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[bookmark: _Toc91068454]Executive summary

The following report will be aiming to broader explain and highlight the Knowledge management process in Amazon company. Further, there will be examined key theories related to the subject so, it will be stated how the Knowledge Management is helping the company in achieving the competitive advantage. A solution in matter of a better KM in Amazon will be outlined as, there is need of improvements, for example paying a greater attention to the retention of the skilled staff because of the fact that first of all, knowledge management is having better results while the staff is used to their tasks and better manage all their skills in order to achieve their targets. Also, the training process that develops many skills for the staff and benefits directly Amazon is a recommendation that will be discussed in the report. Last but not least, the report will be filling a gap in literature in matter if how KM is used in one of the biggest worldwide companies and it aims to help other businesses to adapt and implement the techniques in order to become more successful. 
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[bookmark: _Toc91068455]Introduction

The discussed subject in this report is Knowledge Management in Amazon company as it helped in gaining success and competitive advantage. First if all the Knowledge and Information Management will be defined along with the advantages it brings to any company but especially to Amazon. Moreover, the steps followed by Amazon in becoming competitive on the market and how its concept overpassed other successful companies will be presented. 
Further, the awareness about the Knowledge Management subject will be highlighted by using the SECI Model invented by Nonaka will be used for the same purpose but to highlight the knowledge management in Amazon’s company in a more creative way based on the spiral form of Socialization, Externalization, Combination and Internalization. (Dubberly & Evenson, 2011).  In the same section, will be described the methods used in order to share Information within Amazon company along with the advantages and disadvantages of them in order to highlight what might go wrong and what is bringing benefits for the company. Investigating the Knowledge Management techniques used by amazon will be a special section if the report that will relate to the connection between the System Operating Procedures and KM as they are an integrated part of each other. The outcomes of the SOP procedures will be described in detail for a better understanding of the benefits a wise Knowledge Management system can bring in Amazon and any other company. Recommendations regarding how Amazon can improve their activity in order to be able to deal with future issues or changes on the market will be also provided. The conclusion will be given based on the overall information found in academic and book resources along with a recommendation of what KM framework culture can Amazon utilize in order to be more effective and how the proposed tool will benefit the company in the future. 
Amazon is an international company active in most of the countries around the entire globe which was founded in 1995 by Jeff Bezos which was initially a website that sells books. Further in 2015, Amazon opened their first physical store, it started the real expansion of the company that have become today. (Kupelian, 2020)
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Amazon is a company that is headquartered in Seattle and Washington, United States of America and it is a giant of the artificial intelligence, e-commerce, cloud computing and digital streaming industry. (Wikipedia, 2021)
At it’s first day after opening the business, Amazon have been installing a bell that rings at every purchase, but after a few days, it started to ring si often that the staff turned it off.  The first sign that Amazon was willing to be a great company with a huge success was stated in the first month of activity as it recorded sales in more than 59 countries in the first 30 days. (Hartmans, 2021)
Amazon is continuously gaining success on the market because of the fact that the company is able to track the preferences of customers and integrate them very fast. For example, the ultra-fast delivery option is one of the most intelligent tools used by Amazon and it is actually a service that delivers the customers packages in United States in a very short period of time, such as an hour. This have been attracting many premium subscribers for Amazon as nowadays the people are in a hurry and they are placing orders last minute so they need it as fast as possible and Amazon is the company willing to satisfy this need. (Eadicicco, 2015)

[bookmark: _Toc91068459]What is KM?

