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INTRODUCTION
The main purpose of writing this report is to investigate Amazon.com’s knowledge and information management systems, what makes it efficient and to examine any shortfalls to their current knowledge management strategies and practices. Recommendations for improvements will also be suggested at the end of this report. The report will showcase a critical evaluation of Amazon.com’s current acquisition, retention, transfer, integration and application of information in order to have an effective knowledge management. 
Amazon.com is a company name that is perhaps synonymous with the E-commerce phenomenon and is currently the most dominant online store in existence netting an annual sale of $232 billion (Reuters, 2020). The company was established in 1993 by Jeff Bezos as an online bookstore initially but has developed strategically into mergers and acquisitions successfully. Today the company has grown from a garage-based bookstore into a one stop digital shop where customers can go to buy anything ranging from groceries to electronics. Two elements identified with the company’s vision was to build the world’s most customer-centric company and to establish a place where customers could buy anything (Dastin, 2020).
Despite the global economic devastation caused by the coronavirus pandemic, Amazon.com did not only survive but thrived and became even more successful while other industries were affected adversely. According to (Reuters, 2020), the company’s online stores sales jumped 48% to $45.9 billion in second quarter. The Amazon’s cloud services also increased in demand as many businesses switched to online offices during the pandemic. Therefore, the revenue from Amazon Web Services (AWS) which sells data storage and computing power in the cloud increased to 29% to $10.81 billion. Even though Amazon.com is into E-commerce, their success has largely been attributed to their uncanny ability to make use of data storage technologies and effective knowledge management strategies to drive their business. 
Key management theories such as DIKW models, Nonaka &Takeachi (SECI model) and Choo Sense making will be used to understand how Amazon.com utilises knowledge & Information Management System to stay ahead of their competitors and build a successful business.
The main body of this report will attempt to define and understand what knowledge management is, why it is a critical success factor for any organisations to have and how it can be leveraged by organisations to satisfy customers thereby ensuring a competitive advantage for the business. An evaluation of knowledge management models and theories will be carried out. The findings from this evaluation will be used to understand the practical application of knowledge and information management systems and processes in an organisational context. This report will also identify what kind of knowledge and information management system Amazon.com uses and investigate its strengths, shortcomings and areas for growth and improvement.
The expected outcome from this report is to have a thorough and holistic understanding of Amazon.com’s knowledge and information management system, the value it adds to the organisation, potential challenges within the organisation’s knowledge management system and recommendations that may make Amazon.com’s knowledge management system even more effective and to always stay ahead of its competitors in the future.

[bookmark: _Toc70610745][bookmark: _Toc70610832]BACKGROUND OF AMAZON.COM
[bookmark: _Hlk69729884]Amazon.com was first incorporated in July 2005 by Jeff Bezos who was a Wall Street hedge fund executive. Even though the business appeared to be an online retailer selling consumer products, Jeff’s original idea was that the company will be a technology company at its core whose real business was to simplify online transactions for its customers. In 1994, it started out by selling books online and doing so with a level of convenience for its customers not offered by other companies. The company then proceeded to selling music and computer games in 1998 and expanded its services to UK and Germany by purchasing online bookstores there. At the beginning of 2000, Amazon had expanded into selling video games, consumer electronics, software, toys, games, home improvement items and many more products. The Amazon Web Services (AWS) was launched by the mid-2000s which was an innovation that suited Jeff’s Bezos’s original idea of making Amazon a tech company rather than just an online retail store. In the year 2006, Amazon expanded its Amazon Web Services (AWS) with its Elastic Compute Cloud (EC2) and was followed up soon by the company’s Simple Storage Service (S3). This strategic expansion into the digital services like AWS and SSS was a significant turnaround that boosted the company’s revenue and positioned Amazon as a leader in effective knowledge and information management system. Amazon.com’s main revenue today comes from their Amazon Web Services (Dastin, 2020).  Despite the gigantic size of the Ecommerce company, it has its own fair share of competitors in Walmart, eBay and Alibaba. In the streaming service, Amazon Prime Video competes with the likes of Netflix, Amazon virtual assistant Alexa competes with Google Home products and in the cloud computing area, Amazon Web Service (AWS) competes with Microsoft Azure and Google Cloud.
