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Executive Summary
This report has mainly focused on the evaluation of the Information and Knowledge management system practiced in the workspace. The global e-commerce store Amazon has been chosen in this regard. The efficient handling of every step of the talent management cycle including creation, storage, sharing, application, and integration of knowledge has been observed in this report. The majority of knowledge management initiatives are designed to assist organizations in achieving organizational objectives such as enhanced performance and competitive advantage, as well as a seamless information life cycle. These activities are all part of organizational learning, but they may be characterized by a stronger focus on knowledge management as a strategic asset and on encouraging information exchange. The Nonaka and Takeuchi knowledge spiral model, the Choo Sense-Making KM Model, and the Wiig Model for Building and Using Knowledge along with the Smart KM framework were used in this research. The presence of certain challenges regarding the acquisition and transfer of knowledge has been reported. Suitable recommendations to resolve those challenges with minimum cost have also been mentioned.
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[bookmark: _Toc92475039]Introduction
Information and knowledge management can be defined as the collection of various methods that are used for creating, sharing, utilizing, and managing the valuable information and professional knowledge of an organization. It can be referred to as a multidisciplinary approach that helps the organization to achieve excellence by utilizing the available information and knowledge. In order to design an effective knowledge management system, the basic duties of the team manager are to organize joint activities like training sessions, interactive debate sessions, workshops, etc. with the business partners and the internal knowledge management team of the organization. Through this, the company will be able to strengthen the knowledge exchange with its potential clients. In this report, the existing knowledge management system of the global e-commerce company Amazon will be examined thoroughly. This report will also discuss the existing challenges regarding knowledge management faced by Amazon, followed by developing suitable recommendations to resolve those shortcomings.
1. [bookmark: _Toc92475040]Brief Introduction of the chosen organization
Amazon.com Inc, popularly known as Amazon, was founded in the year 1994 by Jeff Bezos. This e-commerce giant was founded as an online business company and also as a cloud computing company. The Amazon headquarter is situated in Seattle, Washington (Althafairi et al., 2019). Initially, it was not able to garner much attention from the global consumers due to their resistance to involve in digital purchasing. However, the emerging rise of social media platforms along with the digitalization of the whole world has shifted many physical retail stores to digital platforms. With the advanced use of different knowledge management (KM) strategies, Amazon is able to produce zillions of gigabytes as product information, which has attracted a major percentage of the global population. Amazon has emerged as one of the most successful e-commerce stores due to the effective implementation of the user experience strategy. From the beginning, this company has tried to develop a consumer-friendly platform that collects and utilizes consumer data in order to provide a hassle-free purchasing experience. The COVID-19 outbreak in early 2020 impacted every small and big business all around the world. Somehow, Amazon managed to stand out as an exception, managed to increase their sales profile by a huge margin during the global pandemic. As per aboutamazon.com (2022) facts, Amazon has given a platform to a huge number of small and medium-sized enterprises from all around the world, which has enabled them to sell more than 7400 products/minute. The economic recession during the pandemic created a huge unemployment toll all around the world. Whereas, Amazon employed more than 36,400 people during the first quarter of 2020, increasing to almost 876,800 by the end of the year. Amazon has not only been able to increase its sales profile during the pandemic, but it has also invested $15 billion to prioritize the health and safety of its employees and working professionals.
[bookmark: _Toc92475041]2. Brief introduction of the key knowledge management theories
Knowledge and information in any organization are handled through a set of practices known as "knowledge management." To put it another way, it is a multidisciplinary approach to attaining organizational goals through the effective use of information sources. Many large enterprises like Amazon, governmental institutions, and non-profit organizations have resources dedicated to internal Knowledge Management as part of their business strategy. Several consulting organizations provide these corporations with knowledge management (KM) advice. Most knowledge management projects are intended to help organizations accomplish organizational goals such as improved performance and competitive advantage along with a smooth Information life cycle (Wang et al,2020). These activities are encompassed under organizational learning, although they may be distinguished from one another by a greater emphasis on knowledge management as a strategic asset and on promoting information sharing. The theories taken in this study are the Nonaka and Takeuchi knowledge spiral model, the Choo Sense-Making KM Model, and The Wiig Model for Building and Using Knowledge.

