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[bookmark: _Toc68904576]Executive summary
This piece of study has illustrated the formative and summative pieces of literature on the topic of knowledge management. The study had concentrated on the enterprise of Amazon, which is an e commerce platform and is one of the leading enterprises in its operational domain. The various aspects of knowledge management and how it is useful to the company had been depicted in this study. The study ends with a conclusion and with some effective recommendations. 
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Amazon is a multinational organisation that has witnessed a hike in its operational aspects and sales figures with the passage of time. This organisation had started functioning in a small garage and this company is well known for its effective delivery system (Cutter, 2019). This enhances the consumer contentment level of this brand and hence there is a massive increment in the number of customers for this organisation. This company is headquartered in Seattle and employs around 5,98,00 individuals (Majed et al., 2018). The company has witnessed a steep rise in its sales figures during the lockdown imposed on various parts of the world in 2020. This study would concentrate on the Konaka’s tacit theory. This framework is an effective theory that can be utilised for knowledge management of any organisation. Amazon too can incorporate this framework to enhance the efficiency of the knowledge management tactics that is implemented by this organisation. Tacit theory of Nonaka deals with the knowledge that is garnered or accumulated from personal experiences. However, tacit knowledge is hard to be conveyed to other individuals or groups. 
The second framework that would be underpinned in this study is known as Nonaka’s tacit and explicit conversion and decision making model. This model would aid an organisation in explicit documentation of the functional aspects of the company (Yusof et al., 2016). This would provide an evaluation tool for the company to enhance its sustainability. The transparency of the funding proposals of research would also be increased with the application of this framework. 
The above two stated theory would be highly beneficial for Amazon to increase the quotient of organisational learning. The latter model provides a clear understanding of how an enterprise can create knowledge. This would help the organisation’s management to understand on how to maximise its potential and foster knowledge transferring (Farnese et al., 2019). 


[bookmark: _Toc68904578]Summative
[bookmark: _Toc68904579]Introduction
This study would concentrate on the various aspects that are related to knowledge and information management attributes and how to efficiently utilise them. The company that would be concentrated in this study is Amazon, which has gained huge popularity in a couple of years. The company has witnessed a steep spike in its sales in the last year. The main purpose of this report is to analyse and evaluate the various aspects of knowledge management. A couple of theories would also be incorporated into this study. The primary theory that would be illustrated in this report is Konaka’s tacit theory. The second framework in this regard is the “explicit conversion and decision making” model. The element of customer satisfaction with the aid of knowledge management tactics would also be highlighted in this study. 
It has to be noted that knowledge management is a vital aspect or phenomenon that can be quite beneficial for any organisation in accomplishing its organisational objectives. This aspect has also aided Amazon in a variety of ways, which would be discussed in this study. At the beginning of this study a brief illustration of the chosen company, which is Amazon, would be conducted. There defining attributes and explanations in terms of knowledge management would also be concentrated upon in this study. Its usefulness in the accessing and sharing of the knowledge base of this could also be focused on in this report. The learner’s main expectation from this report’s outcome is to provide a piece of vast knowledge to the audience of what is knowledge management. The learner also assumes that the targeted audiences are not robbed of knowledge or misguided while incorporating knowledge management strategies in a specific enterprise. This study would also provide some effective recommendations at the end of this report to facilitate the utilisation of knowledge management and also to  
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[bookmark: _Toc68904581]Section 1: Knowledge management and Information management
[bookmark: _Toc68904582]Background of Amazon
Amazon is a multinational company that is based in Seattle, Washington. This organisation concentrates on cloud computing, artificial intelligence, e-commerce and digital streaming. It is one of the largest organisations in the United States. Its competitors are Microsoft, Windows, Apple, Facebook and some other renowned brands (Venkitachalam. and Willmott, 2017). This company is known as one of the most influential and enterprises that have aided in raising the economic quotient of the nations in which it has been operational. The founder of this organisation is Jeff Bezos. He founded this enterprise from his garage at Bellevue on the 5th of July, 1994 (Al-Emran et al., 2018). This firm has started as a marketplace for books but had expanded into dealing in electronics, video games, toys, food, apparels and pieces of jewellery. This organisation has surpassed Walmart in 2015 and earned the tag of being the most valuable retailer in the United States by market capitalisation. 
