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Individual report on knowledge and information management of Amazon.com
[bookmark: _Toc70697736]Executive summary
This report analysed and showed  how knowledge management theories and models  is helping to boost the efficiency of the company trough the use of the right knowledge received from his employees and customers that leads to increased sales, innovation, competitive advantage and customer satisfaction.
[bookmark: _Toc70697737]Introduction 
 The purpose of this report is to apply academic knowledge management models, methods, and theories to examine the information and knowledge management process for the market leader online retailer Amazon.com. 
 Amazon, or more precisely Amazon.com is the biggest e-commerce company in the world in terms of revenue but at the same time is a cloud computing giant as well. Founded in 1994 by Jeff Bezos it has first started as an online bookseller and later on has started to deliver digital versions of the books via Kindle E-reader. Since 1994 Amazon has seen huge growth. Comparing with 2004 when their net revenue was 6,92 billion dollars, in 2020 their net revenue was 386,06 billion dollars (Capitalism. 2021), and have built up a customer, inventory, and shipping empire by selling everything from clothes to furniture. Moreover Amazon has showed an amazing increase in 2020 even with Covid-19 affecting globally.
The company has never stopped at only selling a physical product but is also delivering digital services as apps, movies, and music and as mentioned before, cloud computing. (Capitalism. 2021). At $1.96 per share (adjusted from $18 following subsequent stock splits), Amazon went public in 1997 with a $300 million valuation. 
 To examine the information and knowledge management process of Amazon company knowledge management theories will be approached. There are many different theories of the knowledge management process and are addressing specific types of knowledge management. There are knowledge management theories that are used to convert information to usable knowledge, some are designed for the decision-making process, whilst other theories are designed more for differentiating between individual knowledge and social knowledge, and others are based on advanced intelligent techniques to create knowledge.  
However, in order to analyse Amazon knowledge management, the SECI  knowledge management model (Hirotaka Takeuchi and Ikujirō Nonaka, 2004) will be applied, the theory which is the most suitable for knowledge creation process as it clearly explains how the knowledge process works, with socialization releasing tacit information, externalization used as a tool to convert it to explicit,   externalized information being combined in order to create a reliable source of explicit knowledge ready to be internalized and transformed to tacit knowledge. At the same time will evaluate other theories as well to find out what are their weaknesses and strengths and if they suit Amazon.com 
 The main expectation as an outcome from this report is to achieve knowledge about information management and to develop skills to be able to apply this knowledge in the near future, but also to demonstrate an understanding of information knowledge and how it is structured, how do the theories apply and how a particular company creates and manages information and knowledge. 
[bookmark: _Toc70697738]Knowledge and information management 
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Knowledge management is a systematic approach that encourages an integrated process for identifying, recording, reviewing, extracting, and exchanging all information assets within an organisation. Databases, records, rules, processes, and previously untapped knowledge and experience in individual employees are examples of these properties (Davenport,1994 citedin KM World, 2018). The process of capturing, disseminating, and successfully applying information is known as knowledge management. Since then, there has most likely been no better or more concise single-line description. ( Duhon,1998 cited in KM World,2018) .
 Amazon is one of the world's biggest e-commerce marketplaces. Amazon.com is an Internet-based retailer that sells books, music, movies, housewares, appliances, toys, and a multitude of other items directly or as a middleman between other retailers and Amazon.com's millions of users. Its Web services sector entails renting data storage and computing power over the Internet, also known as "cloud computing." Amazon.com has a strong online presence that in 2012, 1% of all Internet traffic in North America passed through its data centers and these figures have increased as in 2021 9 million websites are using Amazon Web System with a market share achievement of 5,8% and that was possible because Amazon uses knowledge of their customers received in form of feedback and managing it appropriately to understand the customer needs and to improve it. 
 When Amazon started allowing third-party retailers to transfer products via the web, it entered a whole new market. Originally, this was pitched as a way to help buyers discover rare and unusual goods and niche pieces, but as we all know, it has developed into something more. With the introduction of Amazon Prime, the company's consumer appreciation and loyalty skyrocketed. Bezos has focused on consumer obsession and overall customer satisfaction since the beginning of Amazon, and Prime has solidified that vision. Simply put, Prime's simplicity and accessibility to products – not to mention other perks like TV and music –are unrivalled. 
