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[bookmark: _3gh1gzmdf1ew][bookmark: _Toc91933522]Introduction
Amazon is an American multinational company in the information technology sector that began as an ecommerce website selling books online initially and has since expanded to cloud computing, digital streaming and artificial intelligence.  Regarded as a tech giant it is one of the big five companies in the US. From selling books online it now sells a range of products that include homeware, cookware, clothing, toys, games, cosmetic products, grocery and other food items. It also rents data storage devices and other computer resources. The company follows four principles when doing business, customer obsession instead of focusing on competition, commitment to excel in operational activities, passion in innovation, and to think long term. Another aim of the company is to become a safe place for their employees, the best employer and the world’s most customer centric company. One click shopping, personalization, customer reviews, Kindle direct publishing are some of the pioneering services of the company.
The Knowledge Management theories in the report include Organizational theory and Techno centric theory. Knowledge management refers to the system designed specifically for the support of knowledge related activities and the technology used in it. The techno centric theory puts the focus on the role of information and communication technologies in the field of knowledge management. It deals with creating the necessary technologies that will aid in the flow of knowledge and the retention of the information. In the organizational theory of knowledge management the place of focus is the organization in question. It takes a look at the structures within the organization and how information flow is done there and how the structures within the organization are designed to culturally and hierarchically help in the management of knowledge and the different knowledge management processes. In the context of Amazon these two theories have been applied to see what are the organizational structures of the company that facilitate knowledge management and what technology they use to do so.
[bookmark: _Toc91933523]Brief introduction of the relevant knowledge management theories and their application in Amazon
Amazon operates with different knowledge management practices that can be related to the theories of knowledge management. The two relevant theories that can be elaborated on based on the practices are Organizational theory and Techno-centric theory. The two theories are given below:
Organizational theory
The organizational theory explains any organization's approach that is implemented to work towards a common goal of the concerned organization. The organizational theory also studies the behavior of individuals related to the implementation of the strategies taken up by the concerned organization. The organizational theory provides information about the complicated interrelation between the organization and its environments. The theories of the organization also describe and reasons for the role of implemented policies, branches, fluctuations in funding, the terms and conditions of contracts, the process of procurement, and dynamics seen among the organization's workforce (Birken, 2017). The company has taken up for this assessment, and Amazon uses a hierarchical structure of the organization. The structure consists of a senior management team with members in senior vice president and a worldwide controller who will report to the Chief Executive officer (CEO) Jeff Bezos. The management is further divided into seven segments: the human resource management and legal departments as some of the working segments that report to the CEO. The organization has also kept a very customer-centric approach which is apparent in its operative and strategic management. The meetings are also conducted according to the "two-pizza rule," which states that two pizzas can feed all the people present in the meeting. This ensures that meetings are held in smaller groups (Rutakirwa, 2018, p. 5). The senior management team of Amazon comprises seven board members, including the CEO, the president, the Chief Financial Officer, Worldwide consumer, worldwide controller, CEO of Amazon web services, and Senior Vice President of General Counsel and secretary (ir.aboutamazon.com, 2021).  
Techno-centric theory
The techno-centric theory addresses the technological development and advances of the organization in the field of technological growth to maintain the server and store relevant information. The techno-centric approach considers technology-driven machines as resources without considering how those machines are allocated to use socially (Banks and de Graaf, 2020,p. 21). Amazon is known for its historical growth in using cutting-edge technology to assist employees and provide service to their customers (aboutamazon.co.uk, 2021). Every company has its unique information systems at work for the technological development of the organization. Amazon.com uses the information system based on Service Oriented Architecture (SOA) (Al Imran, 2014, p. 4). SOA can be explained by using two different aspects. From the aspect of business, it impacts the improvement of the capacity of the company to manage the business between customers and suppliers. From the perspective of technology, SOA is a project philosophy influenced by modularity, segmentation of concerns, re-use of service, and composition (Reis and Gonçalves, 2018, p.4). This system is a completely segmented and distributed platform that provides service in a decentralized manner. This ensures that Amazon's information system is sturdy and measurable for the employees. SOA focuses on segmented and plural processes and not the entire process. The technological growth and aspects of Amazon are driven towards increasing the speed of delivery and the archive of the products to provide the customers with products of lower costs and more benefits (aboutamazon.co.uk, 2021).
[bookmark: _Toc91933524]Examining the knowledge management development practices
Amazon undertakes different knowledge management practices that endorse both organizational and techno-centric approach of the knowledge management theories. This involves the understanding of information for effective creation, storing and sharing of information, along with application and integration of information for the systematic functioning of Amazon. As established earlier, Amazon uses the SOA information system which has a decentralized approach of management of information. Accordingly, the knowledge management practices used by Amazon are given as under:
Maintenance of a single portal for effective use
The best feature of Amazon can be counted as the use of a single portal for gaining all the information about Amazon as well as for availing their products and services. The user experience is maintained through this same portal and the easy accessibility can be found due to the simplified search procedure. 
