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2. Executive Summary: This is the paper on Amazon.com how they create, store, share and apply Knowledge Management tools, theory, and technics to improve and put value on e-commerce business. Knowledge Management is an asset of high importance. Combined with Information Management System and including robots in the working process working together with humans’ beings. All the systems are well managed for good performance to achieve goals and objectives to the company to put the customers in the center of focus make the company be giant on the competitive market.
3. Introduction:
   This report is about what makes Amazon.com so successful on the world market. Part of the answer is using advanced Knowledge Management techniques and a highly developed Information Management system. Both together help Amazon.com to achieve their goals to put value on their customers. “We see our customers as invited guests to a party, and we are hosts. It’s our job every day to make every important aspect of the customer experience a little bit better” – Jeff Bezos, Amazon founder, and CEO
   During the pandemic 2019-20 the World faces the biggest challenge with Covid19. Many people lost their lives, others lost their jobs, many small companies faced bankruptcy and closed business. Because of the lockdowns people worked, studied, shopping from home. e-commerce becoming in high demand, only the companies that can do their business remotely online using the high technology survive in this time. And some of them like Google, Apple, Amazon.com even though they significantly increased their revenue. Google’s Microsoft Team become in high demand, Apple’s high technology, Amazon.com responds to customers’ demand to do the shopping for different types of products, from home using only one website, react to the customers needs to resize the computer capacity and to rent the cloud storage for the information.
  Amazon.com is the biggest e-commerce company in the world with zillions of customers, and “gigabytes” information of products. Amazon cloud can handle 1 000 000 transactions in a second. What is making Amazon.com so successful?! The biggest investments in the high technology and Information Management systems in which implement advanced Knowledge management techniques.
 “Knowledge is a power” Sir Francis Bacon
  This report will analyse key Knowledge Management Models (SECI Model or the Nonaka-Takeuchi model) and Wing Model and how these models advance Amazon.com. How Knowledge Needs Analyses, Product Leadership Strategy, Information Management Strategy are implemented in strategy and architecture of Amazon.com.
 The outcome from this report is:  Amazon meets the challenge and uncertainty time of pandemic COVID 19 by implementing Knowledge Management models in Information Management Systems and continue growing to be a successful world e-commerce giant selling a vast variety of products, internet, artificial products. Many companies could learn a lot from Amazon’s performance and development.
4. Main body
Section 1: Knowledge and Information Management
Amazon.com is incorporated in 1994 by Jeff Bezos a former Wall Street hedge fund executive. He named the company on the biggest river in the US. Started as an online seller for electronic books, music, movies, and very soon transformed into a technology company that makes transactions for payment for customers through the web service. To differ from competitors of online sellers Bezos knows that must Get Big Fast and this is the first logo printed on workers’ T-shirts is “Get Big Fast”. Understanding the massive growth of the internet and the impact on life is based on the future development of the company. Very fast in next years increased numbers of customers to millions and the vast products offering to meet customers satisfaction. Not only that Amazon.com expand very quickly in UK and Germany. The technology company launched Amazon Web Service (AWS) that offers data on the internet, very soon after that launched Elastic Computer Cloud (EC2) which rents computer processing power in a big or small increment. The same year launched Simple Storage Service (S3) which rents the storage for data, and it is available on the internet.
In 2012 Jeff Bezos invested $775 million in robotics to manage the inventory-fulfilments duties.
What is Knowledge Management according to IBM is a process of creating, storing, using, and sharing knowledge within an organization with the purpose to enhance business processes and Management.
Bergeron (2003) gives a definition of Knowledge Management as a” deliberate, systematic business optimization strategy that select, distills, stores, organizes, packages, and communicates essential information to the business in a way that improves the performance of employee and competitiveness of the company. 
“Knowledge and the best-practice transfer within and between organizations is not a one-way activity; it is a sharing process, involving trial and error, feedback, and mutual adjustment. (Szulanski, 1996; Powell, 1998; Kaeser, 2001).
