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Executive Summary 
Amazon has been flourishing in its business for its effective management and strategies. Knowledge management is a crucial part of every organization and is therefore needful. Amazon has been able to serve the world during the pandemic because of its efficient management system and quick decision making.
The importance of KM in the business organizations has been properly as it helps to enhance the ability of the decision making in case of the key personalities within the organisation. It can be noted that the role of “knowledge management” in the satisfaction of the customers and in the achievement of competitive advantages has been properly discussed in order to build a smarter workforce. 
Nonaka’s knowledge management model has been discussed in the paper as it is an effective theory to understand the various aspects of knowledge management. Besides, discussion of different models of knowledge management, a detailed analysis of the knowledge management used by Amazon in the standard operating procedures have also been included. The achievements of Amazon along with the challenges of knowledge management have also been discussed for a complete overview. Lastly, relevant recommendations along with the proposed push/pull framework has been provided for improved knowledge management and higher growth prospects.
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[bookmark: _heading=h.gjdgxs]Introduction
[bookmark: _heading=h.30j0zll]The main purpose of writing this report
The core purpose of this report is to understand the concepts of Knowledge management by an organization and the various challenges related to it. The concept is to be discussed in reference to Amazon.com for effective understanding.
[bookmark: _heading=h.1fob9te]Brief introduction of the company
[bookmark: _heading=h.3znysh7]Amazon.com is a rapidly growing multinational organization which had started as a book store during its inception. The company deals as an online retailing store and offers a wide range of consumer products ranging from household goods, skincare, software solutions and cloud database systems. The firm has been growing really fast, is among the top organizations of the world and is known for its management practices.
[bookmark: _heading=h.2et92p0]Reason for choosing this company which can be used for this report
The company has been chosen because it is one of the leading organizations and invests extensively in knowledge and information management activities. There are various knowledge management models used in business practices however, techno-centric has been chosen for the report. The choice of middle has been made in consideration of the increased digital activities and given the aim of businesses to continue providing services amidst the pandemic situations. 
[bookmark: _heading=h.tyjcwt]Expected Outcome
Knowledge management is important as it helps to enhance the ability of the organization to take decisions. It ensures that all members of the organization have access to all information so that a smarter workforce is built which is able to take quick decisions.
Amazon follows knowledge management in order to progress and getting users to provide them with meaningful feedback. It has helped them improve productivity and along with personalization, it has been able to provide non-exhaustive information to the clients. From the discussion in the report, it can be expected that be it in the time of pandemic or any crisis, the organization will be able to serve its purpose.

[bookmark: _heading=h.3dy6vkm]Knowledge and Information Management
[bookmark: _heading=h.1t3h5sf]Background of the company
The brand was initially named Cadabra originating from the magic word Abracadabra. The founder was advised to change the name, and he subsequently named it Awake.com, Browse.com, Relentless.com. The brand was first found to sell books online and operated from his garage in Bellevue, Washington. It went to the public in May 1997. It slowly started selling music and videos and successfully acquired sellers to grow internationally in the United Kingdom and Germany. Amazon headquarters is based in Seattle, Washington, and has reached the position among the top 5 brands in the US. From only books, the company has successfully expanded its basket to include video games, electronics, apparel, furniture, food, and toys. Amazon is now famous as the Everything Store (Amazon.com. 2021).
The company grew in small steps and over a long period of time. Its growth has been sustaining. After evolving as only a bookseller, followed by games, software, toys; the brand launched its web services in 2002 in order to provide information on internet traffic patterns, the emerging websites and their popularity, and other vital statistics for different developers. In order to grow its portfolio, the company adopted Elastic compute cloud (EC2) and Simple storage service (S3) to rent data storage in 2006. In the same year, along with expanding its AWS, the company started the service known as Fulfilment by Amazon. This was a turning point for the company, as it gained momentum and familiarity among budding entrepreneurship. It supported small companies and inventories of individuals by selling their products through the company site. Thus, it can be seen that the organisation was keen to grow and help others in the process and adapt to all that the time demanded.
