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[bookmark: _Toc92031268]Executive Summary

Amazon as today is one of the biggest tech companies in the world, constantly changing its business game.  Amazon has had a great advantage during the pandemic, this is due to the fact that Amazon has used effective theories of knowledge management like Wiig and The Nonaka and Takeuchi Knowledge Spiral Model; by collecting data from previous transactions, from customers and employees improved the service adjusting to customers’ needs; also considering that it is one of the few companies that provides fast shipping services of goods while everywhere around the world was in lockdown. Knowing the value of knowledge, acknowledging how to obtain information, be able to storage it, allowing a platform to share it and apply the information effectively, gave amazon a great competitive advantage.

Considering that market always changes, amazon brilliantly has always been able to be one step ahead and improve the service by effectively using knowledge.
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This reports critically evaluates and explains the concept of knowledge management, the importance and benefit of it in organizations, as well as evaluating information theories/modules such as Wiig's and The Nonaka and Takeuchi Knowledge Spiral Model, stages, highlighting the significance of managing knowledge and obtain great advantages for the company with the perfect example as Amazon with over 285 million users customer accounts globally, Seattle-based Large multinational organisation Amazon seeks to be the world’s largest customer-focus company, allowing consumers to search and explore almost everything they might like to purchase online. Amazon's success can be attributed to its obsessive focus on the customer.

It also examinates how service-based company such as amazon uses management information system as a dynamic instrument via efficient management acquisition of data as well a conclusion and some recommendations for amazon in the future.



































[bookmark: _Toc92031270][bookmark: _Toc92031271]Knowledge and Information Management





Amazon is a multinational technology company on the 4th position on the top 100 ranked with a capitalization of $1.6 T (Ross, 2021), which is focused on e-commerce, cloud computing, digital streaming, and artificial intelligence, funded by Jeff Bezos in 1994, is one of the big 5 companies in the world; governed by basic concepts which are customer devotion instead of competitive concentration, enthusiasm for innovation, dedication to element in conducting, and long-term vision. Customers are at the heart of everything for Amazon and it wants to be the finest company and the safest place to work on the planet.

Amazon's most known innovations include customers' ability to purchase with one 1-Click shopping and customized suggestions, Prime, direct fulfilment by Amazon, Kindle Direct Publishing, Kindle, Career Choice, Fire tablets, Fire TV, Amazon Echo, Alexa, Just Walk Out technology, Amazon Studios, and the Climate Pledge. (Amazon, 2021)

[bookmark: _Toc92031272]Knowledge Management 

It can be described as the ability to handle employee’s knowledge and experience systematically; the total understanding of the company will be enhanced. One of its key objectives is to boost efficiency, productivity, and preserve crucial data. It is possible to optimize productivity and motivate staff to improve their decision-making abilities by using most valuable asset, staff experience, and competencies. In other words, a methodical approach to ensuring that the appropriate information reaches the right people at the right time and assisting them in disseminating and implementing that information in order to enhance the effectiveness of their company.

This module highlights how to acquire, manage, and properly share sort of information inside organizations, this would be with:

[bookmark: _Toc92031273]Tacit knowledge: Everyone has some kind of "tacit knowledge", it's a person's ability, thoughts, and life experiences that aren't recorded or readily articulated. Individuals with tacit knowledge aren't always conscious of how much information they have or how others might benefit from it.

[bookmark: _Toc92031274][image: Knowledge Management - KIT Royal Tropical Institute]Explicit Knowledge: When it comes to passing along knowledge, explicit knowledge differs from tacit knowledge since it's straightforward to accomplish. It's well-documented, approachable, and simple to explain. reports, publications, statistics sheets, and white papers are all examples of explicit knowledge inside a business.

Direct communication and regular communication are often required for the transfer of tacit information. Tacit organizational knowledge may be gleaned via training or mentorship sessions for new employees. 
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Creating a culture where information is accumulated, stored, and efficiently shared may dramatically boost job satisfaction of employees. However, poor knowledge management may have a negative influence on the company's bottom line and staff morale.