Choo Sense-Making KM Model emphasizes knowledge expansion and decision-making abilities for organizations. Making sense, creating knowledge, and making judgments are all areas where "smart organizations" use information strategically (Utari and Handoko, 2019). Three interconnected processes are crucial to an organization's ability to create new knowledge and dedication to realizing its full potential. There are three components of the Choo Sense-Making KM Model Sensemaking, creating knowledge, and making decisions. The idea of serendipity' is central to the Nonaka and Takeuchi model of Knowledge Management (KM). Knowledge production and innovation involve both the epistemological (knowledge forms) and ontological (knowledge sharing and dissemination) three-tier model of knowledge sharing and diffusion (individual, group, and organization) for organizations (Wang et al,2020). Tacit information is separate from explicit knowledge, which can be found in manuals and procedures. Tacit information is learned via experience and provided entirely through metaphor and analogy.
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Picture 1-Nonaka and Takeuchi model of Knowledge Management (KM)
Source-(Wang et al,2020)
The Nonaka and Takeuchi model of Knowledge Management (KM) has four models of knowledge conversion. They include participation in formal and informal groups such as schools, churches, and other civic organizations as an important element of socialization. When a group gathers in a physical or virtual space, the process of socializing is often preceded. Externalisation is the process where tacit knowledge is converted into explicit thoughts within the organization. This method is critical for the interchange and capturing of valuable information due to the high degree of internalization of tacit knowledge. Combination refers to the integration of concepts into a knowledge system. Synthesis might take the form of a review report, a trend analysis, an executive summary, or a new database for organizing information and Internalisation where explicit information is turned into implicit knowledge. The Wiig Model for Building and Using Knowledge emphasizes the following principle: knowledge must be organized if it is to be useful and valuable (Elezi, 2018). Knowledge should be organized according to the purpose for which it will be used by the organizations. Wiigs KM's usable dimensions are as follows: "completeness" which is the quantity of meaningful information that can be extracted from a certain source. As sources, everything from the human mind to computer databases may be used (i.e, tacit or explicit knowledge). The concept of "connectedness" refers to the well-defined and well-understood links between diverse knowledge objects. The more linked a knowledge base is, the more valuable and helpful the information it contains. Consistent information is known as a "congruent knowledge base," and it occurs when all of the pieces that comprise that knowledge base agree with one another. Another framework that can be used to improve the KM of an organization is the Smart KM framework. The Smart KM Model is an innovative knowledge management framework fuelled by best-in-class practices and well-founded ideas from several industries. A number of organizational components, including strategy, management systems, information and communication technologies (ICTs), and support services, are all incorporated into the model to ensure that KM gets ingrained in business culture. This theory ​​ offers a practical tool for ensuring that knowledge management (KM) becomes established in every company culture. Firms will be able to manage their knowledge more simply with this technique, from the development of new information through its acquisition, transfer, and utilization inside and across organizations.
The SMART KM framework can be used by organizations to manage their own information as well as the knowledge of others, both internally and outside (Sensuse and Hakim, 2019). However, this model has its own sets of limitations - for instance, these frameworks cannot predict universal information. When an organization's culture is heterogeneous the smart KM framework cannot predict specific data sources. The following theories will be critically analyzed and will be evaluated to check the effectiveness of knowledge and information management culture within Amazon in terms of creating knowledge assets and maintaining effective customer relationship management.
[bookmark: _Toc92475042]3. Demonstration of the importance of effective creation, storing, sharing, application, and integration of information which is essential for good knowledge management development practices.
Importance of every step of the Knowledge Management cycle
In the context of understanding the importance of effective creation, storing, sharing, applying, and integrating the available knowledge and information of the organization, the Knowledge management cycle (KMC) can be mentioned. 