[bookmark: _heading=h.4d34og8]Definition of KM
Knowledge management is the process in which the experience of each employee is shared among the employees. The organization tries continuously assess this information, defining and restructuring them in a form beneficial for the organization. They try to retain all the information they collect that might help them in the future. There are mainly three aspects of knowledge management- accumulating, storing and sharing. The knowledge that is stored and shared is again defined under two heads- tacit and explicit knowledge. An example of tacit knowledge is body language. It is easy to be understood, shared and discussed. Explicit knowledge on the other hand deals with the technical know-how and working of the systems. 
Knowledge management is thus associated with the studies relating to the best practices, the lessons of different individuals crating an awareness among all. Proper knowledge management helps in supporting customers by answering them in real-time. The documentation and frequently asked questions also play a critical role in catering the needs of internal and external members.
[bookmark: _heading=h.2s8eyo1]Importance of KM for Business Organizations
The primary goal of KM is to improve the working efficiency of the company and are helping in the saving purpose of knowledge within the periphery of the business organizations. As it boosts the decision-making ability of all the members and at the same time helps to build methods of smarter workplace who are able to make quick decisions which will benefit the organization in the future time. The significance of “knowledge management” in the context of business organizations like Amazon. Com are provided below:
Speeding up access to information knowledge: Most of the business companies are using the KM tools as it helps to increase the sharing methods of knowledge with all the people present with an organization. Therefore, when there is timely access with proper information all the mediums between all the members are made clear day by day. Nurdin and Yusuf, (2020) opines that with the rapid growth of technology companies like amazon are using the latest technologies for successfully distributing knowledge between all the employees which ultimately leads to increase the efficiency of the productivity of the organization. 
Improvement of decision-making ability and method: The higher authority of the organization can significantly improve the decision-making ability by distributing all the information with all the staff instantly with the help of latest tools and technologies when they are needed. As a result, when the management is making decisions, collaboration tools can help them to properly access the opinions of the employees which are contributing to the additional perspectives of individual and group thinking processes. 
Promotion of innovation and cultural changes: It can be said that the techno centric KM tools always encourage the sharing methods of the ideas and information of all the members with a business organization with the successful collaborations and easily access all the data. “Knowledge management” always enables the interest of the personalities of the high debt management authority of the organization to quicken the innovation and the required cultural changes in order to meet the changing business needs in the competitive market such as Amazon. Com maintaining successfully a diverse workplace and to produce more products at a cheap rate in order to meet up with the requirements of their worldwide customers (Mohammed et al., 2017).  
Efficiency of operating units and business processes: While there are faster arrangements of distributing the data and information even to all the employees of different departments, the knowledge workers can work properly and balance the time in the working environment which is quite required for the operational success of the company. 
Increase customer satisfaction: With the proper sharing of relevant information and cross collaboration the working team of the organizations can increase the services which are offered to the customers, ultimately leading to successive satisfaction to the customers (Ochieng et al., 2018). 
[bookmark: _heading=h.17dp8vu]Role of KM in satisfaction customers and achieving competitive advantage
Role of KM in satisfaction of customers 
“Knowledge management” is an integral part of “customer relationship management”. With the help of the techno centric Km tools, the entire team of the business organization can be able to track the proper numbers of phone calls and the emails in which the customers have shed their questions and have shared their valuable feedback. This way the marketing and operating item will be able to see how the customers are typically interacting about the products and the services of the organization which can provide multiple opportunities for the management team of the company in order to make necessary improvements in their services and products (Nuseir and Madanat, 2017). 
The current innovative KM tools which are made up with the latest technologies helping to increase the relationship of the customers with the company thorough self-service capabilities such as a FAQ page, websites, With the company websites they can ask their queries about their products and services. They are getting the answers without speaking directly to an agent of the company. 
