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Executive Summary
The reason for writing this project is an assessment and analysis of Amazon's management system. Amazon is an online platform that allows users to buy and sell items securely. As a result, Amazon's information and knowledge system is very complicated yet innovative. The main objective of the project is to assess and evaluate the information and knowledge system of Amazon. Amazon is a multinational company which is headquartered in Seattle, Washington in the USA. Jeffrey Preston Bezos originally founded the company in 1994 at Bellevue, Washington, USA. Initially they used to sell very limited products, but more categories were gradually added thereafter. Various knowledge management models will be assessed and evaluated in this report which will help to understand the effectiveness of KM in an organisation. 
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[bookmark: _Toc70683575]Introduction
The procedure based on which the organizational employees as well as the management team play the major role in lucratively handling the official data, information including the resources for benefiting the enterprises across the globe is widely regarded as Knowledge management (KM). Knowledge management is considered to be one of the very important aspects of a company in order to provide the best services to the consumers. The importance of knowledge management increases if the organisation is a company in the ecommerce sector. The actual purpose of this particular report is to find out various ways by which Amazon manages their knowledge and information to give their consumers the best possible services and information related to those in just a few clicks. The importance of the information system and how Amazon focuses on implementing their information system will also be discussed in the report. All the challenges that the company faces when managing their knowledge will also be focused on in the report. Amazon is an ecommerce company based in the United States of America.
They have their market presence in most of the foreign countries all across the world. The company also has various other services which includes cloud computing, artificial intelligence along with digital streaming platform of their own. In order to gain more details about the knowledge and information management about the company, the report will discuss various theories of Knowledge Management (KM). The report will discuss WIIGS Knowledge Management Model, Von Krogh and Roos Model of Organisational Epistemology and Choo Sense-Making Knowledge Management Model. All the theories have various concepts which focus on creating different ways to manage the knowledge in an organisation among the employees along with the consumers as well. With the help of this report, it is aimed to gain an in-depth knowledge about the implementation of Amazon’s information and knowledge management process which will help to understand the effectiveness of the theories in relation to the real life scenarios in the operation of Amazon. Lastly, the report will have a conclusion in order to summarise the whole content of the report.
[bookmark: _Toc70683576]Section 1: Knowledge and Information Management 
[bookmark: _Toc70683577]Background of the Organisation
Amazon is an online multinational company that provides various services and products to its registered customers. Basically, the user has two options, one is to be able to order and buy, and the other is a platform where the user can record their products and services in order to sell them. Basically, Amazon offers a platform that buyers and sellers can trade on with effective profit and much more efficiency in their process of transactions. It was originally a platform where a user could register to read e-books. It is the reason for Amazon that they launched the Kindle eBook readers, which were very popular and the business they created was significantly innovative at the time of its inception (O’Connor, 2013). The company then started business with a variety of products such as electronics, stationery and men's and women's clothing, groceries, gift-cards, cosmetics, insurances and software, etc. At the same time, Amazon launched another digital entertainment platform which uses a subscription service that allows users to watch movies, webcasts, and other video entertainments. The same subscription is also useful to the user when ordering a product (Majed et al., 2018). The product can be shipped the same day, having a benefit of free delivery, the deliveries are being prioritised which are not intended for all the users. 
Since then, Amazon is considered to be one of the greatest multinational companies with more than 1.7 trillion USD in net assets. Amazon is using more resources to create and optimize data to better distribute related products to their customers in the target market. At the same time, the search engines are also optimized according to the product searches of the customers (Majed et al., 2018). For example, when a person wants to find a specific product, Amazon is the first website a customer will find in their searches over the web portals. It's also clear that Amazon has made several offers to increase sales of its product on special occasions. Although Amazon does not sell its products, it only helps the buyer to contact the seller. When a person wants to do a business of their own, they simply need to sign up as a seller and register the products they want to sell only upon completing their company registration processes. The role of the seller is somewhat finished there, post that, when the interested buyers find the item, they place an order, and complete the transaction. Amazon is responsible for receiving products from sellers and shipping it to buyers (O’Connor, 2013). Amazon will charge the seller for the services provided. However, the method used by Amazon is very much robust in nature which ultimately nullifies the extra costs that it spends on the satisfaction for the customers (Majed et al., 2018). The item once ordered will be delivered within two to three days according to the estimated date of their delivery. To stand out from the competitors Amazon has introduced various features. Amazon Prime is one of the subscription services that can be purchased by the buyers which will provide them with various benefits. This makes it easier for the recipient to access various movies and TV shows with their entertainment platform (Majed et al., 2018). 
Along with their ecommerce business, Amazon also focuses on cloud computing which provides various cloud services to their consumers and many business entities all across the world. The artificial intelligence section of Amazon is one of the most interesting business initiatives which focus on developing various new technologies and concepts of AI to enhance the consumer interaction features in their various platforms. They also provide service of AI to many multinational companies and help them by developing many products as per their needs and requirements (O’Connor, 2013).
