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Aim of this study is to describe the importance of knowledge management in the business organization with case stud of Amazon.com. It has been explained that data of the organization is an important asset which has valued more than physical assets. It can increase the performance with the effective KM. In this report, the different knowledge management models have discussed. Leading work of Nonaka and Takeuchi has been particular explained in detail which laid important foundation on different concepts of KM. Various other models are explained including Choo sense KM model, EFQM KM model, Wing model, Biosol-I-Space KM model etc. These models show the use of knowledge under different conditions. Different knowledge management tools used in Amazon particularly MIS system has been explained in detail. In the lights of different concepts, the Amazon KM system is critically evaluated, and various gaps are identified with example including the credit card hacking of the customers and lack of poor coordination between sale and marketing department. Various recommendations are made that can continue the journey of Amazon as market leader in retail and technology. I have been explained that Jeff Bezos has intelligently use the KM techniques when fewer people think about it. In this way, it has become the major reason for the success of company. Even in Covid-19, the revenue of company has increased more than 100 billion dollars because consumer trend was evaluated from their search data. This report includes the basic understanding of KM principles, models and techniques which is critically discussed with the model of Amazon.com.  
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The main purpose of this report is to explain the importance of knowledge management in the organizational development.  Knowledge management (KM) can be defined as the process of structuring, defining, retaining and sharing of the information with the employees at workplace (Valamis, 2021). In 2005, Jennex defined it as the process of apply knowledge on the base of previous experience to improve the effective of organization. KM has become important strategy of storage, retrieve and re-usage of knowledge in business. The most reputable endorsement of the importance of KM is Amazon which has become the leading digital business tycoon by effective usage of the data and information. It is studied by Marc Rosenberg (2014) that Amazon.com is using the advanced KM systems to understand the customer demand. One of such system is Management of Information system. 
Amazon.com established in 1994 by Jeff Bezos as one of the pioneer digital business company in USA. It was started with investment of just 250,000 dollars and now it is annual revenue is more than 380 billion US dollars (Statista.com, 2021). 
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Graph A shows the revenue of Amazon.com during 2004 to 2020 in billions (US) dollars (Source: Statista.com, 2021). 
It is clear from Graph A that how significantly company has grown in last few years. There is contribution of strong knowledge management strategies of company.
There are various theories and models on the knowledge management an organizational utilize them according to their needs. Some examples are theory of dynamic knowledge creation (Nonaka and Takeuchi, 1995), expectancy theory (Davenport, 1998), SECI model, Giddens structuration theory, contemporary KM theory. The knowledge management models include knowledge spiral model, Choo sense making model etc. An important model is management information system (MIS) which is used in Amazon.com. It involves use of systems and technology which is used by Amazon from end user to the delivery mode. This report will include the use of most relevant models, theories and principles used in the case study organization Amazon.com. 
The expectation from the report is to provide the basic concept of KM and its involvement in the organizational management. It also provides the key understanding of the KM processes involved in the development of organization which can be followed by other organizations. 
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[bookmark: _Toc70451668] Knowledge and Information Management  
The importance of knowledge and information is now well understood by small to large scale organization. Investment on knowledge has better return on investment as compared to physical assets. According to Pasher and Ronen (2011), companies can achieve grown by using knowledge and information in organizational culture which promotes learning, innovation, collaboration, reuse and sharing. According to Nonaka and Takeuchi (1995), knowledge increases the decision-making ability of individual. More knowledge can be useful to frame policies, values, culture, and contextual information. There are various perspectives to knowledge which includes information and knowledge perspective, data, social perspective, individual perspective and organizational perspective.  Many people considered data and information same, but they have difference. Knowledge and information are generated from data. The efficient KM system provide two types of knowledge to the employees. One is explicit and other is tacit knowledge. The explicit knowledge is written information in the form of report, manual or other document while tacit knowledge is kind of unwritten, remained in memory and difficult to retain. 
Information management can be defined as the collection, management and use of information to convey to audience. It has been found that updated information about external factors have strong impact on the business. Davenport and Prusak (1988) defined information well as data that make a difference. For example, it was predicted by Amazon in the early phase of pandemic that online selling will get boom if done with strong strategy. As a result, Amazon set the example of innovation by using the information from customer data. Use of Information technology ash changed the way of doing business. Every activity done by the consumer on internet is recorded in the form of data on website. It depends on the sophistication of tools which get the information from data bank (big data). 