[image: ]
Figure 1: Role of KM in satisfaction of customers 
(Source: Shujahat et al., 2018)
Role of KM in achieving competitive advantage
According to de Guimaraes et al., (2018), competitive advantages deal with the factors which allow one business company to produce better services and goods and at the same time they have to give the products and services to the customers at a cheaper rate than the rival companies in these competitive markets. In the operational sector of the organizations, it is very important for the workers that they can keep in touch with the other staff and with the management authority of the company. 
[image: ]
Figure 2: Role of KM in Amazon’s competitive advantage 
(Source: Mahdi et al., 2019)
In case of Amazon, the technological KM tools are helping in the proper sharing purpose of all the data to all the employees which are helping the production team of the company to be able to more generate more products to increase the sale of the company in the superior margins compared to the market rivals like Flipkart. 
[bookmark: _heading=h.3rdcrjn]Evaluation of Knowledge and Information Management Models
[bookmark: _heading=h.26in1rg]Different Models of KM
i) Von Krogh and Roos model- This model has a broader aspect and creates the essence for imparting knowledge in workers, enterprise structure, HR management and the network of the associates.
ii) Nonaka and Takeuchi model- This typically deals with knowledge conversion methods. The main focus of the model is to mold tacit and explicit knowledge according to needs.
iii) Choo Sense model- It focuses on sense-making of the data, the knowledge creation out of the raw pool of information and accordingly enhancing decision-making skills (Ruiz et al., 2020). 
iv) WIIGS KM Model- Wiigs model deal with the completeness, connectedness of the data. It checks the congruency of the data and also analyses the perspective and purpose before implementing it.
v) Boisot I-space model- This involves a continuous method of workflow through the steps of scanning, problem-solving, abstraction of the data, diffusion and its absorption within the workforce.
vi) Zack knowledge management model- This model includes 5 steps namely acquisition of data, refinement of the collection, storage and its retrieval when needed, distribution and presentation of the data.  	
vii) Complex adaptive System models- This is a method of knowledge management that has several independent representatives who aim at communicating and spreading the knowledge within the organization.
[bookmark: _heading=h.lnxbz9]Knowledge embedded in products and the service concept in the tacit knowledge of individuals
Tactic knowledge is often considered of personal and dependent nature. It is rooted in the actions and hard to be shared. It is better understood through experience. The knowledge often resides in the individual who has performed the task or has prior experience (Muthuveloo et al., 2019). Thus, this knowledge is embedded within the products and services. It can be embedded formally that the management body can access or an informal manner that can be used by all members. 
The embedded knowledge can be in the form of manuals, code of conduct or methods to use the product. As the company concern, Amazon tries to embed these pieces of knowledge and feedback in all their products and provide the information to customers as well as their employees who are providing the service. 
[bookmark: _heading=h.35nkun2]Systematic approach of KM in sharing and exchanging an organization’s knowledge base
Need for exchange: It takes years for a company to acquire certain knowledge, develop themselves and progress. If the knowledge is not passed down to the successors the company will fail to succeed and see unformidable circumstances. The social network, the supply chain, the product itself is a result of years of research, development, money and effort. Thus, it is very important to impart these bits of knowledge in a systematic way to the descendants. 
Main elements of Knowledge exchange:
i) Process- This ensures a systematic approach is followed (Meredith and Pilkington, 2018).
ii)Transfer network- The stable network facilitates the proper distribution of knowledge. 
iii) Transfer cell- They are associated with the professional operation of different cases of knowledge transfer.
iv) Transfer methods- Social interfaces, networks, management are some instances of the methods which shall ensure the appropriate transfer.
