies knowledge sources, determine threats and benefits (Dalkir, 2017).
McElroy KM Model
McElroy KM model outlines a knowledge life cycle that combines knowledge production and integration processes, with feedback loops to organisational memory, companies' cultures and beliefs and the business-processing environment.
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Knowledge production contains four processes:
1.Individual and group study.
2.Knowledge claim formulation.
3.Information obtaining.
4.Knowledge validation (McElroy, 2010).
Knowledge integration is the organisation process that brings new knowledge to its operating environment and derives the old ones. McElroy emphasised that organisational learning subjectively is held in persons and groups minds and objectively in explicit expertise forms. McElroy cycle demonstrates the accurate description of how knowledge evaluates and how the conscious decision is making as to whether it will embed it into the organisational memory.
Three conditions that needed by the McElroy cycle to be present for an organisation to operate its business
successfully:
1. Business (products/services) and
clients.
2. Resources (human, financial capital, facilities).
3. Ability to act.
McElroy model helps create different ways for employees to submit claims when they don't receive or fail to understand particular knowledge. Since the McElroy model phases are learning, validation, acquisition, integration, and completion, it might be an excellent opportunity to improve group organisational learnings and increase the contribution by the teams.

KM methods and techniques used by Amazon.com.
The certainty of the necessity of social intercommunion in the knowledge development process described by Nonaka and Takeuchi was present from the earliest stages of the Amazon's development. There is a strong indication that Jeff Bezos understood this requirement. That is why he paid much attention to it and made non-standard decisions. Bezos's strategy to encourage innovation implements in two ways: 
Encouragement of divergent thinking within a company environment; and the deliberated recruitment of personnel with different experiences. The varied skills of talented people with related experience that Bezos sought and brought together were credible reasons for Amazon's early success. People with backgrounds that range from degrees in computer science to liberal arts contribute to the company's ability. Bezos involves other executives in interviewing new key candidates in keeping away from being limited by one's mind frames. One non-standard approach in recruiting new people, for example, was recruiting employees only by internet - online, thereby selecting those people who were already interested and involved in the internet and new technologies. Another approach is that employees are given Amazons shares, thereby creating significant stimulus for staff to contribute to the company development and success. From Nonaka's and Takeuchi's framework, it is understandable that there is an emphasis on socialisation (tacit - tacit conversion) and externalisation (tacit - explicit conversion), where Amazon using the management of context and relationships (Schwarts,2006).
  The second way where Amazon transform context into tacit knowledge is in web technology. Furthermore, this is one of the secrets of the company's success. It is not evident for ordinary customers the extraordinary contribution these technologies make to vital aspects of knowledge management in an online-business context: socialisation and externalisation. Amazon uses sophisticated search engines and customer interface software and continuously invests substantial financial resources in their improvement. Moreover, this provides him with its technical superiority over competitors. However, the decisive competitive advantage instead is how the personal information of Amazon users is collected from their private domains and converted to explicit and accessible knowledge for use by the company. 
  Amazon.com combine online search engine functionality with their user's interface to acquire such information from the personal domains of the customer's environments. Then it codifies for subsequent productive use within the broader context of Amazon.com and related producing and selling companies. For example, the feature of" Your store" suggests suitable products to meet customers interests. When users sign up, Amazon.com keeps a record of all their activities conducted while on the website or in Amazon's mobile application. Amazon.com utilise cookies to keep track of their preferences which relate to the unarticulated personal information of individual users, and here it transforms from tacit knowledge to explicit knowledge (Schwarts,2006).
 Since the establishment of Amazon.com, the founder Jeff Bezos tried to satisfy clients by giving them what they want, when they want it, where they want as quickly as possible. Furthermore, this was the key to success. To meet all these customer requests and needs, Jeff Bezos had to create an all-time improving system based on the customer experience, which helps customers reach their goals in an intuitive and personalised way. To operate and improve this system, Amazon.com uses the Knowledge Management principles and practices in many ways:
• One door, one interface.
Everything that customers buy from Amazon.com or doing businesses use the same portal.  Food, electronics, books, clothing, courseware, eLearning, videos, on-the-job tools — all this is in one place on one website. It also an easy-to-use gateway to the workplace for business owners and employees. It brings familiarity and comfort for users and saves them time.
• Consistent presentation.
All necessary information for every product, specifications, and reviews are displayed in the same way and the same order, wherever possible. Amazon.com uses here outstanding content management. They gather and put together information and then publish it for clients in a consistent manner. Also, the company offer the ability to track and archive every piece of information.
•Modular content.
Amazon.com is organising the web site in easy-to-read sections. There no elaborate PDF books or unusual formats; if it provides additional detail, they present it as an option (e.g., "click here"). It does not look like some barrier that needs to cross to get desired.
• Distributed and controlled upstream content creation.
Amazon.com grants a possibility for producing and selling companies to generate the original content when the condition meets Amazon's design standards, writing styles, and other practices and policies. As a result, the upstream content looks like it came from an identical place, becoming more usable.
