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The purpose of the report is to critically assess and evaluate the concept and importance of knowledge management in terms of Amazon knowledge assets and their management. The report focuses on understanding the key knowledge management process required for organisational development and developing a framework for establishing a knowledge management culture.
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Amazon is an American multinational technology company, it is the number one company in 2021. Amazon.com is an internet-based enterprise, there are no physical shops or showrooms. The only physical workplace of amazon is the fulfilment centres. Amazon’s fiscal revenue is $386.064B (2020) and 21.331B fiscal profit (2020). Amazon was opened in 1994 by founder Jeff Bezos, the company headquarters are based in Seattle Washington.  Amazon strives to be Earth’s most customer-centric company, Earth’s best employer, and Earth’s safest place to work.

The evaluation of Amazon’s knowledge management and framework will be analysed using different Knowledge Management theories, such as Wiig and Nonaka models. The outcome of the report is to identify and understand how Amazon manage knowledge and information. Evaluate knowledge and information models, investigate the knowledge and management models and develop a framework for establishing knowledge management culture.

[bookmark: _Toc93009479]STRUCTURE


The report follows a  three sections structure
 Introduction-Purpose and outcome of the report, knowledge management theories used to analyse Amazon’s knowledge management, an overview of Amazon 
 Main body
· Section 1: Knowledge and Information Management  
· Section2: Evaluation of Knowledge and Information  Management 
· Section 3: Investigating KM techniques used by Amazon.com 
Conclusion -Findings from the beginning to the end
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Knowledge management enables you to use appropriate knowledge in a specific area. In other words, knowledge management helps you to structure your information effective. Knowledge is a combined result of a person’s experiences and the information they possess.

According to (Bhatt 2000) The knowledge management is the process of:
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Knowledge is a thus process of facilitating knowledge-related activities such as creation, capture, transforming and, use of information.”
Knowledge is an organised combination of ideas, rules, procedures, and information (Marakas, 1999, p. 264).

However, this theory has been argued in the modern knowledge era as well as in the “ancient” philosophy. 
At 151d7–e3 Theaetetus proposes D1: “Knowledge is nothing other than perception” (aisthêsis).
Aristotle, the most influential thinker of all times considered that “mankind by nature desire to know”. The three types of knowledge according to Aristotle are Episteme, Techne and Phronesis. Episteme means scientific knowledge, Techne means knowledge of craft and Phronesis means ethical knowledge. Aristotle also thought that not the best argument win a debate when it comes to mase. While many people argued Aristotle’s philosophy the strongest voice that could not stand it was Plato. Plato aimed high and he created The Rhetoric, the art(knowledge)of persuading, Plato considered that the person must have a set of assets to win the debate. The point of his philosophy was to recognise, acknowledge and soothe people’s fears/emotions. According to Plato principles, knowledge is different from true opinion. The opinion is when I have a belief and it happens to be true. Knowledge is a belief that happens to be true and there is a justification for it. Socrates on the other hand believes that knowledge is rigid and certain and that everything in the world is innately connected ( if there is one truth known, everything can be divided from it). He defines knowledge as absolute truth.  Knowledge is a belief that happens to be true and there is a justification for it. Socrates considered that wisdom starts with assuming you know nothing, stressing humanity need of discovering and the importance of knowledge.
Although those were the arguments in the ancient philosophy, they could all agree that knowledge is of what is true and that this truth must be justified in a way that it must be true.
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Jeff Bezos, a former Wall Street hedge fund, back then, build Amazon.com in 1994. He was inspired by the South American River, Amazon. Not only that he wants Amazon.com to be as gigantic and well known as the Amazon river, but his decision was also influenced mainly by the letter A, the first one in the Alfabet. As you can say from his idealistic perspective, Jeff Bezos had big plans for Amazon and he saw what others were not even able to speculate back in the 1994’s, the internet based enterprise. The beginning of Amazon was not as spectacular and welcomed by the public, not even the Amazon employees were convinced that this is going to work out and become a real company. Amazon started with selling books online, they promised to deliver any book to any reader anywhere. Amazon was the target of scepticism and criticism in media and business analytics due to the lack of profit, until 2001. The Amazon former never referred to Amazon as online commerce or selling books on the internet, he defined Amazon as a technology company that facilitates online transactions for the customers. There was not much profit for Amazon, even though in 1999, Amazon start selling video games, consumer electronics, toys and many others, as well as books for the United Kingdom and Germany.