Steps of Knowledge exchange:
[image: ]
Figure 3:  The 5 major steps in systematic knowledge exchange
(Source: Imran et al., 2019)
The five majors steps involved in a distinguished approach of knowledge exchange are:
i) Expert Identification- This is locating the body that has the knowledge embedded in them.
ii) Kick-off meeting- The knowledge provider, the receiver and the coordinator who plays the central role are all invited in this meeting to develop the course of learning.
iii) Analysis and action plan- In this step, the coordinator assesses the knowledge provider, the receiver and also colleagues in order to deploy strategies. 
iv) Implementation of the action- Through workshops, campaigns within the transfer cell the knowledge is distributed among the managers, employees and all associates. It may also include a helpdesk or provision of a training module for all (Imran et al., 2019).
v) Evaluation- At the end, to check whether the knowledge has been well spread and exchange a questionnaire or feedback is generated. If the needs are met, the transfer cell is close otherwise new methods are discussed in order to fulfill the objective.
Role of HR in systematic knowledge exchange: In the entire method of knowledge exchange, HR has a vital role to play; they are assigned with the duty to track the member or an individual who will be able to provide and guide the organization with the knowledge and assist in its exchange. The HR is also responsible for scheduling the meeting, and formation of the groups (Trivedi and Srivastava, 2020). They are required to select the candidates who will be a part of the exchange program based on their potential and commitment to the organization.

[bookmark: _heading=h.1ksv4uv]Nonaka's tacit and explicit conversion and decision-making model
It is important for any organization to their knowledge management as effective
knowledge management will help them complete their operations in a systematic manner, The Model that can be discussed for the given scenario is Nonaka’s tacit knowledge, which segments the knowledge management four key parts. All the essential aspects of Nonaka’s tacit management model have been discussed below.
Socialization: Tacit knowledge refers to the knowledge that an individual has gained from personal experience (Cheng, 2018). Tacit knowledge is important for an organization as it allows them to learn from their past mistakes. In socialization, an individual will be interacting with others and sharing his experience with the other speaker. Such interactions help a person to gain meaningful insights from the conversion they had with others. In organizations, every employee will be having conversations with their seniors about a certain issue. Interaction with their seniors helps them to understand their marketplace and their organization. In this manner, through socialization, tacit knowledge can be developed. The socialization process is mainly a process in which tacit knowledge is converted into tacit knowledge.
Externalization: In the externalization process, tacit knowledge is converted into explicit. It is done by articulating and documenting the tacit knowledge so that it can be used for future purposes. Externalization is an essential aspect for the employees of the organization to key insights of tacit knowledge in the form of a document. This will help them to go through the document more than once and develop a good understanding of particular tacit knowledge.
Combination: The combination is the aspect where explicit knowledge is converted into another explicit knowledge. It is due to the fact that two or more articulated knowledge is combined in this process to generate a completely new explicit knowledge that will be beneficial for an organization. 
Internationalization: The explicit knowledge is studied, the sources are well accessed and learned in order to create vital information for the internal members of the organization. Every time, a new explicit source is found it is critically analyzed to modify the existing set of tacit knowledge (Wipawayangkool and Teng, 2019).
[image: ]
Figure 4: Nonaka’s Decision-making model
(Source: Wipawayangkool and Teng, 2019)
From the above figure, it is clear that decision-making undergoes a continuous process. There is a continuous transformation of the knowledge acquired. Amazon follows a similar knowledge management procedure in order to sustain its services. The company has studied the global situation, the mass scale unemployment and demand for the necessary goods. They inoculated the information in their working procedure and accordingly generated employment as well as services. They also started delivering groceries to the home making sure that all sorts of hygiene and physical distance is maintained. They answered to the needs of their customers and molded their services to cater to them in the best possible. In the process, they generated employment for people who lost jobs due to the closing down of the factories and manufacturing units. They provided a source of earning and other beneficiaries to smoothen the organizational services.

