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[bookmark: _Toc121165543]Executive Summary
Knowledge and information management for Amazon are important for its success.  This is one of the brand companies in the world. Due to COVID-19 Company face various challenges and the company needs to implement and adopt some of the changes in the process of working and operating. In this report, knowledge management and its importance of it in Amazon is involved. The importance of knowledge management in satisfying customers of the company is also involved in the report. Customer satisfaction is one of the important aspects for which the company make continuous progress and from which the company can make a profit. By the use of effective strategies, Amazon attracts new customers also towards their platform. This report includes the SECI model to implement knowledge management in the company. This model for knowledge management has four knowledge areas ‘Socialization’, ‘Externalization’, ‘Combination’, and ‘Internalization’. This report outlines the management information system for the company and also identifies some of the challenges and problems and some of the ways to overcome these issues and challenges. This report includes all about the knowledge and information management at Amazon. 
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[bookmark: _Toc121165544]Introduction
Amazon.com, Inc. is a global American technology company located in Seattle, Washington, that specializes in cloud services, e-commerce, digital broadcasting, and machine learning. It ranks among the five largest companies in the US IT sector, together with Apple, Google, Microsoft, and Facebook. The corporation is recognized as one of the nation’s biggest and most influential cultural and financial forces, as well as the show the optimal brand. Amazon is well-known for upending traditional markets via technical and mass creativity. It is the largest e-commerce marketplace, providing AI systems as well as online and real-time services. The disease Covid-19 has had a significant effect on businesses throughout the globe, including Amazon. Although lockdown measures have grown more common in many nations, executives at key software and services companies are focusing on the residual impacts of the COVID-19 outbreak. The most significant changes include the increased use of online services that aided numerical translation, the provision of the latest up-to-date and modern technology, and higher respect for information systems. In this hard period, knowledge management is crucial for offering customer assistance. As a result, the present research includes an examination and review of the consequences of knowledge creation for the organization Amazon, along with a highlight of the relevance of knowledge conceptual frameworks that are used to comprehend the value of data and information systems in Amazon for constructing intellectual capital and maintaining relationships with clients. As a result, the SECI model is used as a Knowledge management strategy to comprehend the four Information aspects of 'Socialization,' 'Externalization,' 'Combination,' and 'Internalization.' This report outlines the management information system and its usefulness of it to the company. In this report, identify some of the major areas of challenges and the strategies to overcome them for the success of the company. The importance of knowledge management and the significance of knowledge management will also involve in the report. The significance of knowledge management in enhancing customer satisfaction will also involve in the report. Some of the recommendations are also offered for the organization that can be adopted by the company to strengthen its management and knowledge practices. 
[bookmark: _Toc121165545]Section 1: Knowledge and Information Management
[bookmark: _Toc121165546]Background of Amazon
Over the course of the last twenty years, Amazon.com has expanded its reach to include consumers all over the world. In 1995, Jeff Bezos founded Amazon.com. The original idea behind the site was to provide bookworms with an online bookstore (Sadq et al., 2018). In 2000, the website known as "Amazon.com" opens its virtual doors to buyers and merchants alike. Customers, merchants, enterprises, and content creators are the four main target markets for Amazon.com's services. Amazon provides support for its clientele through the ubiquitous website, www.amazon.com. Customers may sign in from their mobile devices. Amazon needs operational information so it can investigate customer complaints and respond appropriately. Information structures are helpful for storing important data like working files, communication histories, documentation, and version histories (Sadq et al., 2018).