In the light of the technology company perspective, in 2006, Amazon launched Amazon Web Services, which lead further in developing Elastic Compute Cloud (EC2), Storage Service (S3), Kindle e-reader and many other inventions
  Business-wise, knowledge and information management improves the work performance, the overall development of the organisation and last but not least to obtain a competitive advantage. An organisation aim is to collect knowledge of individuals, known as tacit knowledge and transform this into organisational knowledge, also known as explicit knowledge and later, embed this knowledge into the augmented product.
Knowledge management, together with operational systems enables the company to know its customers. You cannot satisfy someone without knowing their likes and dislikes, their needs and expectations. The organisation must have data and information to conduct analysis, in order to deliver strategically.  Proper use of knowledge management helps establish better communication of the customer and organisation, therefore better results and future strategy. Analysing the customer's needs and expectations, allows you to understand more about future product creation too, therefore competitive advantage can be obtained with the right strategy.
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Above is an example of an analysis that organisations can work with in order to satisfy the customers and obtain competitive advantage.
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It is not the same as closeness to the customer or the term “customer as partner” (Wiersema, 1996). 
The organisation aims to maximise the profit through maximisation of the revenue. To embed the knowledge into products organisations use the Focus Knowledge Management strategy. The strategy has three focuses and objectives :
Products- come up with new ideas and launch quickly in the market
Relationship with the customers- knowing your customer and understanding their needs and expectations increase customer satisfaction.
Internal- improve efficiency, minimise the cost and share new knowledge and ideas within the organisation.

When talking about embedding knowledge into products, looking from the marketing perspective, you need to understand what the product is. Organisations use the concept of Core product- Kolter P(1967) Marketing management. Using the Core concept in research and development organisations understand their customers better, which, ultimately will bring a competitive advantage.

Core product-is the purpose of the product that will bring benefit to the customer
Actual product – is all about the tangible product, materials, colours, size etc
Augmented product- is a special service that comes to support the actual product.
Analysing the concept, it can be observed that knowledge is used in the creation of a product but, the very important layer of the concept where knowledge is embedded into a product is the augmented product. The augmented product is the overall experience of the consumer with the product.
To embed the knowledge successfully into a product and maximise the revenue, the product must be taken through 7 P’s of marketing.
· Product
· pricing strategy 
· place 
· Promotion
· People
· Process
· Physical evidence
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The theory’s focus is knowledge creation. Nonaka and Tkeucky theory defines knowledge as tacit knowledge-known as individual knowledge acquired from years of experience/expertise and the explicit knowledge- knowledge well documented. According to the theory, knowledge creation is a continuous process that occurs planned or accidentally in an individual life cycle. Due to the high amount of information creation, it is important that knowledge is captured. Knowledge creation is the way to innovation, knowledge capture is the way for improving. Thus, those stages of the knowledge process are co-related and important. The theory proposes a model to explain how tacit and explicit knowledge interact along a continuum. (SECI model)
The SECI model contains 4 components of knowledge conversion:
1.	Socialisation (tacit to tacit) 

The process of socialisation can be formal on informal can you cannot cure between two individuals during a break or can take place through a presentation or a demonstration. It can't take place while inducting a new member of staff within the organisation.
2.	Externalisation(tacit to explicit)
At this step, the tacit knowledge is transformed into explicit knowledge through externalisation. Six symbolisation usually takes place from the tacit knowledge of an individual through a group of individuals. The externalisation usually takes place in a planned manner for examples training's research and development publications.