[bookmark: _heading=h.44sinio]Investigating KM techniques used by Amazon.com
[bookmark: _heading=h.2jxsxqh]Importance of Knowledge in Amazon's SOP (Standard Operating Procedures)
In reference to the emerging e-commerce business around the world, effective and strategic management of the business has become highly important for business organizations. The emergence of digital communication has helped in knowledge management in an efficient and strategic manner. 
Amazon is a rapidly growing multinational organization which deals in a wide range of products for every use. The firm is known to operate over the digital media with the help of which it connects to the large customer base around the world. In reference to being an online retailer, the organization is involved in various activities such as recording the demands and orders placed by the customers, constantly communicating with the suppliers, analyzing and reviewing the feedback of the customers, lodge their complaints and act on it, inventory management and effective flow of operation. The large customer base of Amazon and highly interconnected chain of suppliers need a strong flow of information and therefore knowledge management plays a key role in the smooth functioning of the SOP of Amazon. The customers of Amazon are segregated into three different groups; sellers, consumers, and developers (Mousavi et al., 2021). 
Standard operating procedures refer to the steps of the process involved in the flow of business operation. The key areas of process flow are receiving orders, process the orders, process for shipping, mapping of the process flow, and automating the next steps (Hua et al., 2019). In every step of the SOP, Amazon needs to ensure a detailed flow of information starting from the personal information such as address and location of the customer, to automating the flow by web shop or courier service for the delivery. 
[image: ]
Figure 5: Basic Standard Operating Procedures in E-commerce
(Source: Hua et al., 2019)
Each step involves a detailed analysis of the order place so that the information is effectively and accurately passed down to the supplier and the shipment takes place from the appropriate source. Even after the goods or services have been delivered, effective review and feedback is necessary to maintain the standards of customer satisfaction of competitive advantage. Hence, it is evident that knowledge and knowledge management is highly important for e-retailing companies like Amazon. In consideration of the SOP involved, the use of techno-centric KM theory is highly suitable. It would enhance the SOP at every step and ensure higher efficiency.
[bookmark: _heading=h.z337ya]Achievements of Amazon with the use of these procedures
Amazon has always focused on innovation and standard services to ensure a good experience for both buyers and sellers. The benefits such as competitive prices, quick delivery, easy returns policy, and wide range of options are some of the key aspects, which affect the high appeal, and popularity of the company (Hewage et al., 2018). 
With effective knowledge management in the standard operating procedures, Amazon has been able to achieve the following outcomes:
· Increased value for customers: With the extensive use of technology, Amazon has been able to enhance its knowledge management procedures and thereby has created higher value for the customer. The use of a single portal and single interface makes it highly convenient for the consumers and the employees as well. The use of content management and upstream content creation helps the organization in reaching out to the customers in a proper manner (Nisar et al., 2019).
· Personalization: With highly advanced technology for knowledge management, Amazon has been able to record and analyze the needs of the customers in an effective manner, which has enabled it to move towards personalization. The more the people use or visit the site, the better knowledge the organization is able to record and therefore understand the demand patterns as well. Thereby, effective use of technology has enabled Amazon to make use of target marketing and brand promotion.
[image: ]
Figure 6: Amazon’s Success Graph
(Source: Mousavi et al., 2021)
· Improved logistics: Effective flow of information and efficient knowledge management not only benefits the consumers but has also enhanced the logistics operations of business organizations. Right from receiving orders to shipping and delivery, the tracking of the flow of processes has become easier with technologies (Shorfuzzaman, 2017). Amazon is always helping as a mediator between the suppliers and the buyers for the effective flow of operations. 
· Enhanced operations: Besides logistics management, the various operations of dealerships, data management, customer relationships have all been improving with knowledge management. Amazon has incorporated knowledge management in its different operational stages and has thus reduced cases of inaccuracy theory rendering higher standard services through improved management.
Therefore, it is evident that knowledge management affects different spheres of work in an organization and thus is of high benefit.