[bookmark: _Toc121165547]Knowledge Management (KM)
By gathering, documenting, distributing, and evaluating this information, "knowledge management" describes the process whereby a systems create its acquired knowledge easily accessible to it's own members of staff. This data includes technical documents, frequently asked questions, training resources, and interpersonal skills (Pellegrini et al, 2020). Data mining and the use of a push mechanism to provide information to end users are important to whichever knowledge management policy. A comprehensive examination of Amazon's present goals and targets, and even the traditional and technical resources necessary to meet such goals, is the first stage in creating a successful knowledge management system (Vibhor et al., 2019). One of the trickiest parts of implementing a knowledge management strategy is findingsoftware that not only works within the larger framework of the plan but also incentivizes staff to actively participate in its implementation and provide relevant knowledge. Knowledge management's key goals are greater efficiency and the safekeeping of information in a form that can be quickly retrieved. The goal of knowledge management is to make sure the appropriate data is available towards the right individuals at the correct time. By centralizing data in a single location, knowledge management helps Amazon eliminate information silos. It's a secure repository for workers to keep their amassed body of knowledge, so Amazon doesn’t lose valuable know-how when employees go on(Abualoush et al., 2018).
[bookmark: _Toc121165548]Knowledge management is so important for any organization including Amazon
Amazon's capacity for making sound decisions is greatly aided by the implementation of a systematic strategy for managing its knowledge. All workers profit when they are able to draw on the collective knowledge of the firm and act decisively and intelligently in response to changing circumstances. The growth of innovation inside Amazon, the dissemination of best practices to consumers, and the retention of skilled workers are all direct results of effective knowledge management. Managing one's body of information is becoming more vital (Pellegrini et al., 2020). Building Amazon inside a smart, flexible manner is one of the best ways to stay forward in today ’s fiercely competitive business. Amazon benefits from a staff that is adept at recognising problems and can quickly adjust to new information and ideas. The company's operations are significantly influenced by the knowledge management strategies it implements. For instance, the availability of information and skills inside Amazon might affect its profitability.The knowledge and the skilled personalities in the company Amazon help them in making the progress with the new technologies and smoothly running the processes of the company (Vibhor et al., 2019). 
Amazon benefits greatly from activities such as information sharing, innovation, repurposing, cooperation, and training. Given this, implementing efficient knowledge management solutions within Amazon would be a good move to enhance knowledge management. Several of the advantages include quicker decision-making, higher levels of satisfaction among customers increased innovation and positive cultural shifts, less duplication of work, faster service delivery, and more creativity and productivity (Iqbal et al., 2018).
[bookmark: _Toc121165549]Knowledge Management helps organizations in satisfying customers and achieve competitive advantage
Information collected through knowledge management may be used to build plans that may lead to more fruitful relationships with clients of Amazon. Interact with customers in a streamlined manner across all available channels, and save all relevant data in one location for quick access during support situations. The scope and depth of interactions with others, as well as access to and ability to share information and expertise, can only benefit from an expansion of talents (Zaim et al., 2019). Create deeper connections with current clientele and speed up the process of converting new ones. Managing what the company knows may enhance Amazon customers' interactions with the business. It gathers what's important, facilitates in-depth analysis, and creates the groundwork for more effective strategies and outcomes, all of which improve internal and external access to data (Soltani et al., 2018). More money may be made with the help of an information management system. Through a knowledge system, users may solve problems they experience with their business on their own, while contacting customer service. Because of this, they develop the ability to solve problems on their own and a sense of independence and self-sufficiency. Nowadays, self-service is highly desired by clients. If customers meet their requirements, Amazon will be astounded by the positive effect on client satisfaction (Zaim et al., 2019). The satisfaction of customers is very important regarding the products and services of the company Amazon. By providing the best services to customers, the company can keep their present customers and also keep hold of new clients. 
A knowledge management application's main advantage is that it facilitates the timely dissemination of relevant information to the appropriate stakeholders within Amazon (Hellebrandt et al., 2018). Defining the relevant information, the best candidate, and also the right moment is difficult, if not impossible, due to the quick pace at which customer requirements and the industrial environment change. With the help of an efficient knowledge-management system, Amazon may pool their resources to generate new insights, put them to use, and disseminate them across the company. When used correctly, a strategy may help a business maintain its goals even as technology changes, position itself at the forefront of its field, and stay one step forward of the competitors  (Adesina and Ocholla, 2019).