[image: Knowledge Management System Life Cycle [19]]
Figure: Knowledge Management Cycle
Source: (Sardjono et al., 2020)
Effective implementation of every step of the knowledge management cycle is crucial to boost the efficiency of the decision-making ability of an organization. This helps to build a smarter workforce, where all the employees have the access to the expert knowledge store within the organization. Availability of the stored knowledge will accelerate the decision-making process of the company, which, in turn, will increase the overall performance of the workplace.
According to Wagner (2006), a large portion of the organizational knowledge exists outside the professional information storage of the company. In order to create a unique knowledge and database, the company must outsource its capabilities to acquire knowledge from outside the business firm. Efficiency in knowledge acquisition through traditional and artificial intelligence-based resources will certainly aid the company to develop a well-informed knowledge base. Prior to collecting new information, it is necessary to identify the knowledge required for the company’s growth. For further development of the KM system within the organization, Amazon has also engaged in data acquisition through open-source developments. The utilization of different software available on the global networking system has also been noted in the case of Amazon for creating a reliable and authentic data source. Identification of suitable knowledge will serve the company as a critical economic resource and also serve as a competitive advantage to the company (Ezekiel and Zablon, 2015).
After creating a reliable framework of new data, it is essential to store them while maintaining proper safety and security guidelines. To store the collected data, various information technology (IT) systems are typically used to host the distribution of organizational knowledge. In order to meet the requirements of the storage system, the collected information may also be needed to be formatted in particular ways (IBM 2020). Document management systems, Data warehouses, content management systems, Intranet services, etc can be used to store valuable information in different forms. Knowledge storage management involves documentation and automation of data. In this regard, maintaining the anonymity of the data is also necessary for security purposes. Amazon Web Services (AWS) promises to provide servers, huge storages, mobile development, remote computing, security storage, and many more services. Teams across Amazon use thousands of IT systems and machines on Amazon EC2, and a huge portion of data is being stored in Amazon S3 which helps to provide the customers with the best experience (amazon.com 2022).
In the stage of knowledge sharing, the speed of communication within the employees depends upon the organizational culture. As opined by Caruso (2017), the major inconvenience related to knowledge sharing is that the employees do not want to share any kind of valuable information, skills, or expert opinions they had come across, with their colleagues or with the entire organization. Generally, the employees show resistance in sharing data they have acquired through informal resources which hinders the formation of a valuable knowledge asset for the organization. Appreciating or rewarding the action of knowledge sharing will certainly aid the knowledge management system of the company, as well as provide them a competitive advantage. According to amazonjobs.com (2022), Amazon focuses on developing healthy relationships between the employees through effective communication tools, and collaborative teamwork. It is also reported that the employees are appreciated with rewards for sharing any kind of information collected through informal sources. This does not only help the company to gain a competitive advantage but also provides its employees with a maximal job satisfaction level. Achievement of this particular step of information and knowledge management has certainly aided the company to gain huge popularity over time.
With the help of efficient tools and techniques, an organization can apply knowledge storage for purposes like developing an efficient user interface, up-gradation of the employee recruitment system, etc. The availability of organizational knowledge collected through formal and informal resources helps the employees to increase their performance level. The acquired knowledge can also be integrated to develop new services as per the customers’ requirements. The amazon.science (2022) report states the presence of various journals, reports, news regarding efficient management of knowledge and information. The presence of the multi-source entity of Amazon focuses on integrating knowledge collected from various sources through linking the global records. This, in turn, helps in developing high-impact applications like data-cleansing, user stitching, etc. Designing a high-level knowledge training program has also helped Amazon to spread the importance of the KM system. It is noted that the application and integration of organizational knowledge have improved the learning process of Amazon by 8.21%.