Jeff Bezos, the founder of Amazon founded this enterprise in 1994. He chose a location like Seattle, as there is an ample number of technological talents present in that location. Apart from that, the organisation of Microsoft is also located there. In 1997, in the month of May, this enterprise went public. In 1998, this enterprise began its international operations by the acquirement of online selling of various sorts of books. In 2002, this organisation took a huge step and launched its own web series, which is known as the Amazon Web Series. It also provided various forms of data on the popularity of websites and various internet traffic patterns and various other statistics for the developers and marketers. This organisation grew its AWS portfolio in the year of 2006. In the same year, this organisation started Fullfillment by Amazon, which aided in the management of various small organisation’s inventories. It also aided in maintaining the various aspects of inventory management for the organisations that sold its assets or4 other things via the site of Amazon. Kiya Systems was bought by Amazon in 20122, which was again a big step in accomplishing a remarkable milestone for this enterprise. The company had purchased the “Whole Foods market” supermarket chain in 2017.  
[bookmark: _Toc68904583]What is knowledge management?
Knowledge management is defined as the streamlined solutions that aids in processing of distributing, capturing, and utilising knowledge in an effective manner. An organisation can become more cost efficient and productive if it is able to easily access, update and share knowledge that is related to business and its operations.  
[bookmark: _Toc68904584]Why KM is important for any organisation including the organisation of Amazon
Knowledge management is stated as the conscious procedure to define, retain and structure along with sharing the experience and knowledge of the staffs within an enterprise. The main purpose of knowledge management is to enhance and improve the efficiency of the firm and save the knowledge within the organisation (Gunjal, 2019). It is often referred to as the learning and training in an enterprise of the consumers. It comprises of a cycle to create, share, structure and audit knowledge for the maximisation of the effectiveness of the collective knowledge of the enterprise (Hwang et al., 2018). There are three main areas of knowledge management. The first in this context is accumulating knowledge. The second element in this context is the storing of knowledge and the third is the sharing of the knowledge. The main objective of this procedure is to enable organisational learning and to create a culture of learning in which the sharing of knowledge is inspired (Gunjal, 2019). The employees or other individuals in the organisational context who seek in improving themselves find a way with the aid of knowledge management (Dalkir, 2017). Successful knowledge management would be beneficial for an enterprise in a variety of ways. It would also ascertain that the specialised knowledge of the staffs would also prove to be beneficial for the other employees of the enterprise. It would also allow the organisation in enhancing its situational awareness. It also aids the organisation in opening new doors to learn about the most effective and best practices, which when implicated would aid the organisation in a several number of ways. 
It can be stated that knowledge management aids in boosting the efficiency of the enterprises’ decision making capabilities. It also aids in the creation of a smarter workforce. A smarter workforce would be highly beneficial for the organisation, as smart staffs are capable of executing quick and informed decisions. Knowledge management helps in fostering innovation within the work proceedings. The consumers of the company also benefits from the increased innovation in the workplace, as the company tends to offer more differentiated products with innovation’s aid. The best service is provided to the consumers with the aid of knowledge management. Knowledge management also reduces the employee turnover and facilitates better levels of employee retention. The significance of knowledge management lays in the fact that it aids the organisation to grow each year and become more sustainable in the industry wit6h the passage of time (Barão et al., 2017). The market place is becoming more competitive with the passage of time and hence one of the best ways to stay competitive in the industry is to implement knowledge management. The organisation’s proceedings become more flexible and a higher level of intellect exists within its operations and functioning with the help of effective knowledge management techniques. 
Companies initiate the procedure of knowledge management for a variety of reasons. They are illustrated below as:
· An acquisition or merger can spur the need to codify knowledge and encourage the teams in sharing their expertise. 
· The imminent retirement of the key staffs could also portray the requirement and need for the capturing of the knowledge (Israilidis et al., 2019). 
· A recruitment drive that is upcoming conveys the wisdom in the utilisation of knowledge management in assisting the training of the fresh employees. 
Apart more the merits of knowledge management that have been stated before, there are also various other benefits in initiating the procedure of knowledge management. It aids an organisation in creating a more effective workplace. It helps to plan and execute decisions in a faster band better manner. It enhances the collaboration of the teams that are working in the organisation and also aids in building and enhancing organisational knowledge. Another benefit that has to be stated in this regards is the aspect of employee on boarding. The training procedure of the organisation for the employees is also optimised to a higher degree with the initiation of knowledge management. The satisfaction level of the employees is also enhanced with the practice of effective knowledge management tactics and this creates a healthy ambience within the organisational premises (Nisar et al., 2019). 