The lack of documentation and storage of information leads to time wastage, re-created solutions, lost productivity, repeated blunders, and the same concerns being asked over and over again. As a result, good knowledge management can be measured. An employee's ability to discover information quickly when they start a new job increases performance and decreases the time it takes to get back in operation, reducing money along with an employee's ability to discover information quickly when they start a new job, good knowledge management increases performance and decreases the time it takes to get back in operation, reducing money along the way by  waste less time addressing the same inquiries and therefore more time working on more relevant and fun projects. Expertise and knowledge enable staff to do their duties more efficiently. This accessibility also enables them to use results from other projects so that errors are avoided. (Quast, 2012)

Knowledge management is becoming more and more crucial as the amount of data grows. Active management of knowledge is critical to an organization's growth for the following three reasons:

1. [bookmark: _Toc92031276]Allows for more effective decision-making
Even while data may provide management with a lot of useful knowledge, the difficulty in processing large volumes of data can make it difficult to make sound judgments. An example of a firm using a knowledge management system to assist leaders in cutting through all the chaos, sharing information, and improving their decision-making. Knowledge management systems may make organizations stronger, more capable to make strategic decisions in the face of complexity and the requirement for information from other sections of the organization.

2. [bookmark: _Toc92031277]Creating Developing Companies by Keeping Learning Habitual

It creates a culture of ongoing self-assessment and improvement for everybody in the organization. An effective method of gathering information from practice is to utilize it to simplify and enhance procedures.

3. [bookmark: _Toc92031278]Encourages cultural shifts and new ideas

 A culture of openness and creativity may be fostered by managing actively corporate knowledge. Quality management programs may help leaders accept change and stimulate new ideas and insights, which typically lead to innovation, even for small company owners in a more traditional corporate context.

The bottom line is that every company that can effectively manage their knowledge will always have a competitive advantage in the market and will be able to provide customer satisfaction by fulfilling customer expectations, in addition to saving time and money, companies are looking for billions by not collecting storing and sharing the knowledge. (Starmind, 2020)

Value of Knowledge

In a knowledgeable era, knowledge has become an asset for organizations. They use what they've learned to make immediate gains in their current operations. As a result of this, they get better at making strategic decisions and providing customer service by analysing past experience making long-term use of the skills, expertise, and wisdom of their employees. Customers' expertise, experience, and insight are used to produce long-term value for the organisation.
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We are currently in a knowledgeable time, which mean manage knowledge is crucial for organizations such as Amazon. Understanding how to collect, store and use the knowledge has helped companies to have competitive advantage, this because that knowledge can be used to know the customers and fulfil their expectations; the perfect example is what Amazon is doing, which is embed product and services by applying Marketing mix, which is the 7ps.

The use of a planned marketing strategy allows to define clear targets that are focused on the present scenario that companies are in. The strategy outlines how those goals will be attained, as well as the marketing objectives that will be targeted and positioning the company in the market. So now it must specify the techniques that will be used to carry out this strategy, and where is used the expanded marketing mix (7Ps) comes into play. Product, price, place, promotion, people, process, and physical evidence.

Management data systematically in organizations give accuracy at making a wise decision for organisations, system that Amazon has been applying for more than a decade. Management information system (MIS) offers foundation, current data, and trend analysis so that have easy accessibility to information on all aspects of the organisation. May utilise this precise data about the company's surroundings and resources to enhance long- and short-term business success.

There are several benefits that come from using management information systems (MIS), including data management in business, making business decisions more informed, developments in strategic planning and considering tactics and possibilities. Manage information in a systematic guarantee that all management have access to the data and make choices based on the same information when they are employed by corporations.

