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[bookmark: _Toc134095792]Introduction
All around us is information and knowledge, you can find it online, offline, in books, newspapers, TV, signposted on the streets or in the cloud and the way we use it, transfer it further or manage it is up to us individuals and businesses out there. And the business and organizations out there have the most information available and there are different ways and methods that they for example can use to manage their knowledge and information so they can be successful and benefit the entire company. So, to look further into how knowledge and information is managed by a business and what types of knowledge they deal with, this report will look at one of the biggest e-retailers out here, Amazon.com. The reason for choosing Amazon is that is a very big online company that deals with and relies on information and knowledge to function and be successful.
According to their website Amazon started in 1994 and sold only books and is become today one of the biggest online retailers in the world selling not only books but absolutely everything you can imagine from food and clothing to electronics, beauty, music, home items, toys and even artificial intelligence and streams movies through their own amazon prime (amazon.com, 2023). Anything you can find in any shop Amazon has it and people can order it from their website easy and delivered very quick too. This report will look at what kind of knowledge management system Amazon has in place, what challenges and opportunities it brings and what impact this system can have on the success of this company.
Different models of knowledge management like the SECI model of managing knowledge, the Wiig model of managing knowledge and Williams and Bukowitz will be explained because these can be used by companies like Amazon to manage and improve their knowledge management systems.
[bookmark: _Toc134095793] 1: Knowledge and Information Management 
[bookmark: _Toc134095794] About Amazon.com
At the end of 2022 Amazon reported a net revenue of around 514 billion dollars, this coming only from their online sales adding to these profits from their other businesses like the cloud computing services (AWS), server hosting or their amazon prime subscriptions and other retail subscriptions (Statista Research Department, 2023). According to Coppola (2023) to help increase profits Amazon uses special offers and discount days with the ‘Black Friday’ bringing the largest sale increase followed by ‘Amazon Summer Days’ and ‘Prime Day’. The company has over 1.6 million or more employees worldwide with 55000 employees in the UK only.
As a response to the rising need for automation and the growing necessity for remote working, Amazon has developed their own Amazon Web Services (AWS) platform through which they provide computer services, AI and cloud-based services like security, analytics, management tools and databases. Since its creation in 2006, it has brought Amazon earnings of about 80 billion since 2022 alone. Many companies all over the world operate their applications on the public cloud platform and infrastructure services provided by AWS (Vailshery, 2023).
According to Coppola (2022) in the UK market the expansion of Amazon has been impacted in a positive way by consumer shopping habits who love to spend their money at amazon.com as it offers products at unbeatable prices. They even offer free returns with no box, tape, or labels so what else they can do make customers buy from them (Amazon.com, 2023); in fact, the UK is Amazon's second-largest market in Europe. One way for people to sell on Amazon is through first-party vendor sales, in which product is sent to Amazon, which then sets the price and includes "ships from and sold by Amazon.com" on the product description. Another way is through third-party sales on Amazon's marketplace where different individuals and business retailers can sell their products (Coppola, 2023).
According to Burgess (2021) the success of Amazon relies on the knowledge and information of the customers that buy products from Amazon and browse their website. They have access to all the information on their customers, including every search people do using the app or website and every click with the mouse. And that is a lot of information he adds. Amazon collects all the information through its online retail platform, their web services, using Alexa voice assist, their delivery services, from their streaming services, the Ring camera, and many other sources and intends to enter in the healthcare. All this is a challenge and trouble at the same time but the way they manage all this information is what took Amazon where it is today.
[bookmark: _Toc134095795]Knowledge Management
Knowledge management is the process a business uses to gather, arrange, share information, and evaluate the knowledge it has. Getting things done more effectively and efficiently within an organisation is the main purpose of management (Sanchez, 2003). Mosconi and Roy (2013) argue that KM is a process that develops, identifies, and manages organisational knowledge for long-term gain, collection of activities to improve organisational performance. To provide value to organisations, managing the knowledge resource is now very important. Factors like company operations, culture, reputation, innovation, policies, and leadership are built on decisions and knowledge creation. Knowledge is a company’s most important strategic resource (van den Bosch and van Wijk, 2003). 