 In terms of sales, Amazon set a new high in2020, increasing its annual revenue by 38% to $386 billion, a yearly rise of more than $100 billion. In contrast to the previous year, Amazon's net profit rose by 84 percent. Amazon was able to pivot rapidly and adeptly to meet changing market demands amidst the pandemic thanks to its strengths in interconnected digital channels and extreme proficiency in supply chain management. As Amazon gains ownership of more of the supply chain and masters last-mile delivery (literally, the last mile(s) before the product hits the customer's door), the company's growth trajectory will accelerate. Last-mile delivery is the most complicated and nuanced part of fulfilment, but it is also one of the most critical touchpoints in terms of customer satisfaction. (Kohan, 2021). In order to achieve Amazon has used the SECI knowledge management model (Nonaka and Takeuchi 2004) by using the socialization of the customers from the feedback and understanding their needs and transforming their tacit knowledge to explicit. 
 No company has been spared the effects of the Coronavirus pandemic around the world, but few have been as popular as Amazon. With Bezos resuming his position as CEO, Amazon has been chastised for not protecting jobs, being at the forefront of a mass-market shift to eCommerce, and, depending on who you ask, either losing or gaining significantly from global lockdown. (Capitalism, 2021) 
 The process of recording, preserving, exchanging, and efficiently managing employees' information and expertise in order to enhance the workforce's overall knowledge is known as knowledge management. Its key aim is to maximize quality, productivity, and knowledge retention within the organization. Knowledge management is beneficial since it emphasizes knowledge as a tangible commodity rather than an intangible. As a result, the organization is able to better protect and leverage its expertise, as well as enhance and concentrate its knowledge creation activities to meet its needs.  
The vital inventions, patents, or personal experience that propels your innovations to market are known as knowledge assets. This could be a brainstorming session or the exploration of a new formula that leads to the most competitive product in your industry. Companies must keep ahead of the curve in an increasingly competitive environment by systematically exchanging information assets. Amazon is an outstanding example of integrating internal and external expertise to accelerate creativity. Amazon's competitive advantage is based on data mining and digitalization rather than physical products, so information assets are vital to their success. As a result, according to the World Intellectual Property Organization (WIPO), Amazon has over 5,000 patents. 
 Leading innovation is about utilizing knowledge assets to create leadership and support the business in the long run, rather than just defending intellectual property. Amazon will push the limits of creativity by investing in information assets to create a unique shopping experience for its customers, regardless of where the knowledge came from. In both competitive and non-competitive settings, companies dealing with the new challenges of the science age will realize that knowledge is the most strategic source of organization and the cornerstone of competitiveness and survival. As a result, they are regarded as a requirement for the management of these strategic tools. 
 In today's business world, knowledge has evolved into a strategic resource that serves as the foundation for a company's competitive advantage. Two critical factors deciding the organization's sustainability and potential performance in this new environment are e-commerce, intelligence, and information collection from customers and consumers. Customer knowledge tends to be the most important form of knowledge. Numerous publications have stressed the growing value of customer awareness, which has been supported by empirical studies. Most companies have concentrated on gathering large quantities of data about their customers in order to achieve these levels of awareness. In this regard, managing the use of consumers' information defines the unique knowledge management methods and strategies that are used to facilitate the sharing of knowledge between a company and its customers, enabling the company to make effective business and strategic decisions. Customer knowledge management (CKM) leads to various changes in the delivery of new goods and services, enhancing customer support, customer respect, providing customer value, identifying serious customer needs, improved response and respect for consumers, and growing benefit and competitive advantage for the company. 
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Knowledge development and enhancement is a continuous process that includes elements like idea creation, digging into new models, and combining resources or principles for upcoming development. For a better understanding of how knowledge management theories of model are working and helping the organizations to create or to manage knowledge certain theories will be analysed with contrasting arguments for and against. Will be covered four different forms of knowledge management theories within this evaluation. 