Promotion of different businesses
The portal and website of Amazon produces the consumers with updated product related information and the sales and discounts for the day. They enable their customers to shop from deals produced by independent shopping partners, which includes businesses that are women-owned, Black-owned and different military family owned businesses (aboutamazon.com, 2021). Thus through Amazon, different small and medium sized businesses are getting accessibility to the customers worldwide. 
Easy to read website designing
The single portal of Amazon provides easy accessibility to all with the simplified presentation of the required information. The internet allows the advertisement of various products in the different social media platforms which inspire consumers to access the shopping portals for the required purchases. Amazon has also given the facility to its prime members to avail for customized delivery time (Ghoshal , 2018, p.26). 
System of personalization
The use of SOA information systems focuses on the distributive procedure of producing information. The application and website of Amazon produces its users with the personalization of the products displayed to them. This in turn increases its efficiency to promote and attract attention of the customers towards products that they actually use and need. 
System of crowd sourcing
Amazon provides their customers to review products that have already been purchased and used. These reviews are from the customers who have purchased the same or similar products before. Amazon also asks for images in the reviews given for providing the customers with authentic reviews. 
System of providing feedbacks  
Amazon values the feedback provided by the customers. The business firms use the techniques of analyzing texts and sentiments of the feedback provided by their customers to know about the interest of their customers towards any specific products or services. This in turn helps in producing business strategies to improve or maintain a certain quality of any service or product (Kumar and Pande, 2021, p. 333).
Information Practices
Amazon is involved in disseminating information about business by abiding by the information practices. The firm creates awareness among the target groups of stakeholders about certain changes in business with an aim to seek their consent. Participation from all the most impactful stakeholder in this process is ensured by the management. Security of information is ensured through application of security measures and at the concluding part of implementation. This way Amazon tries to strengthen its information practices that have created a transparent image in front of the stakeholders. Participation of the stakeholder groups in the information practices have enriched business relationships. Information technologies that are put to work, put people to work, and influence information practices can be either technical or social, or combinations of the both (Huvila, 2018, p. 34).
The above features of Amazon can be evaluated with the benefit of having a good understanding of the information creation, storage and usage for developing a business. Amazon uses the above mentioned knowledge management practices to gain the required information and run their business accordingly.  

[bookmark: _Toc91933525]Evaluation of the mentioned scenario within Amazon
Considering the scenario, it is observed that the ecological knowledge management theory can be implemented and utilized to identify and evaluate the effectiveness of information and knowledge management culture in Amazon. Knowledge is basically regarded, recognized and considered as one of the major core competencies, a primary or the main medium of advantage in the competitive world and values creation or creativity of the organizations and companies all over the world (Martins et al. 2019, p. 490). This theory mainly lays focus on relationships, opportunities of learning, and people which consists of interactions or communications among the companies and the individuals and also the external and internal factors that bring people together for the purpose of sharing knowledge. Identifying the given scenario, Amazon tried to hire and provide employment to maximum people. This online shopping site provided everything to the customers in a single tap. Amazon in their leadership strategy puts their customers first. The leaders of the team worked to gain and keep the trust of their customers (aboutamazon.com, 2021). Amazon opened a large number of warehouses and increased the number of wish masters or delivery merchants to prepare and meet the needs and demands of the customers. This particular shopping site believes that providing a better experience to the customers is the main reason behind achieving and gaining success in this competitive world. Along with providing experience to the customers, the company aimed at providing values to these experiences of the customers. Amazon values the feedback of their customers and integrated Qualtrics in their internal IT system to grow more with the help of deeper opinions of their customers (businesswire.com, 2021). These activities of Amazon can be linked with the ecological knowledge management theory. The customer centric approach of the services of Amazon addresses the requirement of this theory in-depth, and the technology used are also relevant for formulating the growth of the business with respect to the response received from the customers. Amazon.com uses the website to generate feedback and uses the knowledge from those feedbacks as assets to develop their business management strategy. Amazon is known for providing a very convenient customer experience and is able to manage successful relationships with their customers worldwide without face to face interactions (Chakrawarthy, 2017). The successful knowledge management has made it possible to retain such smooth relationships with the customers as well as employees. Hence the ecological knowledge management theory can be one of the other theories that can be applicable for studying the case of Amazon and its customer relationship management. 
[bookmark: _Toc91933526]Examining the knowledge management challenges within Amazon
Growing scrutiny
Throughout the world, regulators are examining the business performance of Amazon and have gathered information about the online marketing performance of the brand. It sells the goods on its site and promotes it to create its own branding. Amazon has been detected as subject to federal and state antitrust investigations. In addition to European regards, the union regulators fulfilled antitrust changes in recent times and have accused Amazon of using its access to data to gain an unfair advantage from a third-party seller. It has been stated in the report of the judiciary committee that calls for the positive outbreak of Amazon to implore fresh rules for making them secure in the competitive market. It has come up with threats to the global environment due to widespread Amazon web service and has to attach investment for facilitating the growth (Cook, 2018, p 1). The security team works with a formal review of all features that has to provide compliance with standards set by the industry. 