1.       Combination(explicit to explicit )

is the process where explicit knowledge is collected from internal and external factors combined and processed to a complex and systematic explicit knowledge.
Internalization( tacit to tacit)

Internalisation is the process of transforming the explicit knowledge into tacit knowledge the explicit knowledge created is shared within the organisation end converted into tacit knowledge which later it's used by individuals to create routines or in problem-solving.
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As a result, an individual's knowledge becomes interconnected to new knowledge, as described in the SECI model by Nonaka-Takeuchi.
Using the SECI model organizations can spiral their knowledge within and outside of their organisation to refine and amplify the value of their knowledge stock. This is the case with Amazon.com too. Wheatear this knowledge is acquired informally during a break, or formal into an organised and controlled environment during a training session or a presentation, amazon flows the information within the organisation following the SECI model, assisted by advanced systems.



[bookmark: _Toc93009485]THE ROLE OF MANAGEMENT INFORMATION SYSTEM

The Management Information System plays an important role within the organisation at each level. Information System come to support another three systems important for the decision making process.
Decision support system(DSS)- providing information to facilitate the decision-making process
Information reporting systems (IRS)- generates day to day reports for day to day decision making
Executive information system(EIS)- the system enables the senior managers to compare, highlight and analyse trends, to decide on the strategic direction of the organisation.
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Paul BociJ, Andrew Greasley, Simon Hickie; Business Information Systems, 5th edn: Technology, Development and Management for the E-Business

[bookmark: _Toc93009486]KNOWLEDGE MANAGEMENT TECHNIQUES USED BY AMAZON


We live in the information age. The business environment is a period of shifting from the industrial era to the knowledge era. Business dynamics have always been important, dynamics enables the organisation to analyse the business environment and plan for future delivery of the service. Although the business dynamics can predict and enables the organisation to speculate, 2020 has changed the business dynamics without any warning. The coronavirus pandemic devasted the global economy. Not only in the medical sectors jas been struggles, but the pandemic starting in 2020 collapsed many businesses around the world.
While during these hard times many retail closed their doors or collapsed or interrupt their activity, organisations made their employees redundant, cutting hours, employing the furlough scheme, out there, on the Market, Amazon maximised the workforce and revenue up to 30%.
Considering we live in a knowledge era, Knowledge has become important to any organisation, especially to Amazon. Amazon uses knowledge management and the operating system to increase productivity. As Amazon.com is online e-commerce and it is increasing its diversity, it is important to make use of advanced systems and technology to avoid any errors, risking to satisfy the customers, but also for the organisation structure to remain organised and focused.



Amazon standard operations are simple end effective. Whether they call it knowledge management or not, they have proven a proper use of Knowledge management.
As in structure, amazon works under the hierarchical structure, however, they also follow a decentralized organizational structure, in order to enable employees to have different degrees of independence. Amazon has a successful combination, containing the marketing mix and knowledge management procedure. Such as:
Amazon’s pricing strategy is a cost-based strategy, which means that price can vary depending on the market demand However, Amazon aims to deliver the lowest price for the buyer.

Amazon becomes successful by reducing the distribution channel. Amazon uses MRP and ERS to make their product available to the consumer even same day ordered and delivered through Amazon Prime
Promotion-Amazon is known for being the most customer centred company. A mazon.com track consumers behaviour and preferences and heavily advertise to pull people to the specific products.