 
SECI model of Nonaka and Takeuchi KMC 
 
 Information is developed, according to this model, through the interaction of tacit and explicit knowledge, a process known as "knowledge conversion." Since an employee is never isolated from social interaction, this interaction is a social process between people, not contained to a person (Nonaka & Takeuchi, 2004) Since knowledge is generated by the conversion of tacit to explicit knowledge, four separate ‘modes' of knowledge conversion can be proposed: socialization, externalization, combination, and internalization. SECI, based on the first letter of each mode, is a common abbreviation for all four modes. 
 The benefits of the SECI model are that appreciates the dynamic nature of knowledge and knowledge creation and provides a framework for the management of the relevant processes Disadvantages of the SECI model are that is based on a study of Japanese organizations, which heavily rely on tacit knowledge: employees are often with a company for life. 
 Buckowitz and Williams KMC 
 This model explains how organizations create value by generating, maintaining, and deploying a strategically correct stock of information. Repositories, partnerships, technologies, communication infrastructure, functional skill sets, process know-how, environmental responsiveness, organizational intelligence, and external sources are all part of this model. These phases are oriented toward longer-term processes of aligning human resources with strategic needs (Bukowitz and Williams, 2000). Getting information, using knowledge, learning, adding to knowledge, evaluating knowledge, creating and maintaining knowledge, and divesting knowledge are the seven phases outlined in Bukowitz and Williams KMC. 
 The Bukowitz and Williams KMC incorporates two new crucial phases:  learning knowledge content and determining whether to retain or divest the company of that knowledge content. Since the notions of implicit and explicit awareness have been integrated, this KMC is more detailed than other theories (Dalkir, 2011). 
 Mc Elroy KMC (1999)
Mark W. McElroy describes a knowledge life cycle as a series of feedback loops to organizational memory, beliefs, and claims, as well as the business-processing environment, that consists of two broad processes: knowledge production and knowledge integration. Person and community learning, knowledge claim formulation, information acquisition, and knowledge validation are the four processes that makeup knowledge development (McElroy, 1999). The mechanism by which a company applies new knowledge statements to its operating environment and retires old ones is known as knowledge integration. It encompasses all types of information transfer, including teaching, sharing, and other social activities that either convey an awareness of previously generated organizational knowledge to knowledge employees or incorporate newly minted knowledge (Dalkir, 2011). 
 The straight forward explanation of how information is measured, and a deliberate decision taken on whether it will be incorporated into the organizational memory is one of the McElroy cycle's greatest strengths. Validation of information is a step in this cycle that clearly separates KM from document management. It goes beyond merely discussing the storage and subsequent management of ‘as is' documents or information. It concentrates on methods for identifying information material that is useful to the company and its employees (Dalkir, 2011). The McElroy KMC varies from other KM models in that it outlines the desired outcomes of information creation and integration, such as increased organizational knowledge and a broader knowledge base. It is often chastised for concentrating on KM activities rather than offering advice on how to incorporate a KM system in a business. 
 Wiig KMC (1999)
 Karl M. Wiig is a pioneer in the area of information management, and he was one of the first to publish a collection of texts that collected management-related principles. His KMC focuses on how individuals and organizations build and use expertise. Since it discusses the enterprise as a whole and incorporates business areas that are similar in most companies, the model is popular in KM. The way information is developed, used in problem solving and decision making, and manifested cognitively, as well as in culture, technology, and procedures, he claims, is the foundation of KM (Wiig, 1999). Wiig's KMC focuses on the three requirements that a company must fulfil in order to operate its business successfully: it must have a business (products/services) and clients, it must have resources (people, money, and facilities), and it must have the capacity to act.  
 The simple and thorough explanation of how organizational memory is used to create value for individuals, organizations, and the organization itself is a major benefit of the Wiig approach to the KMC. Person traits and decision-making sequences affect how information can be implemented and used. Wiig also stresses the importance of information and ability, as well as the business applications of that knowledge, the limitations that may prevent that knowledge from being fully exploited, the possibilities and alternatives for managing that knowledge, and the anticipated value-added to the company. In brief, the strength of the Wiig KMC is that it has a clear description of how organizational memory is put into use to generate value for individuals, groups, and the organization. 