Over the last decade, Information and Knowledge management system has emerged as a key driving factor of the success of business organizations all over the world. KM system has aided the business firms to develop new ways of working and adapt to the most popular ways to engage in collaborative working. The digitalization of the whole world has aided e-commerce stores like Amazon to acquire knowledge from multiple sources. The upgraded technologies have advantaged the process of developing networks and sharing organizational knowledge on a global scale (O’Dell and Hubert, 2011). Effective handling of every step of the KM cycle, which are creation, storing, sharing, application, and integration of knowledge has helped Amazon and many other global business firms to design a high-quality infrastructure of knowledge management practice.
[bookmark: _Toc92475043]4. Demonstration of an evaluation of the identified scenario within the given organization. Relevant alternative academic theories are identified and evaluated to check the effectiveness of knowledge and information management culture within the given organization in terms of creating knowledge assets and maintaining effective customer relationship management
According to the Case study during the pandemic when there was a loss of jobs and the fall of the global economy, amazon increased its profit by 6 billion USD(Garcia, 2021). Part of their strategy included selling affordable materials to the public along with food and other necessities. The study also mentions that everything they do is possible due to their excellent knowledge management system which employs an amazing Information storage system that helps them create a knowledge asset for the customers. Thus, it can be evaluated that an effective knowledge and information management culture requires Information flow and information overload. The company needs valuable KM that assists in Searching for and identifying valuable information.

Amazon is one of the world's most successful eCommerce companies. Amazon has always focused on making it simple for consumers to locate what they want when they want it, and how fast and simple they can do it( Nazir et al,2020). But the Wiig Model for Building and Using Knowledge says that the customer's experience would be enhanced if the system could assist them in achieving their objectives in an intuitive and personalized manner. And according to this theory, four dimensions of completeness, connectedness, congruence, and perspective should be achieved in order to maintain the effectiveness of knowledge and information management culture (Elezi, 2018). All of the purchases and business transactions are processed via the same Amazon gateway. It doesn't really matter whether it's food, technology, literature, or clothes. Neither the gateway nor the user experience is unique when customers are searching for and identifying valuable information. Amazon uses the perspective dimension of this KM theory to learn about user behaviour from all age groups thus all consumers can access their information via a single, familiar, and simple-to-use portal and interface. For instance, a student can access all of their educational resources in one location, including courses and eLearning, as well as websites and videos. During the Covid Pandemic, customer orders increased by 34%( Gong et al,2021). Whether it's product information or customer feedback, each item's information is shown consistently and sequentially. The knowledge and information management culture in Amazon guarantees that material is created and then made available to users on a constant basis according to the demands. This fulfills the Wiggs KM dimension of connectedness.

The Choo Sense-Making KM Model emphasizes the fact that External factors and sustainability within knowledge and information management are important in an organization (Utari and Handoko, 2019). The company is highly Performance-centred. Amazon follows the sense-making principle of the Choo Sense-Making KM Model to gain knowledge about consumer trends, competitors, and external factors( Husain and Ermine, J.L., 2021). Calls to Amazon's service center were down even during the pandemic when orders were at their peak. it can be analyzed that the company worked hard to make its website as user-friendly and comprehensive as possible. This saves the company a lot of money, which results in happy consumers. Because of the excellent quality of the data given, people often browse Amazon's product information, even if they intend to buy elsewhere. This proves the effective customer relationship management fostered by amazon.
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Picture 1-Choo Sense-Making KM Model
Source - (Utari and Handoko, 2019)
Amazon is one of the most successful e-commerce platforms in terms of eliciting relevant feedback from its consumers. Gaining feedback from clients, customers or employees is an essential part of Information sources. According to the Nonaka and Takeuchi model of Knowledge Management (KM), it is important to value customer feedback and understand the value it provides to customers (Wang et al,2020). It is an integral part of knowledge management because a well-functioning feedback system helps in innovation. Amazon displays consumer feedback on the product's main page and gives customers many choices for processing and arranging the data (Amazon.com,2022). Customers who read the reviews may even rate them! This effective knowledge and information management culture, in addition to helping future customers, assists Amazon and product manufacturers in improving their services and items. This method is one of the most effective approaches for assessing the efficacy of Knowledge Management. It has a considerably greater influence on page views or downloads. User input may also be utilized to find and prioritize items relevant to the user's requirements. Amazon assists customers in becoming more educated and aware by giving resources such as customer ratings, reviews (including the most and least helpful), and images, as well as assessments of what others "like you" have previously bought or purchased together. Many online retail sites have modeled themselves after Amazon, which acts as a model for many of the social components featured on these sites.