Amazon as a technological company has smartly been collecting all information and systematic storage, this way everyone will have access to the same information in order to make smart decision and to improve their services by fulfilling customers’ needs and expectations. (Essekia, 2018)

[bookmark: _Toc92031280]Amazon Information structure

What makes Amazon so good at handling information is that it can be broken down into three parts: design patterns, information architecture, and user flows.

Amazon excels at satisfying the need for quick and easy purchases. The process is simple: search, choose what is suitable, add to the card of quick buy assuming the user has an account. As a result of this hierarchical structure, the user may perform a wide range of tasks. So, for example, an auto-suggest search bar gives flexibility and help without being intrusive, while a Tab Navigation pattern allows users to continue using the keyboard. (Bowen, 2017)

There are Knowledge Management Models that guide organizations to obtain information about their customers and how to use their knowledge to their advantage store it and share it for the purpose of each organization such as:

[bookmark: _Toc92031281]Wiig's Knowledge Management Model
[image: Models of Knowledge Management (KMModels) Explained]
Since Karl Wiig's KM model was first suggested in 1993, it has been widely accepted that information is also meaningful if it is properly structured and synced with other sources. Organizations may become more sophisticated by supporting the production, acquisition, distribution, and utilisation of excellent knowledge via Knowledge Management (KM), according to Wiig. WIIG's KM cycle is an effort to demonstrate how people and organisations create and use knowledge.

[bookmark: _Toc92031282]Wiig’s Stages:

Build the knowledge: This can be obtained from life experiences, official education and training, intelligence sources, media, literature, and peers are all sources of information.
Keep the knowledge: Keeping the knowledge in precise and easily access in a physical format, as well as in individuals via training, is essential.
Putting together all of the knowledge: Interacting with different pools or groups of specialists by using the proper knowledge management tools.
Utilization of knowledge: Knowledge may be used to change or improve operating procedures such that new knowledge is automatically included.

Wiig KM model is one of the strongest theoretical KM models currently available. This paradigm encourages practitioners to take a more nuanced strategy to organizational learning depending on the kind of knowledge which is what amazon seems to be doing.

The Wiig method has the benefit of clearly describing how organisational remembrance is used to produce value for people, teams, and the organisation itself. Knowledge may be used and utilised in a variety of ways depending on the individual's decision-making process and personal traits. (Mohajan, 2017)

[bookmark: _Toc92031283]The Nonaka and Takeuchi Knowledge Spiral Model
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On the basis of four fundamental concepts, Ikujiro Nonaka and his co-workers developed a coherent theory of knowledge generation in organisations: An individual's level of knowledge formation is a direct outcome of the constant exchange of tacit knowledge versus explicit knowledge; there are four basic knowledge conversion processes: socialisation; externalisation; combination; and internalisation; and there is a shared space for knowledge creation known as Ba.

According to Nonaka, knowledge may be defined as "justified true belief" and as "a complex human process of explaining personal opinions as part of an aspire for the facts."  (Bratianu, 2010)

As perfect example if this theory again is amazon where clearly, they use both modules to manage their information in a smart way
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It is clear that amazon has override any service-based company in the market and it shows on its market revenue, that by 2020 was $368 billion according to businessofapps.com (Curry, 2021). No only by managing information adequately, Jeff Bezos has proudly shared over 14 simple leadership principles that the company follow to obtain the success.  (Croitor, 2017)

1. Customer obsession
2. Ownership
3. Invest and simplify 
4. Leaders are right a lot
5. Accomplish more with less
6. High and develop the best
7. Earn trust
8. Insist on high standards
9. Calculate risks
10. Learn and be curious
11. Disagree and commit 
12. Dive deep
13. Think big
14. Deliver results
By flowing those principles and been able to smartly manage knowledge, amazon has overcome people expectations, which has made it one of the world’s most successful eCommerce companies.