The Knowledge Management process refers to the processes through which information is stored, captured and delivered between departments in a certain company. The KM is also responsible about sharing the experiences of employees in order to enrich the overall workforce’s information culture. (Starmind, 2020) 
The Knowledge Management is decided in two parts, tacit and explicit which have different meanings. The tacit knowledge refers to a more superficial one as it is the information accumulated by a certain employee and related through words, usually telling a story about circumstances or situation the certain individual went through. (Oragui, 2020)
The explicit knowledge in the other hand, refers to the documented knowledge and information that are written in forms such as reports, papers, datasheets may be considered explicit knowledge. (Patel, 2021)

[bookmark: _Toc91068460]Importance of KM

First of all, the Knowledge Management is a tool that gives companies a guarantee for success if it is well-managed. For example, the knowledge is a an integrated part of any developed and successful company because of the fact that it is actually used in every department, the same happening in Amazon company also. Furthermore, the knowledge sustains exposing the skills and information any employee holds and link it with the rest of the company in order ti improve the efficiency and productivity of the company. It is also important to mention the fact that knowledge is a futuristic tool as there are many new researches in role regarding the Knowledge management subject as leaders and managers are willing to find new ways to implement knowledge in order to being innovation and success for their companies. As the global knowledge economy is continuously changing and developing, this can be an evident fact that will become the biggest worldwide economy as it will be useful in growing and developing businesses as well as pleasing the market requirements. (Young, 2009)
The decision-making process is enhanced in companies by the knowledge management due to the fact that based on other employee’s experiences, opinions and collaborations, there is easier to find out a solution and make the right decision to improve the company’s efficiency. (Broad Vision, 2021)
On the other hand, innovation and changes in the corporate culture are sustained by knowledge management and this is a great advantage of it because it enables generation new ideas based on the knowledge and minimize the risks that are taken for the future developments. (Broad Vision, 2021)

[bookmark: _Toc91068461]How KM helps the organizations in satisfying customers and achieving
[bookmark: _Toc91068462]competitive advantage

Building employee expertise is a key component of the business success due to the fact that it is enhanced by the Knowledge Management process and it implies the generation of ideas within a company. The diversity in the company goes hand in hand with building an employee expertise because of the fact that more types of people will bring more ideas to the table and it will easily generate new concepts that can be implemented within a company in order to satisfy the customers needs and achieve the organization’s success. (Matthews, 2021)
Avoiding duplicated work does not just mean wasting efforts, time and resources of a company but also it decreases the customer satisfaction. For this reason, the Knowledge Management process is helping companies such as Amazon in order to avoid duplication as it brings information within departments and previous projects. This means that an effective use of the KM is helping the company to achieve competitive advantage and increase the customers satisfaction by bringing innovation and new products that will satisfy the market preferences. (Lyons, 2021)

[bookmark: _Toc91068463]Section 2: Evaluation of Knowledge and Information Management Models/Theories
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It is a very well-known fact that the tacit knowledge is not easy to be shared as it consists of information and experience acquired during a long time. For example, it will be hard to tell and share how to manage a company because of the fact that sometimes it just took a good decision-making strategy or skill in order to be a successful manager. It is usually not something that a person will just say, but tacit knowledge is usually shared as a result of an interview, questionnaire or even a topic related conversation with the outcome of sharing information. The tacit knowledge is considered one of the major competitive advantage factors due to the fact that it is hard to be communicated and it is obtained by the employees, leaders and managers that have a history in the company rather than the new hired ones. This is a consequence of the fact that in time, the employees may easier figure out how the company works. For example, in Amazon company, there are people that have 10 tears or more experience so they hold the most valuable information, in this case tacit knowledge that can be shared with others in order to increase the competitive advantage. (Sampath, 2018) 
In Amazon company for example, the organizational culture has been developing a knowledge sharing culture and is the major factor of the business success die to the fact that it bring benefits in the decision making-process as well on decentralization. There are two types of Knowledge Management tools used by Amazon company and one of them is a Simple Storage Service and the other one is more advanced, the Amazon Web Service which is connected to the E-commerce platform. (Mutwiri, 2020)
Amazon Web Service (AWS) is one of the most advanced systems that use Knowledge Management due to the fact that it is a platform where employees and consumers may access information and personalize their experiences within Amazon website. For example, while a consumer goes on Amazon website, it will receive personalized experiences according to their past searches and recommendations that will kindly suggest them to buy the certain items. On the other hand, the AWS is not only a facilitator between the company and its customers but also, buyers, employees of Amazon and sellers. Being a seller on Amazon in the AWS section, it enables the access to all the information held by Amazon company so, it simplifies the work of the seller by giving access to tools such as database storage and delivery services which will enhance their selling and benefit Amazon company at the same time. (Gillis, 2020)