[bookmark: _Toc134095796]Importance of Knowledge management in organisations including Amazon 
Nonaka and Ikijo (2007) argue that because of the business's external environment that is constantly changing due to factors like, innovation and strategic alliances, globalisation of markets and supply chains, technological advancements, the rise of new industries, trends in demographics, and changes in the workforce. As a result, the organisation must also make changes. These numerous changes, particularly the development of information technology, are the main reasons for the growing corporate interest in knowledge as a source of advantage over competitors. As a result, domestic and global companies need to focus on information creation and management because both can gain a competitive advantage by making use of and sharing knowledge inside their own organisations.
Through KM, collaboration and communication are improved, service speed is higher, and the company grows financially. There is improved decision-making and value performance, as well as long-term sustainability. An organization's performance increases, people are happier, and decisions are made more effectively when knowledge is effectively managed and shared throughout the business. Mosconi and Roy (2013) add that in today's business environment, organisations need to use knowledge to increase performance and maintain long-term survival. They claim that knowledge is a competitive advantage for a company and that it depends on a positive environment with social relationships. They also claim that learning is essential for creating and sharing information.
[bookmark: _Toc134095797]How KM helps the organisations in satisfying customers and achieving 
[bookmark: _Toc134095798]competitive advantage?
Nonaka and Ikijo (2007) argue that companies need to be extremely good at knowledge management if they want to succeed in the present competitive market and a company is considered to have a competitive advantage if it performs better than the other competitor. To maintain a competitive advantage, knowledge protection and sharing are also very important. These processes of knowledge creation and knowledge resources are sources of competitive advantage for a company (van den Bosch and van Wijk, 2003). 
For Amazon, argues O’Flaherty (2022) that the first value and reason for their success is their customers, the company works around them, creates and delivers new products according to their needs and wants. Amazon gathers information about their customers from the moment they buy something from the website or create an account with them. All their personal information, the products they look at, search for or buy is gathered by Amazon and used afterwards to give people recommendations, learn about people’s shopping behaviour and to improve their services (Coppola, 2022). This knowledge from their customer base is Amazon’s competitive advantage that is why the company values them so much and puts their customer first.
[bookmark: _Toc134095799]2. Evaluation of Knowledge and Information Management Models 
[bookmark: _Toc134095800]How is information integrated in goods and the service concept in people's (workers and consumers) tacit knowledge?
Van den Bosch and van Wijk (2003) state that while tacit knowledge is not easy to explain, define, and teach because it depends on context of individual learning and experience, explicit knowledge is simpler to share inside the company because is codified, and teachable, but it can also be at risk of spreading and imitation by rival companies. Despite this both types of knowledge must interact in the knowledge creation processes of organisations. Explicit knowledge is created from tacit information throughout the process of knowledge generation, and vice versa. According to Burton-Jones (1999) explicit knowledge is usually stored, processed, and shared using technologies, but tacit knowledge, which is human based, can provide a business a competitive advantage.
[bookmark: _Toc134095801]How can the Management Information System help companies to share and exchange its knowledge base in the organisation?
Every business out there manages their knowledge differently but no matter the approach or tools used they need to be committed to the Knowledge Management practices they put in place to be successful. Willis (2022) adds that these practices must run in all departments and let their employees to make decisions for the business to grow. According to him the following ways can be used to manage knowledge:
· [bookmark: _Hlk132058353]It can be managed through cloud, this is a system that is flexible, secure, and budget-friendly used by many companies including Amazon with their Amazon web services. 
· Having a friendly user interface can help to manage knowledge. This is one Knowledge Management principle used by Amazon and is based on user experience to meet the needs of the customers. 