Knowledge Management is an asset of high importance to any organization including Amazon.com with four types of knowledge creation:
Socialization: sharing the information adopted from, experience, observations, practice in communication.
Capture: Process of conversion from tacit knowledge gained from long-term experience to explicit knowledge documented in policies and procedures.
Dissemination: Is a process of coping and delivering explicit knowledge in a form easier to be exchanged into an organization.
Internalization: Process of combing of gained experience together with explicit knowledge.
Also, there are defined two types of knowledge tacit, and explicit knowledge.
 Knowledge Management is the asset that enhances business organization at high importance to be managed well. Knowledge Management is involved in collecting (eliciting) information and transforming it in the form suitable for sharing in an organization. The key part of this process is collecting the tacit knowledge (adopted from long-term experience) to be converted into explicit knowledge (captured in policies and procedures essential documents and easily can be shared in the organization to improve employee performance and business competitiveness.
Tacit knowledge is knowledge by intuition, by beliefs, by culture, by previous experience, this knowledge is difficult to be shared in an organization.
Explicit knowledge is systematically organized, stored, and communicated to improve the internal development of the organization. 
[image: Collaborative knowledge management framework. | Download Scientific Diagram]
Amazon.com analyses their customers’ tacit knowledge according to their cultural believes, what they like, what they are looking for, to convert into explicit knowledge of the business to achieve customers satisfaction. KM enhances an organization’s future development. Amazon.com uses Knowledge Management tools and techniques to put a value on their business together with Information Management System. For instance, Knowledge Needs Analyses What I know now--- what I must know in the future between them knowledge strategy gap. Also, what can do now ------ and what I must do in the future between them is knowledge strategy gap. This analysis of strategy gaps is done by Information Management System based on customers’ data and feedback.KM is so important for Amazon com. in achieving competitive advantages and satisfying their billions of customers.
Amazon.com attracts their prime time and other customers with one website portal for 360 000 000 different types of products, where customers can choose to compare buy and pay for everything that they need. Another attraction is if all these products have been consistently presented with full information about the product, producer, payment, returns, and so on. Amazon.com appears to control what consumers search to create content that is distributed upstream to improve further. Personalizing information from the site more using the site better company know preferences of the customers. Crowdsourcing with feedback from buyers helps to build knowledge and awareness for the user and the products. The transaction payment is easy and safe with one click. The system could remain with you when the item is available. All the problems that could exist could be solved on the website therefore customers service telephone calls are reduced because you can take online help from the site. Amazon.com website can be used any time from more than 180 countries.
[bookmark: _Hlk90902018]Section 2 Knowledge and Information Management Models theories evaluation
Ecological model for information management Davenport (1998, pp 51)
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According to Davenport (1998), he divided informational environment into three parts External environment, which affect the organization information, but the organization cannot control it. Organizational environment, and Informational environment that needs to work integrated and that he called the Ecological model.
External environment including Business Markets- Information Markets-Technology Markets
The business market affects the ability of the business to acquire information and to choose what information need and manage it.
Technology Market where businesses find the technologies that solve company’s technology problems.
Information Market where everything is trading according to the author from industrial to mailing. 
Organizational environment Including Business-Physical Space- Technology
Informational environment including Team- Culture and behaviors, Strategy Architecture, Process
Information environment where all six components communicate to each other. Here is Information Strategy which is responsible to make the company different from the competitors.
Culture and behavioral information are essential in sharing information and achieving long-lasting knowledge.
The information Team according to Davenport is the team that handles information, identify, filter, categorize, interpret, and integrate information in the organization.
The information policy document involves the power of decision-making.
The informational management process is how the process is done.
Informational Architecture is how the information is allocated into the organization.
An organization that can integrate the process of knowledge creation and building implementation in decision making is considered as a knowledge organization.
a) Embedded Knowledge in product and service concepts coming from individuals’ tacit knowledge. 