Organizational data is valuable asset, and, in this scenario, its importance is not less than cash. Regarding its importance, progressive organizations such as Amazon make arrangement for security, storage and cleaning. It can be used in various meaningful purposes. Companies look for transition of information to knowledge management. Knowledge management and information management differ from each other because information management is related to processes while knowledge management is related to people (Brooks, 2020). Various researchers investigated in the information management and knowledge management of Amazon. Palia et al., (2021) studied the framework and metrics that could be used to measure organizational effectiveness. In the same way, Choudhary et al., (2021) studied the knowledge graphs and hyperboloid representation used in Amazon. 
[bookmark: _Toc70450520][bookmark: _Toc70451669]Background of Amazon (with more detail information) 
The idea of developing internet-based selling was introduced by Jeff Bezos in the form of Amazon. Initially, the company was limited to sale books online but Bezos extended business to many areas. Amazon started selling more goods to get the competitive advantage on other companies which were just selling books online such as Silicon Valley bookstore. Now there is hardly a product which will not be available on the Amazon shops. Amazon also made the Kindle e-book readers. Although many people didn’t believe on his vision, but he was consistent on his thinking that internet based online business can grow faster. Amazon became the global organization which got capability to deliver at the doorstep of customer around the world. The growth of company remained consistent until 2019 but after the emergence of pandemic, the luck gate opened for Amazon when everybody was interesting to get daily need at their doorstep. Quite interestingly, Amazon announced recruitment of 300,000 employees earlier in pandemic which showed that company predicted the coming business opportunity on the base of customer data.
Amazon has shown great performance during Covid-19 and its outstanding customer service make it the best source for buying in UK. The revenue of the company has increased up to 100 billion dollars in last one year. The annual income is 2020 reached to 21.3 billion dollars which is nearly double of the last amount (Statista.com, 2020). There are nearly a million employee in the most advanced digital retail company. There were 640,000 workforces in 2018 which has crossed the figure of 1.2 million in 2020 (Macrotrends, 2021). More than 500,000 jobs were produced by Amazon during Covid-19 when other companies were terminating their skill force. It showed that last two year raised the profile of company with rocket speed. It has strong organizational culture which always motivate innovation in company. 
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The concept of knowledge management is not so old and various people defined the KM terms in different ways. In 2001, Drucker stated KM as the exploitation of knowledge source of company to get the competitive advantage. Similarly, Wiig (1997) defined as the use of knowledge assets for enhancement of ability of company to respond the challenges. Later on in 2014, it was defined by Frost as the systematic management of knowledge. He described it as the organization, creation, and exploitation of knowledge to achieve the business objectives.  
· Before proceeding to the KM theories and models, it is important to understand the KM cycle including its functions and relevant activities. The KM cycle was designed by Dalkir (2011) which represented its key step of knowledge capture, sharing, acquisition and application. 
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Figure 1 shows the different steps of KM cycle designed by Dalkir (2011). 
It is reported by McKinsey that workers on growing organizations spent nearly 2 hours per day on getting information to do their job. However, with efficiency in the searching the required information can save more than 30 percent time. All quality KM system must have three properties (Cook, 2019). 
a. The KM must provide the easy access to employees for the organizational knowledge.
b. Knowledge must be relevant and up to date. 
c. Source of knowledge should be single and reliable. 
[bookmark: _Toc70450522][bookmark: _Toc70451671]Why KM is so important for any organisation including Amazon  
The well-designed KM system is very important for company because it help the workforce to do their job responsibility with efficiency. It was well said by Sir Richard Branson “Take care of people of company and they will do best for your business”. There are various ways by which KM can boost the performance of company such as:
· Removing hurdles in the productivity
· Accuracy in communication to avoid false understanding
· Cater the employees with knowledge and experience after leaving others
· Reduction of training frictions and on boarding time. 
· Development of strong internal communication. 
The KM system is important because it enable managers to locate the required information which is required to address the specific task to increase productivity. 
Amazon has reputation of one of the most successful e-commerce companies. Amazon has reached to billions of people by advancement in knowledge management. There is lot to know the mechanism by which Amazon established relationship between information and customer. It has provided ease to customers to search and shop. Amazon is applying user experience and core KM to cater the customer needs. 