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In order to first understand the process by which knowledge is managed, we will first take a closer look at what knowledge is.  According to (Mohajan, 2016), knowledge can be regarded as suitable information, skilled insight and a collection of experience which provides a structure and insight for evaluating and integrating valuable new experiences and information. The 21st century commerce world now thrives on a knowledge-based economy and knowledge has become an essential asset of production in the same category as capital, land and labour. Knowledge, however, is an intangible asset which is arguably more valuable than the other traditional assets. Recent survey reveals that the inherent value of business organisations is derived more from their intangible assets rather than from traditional assets (Volkov, 2007). From these findings, it becomes imperative that knowledge must be deliberately managed to be able to maximise its potential within the organisation. (Takala, 2008) infers that there are essentially two types of knowledge which are 1. Tacit Knowledge and 2. Explicit knowledge. 
Tacit Knowledge: According to (Mohajan, 2016), tacit knowledge was originally coined by Polanyi in 1966. This type of knowledge is hidden knowledge that is subjective, intangible and difficult to express and practice with language or writing. This knowledge resides in the individual’s mind and is formed based on a combination of reading, learning, life’s experiences, beliefs, point of view, technical skills (Takala, 2008). Because of its hidden nature, this type of knowledge is difficult to manage. Some of the features of tacit knowledge are, it is unstructured, difficult to see, to codify, capture or communicate effectively. It is acquired by observation, imitation and sharing experiences. It is personalised and hard to formalised. An example of tacit knowledge is the expert knowledge of a specialist acquired overtime through learning, reading, interaction and experience of the subject matter. Another example is the culture within an organisation.
Explicit Knowledge: This type of knowledge on the other hand is the knowledge that can be expressed verbally or in written form, codified through all sorts of data, stored and shared with technology (Davies, 2001). Examples of explicit knowledge include policies and procedures, manuals, databases, reports, recipes, equations etc. this knowledge can be easily codified, stored, transferred and shared (Mohajan, 2016).
According to (Girard, 2015), knowledge management can be defined as a conscious strategy of getting the right information to the right people at the right time and helping people share and put information into use in a way that strive to enhance organizational performance. In other words, knowledge and information management system is a process that involves the capturing of information, codification of the information, storage of the information and sharing of the information in such a way that will boost performance and add value to the organisation. An essential part of knowledge management is the ability to capture and convert tacit knowledge into explicit knowledge within the organisation. The knowledge management lifecycle therefore consists of three stages of knowledge acquisition, knowledge retention and knowledge transfer (Obaide, 2004). Knowledge acquisition can be done through the development of new knowledge. For example, new knowledge can be captured and obtained from the tacit knowledge of new employees, external training programs, research and development, mergers and acquisitions, etc. This newly acquired knowledge then need to be retained, stored and protected in order to control and make sure it is shared purposefully. Databases are ways in which a group of connected information are organised and stored so that they can be retrieved quickly for use when needed.
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(Funmilola, 2015) posits that an organisation’s competitive advantage is dependent on what it knows, how fast it can know something and how it utilises what it knows more than anything else. Since we now live in a globalised world characterised by increase in the speed of information transfer across the globe made possible by the internet, knowledge-based economies have emerged where importance is placed on effective management of intellectual and human capital. (Funmilola, 2015) argues that in the current economic climate, organisations are no longer competing based on only financial strength but on their knowledge base. If this is correct, then it becomes imperative for organisation to find ways of accessing existing and create new knowledge through effective management of knowledge. Some of the identified benefits of knowledge management to organisations include 
· Better and faster decision-making process. A good manager makes the best decision based on good information which can be delivered through an effective knowledge management environment.
· It improves and promotes effective communication because important information is communicated widely and quickly.
· It creates valuable business intelligence and ensures problems are solved more quickly since there are easy access to relevant data.
· Less mistakes are made and are not repeated.
· Effective knowledge sharing, collaboration and information delivery creates new knowledge which boosts growth and innovation.