· Using social media elements like votes, likes, comments and shares as a system to manage knowledge a company can increase their engagement with customers, knowledge is shared this way and there is collaboration. 
· Through a knowledge management system that is 100% customized, is familiar when browsing and easy to read. Customization tools give a company the ability to change how they want their knowledge base to look and feel.
· you can manage knowledge by using Artificial Intelligence-Powered Search engines that helps people search for things quicker, are easy to navigate, search and use.
· put Customer support Knowledge Management System in place. 
There are other ways to manage knowledge. Various models like the SECI model, the Wiig model, Bukowitz and Williams model or Zack model can be used by Amazon to turn information into knowledge within the organisation.
The SECI model of knowledge creation
Nonaka and Ikijo (2007) argue that through a process of creating knowledge known as the SECI process, results an ongoing development of knowledge. In this process, information is generated from the values and experiences of the individual and shared between the group members of the organization to produce new knowledge. Ikujiro Nonaka and Hirotaka Takeuchi developed the SECI model, a framework based on explicit and tacit knowledge and shows how information can be shared and converted at all organisational levels with the help of four dimensions socialisation, externalisation, combination, and internalisation (Zeeman, 2019).  Nonaka and Takeuchi (1996) add that a dialogue can also be used to externalise tacit knowledge into explicit knowledge, systematise explicit knowledge, develop it, and combine it with other knowledge to produce new knowledge. The basis for sharing tacit knowledge (socialisation) through shared experience is built by practice. Additionally, practise is a powerful tool for internalising explicit knowledge by re-connecting it to a specific context and transforming it into tacit knowledge.
The Wiig model  
Created in 1993 by Wiig, and it was founded on the idea that knowledge must be organised to be helpful and valuable and has four stages, building, holding, pooling, and applying knowledge (Evans et al. 2014).
In the building phase knowledge workers perform different activities to create products and offer services. Of the actions include gathering, analysing, recreating, codifying, and organising knowledge. In this way, information comes from both formal and informal sources, including personal experiences, formal education, and training.
In the holding phase information is retained, gathered, and stored in databases, then is archived. Scientific libraries or computer-based archives might also be used to collect new information and preserve existing knowledge.
The pooling phase involves the coordination, collection, access, and retrieval of knowledge. Networks, IT-based technology, and social interactions are used to pool information in this phase through teamwork or specialist networks. 
Apply is the last stage, where information is effectively used or sold to produce benefits. In the workplace, knowledge is applied to finish tasks, analyse situations, and make decisions about what to do before putting those solutions into action on the appropriate tasks.
One benefit of Wiig's approach is that information is processed while taking into consideration the person, the group, and the organisation. The stages also don't have to be completed in any order and can be repeated as necessary (Ceptureanu, 2016).
Bukowitz and Williams model 
Evans et al. (2014) state that with the help of this strategy and its stages, businesses can learn how to develop, grow, and manage a strategic knowledge base that adds value. This model covers all sorts of knowledge, including technological knowledge, databases, communication systems, business intellect, abilities, and other resources. The information is collected in ‘the get stage’ to help with the decision-making process and address issues and is also necessary for the development of new goods or services. In the next stage, ‘the use stage’ individuals combine this knowledge in a variety of ways to make it usable for different purposes.  Then in ‘the learning stage’, individuals in the organisation learn from their experiences. Organisational learning at this stage helps in the development of new ideas and offers the business a competitive advantage. The learning stage is followed by ‘the contribute stage’, where employees' tacit knowledge is recorded and then shared with others or posted in a database that will be used for other purposes in the future. The ‘build or sustain stage’ includes the knowledge availability, ensuring that information is accurate, current, and accessible. Employees shoud be able to access and utilise the current knowledge base of the organisation at this point.
[bookmark: _Toc134095802]3. KM techniques used by Amazon.com. 
[bookmark: _Toc134095803]The importance of knowledge in Amazon's operating procedures?