[bookmark: _Toc70683578]Knowledge Management
Knowledge management is a concept by which various knowledge and information are created, shared, used and managed in a systematic process within an organisation. The actual aim of the concept of knowledge management is to help the organisation of any company to meet the business goals and objectives in order to grow in the market. There are various resources which many large companies dedicate them to their internal efforts of knowledge management by making it an important part of their strategy of business, in the human resource department and also in the IT department (Becerra-Fernandez and Sabherwal, 2014). Most of the knowledge management actually focuses on the objectives of the organisation which will effectively develop the organisational efficiency in order to get improved performance from them. Competitive advantage and innovations are another factor of the objectives which are also many times influenced by the knowledge management strategies of the company. These small yet impactful objectives of a company can have the influence of knowledge management which will always try to improvise the whole process of the organisation in order to develop the company in a much better way. Knowledge management is also known to be one of the key aspects in terms of developing great organisational learning (Sousa and Rocha, 2019). Organisational learning is considered to be one of the very important factors which contribute to the growth and development of an organisation along with developing the employees of that company.
[bookmark: _Toc70683579]Importance of Knowledge Management
There are three major roles of knowledge management which are gathering of knowledge, storing those knowledges and lastly sharing those knowledges. As discussed in the previous part of the report, the aim of knowledge management is also to create a great and impactful organisational learning which will effectively develop an organisational culture to develop the organisation. There is various importance which the concept of knowledge management has in itself. The application of proper knowledge management effectively develops the efficiency of any company in order to enhance its workforce along with nurturing them with various new learnings and skill development (Becerra-Fernandez and Sabherwal, 2014). With proper knowledge management each and every employee involved within an organisation such as in Amazon will have the basic and essential knowledge about the expertise that is required to stay within the organisation and for its development. Similarly, in the organisation of Amazon, the innovations and the development of various new ideas is much more than any of its competitors (Sousa and Rocha, 2019). Because with proper implementation of the knowledge management in the organisation it helps in developing the minds of the employees in a much constructive way. In turn such employees help to produce innovative ideas and concepts to increase the efficiency of the organisation. Along with all the importance that have been mentioned earlier there are many more and still the list is growing with each passing day. Some of the other importance of knowledge management are better and faster decision making within the organisation, strengthening organisational knowledge, decreasing employee turnover and many more (Becerra-Fernandez and Sabherwal, 2014). 
[bookmark: _Toc70683580]Role of Knowledge Management in Customer Satisfaction and Competitive Advantage
Almost every company requires their customers to be satisfied by the products and services that are being provided. For such things to happen there is a huge role of knowledge management in play. Customer satisfaction will only occur if everything that goes into the process stays as it is required to stay. It means that if the customers are placing an order from the website of Amazon, then they will initially check all the product details and the prices and its availability. All the details that are mentioned in the website must be the same with that of the products that the customers will be receiving (Tseng, 2016). Therefore, it is utmost important that each and every department of the organisation works in great collaboration to each other. This will minimise the risk of errors and will give the ultimate customer satisfaction. The whole process which has been discussed is also considered to be a part of the concept of knowledge management. Similarly, with effective knowledge management the organisational functions will have great improvement and will be delivering very less or no errors in their operations. From such efficient and standardised services that a company gives in its processes will have a huge positive impact on their competitiveness (Attafar et al., 2013). The company with the best knowledge management will have the best competitive advantage over their competitors in the market.
[bookmark: _Toc70683581]Section 2: Evaluation of Knowledge and Information Management Theories
[bookmark: _Toc70683582]Choo Sense-Making Knowledge Management Model 
The Choo Sense-Making knowledge management model focuses on reporting, knowledge creation and decision making. According to Choo, the organizations that are known use the information in three areas, viz. reporting, knowledge generation and decision making. These three closely related processes play a strategic role in developing the knowledge vision, the potential for knowledge creation, and the firm's commitment to have the greatest possible implications for knowledge creation (Gjurovikj, 2013). The long-term goal of reporting is to ensure that businesses adapt and thrive in a dynamic and tough environment by analysing and interpreting relevant information tools that help them understand change, development and customer scenarios along with the suppliers, competitors and other factors in the external environment. Organizations face challenges such as reducing uncertainty and eliminating ambiguity. Knowledge creation is the way by which an organization can create or gain, organize and also process the information gained to create new knowledge with the help of organizational research (Hemsley and Mason, 2013). Innovative knowledge enables a company to develop new skills and capabilities, develop new products and services, improve existing ones and transform their organizational processes. This process explores the organisation’s action potential in the market. The third aspect of Choo's model concerns more about decision making. The organization should select the most appropriate option from among those that are acceptable and presented and follow it in accordance with the policies of the organisation of the company. Decision-making in organizations is limited by the principle of the limited number of satisfactory cases (Gjurovikj, 2013). These three interrelated processes play an important role in understanding a company's knowledge vision, its knowledge creation potential, and its commitment to maximizing the impact of knowledge creation.