One of the most important benefit for a business is how knowledge management can be used to increase sales and revenue through effective customer relationship management. CRM is a customer-oriented business approach which analyses, plans and control customer relationships by utilising sophisticated information technologies. The aim of this CRM information technologies is to gain better insights into the company’s customers to improve customer loyalty and profitability.  (Nejatian, 2006) infers that with the help of CRM and its related technologies, businesses can gather, analyse and transfer customer information easily. Therefore, companies can integrate customer knowledge into their processes and procedures thereby bringing more value to their customers and their businesses. For example, Amazon.com manages customer knowledge successfully through providing book reviews, customer’s order history and order history of other customers. This way Amazon.com can provide customised suggestions based on previous orders. Through this knowledge management practice, there is increased customer satisfaction and retention because there has been a display of a better understanding of customer’s needs and preference. This enables the company and the customers to build trust and grow together and therefore achieve intimacy.
 Another benefit of effective knowledge management regarding Amazon.com is the speed of execution which is an important differentiator among its competitors. The speed at which knowledge is shared and reuse helps to reduce time to deliver products to their customer and this translates to win rates, increased efficiency and satisfied and added customers.
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In this section, we will examine the fundamental models and theories such as DIKW, Nonaka & Takeuchi’s SECI and Choo sense making models to gain a better perspective on knowledge management systems and processes within an organisation.
[bookmark: _Toc70610749][bookmark: _Toc70610836]DIKW Chain Model
 Due to the intangible and elusive nature of knowledge, the terms data, information and knowledge have been used interchangeably to mean the same thing. However, by examining the DIKW model, we can understand data, information and knowledge in their contextual forms. The DIKW model which is acronym for data, information, knowledge and wisdom explains data as discrete, facts and statistics which do not hold any meaning and are random (Wang, 2007). Examples are ages of group of people, date of birth, weight of items etc. 
Information is created from data when it is placed within meaningful content to make it useful for the knowledge worker. Information provides answers to the questions of ‘who’, ‘what’, ‘where’, and ‘when’ (Obaide, 2004). 
Next on the hierarchy is knowledge which is a higher and broader than data and information. Knowledge forms a solid relationship between the items of information, about their classification, metadata, who created the information and answers the question of ‘how’ (Wang, 2007). Knowledge is valued because of the meaningful and organised collection of information through experience, socialisation and communication. While knowledge consists of how through practice, strategy, method or approach, wisdom on the other hand, comprises of principle, insight, moral and is essentially tacit knowledge. 
The limitations which this model may face is that even though it attempts to differentiate data, information and knowledge in their correct terms, it does not instruct on how to extract knowledge from information or information from data.
Data         information         knowledge            Wisdom
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While the DIKW model distinguishes between data, information, knowledge and wisdom, the Choo sense making model emphasises on sense making, knowledge creation and decision making (Mohajan, 2017). This model focuses on the selection of information that are subsequently fed into organisational actions. This organisational action is a result of the concentration and absorption of information from external environment into each of the three successive cycle of the model.
 The sense making stage attempts to make sense of information streaming from its environment into the organisation in order to create new knowledge and to take decisions. (Obaide, 2004) suggests that knowledge creation is fostered when there is transformation of individual knowledge between people through dialogue, discourse, storytelling. Organisations obtain new or improved information through these forms of organisational learning which then helps them to achieve new abilities and capabilities. it is this stage of the model that drives innovation within the organisation. The forming of new knowledge is made possible through conversion, sharing, and a mix of tacit and explicit knowledge. The decision making is the third stage of Choo’s sense making model and it is used to identify and evaluate alternatives by processing the information and knowledge collated from the previous stages. (Mohajan, 2017) infers that an organisation’s ability to select the most reasonable and beneficial option is displayed at this stage and will inform organisational action. These three intertwined processes of making sense, knowledge creation and making decision form a strategic role in defining the organisation’s knowledge vision.
[bookmark: _Toc70610751][bookmark: _Toc70610838]Nonaka and Takeuchi’s SECI Model
For us to properly understand how knowledge management systems and processes work, and how knowledge is successfully integrated in products and services through the tacit knowledge of individuals, theories such as Nonaka & Takeuchi models can be used to explain this process of knowledge creation more clearly. This model assumes that knowledge is created through the interaction between tacit and explicit knowledge and suggests four modes of knowledge conversion namely.