Employee motivation
In the recent pandemic situation, Amazon has been detected to provide threats to the workers. However it is also noticed that employees complain that the organisation does not bother about the sickness of the employees and ask them for restless service. The organization is only focused to satisfy the marketing of the organization but not even taking measures for the security of the staff from the virus attack (Fleming, 2021). It can come up with the threat of burnout of employees and the organization lacks employee engagement. Employee motivation is therefore a challenge of knowledge management as employees are equally involved in sharing information in the enterprise. It is therefore important for company leaders to communicate the goal and make reports on the progress and can enforce compliance when it has shaped the knowledge management. In case of a lack of documentation after the compliance of any project there arises the risk of knowledge management practice within the organization. 
Easy access to gather information
There arise challenges in the availability of resources to gather the information and expertise lacks the information they need. This has resulted in no benefits of the knowledge management system. The challenge arises whenever the research is incomplete about gathering of information. Issues have given rise to the fact that there is enrollment of outdated information or even the information that are not relevant to the documentation of the adopted project. The sources of information have to be reliable for being useful in knowledge management practice of the enterprise. The organization faces threat from retailers for having lack of information for knowledge management practice. 
Absence of verification of customers 
Customer verification helps to reduce the risk and has to come up with identification of fraud or theft. Other than this, cost and expenses can arise from incorrect  or enormous information from the customers. It can help to protect the integrity of the offers that are provided as purchasing options offered by Amazon. Customers should leave their reviews for verification of purchasing that has to be conducted by the firm for better knowledge management.  
[bookmark: _Toc91933527]Formulating recommendations to strengthen the knowledge management practices of Amazon
Centralization of knowledge content
With an aim to strengthen practices of knowledge management in Amazon, it is recommended that centralization of knowledge content could help Amazon to overcome its challenges in business practices. This recommendation would certainly help Amazon to protect information related to the organization and business for effective use. The content of information and knowledge that are publicly published for the external stakeholders should follow a centralized version. This would increase authenticity of the content and it helps the organization to address the needs of its external stakeholders to satisfy their thirst of knowledge about Amazon.  In the process of creating, maintaining, and sharing information about the organization, this process would certainly be beneficial for Amazon in the context of expanding the area of enterprise-wide knowledge management systems. Creation of unique content with appropriate information for the target group would increase stakeholders’ level of trust in the organization and it will also enable Amazon to maintain transparency on business in the field of managing business related information.  Through the use of innovations of information-communication technologies, sharing and creating of organizational knowledge is made more effective and efficient (Buntak et al. 2020, p. 45).
Encourage immediate collaboration and sharing 
The organization can overcome the challenge of growing scrutiny by creating a secured and supportive work environment. The encouragement of collaborative communication has to be established with clarity of conceptions. The feedback of the customers has to be enrolled for establishing strong communication in the online platform. Communication has to be established with promoting brainstorming within the employees participating within the organization. The communication has to be established by automation of investigating the business information.  Collaboration and sharing has active notability in cloud computing and can assist in recovery of knowledge management challenges (Al-Samarraie and Saeed, 2018, p 1). 
Centralized information
Centralized information structure has to deal with knowledge management where the information has to be gathered at the starting point for establishing the business through decision making. In this process information flows from upper level to lower level. It increases organisational performance with resolving premature conceptions for organizational needs (Mazorodze and Buckley, 2019). It brings more consistency in the practice of knowledge management in Amazon. 
Generate new ideas
Organization has to come up with generating new ideas for knowledge management overcoming its barriers. The organization has to identify the updated strategies for gathering valid information for knowledge analysis. It has to embrace the desire for socialization and has encouraged a fresh mindset for tackling the issues in knowledge management. Instinctive motivation has to be provided to the customers for collecting accurate information in modifying the approach of knowledge management.
[bookmark: _Toc91933528]Conclusion
As a multinational company organization, Amazon has to be most vulnerable with its resources. Workplace must involve collectivity of employee’s knowledge that has to be shared for successful practice of knowledge management. In the current pandemic situation, the organization has maintained its knowledge management practice by maintaining a single portal for effective use and adopted promotion of different businesses. The system of crowd sourcing and the attachment of the service feedback have to be judged for establishment of knowledge management. Various theoretical expected have been discussed for promoting the knowledge management approach in business firms and has evaluated the scenario in terms of Amazon and elaborate successfully. The challenges of the organization have been identified in terms of management of knowledge and determination of relevant information. The identification of the challenges has come with certain recommendations that have to be adopted by the organization for overcoming the challenging issues faced by the organization for performing knowledge management practice. Hence the study discussed the importance of the information system for Amazon and examines how they add potentiality in knowledge management practice. 
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