[bookmark: _Toc70450523][bookmark: _Toc70451672]How KM helps the organisations in satisfying customers and achieving competitive advantage  
It has been reported that KM can improve the customer satisfaction by improving KPIs such as net promoter score, average handling time and call resource rate. The consistent performance on all important KPIs provides the competitive advantage. The adoption of the effective KM strategy helps company to develop and share information. Those organizations which develop knowledge and information to share internally grown consistently and provide competitive advantage (Mankin, 2021). It involves use of sophisticated technology and communication. With the help of technology, companies can increase their abilities to overcome communication gap, promote innovation and respond quick to the changing business environment. 
Despite the increase in competition in E-commerce, Amazon is very successful in retaining and increasing customers. The KM and Information management system is automated which do analysis of the personality of user to recommend the favourite products. The way of Amazon collection, categorize, store and manage vast information is giving it competitive advantage. On the base of KM, it provides the easy-to-use index and housing of single interface to cover requirement of all users. There are some practices and principles used by Amazon with the help of KM in different ways. Some of them are One portal: one interface, Modular content, Consistent presentation, Magical personalization, Crown sourcing, Subscriptions, Feedback, Great help online etc. 

[bookmark: _Toc70451673] Evaluation of Knowledge and Information Management Models/theories  
Knowledge management has become the established reality and it happened due to credible work done by professionals which designed the theoretical models and theories of knowledge management. One of the initial models is Knowledge spiral model also called SECI model. SECI model is about the transformation of KM into working of organizational. The SECI laid the foundation of more advanced models that can account the dynamic and complex nature of the culture, knowledge and contextual influence. Other important models of KM are described below. 
Nonaka and Takeuchi Knowledge spiral model: This holistic model is about management and creation of knowledge. In this model two aspects of knowledge are explained which are explicit knowledge and tacit knowledge. SECI is a conceptual model and was explained by developer Nonaka and colleague. It shows how the tacit and explicit knowledge are developed, transferred and regenerated within the business company. This model was generated specifically for the business organizations, but it has applications to education and other fields as well. Four modes are classified in this model which are socialization, combination, externalization and internalization. Externalization represents the tacit to explicit, but the internalization represents the tacit to explicit whereas combination for explicit to explicit. 
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Figure 2 represent the SECI model of knowledge dimensions (Idrus and Ali, 2019)


Model of organizational epistemology: This model was developed by Von Krogh and Roos in 1995. This model emphasizes on the analysis of way to convey knowledge to workers in company, how to make it available in organization, and what could be the benefits for providing knowledge to employees. 
Choo Sense Making KM model: This model is about decision making and knowledge creation. The author of this model categorizes organizations on the base of knowledge. According to Choo, the organizations can be said to be strategically good when they are sense making, decision making and knowledge making.  
Boisot-I-Space KM model: This model has given more importance to knowledge rather than physical assets. Boisot distinguished data from information. He set 3D cube whicfh consist of decoding, abstract makig and undiffused to used. He also proposed the use of social learning cycle by using knowledge in 6 phases. These phases are scanning, abstraction, problem solving, absorption, diffusion, and impacting. 
Wing model for building and using knowledge: Another knowledge-based model was developed by Karl Wing which is also called KM model. Karl Wing mentioned some useful dimensions of knowledge which are completeness, congruency, connectedness and purpose. 
EFQM- KM model: This knowledge management model represents the non-perspective framework for the achievement of sustainable excellence. Some important concepts which were underpinned in this model are result oriented, customer focus, continuous learning, partnership development, Discussion and people involvement, CSR etc. 
Complex adaptive system model: In this model, the components of self-organized people are mentioned. The challenge of its application depends on the cooperation between people to develop sense of unity. It is explained that problems are solved in organizations when using external and internal resources. In progressive business organizations, knowledge becomes the valuable source of growth. 

Tacit knowledge is important in organizations which can improve product and services. It can be acquired by coordination with other persons which is possible by effective communication and sharing of activities. However, there are various challenges in knowledge sharing. The process of knowledge sharing should be well managed because that knowledge can be important from the organizational point of view that provides the competitive edge. The product and service quality can be improved by the effective management of tacit knowledge. More knowledge about the services and product of company and the customer requirement can increase the chances of success. In some cases, knowledge of services or product possesses by employees can be easily communicated but, in some ways,, it coded in complicated way. The explicit knowledge at company level can be in form of stepwise instructions, easy answers to frequently asked questions and well managed record of the interactions with customers. Sometimes tacit knowledge is also referred as tribal knowledge because when it is easily absorbing by the employees. 