The company of Amazon was given this name by Jeff Bezos, as is aims to produce a large scale phenomenon that is similar to the Amazon River. This company has some very distinctive knowledge management principles. They are stated as:
· One interface, one stop shopping, one portal
· Excellent content management
· Creation of distributed upstream content
· Personalisation that can be termed as magical
· Crowdsourcing (Webb, 2017)
· Very persistent and easy transactions
· Excellent help via online mediums
· Modular content
It ought to be stated that poor knowledge sharing practices can cost millions for any company. This is why Amazon has chosen   the above mentioned principles of knowledge management. Apart from that, knowledge management has been truly beneficial for the organisation of Amazon. First of all, Amazon has been able to increase its p0roductivity by the application of effective disciples of knowledge management. The main benefits that have aided Amazon to be at the top by applying effective knowledge management tactics are several. Firstly, it helps this organisation in spending less time to recreate the knowledge that already exists (Nisar et al., 2019). It must be admitted that when information is easily accessible, it reduces the need for the employees in interrupting each other. The interruptions can be in the form of support tickets, chats and emails. The support teams and the employees do not have to spend a vast amount of time in answering questions that are repetitive. This aids them to free up themselves and concentrate on the tasks that are more profitable for the organisation. 
Knowledge management also aids Amazon to accumulate the most vital information with fewer disturbances from external entities. The information is also gathered in a quicker manner with the aid of knowledge management. Knowledge management’s effective implication aids the employees in carrying out their tasks with more efficiency and precision, as they make fewer numbers of mistakes. Amazon is well known for executing informed decisions and strategies to extract the most beneficiary aspects from the available resources. The company is able to do so due to its effective knowledge management system. Knowledge management has always aided this organisation to standardise its procedures and to channelize information in a more transparent and constructive manner (Wang et al., 2017). Amazon is well known in the market for its pre and post sales services to the consumers. The credit of this goes to the excellent tactics and procedures of knowledge management that this company has implicated. 
[bookmark: _Toc68904585]How knowledge management aids the organisation in satisfying the consumers and achieving a competitive advantage? 
History has witnessed that effective knowledge management tactics are an important quotient of success for an organisation. It is a fact that best practices of Knowledge management have been accountable for large scale successes. The management of knowledge has a direct impact on on the efficiency, creativity and productivity of an organisation. For example, knowledge management would aid Amazon in providing a better quality of service to its consumers. The company is also able to solve the queries and other doubts of the consumers with the effective management techniques that it has incorporated within its organisational proceedings. Various online mediums and mobile applications are being used by Amazon to mitigate any form of issues related to late deliveries to the location of the consumers. In this context also, knowledge management plays a vital role for uplifting the contentment level of the consumers (Szuster and Szymczak, 2016). The various feedbacks from the customers are portrayed on the online mediums of Amazon. This aids the customers in getting an idea of the durability, quality and the value of money that a specific product has and provides to the consumers. The customers can choose the most convenient and best quality products that the company has to offer. This creates a sense of satisfaction in the minds of the consumers and hence their satisfaction quotient is enhanced. The customers also refer other potential customers to try out the offerings of this enterprise. The word of mouth also acts as a promotional element in this context. The company is able to attract more number of consumers and the high satisfaction level of the customers aid in igniting the quotient of brand loyalty for Amazon (Farooq, 2019). This aspect enhances the probability of generating high levels of revenue for the company along with providing it with a competitive edge in the market. 
Knowledge management initiates the provisioning of knowledge in the real time frame to the right people. It is not enough to convey information to the masses with the aid of technological implications. The reason behind it is that it can become a complex phenomenon for the user to navigate and utilise the provided information (Sousa and Rocha, 2019). Knowledge management eliminates the chances of human error by effectively channelizing the most valuable information in a precise and transparent manner. The customers are provided with offerings that have the minimal percentage of flaws. The delivery system of Amazon is very effective because it uses the procedure of knowledge management, which aids in providing the customers with their ordered products at their accurate location. However, it has to be stated in this context that technological implants do facilitate the procedure. It has to be stated in this scenario that the consumers of this organisation are being provided with their ordered commodities at their convenient time with very minimal charges. The charges are also free sometimes, which boosts the element of consumer satisfaction, as they do not have to visit any supermarket or departmental stores. Any organisation is successful in its objectives when the customer contentment level is high. Amazon too has this crucial objective to accomplish, as accomplishing this certain objective would no doubt provide the company with a competitive advantage over its rivals.    