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Knowledge has surpassed the more conventional physical or tangible assets in terms of value. The actual inventory of airplanes, for example, was once considered one of an airline's properties. The SABRE reservation system, which allows the airline to handle the logistics of its passenger reservations as well as incorporate a seat "yield management system," is the airline's most valuable asset today. A yield management system is an optimization program that ensures that the maximum revenue is extracted from each seat sold, even though each seat has a different price. Similarly, nonphysical assets such as just-in-time (JIT) inventory systems are increasingly increasing in value in the manufacturing sector. These are examples of intellectual assets, which relate to an organization's documented records, and human talent, where such information is often inefficiently stored or simply lost, particularly in large, geographically distributed organizations. (Barbosa 2021). 
 Microsoft has created an expert network to make clear the types of knowledge competencies required for software development projects, as well as to connect software development teams in need of specific expertise with those who possess it. More than 300 knowledge competencies, both general and technology-specific, have been identified as part of this project. Employees, managers, and colleagues all offer their opinions on the competencies. In the sense of knowledge management, Microsoft's project is unique because it is closely linked to the staffing framework for internal systems development programs as well as the study of education and training requirements. To store the knowledge competency categories and personal profiles, the project uses a database and a Web interface. The database currently allows workers to balance their educational and training goals with current and future work requirements. Microsoft is working on expanding the system's capabilities to include software product creation. 
 In certain cases, businesses treat knowledge as an asset. One way to do this is to consider information like every other commodity on a company's balance sheet. Every year, Skandia, a major Swedish financial services firm, conducts an internal audit of its intellectual resources for inclusion in the company's annual report to stockholders. One objective is to convince investors of Skandia's information capital's worth. (Successful Knowledge Management Projects, 2021) 
 
Knowledge management models used by Amazon 
The desire of Amazon's customers to find what they want, when they want it, quickly and easily, has been a key to the company's success since its inception. It would bring much more value to the experience if the system could assist consumers in achieving their objectives in an intuitive and personalized manner. 
 The importance of social interaction in the information creation process identified by Nonaka and Takeuchi (2004) can be seen in Amazon's early stages of development. Bezos' strategy for encouraging creativity can be seen in two ways: first, encouraging divergent thinking within a team environment, and second, purposeful recruiting of people with diverse backgrounds. The fact that Bezos placed such a high value on culture shows that he recognized the importance of new knowledge growth. To avoid being constrained by one's own skewed perspectives when recruiting potential hires, Bezos will enlist the help of other executives. He was convinced that finding those who could best contribute to Amazon's creativity required a diverse set of viewpoints. 
 Bezos went to great lengths to foster a sense of community among his workers, describing their work as "making history." Employees were given stock in the company, which provided considerable incentives for them to contribute to the company's success. It is evident from Nonaka and Takeuchi's (20040knowledge management process that socialization and externalization were prioritized. Even though the aim was to develop new technologies for an online company, the creativity that Bezos accomplished through the management of perspective on relationships was the driving force behind the process. 
 Bezos' online innovations are another example of how he manages meaning to capitalize on tacit information. It's understandable that a lot of attention is paid to Amazon's web technology when looking for reasons for its popularity. The impressive contribution of these innovations to the troublesome facets of information management in an e-business context-socialization and externalization-is perhaps not so evident. The sophistication of Amazon's search engines and customer interface tools is due to the way personal information from Amazon customers has been wrested from their private domains and made transparent and available for the company's exploitation. This task is normally performed by company agents as salespeople in a typical business sense. The value of Amazon's search engine combined with its user interface is based on its ability to collect information from the personal sphere of customers' lives and codify it for effective use within the larger context of Amazon and its affiliated companies. 
 One example is Amazon's "Your store" in which the company recommends items that would fulfil a customer's needs. When customers sign up with Amazon, the company keeps track of all of their activities while on the site. When interests are linked to unspoken private information about individual customers, a significant shift from implicit to explicit awareness occurs.(Tiben et All,2006). 