Customers’ tacit knowledge about the products and services is based on the development of positive relationships between them. Crucial to the company is to embed this knowledge in the product and service concept. Amazon.com achieves that by deploying Knowledge management with constantly checking on products design, functions, to let the customers know about the product or service. How knowledge can be embedded in the product if the product is not good therefore the knowledge management is not good. Sticky knowledge is a good practice to answer the question Why should buy the product from this company: need to be competitive on the market, with design, price, functions, maintaining insurance, service from manufacture, benefits, different from others company.
 The implication of good Knowledge Management of Product leadership theory also makes a positive relationship with customers.
    b)  Information management System has the systematic methodology for acquiring, sharing, and exchanging knowledge in organizational structure for best decisions making.
Amazon.com is not only an online retailer it is a highly intensive technology company that has their systematic approach from their Management Information System including Amazon Web Service (AWS), web site, Elastic computer cloud (EC2) which provides to rent resize computer capacity, Simple Storage Service (S3) which provides space for storing data that is available any time you needed. All these services that they offer to the customers help the business to elicit the knowledge and store the knowledge, sharing and exchanging it into the company. Whatever company trying to adopt and technology to transfer the knowledge need to conduct SFA test Suitability, Feasibility and Acceptability test.
Implemented Information Management System at Amazon.com is the biggest successful investment. It is unique starting from web site collecting customers personal data through the registration account process with address, card details, and personalized and stored goes to Enterprise Resource Management System. Stored in data warehouse and run to the Oracle Management System responsible for scheduling the order and delivery schedule. Also, Enterprise Management System collects the information from customers’ feedback. When consumers started to search for products on web site the system creates tacit knowledge about the customers and stores this information too. This tacit knowledge converts into explicit knowledge that is exchanged in the organization for decision-making.
Amazon is developing very fast because its focus is customers, “customer as a partner” (Wiersema,1996) not competitors. The website is easy to be reached, with a full description of products, easy and safe transactions, variety of products, customer can rent computer resize capacity, can rent the space to store data in Simple Storage Services that are available at any time needed, even can become seller using their Web Service.
Amazon.com Knowledge-intensive company investing in advanced Information Management Systems using high demand of the mass market. They have structure and invest the knowledge only involving themselves in constantly innovating products and services.
In this paper, we are going to represent two models of Knowledge Management used by Amazon.com that enhance business processes to be more effective and sustainable.
Nonaka and Takeuchi Model (SECI model) of Knowledge creation focus on both tacit pieces of knowledge adopt from experience and explicit knowledge achieved from the degree, pieces of training rules, and regulations. The SECI model dimensions of knowledge creation clarify how tacit and explicit knowledge converted into knowledge for the organization. There are four types:
Socialization is where knowledge is created with communication face to face or software. This is tacit to tacit knowledge. For instance, Amazon.com customers communicate with Amazon’s software when they are surfing the website and looking for products. Example looking for baby clothing and product as much searching more tacit knowledge is communicated.
Externalization where the knowledge is created from collected data, answering the questions, feedback This is tacit knowledge of many people converted in explicit knowledge of the company what to change, what to improve.
Internalization is where online learning created explicit knowledge convert into tacit knowledge.
Combination of all collected data and information, from documents, emails, meetings, and others explicit knowledge convert to explicit organizational knowledge.
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In 1993 Karl Wiig propose his KM model, according to him this knowledge to be useful and to put value on the business need to be” very well organized and synchronized”.
The ultimate objective of Knowledge Management is “to make the organization intelligent-acting by facilitating the creation, accumulation, deployment, and use of quality knowledge.” (K, Wiig, 1993) [image: Models of Knowledge Management (KMModels) Explained]
Wiig Theory (1993) of Knowledge creation is a further development of SECI fourth sources quadrant model of Internalization. Defined four levels of Internalization improvement classified as a novice(trainer), beginner, competent, expert, and master. Knowledge to be useful and to put a value on the business need to implement four levels of knowledge creation: 
Building the knowledge from all tacit and explicit, internal, and external sources, 
Holding knowledge is stored in an easy format to be exchanged into the organization.