Amazon have its own procedures when it comes to people. Below are few of the Amazon Terms and Definitions:
	The two pizza team- teams should not be larger than the  amount of people that can eat 2 pizza- 6 team members
	Single-threated people- at least one employee will come to work every day trying to drive a critical initiative without competing priorities
	Think Big- “thinking small is a self-fulfilling prophecy. Leaders create and communicate a bold direction that inspire results. They think differently and look around the corner to serve the customers”
	Hackathon- a day experience when employee compete or collaborate to create a stereotype solution 
Working Backwards process- the process that ensures that customer obsession is maintained, visioning how to delight customers, evaluating the approach through the process of creating idea 
Press Release- used for tye new products and features. The process helps the employees to see what is what customers miss from the market, is there anything to be invented

Process 
Day 1 is Amazon’s model of operating, putting the customers in the centre of everything Amazon does. Day 1 is Amazon’s culture. Day one represents full potential of the company. 

Physical evidence- Amazon they take important step and use the km to add significant value to their customer experiences:
·  One portal, one interface
· Consistent presentation
· Modular content 
· Distributed upstream content creation
· Almost magical personalization
· Crowdsourcing
· Insanely easy and consistent transactions
· Subscription, alerts and reminders
· Feedback
· Reduced servicing
· Performance-centred
· Great online help
· Mobility
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While there was a navigated widespread unemployment and economic turmoil, Amazon kept hearing. Using the knowledge management procedure and advanced system, The company brought more than 175.000 new warehouse and delivery workers between March and mid-April2020. Amazon added 36.400 people in the three months ended June 30, bringing its headcount to 876,800. Following the KM principles and advanced technology, Amazon become the no1 company in 2021, and their growth is not expected to slow down shortly considering the holidays.
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One of Amazon’s success components of this e-commerce was the integration of the advanced information systems within the organisation. In addition to its Simple Storage Service, Amazon operates the Amazon Web Service, which facilitates access to the E-commerce platform. These two components of Amazon's information management system provide e-commerce access to both the Simple Storage Service and the Amazon Web Service. The system is advanced and supports interoperability of any internet-enabled device, which, promotes effective communication between sellers, buyers and the organisation. The  Management Information System is efficient not only in communication but, also in key business processes such as ordering, delivery, transactions processing and relations management. To improve business process analysis, Amazon has integrated its database and customer relationship management system with different components of its information system, by decentralizing the decision-making processes, and  increase transparency. Amazon used business intelligence analytics to understand the market environment and the customers.
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Although Amazon successfully manages their knowledge, the organisation should always look for the business dynamics, haven given the utility of the business, it was easy for amazon to grow and develop during the pandemic and, although the pandemic is not over yet, things are going slightly back to normal. One of the challenges Amazon can face in the future is that customers are going towards in-person shopping.
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The poster focuses on Amazon possible challenges and steps required to be taken, in order to overcome them. 
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FRAMEWORK AND RECOMANDATIONS   .  
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Amazon  Framework       Amazon fr amework is managed using  AWS, and this great. AWS proven to  succesfully deliver  a n   effective framework  for the org anisation and kept the buyers,  sellers and organisation connected ,  helping the bus siness grow th.   Although ,  AWS works perfectly, there is an imminent  change that  the organisation should  consider -   in person shopping and  competitors.  
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Ways of overcoming the competitors:   S uggestion s:        C ontinue  analysing   t he  c ustomers ’   data    and push  towards their liking;      C reate  the   “   Family prime ”   for  the v ideo services ,  as well as  delivery ,  making   it   a ccesible   to  multiple customers   instead of  one    member  in  a family.      K eep  the 7  P ’ s mi x  under  regular monitoring and fresh.   As people are going bac k to  a  more  normal life,  for the longte rm, Amazon can  considering entering th e  tourism mar ket.  Eve n facilitating th e booking process and  financial transactions or  pr omoting  specific   existing bussiness,  th is step   can  maximise the  organisation reven ue and  promote diversity of services.  
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Amazon is an American  multinational technology company,  it is the number one company in  2021.   Amazon strives to be Earth’s most  customer - centric company, Earth’s  best employer, and Earth’s safest  place to work.  
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To create a framework for  overcom ing the cha llengies  identified   in the report   
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