[bookmark: _Toc121165550]Section 2: Evaluation of Knowledge and Information Management Models/theories Showcase your awareness by evaluating:
[bookmark: _Toc121165551]Knowledge generally embedded in products and the service concept in the tacit knowledge of individuals (employees and customers)
At the time of online business, Amazon uses some of the tacit that make the business effectively with the help of customers and employees. The sales of Amazon increased at the time of covid so, so the company needs to hire employees to manage their business effectively (Hellebrandt et al., 2018). For the management of the online business,Amazon providespieces of training to all employees to manage the stock of products and deliver them with an effective approach to customers.Inherent in the mere concept of tacit knowledge is a plethora of challenges in its transference. In contrast, tacit information is distinctive and distinct towards Amazon, improving outcomes, and making knowledge sharing an essential aspect of information management (Vibhor et al., 2019). The customers and employees understand the skills required for effective business at the time of covid. 
[bookmark: _Toc121165552]Systematic approach (Management Information System) helpsorganizations in sharing and exchanging their knowledge base across the organization
An accounting system provides C-suite executives with the information to get insight into the precise state of Amazon. Taxes, debts, costs, documentation flows, accrued expenses, receivables, cash reserves, earnings, inventory management, operations & marketing, and human capital are just a few of the sectors from which an MIS gathers data (Vibhor et al., 2019).  Workers, senior staff, and supervisors will be easier able to communicate and collaborate more when they have access to the same data. This will allow them to identify issues and come to mutually beneficial solutions (Vibhor et al., 2019). Information and interaction across many groups and departments are facilitated by MIS. A cooperative management information system (MIS) refers to a specialized system that improves Amazon workplace collaboration.
[bookmark: _Toc121165553]SECI model (Socialization, Externalization, Combination and Internalization)
The notion of information dimensions developed by SECI is a paradigm for the growth of knowledge inside an organization (Adesina and Ocholla, 2019).Knowledge may be categorised along four dimensions according to SECI: social, exterior, combined, and internal.
Specifically, Amazon used these procedures for implementing the SECI model:
Socialization:To put it another way, it's "the process through whom Amazon transforms fresh tacit knowledge via reciprocal exchanges of ordinary social contact." (Adesina and Ocholla, 2019).
Externalization:The "tacit intelligence of Amazon is transformed become explicit knowledge" in this way so that it may be shared and used as the basis for further discovery.
Combination:To put it another way, it's a method that includes "detailed data from within or outside the organisation and either combines, changes, or processes it to build more complex and systematic explicit knowledge," as Amazon puts it. Once the resultant knowledge has been codified, it is shared among the group's members (Adesina and Ocholla, 2019).
Internalization:In Amazon, it is also the "process by which People then transfer explicitly produced and transmitted information into knowledge acquisition."
Praxis is the term for this phase when knowledge is applied and used in actual situations to provide the groundwork for better habits.
[bookmark: _Toc121165554]Section 3: Investigating KM techniques used by Amazon.com
[bookmark: _Toc121165555]Knowledge has become increasingly important in Amazon's SOP (Standard Operating Procedures)
As more employees advance inside Amazon as emerging technologies and business units are added to their inventory, the value of expertise has grown in Amazon's safety protocols.Standard procedures involve all of the daily activities that are happening in Amazon (Tummers et al., 2019).Such as who performs the role and the importance of the role, the outcomes of that role and many more aspects involved in the procedures. The knowledge about everything in Amazon is important to understand their role and responsibilities and then work according to them. Withoutan effective understanding and knowledge of the standard procedures of Amazon, there can be some disturbance in the daily work (Hellebrandt et al., 2018). The productivity and effectiveness of a company's workforce greatly increases when its members have open lines of communication and a firm grasp of their roles and responsibilities. The efficiency of a company's workforce may be improved by instituting standard operating procedures that clarify everyone's roles and obligations.
[bookmark: _Toc121165556]Main outcomes Amazon has been achieving with the use of these procedures
A document that outlines a brand's operational procedures is known as an SOP. SOPs may be thought of as a blueprint or manual that outlines Amazon’s fundamental ideas and provides instructions on a variety of tasks (Akram et al., 2020).An SOP can assist in managing Amazon Company and conduct it in accordance with federal laws, industry standards, and Amazon's conditions of service (Hellebrandt et al., 2018).Additionally, they may make it simpler to assign jobs to virtual assistants (VAs), aid in providing fast, great customer service, and eventually result in a well-run company whose operations are just as crucial as its customer relations.