 Another innovation developed by Amazon it was “post read reviews”. Amazon shoppers are given the opportunity to share their thoughts on a book. Authors have been reported to check reader feedback to see if their books are succeeding or failing early on. This type of interaction, in which personal experience is conveyed, is comparable to Nonaka and Takeuchi's socialization mechanism of tacit-tacit knowledge transformation (Nonaka and Takeuchi, 2004). Amazon has been able to engage with its customers in a more intimate manner as a result of this. Amazon says that its consumers have responded positively to these programs, giving it a competitive advantage. Amazon has extended its online services to many related companies since their early implementations. It's fascinating to see how Bezos and his technology entrepreneurs applied fundamental elements of information management to such a powerful effect. The importance of social meaning in the transformation of tacit awareness has now been applied to cyberspace. 
 The importance of context in working productively with tacit knowledge is highlighted by Amazon.com. The application of Nonaka and Takeuchi's knowledge management system is useful for making sense of Amazon's early success in e-business with the benefit of hindsight. (Tiben et al,2006). 
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Amazon needs to improve the synergy that occurs as a result of combining data from ads, sales, and after-sales services. The organization's MIS(management information system) must assist in providing consumers with contact points at all times. Amazon could integrate the entire ecosystem with social networking platforms by using the customer relationship platform for marketing and attracting more customers. The majority of customers live in the social room, as shown by Ebay's and other upcoming E-commerce companies' MIS. By combining a user's shopping experience with their social networking profile, Amazon would be able to promote its products and services to the end users' personal networks. The use of enterprise resource planning tools in social networking will assist Amazon in exchanging customer feedback and responses, thus increasing customer trust. 
 Amazon must develop more customer relationship marketing strategies and improve its logistics operations as a result. This necessitates the allocation of additional human resources as well as expansion into new markets. Amazon needs to assess the next potential market in terms of demographics using data from customers buying patterns. As the number of customers using mobile apps and the number of people using iPads and tablets has increased, so has the potential to customize end consumers' requirements. Segregation of consumer desires based on ethnic origin can assist helping hands in providing an exclusively online interface to users from various sides of the world. (Capitalism,2021) 
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In conclusion, knowledge management has an important impact on the organizations and in the way that a particular organization uses KM and KM theories. From this point of view, can be stated that Amazon has properly exploited these resources and made them suitable for the company, the fact that it reflects on Amazon's rapid growth and expansion within the market and different business environments. Regarding the knowledge management mentioned theories it can be summarised that can be adapted within the companies and sorted in term of suitability for a particular business. Some theories are more relevant than others and can be improved for these demanding and changing times. 
 In terms of how Amazon.com has exploited knowledge management, it could be argued that Bezos had an intuitive knowledge of knowledge management practices that had been thoroughly developed and implemented in e-commerce businesses. Bezos accomplished this by mastering all meaning and relationships. The development of contexts in both the physical space of Amazon headquarters and through the personal personalized webspace of customers has been a key factor in this success. According to the KM theory of Nonaka and Takeuchi(2004), Bezos effectively dealt with the issue of tacit information in the challenging world of e-business. In order to establish a more general approach to e-business management, the study proposes an information-based approach that takes advantage of the distinction between public and private goods attributes to information. The findings indicate that the method has potential for better understanding the transformation from tacit to explicit information in the context of e-business. According to a wider review of Amazon's issues, the knowledge management project cannot be exclusively based within the company. 
 Integrating the social networks within the Amazon platform would be a recommendation for Amazon.com. for better exploitation of Nonaka and Takeuchi(2004) socialization stage. Implementing this particular service within the platform will ensure better socialization with the customer so it would be recommended to introduce it as soon as possible. Integrating a user's shopping experience with their social networking profile would result in the promotion of Amazon's products and services to the end users' near networks. The use of enterprise resource planning tools in social networking will assist Amazon in exchanging customer feedback and responses, thus increasing customer trust. 
 The way Amazon.com has structured itself has built a whole new range of team-oriented value chain (or systemic) learning relationships based on its customers' experience. For example, the company's interconnections with its consumer base and interactive shared learning success have made it an appealing platform for many other businesses –we can now think of Amazon.com as a generalized access channel (or "portal") for a wide variety of goods and services, many of which are provided by different but systemically connected businesses. Amazon.com's original branding has been changed as a result of customer-systemic awareness and co-learning experiences, implying new value chain system relationships.
To conclude, knowledge management theories and models has helped Amazon.com to gain competitive advantage against his competitors even in the epidemic condition by retaining and attracting new customers.
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