The Smart KM framework will be the appropriate KM model for Amazon because it has more technical aspects for creating knowledge assets. This framework might help Amazon in External factors and sustainability within knowledge and information management because organizational components, management systems, information and communication technologies (ICTs), and support services can be developed using this framework. Even though this theory can be quite problematic because amazon is heterogeneous work culture, it cannot predict sect information, yet this framework will be appropriate due to its diverse KM system provisions. With this method, businesses will be able to manage their knowledge more easily, from the creation of new information through its acquisition, transfer, and use inside and between organizations.
[bookmark: _Toc92475044]5. Discussion of Amazon’s potential knowledge management challenges and provision of suitable recommendations to strengthen their knowledge management practices from the knowledge acquisition-retention-transfer perspectives
Amazon, through an efficient knowledge management system, has been able to develop a platform that connects zillions of global customers by providing “zigabytes” of product information. According to Arnett et al., (2018) the patterns of innovation present in Amazon, are mainly driven and designed as per the customers’ requirements. The shift of power to customers’ hands has resulted in frequent changes in the knowledge management system of Amazon. 
Acquisition of vulnerable user data
Although the single portal-single user interface system of Amazon has eased the purchasing experience of the customers, it is also evident that some users may find this single portal system sensitive to their personal information. For example, the introduction of Amazon Pay has attracted a huge percentage of customers. On the contrary, some customers are still hesitant to input their financial information into the Amazon app. The inclusion of retailing services, payment services, employment services on a single portal has generated many questions among the global users regarding the authenticity of the data collection process of Amazon. 
Recommendation- In order to retain valuable customer data, it is recommended for Amazon to assure the customers about the authenticity of the data privacy policies. As opined by Yim et al. (2017), transparency of the data privacy policy will help to build a loyal customer base, as well as increase the sales profile of location-based digital marketing.
A complex system of data transfer
The complex data transfer process of Amazon has challenged many sellers to find reliable information about the customers. Problems have been noted regarding access to shipping information, duplicate listings, reviews and management, FBA logistics, and many more. Many users have even used this barrier for their personal accomplishments like digital fraud. 
Recommendation- It is highly recommended for Amazon to categorize the buyer and seller information in more detail. In order to resolve the complexity of data transfer, it is crucial to re-design the consumer persona of Amazon, which will help the seller to identify reliable information about the global customers. 
Availability of too many knowledge resources
The emerging popularity of different social media platforms has given rise to too many digital sources of information. The availability of too many opinions may sometimes confuse the working professionals of Amazon about the authenticity of the identified information. Sometimes, the networking system and software developed for collecting information may not be able to recognize fake information. The presence of both real and fake information may delay the data collection process, automatically hampering the Knowledge management system of the company.
Recommendation-
In order to avoid collecting any fake information, it is highly recommended for Amazon to recruit more professionals to manually monitor the data collected through various official and unofficial resources. It is also recommended for Amazon to verify user information before purchasing expensive products. This can be achieved through various digital e-service tools convenient for customer interaction (Chung et al., 2020).
[bookmark: _Toc92475045]Conclusion
This report has critically evaluated the existing information and knowledge management system present in the giant e-commerce Amazon. It has been noted that, through the simplified design of the user interface, Amazon has managed to develop a huge percentage of loyal customer base from all over the world. The presence of modular content and availability of customizations on the official site of Amazon has engaged the customers on a more personal level. However, the presence of a single platform for different Amazon services, like Purchasing, Financial services, Employment services, etc. has garnered quite a few questions from the critics.
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