Socialization (Tacit to Tacit): This is the process of sharing experiences resulting in the creation of knowledge. For example, shared mental models and technical skills (Mohajan, 2017). Tacit knowledge can be obtained by an individual without the use of language. For example, an apprentice can learn craftmanship from his masters simply through observation, imitation and practice. An employee can begin to assimilate the culture of their organisation through experience. This stage suggests that the key to acquiring tacit knowledge is experience. 
Externalisation (Tacit to Explicit): This stage involves the process of converting tacit knowledge into explicit knowledge by articulating it through metaphors, analogies, concepts, hypotheses or models. Due to the inefficiency of this mode of conversion, it initiates dialogue and collective reflection which are the bases for externalisation.
Combination (Explicit to Explicit): It is the exchange and passage of an individual’s explicit knowledge to explicit level of another. Codified knowledge is exchanged through lectures, meetings, documents, telephone communication, internet etc.
Internalisation (Explicit to Tacit): this process embodies explicit knowledge into tacit knowledge and is associated with learning by doing. This happens when an individual internalises experiences through socialisation, externalisation and combination to form their tacit knowledge thus becoming expert in their subject matter. They automatically become an asset within the organisation.
[bookmark: _Toc70610752][bookmark: _Toc70610839]Application of Knowledge Management Models within the Organisation
Since it is impossible for organisations to capture every tacit knowledge, the choo sense making model helps organisation identify and focus on strategic knowledge assets that will ensure success and improve performance (Ihrig, 2021). For example, identification of key employees with extensive expertise or explicit knowledge that has been codified such as patents, copyright, products, intellectual proprietary. Also, the sense making mode of the model encourages critical knowledge assets to be mapped out so that it can be prioritised for further developed by management.
The decision-making mode of the Choo sense making model can be seen applied within an organisation’s various information management systems such as the decision support systems (DSS) which deliver information and models to provide tactical and strategic decision making. Others include information reporting systems (IRS) which provide daily reports for decision making and the executive information systems (EIS) which aids senior level managers to compare, analyse and identify trends to help with the strategic direction and action for the organisation.
While the Choo sense making model encompasses strategic identification of critical knowledge, knowledge creation and decision making, the Nonaka & Takeuchi SECI model zooms in strictly on the creation of knowledge through integration and relationship between tacit and explicit knowledge. The SECI model encourages knowledge sharing and transfer within the organisation which translates into innovation and product creation. An example of the externalisation process of conversion, which is from tacit to explicit, would be the creation of a certain technology by an engineer. This process will involve a mix of expertise and experience of the knowledge worker (tacit), codified and embedded into the new or improved product. 
Also, the combination mode of the SECI model is useful in the area of knowledge management strategies where there is a need for constant development of new products or ideas to quickly launch in the market. Several meetings and brainstorming sessions will be needed for this process. Finally, another practical application will be n the area of sharing of ideas and best practices between departments to improve efficiency in a business process or reduce production cost.
A limitation of the SECI model however is that it fails to extend into broader issues such as identification of knowledge asset and decision making.

[bookmark: _Toc70610753][bookmark: _Toc70610840]Investigating Knowledge Management Techniques used by Amazon.com.
In order to be able to investigate Amazon.com’s knowledge and information management systems and strategies accurately, it is imperative that the company’s strategic goals and objectives are first understood. (Bader, 2013) argues that the alignment between an organisation’s strategic objectives and information system goal will increase the effectiveness of the information system and ensure success for the organisation.
Amazon.com’s strategic business goal is to be earth’s most customer centric company by raising the bar of customer experience using the internet and technology to help customers find, discover and buy anything, and empower businesses and content creators to maximise their success (Amazon, 2019).
From this company’s business goal, three important facts can be deduced. First Amazon.com has a strong focus on customer satisfaction. Secondly, Amazon.com deals in big data which comprises of a vast clientele and customer base including millions of product information. Lastly, Amazon.com makes use of specialized information systems in its business processes to achieve competitive advantage through the internet and technology in the collection, storage and analytics of their customer’s personal information.