[bookmark: _Toc68904586]Section 2: Evaluation of Knowledge and information management models or theories
[bookmark: _Toc68904587]How knowledge is embedded in products and the service concept in the tacit knowledge of individuals
Embedded knowledge can be stated as the knowledge that is locked in products, artifacts, procedures, structures and cultures of an enterprise. Tacit knowledge is referred to as the knowledge that is known by someone or any individual but which cannot be told. Tacit knowledge is transferrable through the aspect of interaction. Tacit knowledge is not easily formalised or articulated and hence it is difficult to convey it into drawings, words, text or any sort of symbols (Raudeliūnienė et al., 2018). The main merit of being capable of transferring tacit knowledge is that it enhances the visibility of the information and also accessible to the team’s members. 
Knowledge is embedded into the products with a variety of procedures. First of all, the element of practice and education is vital for embedding knowledge into a product. Collaboration while processing or delivering any commodity enhances the credentials of embedded knowledge in a product that would be offered to the consumers. Relevant data and information is also used for embedding knowledge into any specific product to enhance the quality and durability of the product. 
It has been observed that tacit knowledge management is a big challenge for most of the organisations. Amazon too deals with this issue. A knowledge management system relies on the concept of codification. For instance, it can be pretty tough to read facial expression of a consumer when the ordered is being delivered to evaluate the contentment level of that particular consumer (Laihonen and Mäntylä, 2018). However, Amazon has to implicate some effective measures and tactics, which can aid in capturing, transferring and enhancing tacit knowledge. Successful knowledge management solutions ought to concentrate on this form of knowledge by focusing on the staffs and the involved procedures. Tacit knowledge is inclusive of the thoughts of each human stakeholder along with mental models, cultural beliefs, attitudes, values and expertise. 
Amazon can master the concept of service by proper utilisation of the individuals’ tacit knowledge. The company can start with its procedures, rules, ethics and customer offerings. The more gravitas and accuracy a tacit knowledge has, the more it would be beneficial for the company ‘services, only if it is transparent and effectively conveyed.  
[bookmark: _Toc68904588]How KM represents a systematic approach in sharing and exchanging an organisation’s knowledge base
Knowledge management facilitates in making the right knowledge or its sources available at the right time to the right people. Knowledge management is the most fundamental procedure that aids in knowledge sharing of the organisation’s base to the concerned entities and individuals. Knowledge sharing can be stated as either a pull or push initiative. Knowledge push happens when the knowledge and its sources are pushed onto the respective users (Laihonen and Mäntylä, 2018). On the other hand, knowledge pull happens when the knowledge user seeks out for the accumulation of the knowledge or for knowledge sources. 
The aspect of knowledge sharing depends on the willingness and habits of the knowledge user or knowledge worker. Hence, the right sorts of incentives and culture ought to be present within the organisational operations to foster knowledge sharing. Knowledge sharing is initiated and executed by the below illustrated steps. They are:
· Articulation: It is termed as the user’s capability for stating what is needed by him or her. 
· Awareness: It is termed as the knowledge’s awareness. The knowledge provider is encouraged for utilising the aspect of maps, directories and corporate yellow pages (Velasquez et al., 2017). 
· Guidance: The knowledge managers are considered as the key in building up of a knowledge sharing system. They ought to aid in defining the expertise of the members of the organisation in guiding their contributions, assist the users and be accountable for the language used in the communication material and publications. This helps to avoid information overload. 
· Completeness: It is the access to both self managed and centrally published knowledge. The centrally managed knowledge is complex to scrutinise and takes more amount of time to be published. However, self published knowledge is not much reliable (Bolisani and Bratianu, 2018).  
[bookmark: _Toc68904589]Nonaka’s tacit and explicit conversion and decision making model
This framework is the dynamic theory of organisational knowledge creation. Nonaka conveys that knowledge is a belief that is justified and perceived as true to the provider. It is the truth’s aspiration and it becomes relative concept of the truth. Nonaka perceived knowledge as two segments. The first is the 3explicit knowledge and the second is the tacit knowledge. Tacit knowledge is personal to a higher degree. It is also difficult to be communicated and shared. Intuitions, hunches and subjective insights are examples of tacit knowledge (Zhu, 2016). It has also to be noted that tacit knowledge comprises of the knowledge extracted from a person’s action and experiences. It is also embedded into the individual’s emotions, ideas and values. Tacit knowledge’s articulation is hard. 