This model helps the organisation with its three stage planning of knowledge management. The sense-making enables the organisation to implement a process slowly into the workforce which creates a cultural environment which will nurture the thoughts and knowledge that will help to meet the organisational objectives (Hemsley and Mason, 2013). Followed by that there is knowledge creation which helps the organisation to create the desirable knowledge that is required for the growth of the organisation. Creation of such knowledge will help in making the base of knowledge management stronger within the organisation which will effectively enable all the employees to comply with similar knowledge all across the organisation. Finally, implementing the first two strategies of the model the last step will assist the organisation to effectively create pathways for achieving the organisational goals (Gjurovikj, 2013). The organisational goals will be achieved with the help of proper decision-making ability of the organisation based on the knowledge gained by them in the company.
[bookmark: _Toc70683583]Von Krogh and Roos Model of Organisational Epistemology 
Von Krogh and Roos Model of organizational epistemology model is considered to be first to make a clear epistemological distinction in the view of knowledge management between individual knowledge and social knowledge. There are various aspects which must be analysed in accordance to this model.
· How and why the knowledge is transferred to the company’s employees?
· How and why the knowledge is transferred to the organisation?
· What does that knowledge mean to the organisation?
· What are the challenges for knowledge management in an organisation?
The cognitive perspective asserts that an intelligent system, both human and artificial, creates a representation of reality, and the learning process occurs when these representations are manipulated in some way or the other (Roos and Von Krogh, 2016). Cognitive epistemology views organizational knowledge as a process of a system with self-organizing properties in which people are transparent to external information. From this point of view, the brain can be seen as a machine based on logic and perception and which does not allow contradictory statements. In this way, the organization collects information from its external environment and processes it logically. Possible actions are created through research and various cognitive skills. It is known that the brain does not process the sequences, but perceives all the perspectives, models, global properties and synergies. Learning rules are such that can control the relationship between various factors within the knowledge sharing of an organisation. Information does not only come from the external environment, but can also be generated internally. Knowledge and practice lead to learning (Roos and Von Krogh, 2016). Employees form clusters in an organizational system with weak relative relationships. Knowledge is a phenomenon that arises from the social interaction of these people.
Therefore, in order to maintain a proper upkeep of the knowledge sharing within the organisation and among all of its employees it is very much essential to nurture the organisational culture of the company (Roos and Von Krogh, 2016). It will help to hold the strategy of knowledge management for a longer period of time within the organisation. 
[bookmark: _Toc70683584]WIIGS Knowledge Management Model 
Karl Wiig's KM model emphasizes the principle of useful and valuable knowledge, the knowledge must be organised in order to maintain its usefulness and values. Knowledge should be set in different ways depending on its purpose. Few of the valuable dimensions of this model are:
· Completeness: It refers to the amount of relevant knowledge available from a specific source. Resources can range from the human mind to different types of knowledge databases. First one needs to check if there is any available knowledge. Knowledge can be perfect when all the information on a subject is available. However, if no one knows of its existence, it cannot be used. Initially, the company must be fully aware of its full knowledge and knowledge sharing upon which they should manage the integrity of the model (Grant, 2015). First of all, the company must prepare the knowledge in good conscience. If no one can use or access that information or knowledge, it will not benefit anyone in the organisation.
· Connectedness: It refers to well-defined and well-understood  links between different aspects of knowledge. Most objects of knowledge are interconnected. The more connected the knowledge base, the more stable the content and the higher the value. They are well-structured links between a number of knowledge components to create a robust network. Therefore, the more interconnected the knowledge base, the more consistent and valuable the material becomes (Grant, 2015).
· Congruency: A knowledge base can be considered unanimous when all the facts, perspectives, concepts, judgments, values and connections of the objects are linked. Much of the content of knowledge does not meet these ideals.
· Perspective and Purpose: It is a concept that allows a business to learn something from a specific point of view. This knowledge management is generally applied to two relationships. It is a phenomenon that is known from something, but also from a certain point of view for a certain purpose (Grant, 2015). It asks to organize much of the knowledge using a dual dimension of perspective and objective.
[bookmark: _jq3v0yz9fezi][bookmark: _Toc70683585]Section 3: Investigating of KM techniques used by Amazon.com
[bookmark: _11gedzbpmy0l][bookmark: _Toc70683586]What KM models/techniques Amazon.com is currently using
As far as Amazon’s knowledge management is concerned, there are various tools and techniques the company uses to make the most of the online consumers. Many people consider Amazon to be one of the world's most successful online shopping firms and they are correct. Amazon decided early on that the user experience - the capability of its shoppers to find what they actually want, when they want it, quickly and easily was critical to success (Greene, 2021). That, however, was insufficient. If the system will assist consumers in achieving their objectives in an intuitive and customised manner, it would add more value to the company. In order to put more value to the process, Amazon applies some tools and techniques mentioned below.