Therefore, it is critical that Amazon.com’s information and knowledge management techniques are suitable to meet their strategic business goals. This can be achieved by making sure that the requirements of the Information Architecture of the company is designed around key business processes, user actions and behaviours. These requirements should be analysed from three perspectives namely systems analysis, security analysis and interoperability analysis.
One of the greatest success factors for Amazon has been the implementation of advanced information systems into their business process analysis and standard operating procedures (Washington, n.d). This has played a significant role in the decentralization of decision-making process thereby increasing efficiency of key business processes.
Amazon.com functions by two-parts of information management software namely the Simple Storage Service (SSS) which is linked to its integrated database and the Amazon Web Service (AWS) that provides access to the E-commerce platform. The AWS consist of different systems with different functionalities enhanced for efficiency in information management and delivery of business process (Washington, n.d). The AWS functions by enabling customers to create user accounts and personalize their profile for improved efficiency in processing their transactions. Amazon uses the 1 click ordering, easy to use card transaction, personalised shopping services, email communication with customers and fast and direct shipping all around the world (Imran, 2014). The company utilises oracle as the Enterprise Resource Management (ERP). This allows huge database which hold information associated with customer. The nearest distributing centre for delivery is found automatically when customers orders. This system quickens the order the fulfilment of the order process with an order tracking number and reduces distribution error. Security is paramount in the design of an efficient information management systems, therefore Amazon.com uses secured server software to secure transactions. In order to secure customer’s personal information, credit card number, these information are encrypted over the internet.
 Also, the system is well developed to support high levels of interoperability with any type of internet device for effective communication between sellers, buyers and employees of amazon.
This Amazon’s highly successful web service have been able to achieve definite characteristics such as efficiency, scalability, reliability, and security in order to make it highly effective and an excellent fit in providing business process through Customer Relationship Management (CRM) system.
Amazon uses Customer Relationship System (CRM) for the purpose of gaining customer loyalty and satisfaction. The CRM systems captures customer information ranging from transaction records, credit card records, order record, profile, purchase history and are collected in the database. The web page also collects customer information through customer feedback, customer interest, wish list and product reviews. The customer information is then used to personalise service according to each customer. Amazon owns the patent registered for providing personalised content to their customer by tracking user actions during browsing sessions. This helps Amazon in offering the most likely products to the customer as they search online. This increase retention rates of the customers and trigger a sense of belongings with the customer. Another use of Amazon CRM is the integration of logistics system with contact information of the customer (Demir, 2017). Customers can track the progress of the shipping by entering a unique identity order number in the Amazon website. This also boost confidence in customers by offering intangibility of service.
Another information systems Amazon uses for transaction processing system is the blockchain technology which makes it possible to build applications where multiple parties can carry out transaction without needing a trusted central authority (Amazon, 2021). Amazon managed blockchain is a fully managed service that eliminates the operating cost required to create network or join a public network. It automatically scales to meet the demands of thousands of applications executing millions of transactions. Some of the benefits of the Amazon Managed Blockchain include implementation of a blockchain that allows a group of retailers share and validate reward quickly and transparently without the need for central authority that process reward transactions between retailers. Furthermore, it enhances the reliability of ordering service which is a part of the Hyperledger Fabric framework that guarantees delivery of transactions across the blockchain network (Amazon, 2021) .

[bookmark: _Toc70610754][bookmark: _Toc70610841]Potential challenges and areas of improvement for Amazon.com
Although Amazon.com is clearly the world’s biggest E-commerce company, nevertheless the company is still fraught with many challenges now and in the future. First, Amazon has many competitors who are investing heavily to take the E-commerce giant down. Examples of these rivals are Walmart, eBay and Alibaba in the retail sector. In the streaming service, Amazon Prime Video competes with the likes of Netflix, Amazon virtual assistant Alexa competes with Google Home products and in the cloud computing area, Amazon Web Service (AWS) competes with Microsoft Azure and Google Cloud. Amazon Web Services is currently the foremost provider of cloud computing services, however there is a growing competition from Microsoft which has been commissioned to sell big contracts to the US government and businesses (Pisani, 2021). 