[bookmark: _Toc91068465]How systematic approach (Management Information System/systems) help organizations in sharing and exchanging its knowledge base across the organization?

The Management Information System is used usually by companies in order to manage their finances and by this to track the performances of how they are used and organized. This is an important tool for managers also due to the fact that it highlights their performances in matter of money management. (Inc., 2020)
For example, in Amazon company, the Management Information System is used mainly by the too Management in order to see how the expansion and projects within company are going. Actually, the MIS are also helping the management board to compare the actual status of the company with the planned one as well as obtaining data and information from all the departments and subdivisions of Amazon company in order to have a clear image about the progress against the goals of the company. (Ferrolho, 2021)

Furthermore, Amazon uses the Management Information System for another reason, and that is the MIS is establishing a greater communication within people, organization, technology and any kind of relationships established within the company. In this way, employees within Amazon company are able to access any kind if information which will enable a more efficient decision-making process and avoid duplication in matter of ideas or plans. (Luenendonk, 2017)

[bookmark: _Toc91068466]SECI Model

The SECI Model was created by Ikujiro Nonaka and Hirotaka Takeuchi in order to highlight how companies store and share information within departments but also, how the information can be transferred in the most optimal way in order to increase the efficiency of the company. It is also important to mention that SECI model is using both tacit knowledge and explicit knowledge as both aspects are playing a huge role within the Knowledge Management of a company such as Amazon. (Nonaka et al., 2000)

The SECI model is divided into:

Socialization: 
In Amazon company the Socialization process takes place in order to transfer tacit to tacit knowledge due to the fact that there are no papers or documents involved but discussions and dialogues. For example, a manager will transfer tacit information to an employee while explaining to him aspects he has been through and the employee will need to listen and learn from the manager’s past mistakes or learnings as a lesson. In shorter terms, after observing or going through a specific situation, the individual will learn something and it will share further the learnings via a discussion with someone else with the purpose of transferring the information. (Hoe, 2006)

Externalization:
The process of transferring the tacit knowledge into explicit knowledge is defined as an externalization. For example, one of the managers of Amazon will write a book or a document with their knowledge about a certain specialization he has and give it to employees in order to learn about it. This is transferring the tacit information from to diagrams, books, articles of any kind of written evidence also known as explicit knowledge. Furthermore, the externalization process is benefiting not just one employee of Amazon but it can be accessed by everyone working in the company. (Hoe, 2006)

Combination
This aspect of the SECI model is used in order to make improvements on the explicit knowledge. For example, in Amazon company there can be accessed explicit information via web or data bases and create reports or projects that explain better a concept and at the same time to bring innovation without getting the risk of duplicating past projects. (Hoe, 2006)

Internalization
The internalization process is the opposite of the externalization process due to the fact that it transfers explicit knowledge to tacit knowledge. In Amazon, managers often use the explicit knowledge in order to explain several marketing concepts for example so, the employees receive documents that they have to read and learn, so transferring them to tacit knowledge. (Hoe, 2006)
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The SOP’s (Standard Operating Systems) are an integrated part of a company as Amazon.com in order to ensure their services and products are delivered consistently every time. For example, a SOP does the hard work instead of the CEO of the company by the fact that it enables the company to keep in touch with their users with the changes and other things that can influence the user’s activity. In fact, the SOP’s are meant to structure the processes with the goal of achieving the business goals. (Pearce, 2019)