Pooling the knowledge is shared into organizational departments and experts for purpose.
Applying the knowledge asset to improve the working process to be more effective with embedded knowledge.
According to Wiig for knowledge to be deployed with quality and to make business decisions more effectively need to cover four characteristics:
[bookmark: _Hlk91581848]Completeness (of putting together all necessary parts) When building the knowledge using all tacit and explicit knowledge, from Internal and External sources. Moreover, the Wiig model defined three forms of knowledge: Public Knowledge, Personal Knowledge, and Shared expertise. 
[bookmark: _Hlk91581927][bookmark: _Hlk91581967]Connectedness (to be joined, linked) holding knowledge to be stored in an easy format, and to be joined in the business platform and linked for purpose. Congruency(harmony) Pooling the knowledge sharing into organization for decision making and crucial for solving problems.
[bookmark: _Hlk91582007] Perspective and Purpose Appling the knowledge asset to improve the working process with embedded knowledge. 

Section 3 Knowledge Management techniques employed by Amazon.com.
Amazon.com build Standard Operating Procedures (SOP) which is essential for this busy company to expand globally to work like clockwork. Standard Operating Procedures completing 250 + operations in the company and could add more. To deliver consistency and quality service to billions of customers on a day-to-day basis.  Starting from
 Products Listing, Promotions, Inventory Management, Reports and Performance, Customer service, Account maintenance, Financial
The main reasons for building Standard Operating Procedures are: Firstly, the working process is precise in completing the tasks and performance is of high quality and with consistency. Secondly, SOP saves money and time when the cycle is known, and everyone completes the same task in the same way performance is becoming quicker and saves time and money this reflect on the competitiveness of the business on the market. Thirdly, Scalability, when setting out the whole working process in SOP it is giving the possibility to the business to hire easily and train new employees. Fourthly, building an organized Standard Operating Procedures gives free time for management to focus on future investments, developments and expand the business.
The positive impact of Standard Operating Procedures includes all processes linked to the business prepared from the software. The technology does very precisely all the functions and saves lots of time and money and very accurately. This system enhances business for easier management and fewer employees. Especially Inventory management in business expanded in many countries, with many offices, many products, many customers. In different countries different currencies, different taxes, and government regulations. SOP creates analyses of products, services, performance, and so forth for decision making. This investment is increasingly important saving maybe hutch amount of workforce, avoiding mistakes that could occur in the working process. The main achieving outcomes from SOP for the business is very good business management, giving effective, transparent, and quality service, excellent customer service linked to customer satisfaction and profitability for Amazon.com and partners.
The area that Amazon could improve is warehouses where employees are working together with robots. On one side is good that Amazon used robots for the heavy jobs but on the other side targets of employees are going up and becoming not achievable for a human being, also for the mistakes that could occur in the working process employees paid the penalty.

Conclusion: 
In conclusion, Amazon.com is a website business, managed content in a brilliant way with multi-billions of dollars transactions. Knowledge Management is a well-managed asset for Amazon.com implemented into high technology of Information Management System, Enterprise Management System, Oracle Management System, and Standard Operational Procedures and the Strategy.  Combination of KM theories and technics as a power with software speed and accuracy following good performance and effectiveness in a working process. This is allowed the company to achieve its goals in the centre of which is customer needs. Utilized Knowledge management helps organizations to know well their customers in order to achieve customers satisfaction. Amazon.com is genius how connecting customers with products and services according to their needs with well-presented information about design, manufacture, compeering prices, and so forth. The customer is cantered on focus in Amazon.com business. That makes Amazon.com differ from the competitors on the market. 
Another success to the company is one web site for different types of products, easy to use for customers. The transaction with one click. Quick solving problems from the system with transparent communication. Amazon.com constantly developing its business on the way to being perfect. Automatization with robots in warehouses gives them the possibility to be accurate in processing orders. Constantly development of Standard Operating System adding additional tasks. The secure way of using personal data makes the company be more competitive and preferable to customers and more attractive and successful.
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