Secondly, (Brauns, 2015) argues that because of today’s uncertain economic climate, organisation must know how to manage change in order to be able to survive and thrive. The pace of change has substantially increased and any organisation that resist change risk losing their competitive advantage. For these reasons, Amazon needs to ensure that they keep extending their knowledge threshold and leveraging their experience to be able to thrive within the current dynamic business environment. The company must be nimble, quick at making informed decisions, ready to adapt and continuously innovative to be able to maintain it number one position.
Potential threats that Amazon may look out for may be in the area of natural disaster such as storms, floods, lightning strikes. However, well designed systems will be able to withstand unexpected natural disasters.  Another potential threats may be internet related ones like sabotages involving back door actions where program codes are used to circumvent security procedure to gain full access to information systems. Data theft, ethical or malicious hacking and cyber terrorism on information systems are other possible threats to consider. Some other challenges Amazon has been facing are in the areas of phishing issues which ask customers for information of existing users (Demir, 2017). Control strategies such as deterrence penalties for staff or hackers and recovery of data after breach can be used to minimise damage.
 Also, there has been a growing scrutiny on the company by regulators worldwide. This is due to the unfair advantage Amazon has over third-party sellers because of their access to data. It has been discovered that Amazon is using this information to create its own Amazon-branded products. The company has been subject to federal and state anti-trust investigations (Pisani, 2021).
The company is also beset with labour issues such as low wages and poor treatment of its staff especially the warehouse workers. During the Covid-19 pandemic, it was discovered that the management did not provide masks and protective equipment for their workers and as a result were falling sick (Pisani, 2021).



[bookmark: _Toc70610755][bookmark: _Toc70610842]RECOMMENDATIONS
Some of the ideas Amazon.com may consider in order to continuously maintain a solid competitive advantage in the E-commerce and knowledge and information management space include.
· In addition to utilising customer relationship platform for marketing and customer acquisition, Amazon may integrate its entire platform with social networking websites. This is a practice that is already being done by companies such as eBay and other upcoming E commerce organisations who integrate the shopping experience of their users with their social networking profile. By doing this, Amazon’s product and service will be offered to the close networks of end users who exist on the social network space.
· Amazon may also use artificial intelligence systems as a tool for enhancing customer bonding. Amazon information systems future may be paved with the use of intelligent virtual agents and must aim to ensure that the technology and platform used surpasses the existing ones of its rivals. Intelligent virtual can be used as an interface to understand issues relating to logistics and operations. The responses and interaction from a 24-hour chat bot service can be saved as information for future use. The use of intelligent virtual agents can help the company by depending less on customer service centre and could save money involved with human resources. Amazon supply chain management, CRM, operations and human resource management can benefit greatly from the use of intelligent virtual agents. 
· For Amazon to expand further into international market, which is very challenging due to each region’s unique political and economic conditions, Amazon may invest in upgrading its e-CRM and customer information for improved understanding of customer needs and behaviour which is always changing.
· Amazon could identify its core competencies and refocus on it diligently. For example, its venture into the Tablet computer market with its Kindle fire device has been a failure (Amazon, 2019). Therefore, such non-core diversifications should be excluded.
· Amazon needs to improve its labour relations and employee’s retention rates issues by implementing strategies to prioritise employees especially the warehouse workers who have been treated badly. Transparency and open communications are key strategies to drive employee engagement. Positive feedback should be provided through recognition and reward systems for their high performers monthly. Also, by offering career development plan for their staff, the workforce is more equipped and better motivation.




[bookmark: _Toc70610756][bookmark: _Toc70610843]CONCLUSION 
This report has attempted to show how knowledge management is not only important in the 21st century but has become a critical success factor for organisations in this knowledge-based economy. The effective management of knowledge and information within an organisation is now being used as a competitive edge by the big data companies. 
Factors such as globalisation, technological advancement, changing consumer behaviours are impacting on knowledge practices and causing changes in the field. Knowledge and information management must be integrated into every aspect of the organisation from human resources to business processes, to products and services, customer relationship management with the aid of innovative technology. With the aid of knowledge management models and theories, companies must continue find ways to mine and convert tacit knowledge to explicit knowledge, identify and focus on their strategic knowledge assets. Knowledge management is the new currency of doing business and it future involve the continuous integration of people and advanced technology across diverse platform with great rewards.
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