[bookmark: _heading=h.3j2qqm3]Areas of improvement for Amazon.com in the future
Although the benefits of knowledge management and the achievements of Amazon with the implementation of techno-centric KM tools have been understood above, there are several challenges as well that need to be considered. The most common challenges when dealing with knowledge management are; outdated technology, employee motivation, easy access and use of the data (Boissier et al., 2013). 
Amazon is one of the largest retailers and a fast-growing organization with around 150,000 employees across the globe. An organization with such a large workforce and even larger customer base requires effective management and alignment with strategic goals. Although the facts and internal operations of the organization are confidential, some of the challenges which needs to be worked at, are listed below:
· Employee management: Employees are one of the major strengths of any organization and are highly valuable for success rate. However, the feedback from employees at Amazon has revealed that the first principle of the organization to serve the customers is highly prioritized over employee engagement. Effective use of knowledge management equally required motivation and engagement of the employees for higher retention (Kirchner et al., 2021).
· Exhaustive and time-consuming processes: The performance of the employees needs to be checked for effective growth and management. However, at Amazon, the performance feedback pressures are said to be too high. Whereas, preparation of long and exhausting feedback has also been a problem for the managerial teams (Ferreira et al., 2018). Various reports and feedbacks from the people working at Amazon have reported how difficult the work process it becomes when it comes to accountability. 
· Security and imitability: With the emerging digitalization, the risk of security of data is also increasing and thus the trust and faith of customers are always at a toss. Furthermore, being one of the largest retailing enterprises, Amazon has been facing competition from all sides and thus the chances of imitability is also high when it comes to information and knowledge management.
· Inconsistency with suppliers: Customers are an important part of the growth and success of an organization, however, there are other stakeholders to be satisfied as well. The suppliers at Amazon have found to be dissatisfied with the stringent rules and inconsistent communication patterns. 
Therefore, the above-listed challenges are to be analyzed and improvements are to be made for higher prospects in the future.
[bookmark: _heading=h.1y810tw]Conclusions and Recommendations
[bookmark: _heading=h.4i7ojhp]Summary of findings
In reference to the topics discussed above, it is evident that knowledge management is highly beneficial for any organization. It not only improves the decision-making ability of the managers but also enhances the customer experience and operational efficiency of the organization as well. According to the success story of amazon, the firm has incorporated knowledge management with the help of technology in every sphere of work. The firm has been able to ensure personalization, enhanced logistics and operational features along with high customer satisfaction. However, there are various challenges such as poor employee engagement, risk of imitability, and poor relation with suppliers, which have also been found and need to be considered for improvement so that higher prospects can be achieved in the future. 
[bookmark: _heading=h.2xcytpi]Recommendations
According to the areas of improvement that have been discussed earlier, the following recommendations can be made for Amazon to enhance the use of knowledge management: 
· Use of both explicit and tacit knowledge: aligning the existing KM tools with the framework would help the organization in making use of both explicit and tacit knowledge, thereby providing a wider scope. 
· Push and pull framework: Amazon are already known for using the embedded framework as knowledge management is embedded in different processes of the firm. The inclusion of the push/pull framework enables the organization to ensure a balance between the controlled and autonomous structures. Amazon is known for two structural segments which need to be centralized for higher efficiency as well. Both, the demand and supply of data are to be considered equally important when it comes to the effective flow of information.
· Besides the above-listed frameworks, the firm also needs to ensure that the factor of employee engagement and supplier experiences are included when planning the enhanced knowledge management framework. In addition to this, the security and imitability constraints are to be considered as well. 
A timeline for the development of the proposed framework has also been provided for reference:
[image: ]
Figure 7: Timeline for implementation of KM plan
(Source: Self-created)
[image: ]
Figure 8: Gantt Chart for the timeline
(Source: Self-created)
Therefore, the recommendations and framework proposed are meant to enhance the business sufficiency and thereby lead to higher growth prospects of Amazon in the future.

[bookmark: _heading=h.1ci93xb]
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