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Figure 3 show the relationship of Tacit and Explicit knowledge (Oragui, 2020)
KM is the systematic approach for communicating knowledge at organizational perspective.
Organizations use one of the effective KM model or approaches for exchange of knowledge within employees. This transfer of knowledge is very complicated. It is very important to understand if audience is learning it or not. In many cases, the senior most employee don’t get the tacit knowledge well which is required for job. In worst cases, the employees continue their job without knowing what they don’t know. It means that they continue their activities without understanding of the possible better approach than they are already doing. It is also linked with the job satisfaction. Normally, employees’ eager to learn when they are motivated and here applies the Maslow’s hierarchy of needs theory. The ability of absorbing the tacit knowledge makes the good managers which can bring new talent on board quickly and in much better way. Typical KM processes are educating the newcomers about the essential steps which they continue to follow without thinking about innovations or possible better processes. Injecting the tacit knowledge with effective KM approach can help employees to better use their knowledge at workplace. Better coding of tacit knowledge can increase value of the explicit knowledge. Using the tacit knowledge simply and effective way also have positive impact on the customers. It helps customers to understand easily about the product or service. It will also be useful to understand not only the task but also improve learning about its procedure. It happens in same way when they learn it well. it increases the value or service and products far from expectations. For example, on searching product at Amazon.com, customer find all description of products, way of usage and return policy. With such information, the trust of customers increases on the business. Nonaka’s tacit and decision-making models also explain the tacit and explicit conversion in detail. 

	
[bookmark: _Toc70451674]Knowledge management within Amazon

Amazon is undoubtedly Knowledge management geniuses which develop information from the data and effectively manage its diffusion to employees and customers. The success of Amazon lies on the innovation and simplicity in the conveyance of the tacit knowledge. It has effective digital system which connect billions of people to search about its products and service. Other competitors also provide information enough, but Amazon has more reliable effective and simple way of knowledge sharing which is very organized. Customers get most what they want to know, and employees get the maximum information which help them to provide best customer service experience and increase sale. Amazon has made the principles which are followed in the KM process. It has been discussed in the first section that Amazon has one porta and one interface where customers get all detail of millions of products, services etc. It also provides simple gateway to employees to learn about their job descriptions, principles, learning, videos and all related information with videos. 
It can be argued that CEO of Amazon.com, Jeff Bezos understands well about the KM system better than other e-commerce companies which utilized it in business strategies. By using the Nonaka and Takeuchi’s KM theory perspective, it can be said that Jeff Bezos utilized the tacit knowledge according to the customer’s demand in the e-commerce. 
Management information system (MIS) is reported to be used by Amazon.com. It is important system which effectively connect the users with information (Demir, 2017). This system facilitates the management to make important strategic and operational decisions about organization. The case study of Amazon reflects the well-established alignment of MIS with the strategic goals. This system has important contribution in the success of company at global level. It has been used in Amazon to improve the management system and developments in the diversity of services for the customers according to their choice. Furthermore, CRM also supported to use this system in customer service and marketing. MIS and other IT software system is very organized which can do millions of tasks all the time. 
There are few examples to learn about the strategy of Jeff Bezos in knowledge management. For example, in year 2000, two organizations were involved on the advocacy of changes in privacy policies of company (Tibben et al., 2006). On that time, Amazon withdrawn from its non-sharing of customers information policy. One legal firm claimed it as misuse of the customers information. Various other forums such as Federal trade Commission also gave note against the Amazon’s act of using customers information because most of the people are not willing to disclose their personal profile. In simple way, Amazon has developed the useful information from customer search data which helped company in developing the effective business strategy. In recent Covid-19 environment when various companies were terminating their employees, Amazon became the top e-commerce company, and more than 100 billion dollars increased in the annual revenue. In another context, Amazon was blamed in 2008 of its incompetency in the privacy of the account information of users because thousands of customers claimed the stolen information of their credit cards while doing shopping from Amazon. Later on, the data security was improved, and the CRM module was strengthened to evaluate the behaviour of customers. The strategy of sale in Amazon reflects in its MIS where company made single sale strategy. 