Burgess (2021) argues that the information that Amazon gathers about an individual comes from the details that a person provides while creating an account or using one of their services and is very important for Amazon’s operations. Amazon automatically gathers information about the person's phone and location and in the end, uses a third party for returns, purchase info or do credit checks on people to avoid scams. The goal is to sell more products and customise the products people buy.
According to an article by Invisibly (2023) Amazon uses Big Data technologies to improve their supply chain, customer experience, to provides people more content and increases their profits. Some procedures used to collect data are:
- Amazon has a personalized recommendation system in place that works with a Collaborative Filtering Engine (CFE) software. This system examines client purchasing habits based on recent purchases, favourite items, and saves.
- Amazon has an anticipatory delivery method in place that uses consumer information to make predictions on what and when people will buy something, which explains why they deliver to customers so fast. 
- Amazon uses its virtual assistant Alexa to record users' voice commands, which are then kept on its servers and used to train speech recognition software to be more accurate.
- One-Click ordering, an innovative system which enables customers to instantly buy anything without entering their shipping and paying information again, is used by Amazon as a competitive advantage to keep people on their websites.
- Big Data, which recommends products to customers based on anticipated add-ons, is also the reason for Amazon's impulsive purchases (Millard, 2014).
[bookmark: _Toc134095804]Outcomes achieved by Amazon from using these procedures.
a) [bookmark: _Hlk134020298]O’Flaherty (2022) argues that the more services people use, the more likely it is that Amazon will collect all this information on them, and this is then used to improve their performance.  
b) He adds that Amazon can gather and handle big volumes of knowledge with the use of big data collection of information. They apply supply chain optimisation to improve efficiency, speed up delivery, and lower shipping costs. It also helps with the cost updates boosting Amazon’s profits with 25% as product pricing is changed by big data every 10 minutes. 
c) Because they have some of the best data collection programmes, Amazon is a leader in the storage, processing, and application of data. Predictive analytics are used by the business for customised marketing. As a result, customer loyalty and satisfaction are improved (Invisibly, 2023).  
d) Amazon is attempting to attract as many visitors to their website as possible by using customer information to personalise products and make recommendations and applies price changes to increase sales (Marr, 2017).
[bookmark: _Toc134095805]Areas Amazon.com can improve in the future to overcome challenges.
With all the criticism in the media about Jeff Bezos and Amazon, with allegations about staff underpayment and bad working conditions; with security concerns about customers personal information that is used by Amazon to their advantage and fines for violating the EU data protection rules, Amazon still sells their products and raises profits as customers do not seem to be very concerned about their personal information so far (O’Flaherty, 2022).
Chevalier (2022) adds that Amazon's own brand and electronic devices have privacy concerns; however, users don't seem to be influenced by this as they continue to shop there. The use of Alexa to record people’s voices with the recordings being kept by Amazon in their servers is becoming a concern for some customers so addressing security concerns should be on Amazon’s to do list. 
[bookmark: _Toc134095806]Conclusions and Recommendations 
From the findings above it can be said that besides the fact that managing knowledge is a competitive advantage for an organisation, it is more than this. Managing knowledge allows companies to gather, assess, share, and store information through learning.  A learning organisation can use in their knowledge management systems tools and techniques to ensure all this. Tools like the SECI model could be ideal for companies like Amazon as the company can use it as needed to gather, store, and share information. With the help of this model Amazon can ensure that their existing knowledge, tacit and explicit, is analysed and stored so later can be shared between employees so people continue to learn skills needed to improve performance, use new technologies and make business decisions to improve performance.
From the analysis it can be concluded that Amazon seems to have a strong system put in place to manage knowledge with cloud-based system, social media, customization, AI, and a leader in storing and processing of information but can still include in their system the SECI model. With the help of his model, information is shared and converted at all levels of an organisation and Amazon can even use it to overcome their security concern issues regarding the customer data that they collect and store to use as an advantage for profit.
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