Customers benefit greatly from Amazon's adoption of knowledge management ideas and practises:

1. The same Amazon platform for all of our purchases and commercial dealings. 
2. When feasible, they show all product information in the same manner and in the same sequence for each and every item. 
3. Every Amazon page is broken down into small chunks thanks to their efforts (e.g Click here)
4. Amazing how the site's ability to "know" customers, by learning each customer by analysing us purchases.
5. With options such as customer rating, reviews, videos, and photos as well as evaluation of previous purchase
6. Transactions that are incredibly simple and consistent.
7. The availability to subscribe, receive alerts and reminders to customers of possible interest of products
8. Minimize call centres and provide all information on the website
9. Focused on performance, most regular actions can be done without any customer service help, refunds, returns, changing payment methods etc.
10. Help line is easy to use which increase customer satisfaction
11. Amazon.com is available at anytime, anywhere in any device no business time frame.
(marc-rosenberg, 2014)

Brilliantly has developed ways to increase customer satisfaction, adjusting users’ needs and interests as well as connect with them to a higher level.

Prior to the COVID-19 pandemic, local businesses and merchants faced an uphill battle to compete with e-commerce enterprises that could provide cheap costs and quick delivery, efficiency reigns supreme. When COVID-19 caused retail stores to shut and people to remain at home, internet retailers, particularly Amazon, seized the opportunity; adding to this it has been investing in manage its knowledge effectively, was the perfect formula to success. (Takefman, 2021)
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As highlighted in this report, knowledge management is more important than ever, it will bring to any organization the upper hand in the market; however, as the time change customer behaviour changes and innovation is always needed. Getting to know customers, understand their needs and create a connection gives organizations be ability to provide the best customer satisfaction to higher standard. By knowing well customers it can be predicted what customers may need or want as well as making suggestions. 

The main concept on any theory model is create, storage, share and apply knowledge to obtain the best results and effectiveness, as well as guide staff members, increase productivity and provide job satisfaction. we can agree that’s what Wiig and Nonaka’s Theories intent to achieve; although, any organization should know knowledge can developed according adjusting to changes, as what we know now, may not help in the future, this is why knowledge must be evaluated and updated, if necessary, therefore there are 3 recommendations that will be made for amazon future challenge.

1. Prime service collection data: Collect data by age and family (household preference) may help with further suggestion as one household may have an account for the whole family, this can increase sales.
2. Prime video data collection: Collect data of movies that has previously to make further suggestions, this can increase attractiveness for prime users increasing platform usage.
3. Data for low quality items: Collect data from low quality sold items, and screen better sellers, this would avoid unsatisfied customers reduce customer contact, returns and refunds.

As mentioned, customer satisfaction is the key to any company, by ensuring amazon know its customers and they feel safe purchasing on the platform, will make continuous growth.
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Abstract:

A company's advantage in the marketplace is
a direct result of its ability to effectively
manage its knowledge. However, as
customers' tastes and preferences evolve, so
does the need for new products and services.

The finest customer satisfaction can only be
achieved by getting to know your consumers,
understanding  their requirements, and
establishing a personal relationship with
them. The key to increasing sales is to get to
know your clients well so that you can
anticipate their needs and wants and provide
ideas, much like Amazon does on its website.

Knowledge Value:

Organizations increasingly see knowledge as
a valuable asset in today's information-based
economy. They immediately apply what
they've learnt to their existing activities.

To improve strategic decision-making and
customer service, they leverage historical
experience and the long-term knowledge of
their personnel to examine previous
performance.

Long-term value is created for the company
by using customers' skills, experience, and

insight.

Recomedations

. Collecting data by age and family choice

(household preference) may aid in making
more suggestions, since one home may have a
single account for the whole family, which
may enhance sales.

. Collect data of movies that has previously to

make further suggestions, this can increase
attractiveness for prime users.

prime video
N

. Collect data from low quality sold items, and

screen better sellers, this would avoid
unsatisfied ~ customers reduce customer
contact, returns and refunds.
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