There is much more to understand about the KM system of one of the top e-retail company with customer perspective. When someone search for the product on Amazon, it needs smart phone of computer to open company website (Greene, 2021). Instead of looking for different product on different forums, Amazon make everything available at single platform where company gets information about consumer liking, disliking and uses AI system to auto-recommend the relevant products. Amazon is more than a technology company than retail. It has developed a system with name of Amazon connect which is an efficient source of knowledge management. It is rather not practical for the company to manage billions of transaction and customer engagements. It has connected the KM system with the AI technology to provide maximum support on simple request. For complex queries, the representatives respond accordingly. This connect Amazon system provide all detail and map of order until it is delivered.  Another important example of KM system of Amazon is seller APIs. Amazon share some tacit knowledge with the sellers to improve efficiency and increase in revenue. For example, API system provide the information of updated price of product after every 60 seconds which has been sold either on Amazon or other company’s platform.  
There always remain roam of improvement. Therefore, some recommendations are made for the KM system of Amazon.com (Demir, 2017). 
a. Integration of social networks with the operations of Amazon
b. Improvement in coordination and sharing of tacit knowledge across the business functions and CRM operations
c. Use of virtual agents and AI in the KM processes
d. Improvement in anti-phishing interventions and products sorting
e. Better knowledge sharing policy to improve coordination between sale and marketing teams in Amazon. 
f. Customization in the marketing of products according to KM guidelines. 
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Tacit and explicit which are two knowledge forms are well attributed from the work of Nonaka and Takeuchi (1995). It further established 4 knowledge modules which are described in knowledge transformation (explicit to explicit, tacit to explicit etc.). Along with Nonaka and Takeuchi’s work, various other people developed models on different aspects of knowledge management. The transfer of tacit knowledge to the explicit knowledge is important factor that contribute in the success of organization. In this study, the importance of KM with the case study of Amazon.com is explained. Amazon has most advanced technology system which can interact in billions of applications without decreasing the performance. It is using MIS for the sharing and utilization of the information. Importance of knowledge has been increased and its effective usage has shown by Amazon in last 15 years when company developed various application after evaluating the customer demands. It has been discussed that in many cases, employees continue their working without understanding the technicality of their work and they never think on other possible ways to enhance performance. The better communication of tacit knowledge increases the performance of company because well knowledge employees can represent the company well while interacting with the customers. 
There are various complains on the KM policy of Amazon. Previously, it was criticized a lot when Amazon suddenly changed the customer data privacy policy. Later on, it has shared the information with other sources. On that time, the credit information of thousands of customers was stolen. Amazon provides all knowledge on single interface which is one of the key factors of its success. There is hardly a thing which couldn’t be present on the Amazon platform.  
Inspire of most advanced technology system of Amazon, there are still gaps in the KM. It can be improved by using the virtual assistant that could provide all possible but precise information to the customers and employees. The knowledge sharing should also be limited which could improve confidence of different stakeholders. 
Use of cloud like system for KM is simpler to use. In more complex system, knowledge can be taken wrongly. 
To enhance marketing of the Amazon products, the KM system can be connected with the social networking platforms for promotion and business. It also needs to offer product’s sorting on the ranking, review of customers. 
Amazon need to counter the phishing issue which have affected its reputation various times. The KM system should also increase awareness on the anti-phishing interventions to improve understanding of users. 
It has also gapped in the CRM and also need to improve the operations. It can be done by effective intervention of the data to explore the more potential markets that provide the maximum information on the base of demographics or regional demands. 
Artificial intelligence usage is already increased in common, but it must be more organized that could grasp more precise information about customer choice. The particular develop of virtual agent who can convey information intelligently can take the company on new height and provide the competitive advantage. Amazon can use this virtual agent-based AI system to communicate with different functions about operations and logistics. The interesting part can be added when virtual agent could also provide the comparison with other web services that will help the employees in marketing and sale strategies.  
KM between marketing and sales team need improvement. It can be done by using the MIS interface. Customer dissatisfaction complains can be further reduced by providing easy to use knowledge to the sale and marketing professionals. There must be interface where employees can find the number of complains about particular issue to address these challenges. It can happen with improvement of ERP.
Knowledge management has been discussed in last thirty years frequently, but its importance has never realized much before this pandemic. This pandemic has changed the way of business and shopping. Due to increasing web services, it is important to understand important knowledge management tools and principles. This study not only provided the basic knowledge on various KM principles, concepts and models. It also provides the detail of its usage in the most advantage technical and retail company Amazon.com
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