With an SOP that details inventory duties and describes how to carry out each activity, Amazon may standardize our inventory control procedures. The company is sure of an approach, which will contain the Amazon warehousing and inventory control rules that Amazon requires to remedy such a problem, in case the company have trapped goods at a fulfilment centre for any reason (Hellebrandt et al., 2018).
A fantastic strategy to set up new systems and protocols is to record all of Amazon'scustomer care procedures in an SOP. This may also give Amazon company useful customer information.An SOP can assist in saving time, sending goods on schedule, and reducing risks such as wastage or delivering defective items if Amazon handles order fulfilment itself. Amazon is capable of improving the reputation of the company, improving efficiency, and getting positive feedback since an SOP clearly outlines the required tests the team must conduct and the distribution protocols to adhere to (Tummers et al., 2019).
[bookmark: _Toc121165557]Areas Amazon.com can still improve in the future to overcome the challenges
Amazon is facing various challenges and because of these, the company survives. The delivery of products and services at the time of covid is also one of the issues that the company is facing. The management of the delivery of different products is a challenge and this company can overcome it through the use of robotics and more technologies (Oliva and Kotabe, 2019). At the time of covid, all the offline centers and shops are closed and because of this, the company is facing various problems in delivering their product and customers. the management of all the staff at the different centers is also one of the challenges (Tummers et al., 2019). The epidemic caused a surge in Amazon's sales and because of this, the hiring of the company is continuously on. All the system is going online and all the employees are not aware of the use of online technology for sales and other aspects. This is also one of the problems in front of the company. The company needs to offer education and training to all the staff regarding the new technologies that are used for online working (Soltani et al., 2018).



[bookmark: _Toc121165558]Conclusions and Recommendations
From the above report, it’s obvious that Amazon's mechanism for managing knowledge is built in. It's what's allowed Amazon to not just survive, but prosper, during the dark days of the global Covid19 pandemic. An Information system is essential for providing customers with service in this challenging day. The impact of data management on Amazon was discussed, and its significance was examined, in this paper. Understanding the importance of information and data platforms at Amazon is emphasized by examining the company's knowledge management techniques. Knowledge management uses the SECI model as a framework for understanding the four information pillars. Consequently, the following research includes a review and evaluation of the consequences of intellectual capital for the organization Amazon, and it underlines the significance of Knowledge theorists that are implemented to comprehend the significance of Amazon's Data and knowledge system in developing intellectual capital and sustaining relationships with customers. In order to comprehend the four Knowledge aspects of "Socialization," "Externalization," "Combination," and "Internalization," the SECI model is applied as the Information management model. Management systems and their value to the business are described in this study. This report pinpointed some of Amazon’s biggest problems and outline some of the plans to fix them. The corporation is also advised on how to improve its management and knowledge processes, which it is free to take up if it so chooses.
In order to effectively manage its client base, Amazon must provide shoppers with the option to filter their product searches by new arrivals, user reviews, and other factors. The company also was plagued by phishing issues, which enable customers to keep tabs on their existing Amazon user accounts and identify those with the most restrictive permissions who are interested in setting up new installations. The MIS should allow for the provision of contact information for customers at any time. Amazon needs to use its customer relationship management system as an advertising and client acquisition tool across all social networking sites. Amazon's e-strategy must be flexible to meet the needs of its customers, so the company must make organisational change a routine part of its operations. Amazon must guarantee that its present infrastructure and network are superior to those of its competitors. When it comes to how quickly MIS responds to consumer inquiries, several have voiced complaints. With the aid of intelligent virtual agents, the business would be able to spend less time and money on the customer care center, which would be a welcome relief given the current state of affairs. The relationship between marketing and revenue is another area where organized MIS solutions might be useful. Amazon's success may be directly attributed to enterprise resource planning.
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