Amazon is using the SOP in order to establish what are the procedures needed to be done by the Amazon sellers in order to act according the business regulations and meeting the company’s standards. The main outcome of using the SOP is that the company is able to establish a strict set of rules in order to assure sellers are behaving accordingly and this was one of the most important steps taken by Amazon that bring the company’s success. On the other hand, giving the effective documentation for the Amazon sellers have been conducting into building a legacy as all the rules are clearly explained in SOP’s. (Amazon, 2021)

[bookmark: _Toc91068470]What are the main outcomes that Amazon has been achieving with the use of
[bookmark: _Toc91068471]these procedures?

The main outcome that Amazon had by using SOP’s is the fact that it enables all the sellers to follow the same steps and not difference to exist between them or unfair competition. This have also helped Amazon company in achieving their success as the uniformity and consistency happens in the same way within departments. It is important also to mention that Amazon highlights the fact that they have quality management which ensures the accountability, efficiency and compliance of the company. Moreover, the SOP is benefiting Amazon while giving transparency, assures a more efficient internal communication within the company and their affiliated sellers but not least, integrates everyone within the company successfully. (Amare, 2020)

[bookmark: _Toc91068472] Improvements

In order to overcome the challenges, Amazon should be aware of the information they share and make sure that the employees as well as the affiliated sellers have access to it and be able to manage the resources in order to increase the success of the company. 

[bookmark: _Toc91068473]Conclusion and Recommendations

In conclusion, Amazon is a company that is strictly paying attention in the tacit and explicit knowledge in order to develop an efficient knowledge Management system and assure the growth of the business by taking into account many strategies and subdivisions of how the information can be shared and transformed in new ideas that have potential in generating profit and success for the business. 

In matter of improvements, Amazon could pay more attention to the new businesses affiliated with them due to the fact that they are the most in danger not to succeed. On the other hand, the success of any new business on Amazon.com means more revenues for the company, so there should be implemented financing programs for new ventures in order to give them the possibility to adapt their prices to the market and further grow. Bringing the healthcare industry on Amazon.com may be a huge step for the company to achieve its goals due to the fact that the healthcare industry has been gaining a significant position in the market since Covid-19 Pandemic have been starting. As well, geographical expansion might be a good point if Amazon will take it into consideration due to the fact that it will expand the business, and register a significant growth in the company’s revenues.
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Amazon’s Background

v' Amazon was founded in 1995 by Jeff Bezos (Kupelian,
2020)

v" In it’s first 30 days, Amazon recorded sales in 59
countries (Hartman, 2021)

v' Amazon’s success is due to their ability to track the
customers preferences and integrate them successfully
on the market (Eadicicco, 2015)
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Knowledge Management

v’ The Knowledge Management process refers to the
processes through which information is stored,
captured and delivered (Starmind, 2020)

v Knowledge Management is a tool that gives companies

a guarantee for success if it is well-managed (Young,
2009)

v" Building employee expertise is a key component of the
Knowledge Management (Matthews, 2021)
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valuation of Knowledge and Information
Management Models/Theories

v’ Tacit knowledge is one of the most valuable assets

within Amazon company (Sampath, 2018)

v' Amazon uses knowledge sharing culture (Mutwiri,

2020)

v' AWS — Amazon Web Services (Gillis, 2020)
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Management Information System

v' Amazon utilize the Management Information System to
manage their money and to track the success (Inc.,
2020)

v' It is an useful tool for managers since it displays their
financial management abilities (Ferrolho, 2021)

v In Amazon, MIS is primarily utilized by upper
management to track the progress of the company's
expansion and projects (Ferrolho, 2021)
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a more efficient internal
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2020)
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Areas to improve & Recommendations

v" Amazon should be aware of the information they share

v’ the employees as well as the affiliated sellers have
access to it and be able to manage the resources in
order to increase the success of the company

v’ Help new businesses to grow
v" Access the healthcare industry
v’ Expand
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