• Almost perfect personalisation.
Impressive personification gives Amazon's customers the impression that they are well known and welcome by the company. The more customer uses the site, the better it knows and able to satisfy him. Amazon.com can remind customers of the history of purchased products, browsing history, recommend products might like and connect to additional information it presupposes the client is looking for. For this reason, customers must register on the site, carry out the personification process so that Amazon.com gets to recognise them.
• Crowdsourcing.
With such valuable features as customer-provided ratings, reviews (including positive and negative), and images, Amazon provides knowledge and awareness to users. Numerous competitors online-shopping sites have imitated Amazon.com to do the same archetype of these social features.
•Easy and consistent transactions. 
While buying something from Amazon.com, putting a selected product on hold or requesting more additional information, the process is the same. There are no difficulties. Usually, the customer quickly becomes familiar and comfortable with the system. 
•Subscriptions, alerts, and reminders.
Users do not need to scan Amazon.com every day for a specific product or service, and the system can remind them about that. It is also possible to join a subscription list for regular updates as a particular product becomes available. The system allows being "in the know" without asking a question.
•Feedback.
Amazon.com is one of the most successful eCommerce companies, which encourages customers to provide various and meaningful feedback. The company values what users have to say, and it knows that feedback brings value back to users. Amazon.com places feedback on the product's front page and creates all the necessary conditions for clients to analyse and sort the given information to their liking. Customer’s feedback is an essential part of knowledge management, Amazon .com using it to improve its services and the product producing companies to improve their products.
•Performance-centred.
Amazon provides a clear pathway to action if a client decided to cancel or change his order, change the payment or shipping method or even return the product altogether.
•Excellent online help and support.
If an Amazon.com user needs to help, it just must find and click on the "Help" button. It is easy to use and easy to read there, easy to follow and this expands customer experience, generally increasing their satisfaction and reduce Amazon's costs.
•Mobility.
Amazon.com, and its associated mobile apps, are available anytime on any device. These mobile applications are developed at the highest technological level, very convenient and constantly updated (Marc-Rosenberg, 2014).
  One of Amazons future challenges is shoring up trust by improving the quality of the offered products. Amazon.com is the dominant e-commerce marketplace by offering hundreds of millions of different products at competitive prices. Moreover, the third-party sellers made roughly 58% of sales on Amazon in 2018. However, that approach could be a problem for the credibility of the company. Cooperation in the sale of products of the third-party sellers brings such issues as fakes, counterfeits and unsafe products. Earlier, WSJ independent investigation found thousands of unregulated or dangerous products on Amazon.com, mainly originating in China (Gaus, 2019). Those products from third-party sellers could harm people and put the company at risk in appearance more lawsuits in the future. Amazon's reputation is also on the line. If the company gains a reputation as a bazaar of sketchy, inferior quality products, many consumers could opt to do shopping at first-party sites. Thereby, Amazon needs to take more responsibility for its products and make more clear rules to establish the quality of goods, their origin, and make impossible the entry of goods of poor quality and those dangerous to people.

Conclusions and recommendations
Nowadays, Consumers seek to know where the product manufactured, whether it is safe, sourced legally and ethically, and produced without damaging the planet. For example, worldwide, cotton agriculture uses more toxic pesticides than any other crop. These chemicals and fertilisers strip the land of nutrients, contaminate the water resources, and endanger the farmworkers who grow and harvest it. It is not only about cotton and clothing. It is about the food people eat, the shoe people wear, and the furnishings in their houses. Retailers such as Amazon must realise that they need to provide greater transparency into their every end-to-end supply chain (Porteous, 2021).
 In my opinion, Amazon.com should focus on the development of a blockchain-based system for monitoring and tracking their products from the very beginning of production, including the way of delivery. Manually tracking every item through the supply chain is definitely not the answer. Amazon can use blockchain technology to identify and track individual items. For example, every head of lettuce or a joint of meat can be followed from a particular farm to a fork or plate, using smart labels and QR codes. Of course, such information management is quite applicable for the industrial group of goods, not only for the grocery. ​It can make it possible to track each activity, including third-party company’s certifications and compliance with regulations. All this information should be understandable and accessible to the consumer, and constantly updated. The use of blockchain technology in this system will allow avoiding hacking and fraud. 
 In my opinion, using this knowledge management framework will bring Amazon the following advantages:
•builds more trust in a brand
•reduces counterfeiting and fraud
•helps resolve quality problems
•helps facilitate prompt recalls
I did not find evidence that Amazon is currently using this idea, but I recommend developing and implementing this immediately.
Every industry where Amazon.com entered into, has significantly changed in one way or another thanks to its influence and impact. From its beginning, from selling books online to tech advancements, transport and logistics, healthcare sectors, voice assistance, web searching, artificial intelligence etc. Amazon is well-positioned to remain the biggest internet retailer in the world and increase its superiority. As shown in the report, the KM was an essential and defining value and tool during that unthinkable and incredible journey.
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