On the other hand, explicit knowledge comprises the rational part of human knowledge. It is easier to be explained and e3xpressed that tacit knowledge. Explicit knowledge can be processed and can be communicated to other individuals (Zhu, 2016).   
[bookmark: _Toc68904590]Section 3: Investigation of KM techniques that are used by Amazon.com
[bookmark: _Toc68904591]How knowledge has become increasingly important in Amazon’s Standard Operating Procedures
Knowledge has become very vital in the SOP of Amazon. It aids in ascertaining business continuity. The work of the organisation ought not stop whenever any staff of Amazon is either present or absent. The SOP would help other employees to take on the task and complete the tasks that are urgent and pending. SOP’s attribution is inclusive of various forms of important and crucial elements of knowledge. The work of the employees should not stand still even if any important employee is not present in the office (Zhu, 2016). Knowledge has become very vital in SOP of Amazon. It aids in the enhancement of profitability and work. It has persistent and reliable services and products. Effective channelization of knowledge in this organisation’s SOP has reduced the errors in every department of Amazon, thus fostering a high level of customer satisfaction. It also creates a safe and healthy environment. 
[bookmark: _Toc68904592]What are the main outcomes that Amazon has been achieving with the use of the procedures?
The main outcomes that Amazon has been able to achieve with the utilisation of the procedures are illustrated as follows:
Consistency: The vital aspect of these procedures is consistency. The persistency is in the manner by which the individual executes the activity or tasks. The more persistent the procedure is, the lesser chances of error it will be in quality (Bolisani and Bratianu, 2018). 
Error reduction: A written procedure illustrates a set of instructions for the execution of a specific task. The team’s individuals should be able to perform the tasks and there is a great chance of reducing the errors. 
Communication: Amazon has been able to achieve excellent aspect of communication. There have been various forms of procedures that by which the operational aspects of the company are upgraded. Effective training is also required in this context.  Updating of SOP does provide an effective methodology for enabling communication to facilitate the procedure of changes to the employees (Bolisani and Bratianu, 2018). 
There are several other outcomes that are initiated by the utilisation of the procedures. It provides the people with all forms of safety, operational and environmental information, health and other elements that are essential for the proper execution of the tasks. It ascertains that production operations are performed consistently for maintaining quality control of procedures and products. All the stakeholders of Amazon want quality products and services. 
[bookmark: _Toc68904593]What are the areas in which Amazon.com can still improve in the future in order to overcome the challenges?
Amazon can renovate the aspect of “Amazon Prime”. It can incorporate various reliable generators of information to facilitate the knowledge management elements. It should also underpin various products in its bag and permit the selling of those products under its brand name. It would enhance the consumer base of this company, thus enabling the generation of higher amounts of revenue for Amazon. The supply chain logistics and home delivery options should be made more visible and transparent to the targeted customers (Jones, 2016). The knowledge about the products and its various characteristics should be portrayed by various knowledge management tools to the targeted customers. Amazon should utilise the aspect of artificial intelligence to enrich the user’s experience and also to channelize the aspect of knowledge management in the most efficient manner. Effective knowledge management would aid the company of Amazon to foster geographic expansion (Jones, 2016). Effective tools of knowledge management along with effective measures to facilitate the same would enable enhanced level of geographic expansion. 
[bookmark: _Toc68904594]Conclusion 
It can be observed from this study that knowledge management plays a vital role in the enhancement of corporate credentials of Amazon. The benefits that can be extracted by proper knowledge management have been illustrated in this study. The background of the selected organisation along with the meaning of knowledge management has been conveyed through this piece of literature. The importance of knowledge management for any enterprise has been depicted with the aid of this study.
[bookmark: _Toc68904595]Recommendations 
· The company should try to incorporate various innovative tools of knowledge management. 
· Amazon should try t6o channelize the knowledge in the most efficient manner
· Amazon can be able to become the most valuable organisation if it adheres to new strategies of knowledge management that its competitors are implicating in the operational paradigms of the enterprise. 
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