[bookmark: _ebklg4t9pqm5]Centralised Portal
[bookmark: _enp6ykafghrh]What a customer buys from Amazon and everything a customer does with them is done through the same portal. One-stop stores control food, electronics, books, and clothes. The portal is the same, as is the user experience. This creates familiarity and comfort for users, encouraging them to explore new areas of the site with less anxiety. If the Amazon bookstore as well as the Amazon software store had different domain names, shoppers would be confused if they had to figure out which store to go to before they could shop. A unified portal and interface provide workers with a prevalent, identifiable, and easy-to-use gateway to all forms of workplace expertise. Instruction, e - learning, a blog, videos, and on-the-job techniques are all visible (aws.amazon.com, 2021).
Continuous Presentation
They display information for every product in the same manner and order, from product specifications to reviews, wherever possible. This is due to their excellent content management, in which they write information and then publish it to users in a coherent way. Another advantage is the ability to monitor and archive all information (Cusumano, 2017). Employees will not have to try out how to read and understand content because it appears differently on different screens. Metaphors, flowcharts, and other coordinating systems have value; but, if each site has its own presentation strategy, each with its own learning curve, that value is greatly diminished and can be disconcerting to users. Continuity is extremely important (Rosenberg, 2017).
[bookmark: _n5dcmclt7jvy]The Content Strategy
Every page on Amazon is organised into easy-to-read sections by the company's designers. There are no complicated PDF books to sift through. They sometimes provide supplementary information, but they present it as an alternative rather than a roadblock to getting to what the customer wants. In terms of customer implications, this allows employees to easily access only the content they need and saves them time searching intricate documents or indices to find what they need. It's important to remember that it's not about searching; it's about discovering. Anything consumers can do to assist people in finding what they need expedites the process, which is a good thing (Cusumano, 2017).
[bookmark: _16ue1f3gizyq]Distributed Upstream
Although Amazon seems to influence all that consumers and buyers see, the majority of the time, the content is created by the product companies, who have the real expertise. The content feels like it originated from the same place because it adheres to Amazon's design guidelines, writing styles, and other procedures and policies, making it more accessible. In terms of consumer consequences, shifting content creation to the source shifts responsibility for content completeness, relevance, and precision to the most accountable party. It also gives SMEs more authority (Arnett, et al   2018).
[bookmark: _h90q8c54dy00]Personalisation
What most Amazon consumers find surprising is how well the site seems to know them. The more advertisers who use the site, the more it gets to know them. It will then recall the consumers' previous searches, suggest products they may like, and connect them to detailed details it knows they are searching for. Because millions of customers realise the value of this service, Amazon gets to know its clients. Amazon.com is cleverly built to maintain records without requiring registration, but registration makes it much more personal for consumers. Productivity and profitability are increased because the system can recognise users and deliver the most relevant content to them at the right time (Ferraris, et al, 2019).
[bookmark: _cgnxy9zcykdd]Crowdsourcing
Amazon creates expertise and awareness in consumers through features such as customer-provided ratings, reviews, and photos, as well as an interpretation of what customers like many previously purchased, or bought together. Amazon, the archetype of many of these social characteristics, has been imitated by a slew of online shopping sites. In terms of consumer use, there is a sense of community in the absence of formal communities of practise (Rosenberg, 2017).
The aspects which have been discussed in the models or theories have paved the way out for the selected enterprise to grow and develop with multiple strategies and innovative ideas as well. More precisely it can be commented the fact that with the implication of such theories the selected enterprise has successfully been able to achieve sustainability within the market place. That is how it can be said that there are benefits and advantages relate to the models.  
[bookmark: _zahdkpjslf3h]Extraction of Information
Extraction of information from semi-structured web pages yields helpful long-tail facts for augmenting the knowledge graph. Relational Web tables play an important role in storing additional entities and qualities of rich and varied knowledge. Nevertheless, because of the scarcity of contextual information, extracting knowledge from relational tables is difficult (Amazon Science, 2021). Existing work linearizes table cells and heavily relies on changing deep language models like BERT, which only captures information from associated cells in the same table.  They came up with a novel relational table representation learning method that takes into account both intra- and inter-table background information. The suggested Table Convolutional Network model, on the one hand, uses the feature representations to dynamically focus on the most knowledgeable intra-table cells of the same row or column; and, but on the other hand, it compiles inter-table background information from multiple kinds of implicit connections among both cells spanning different tables (Amazon Science, 2021). The aspects of this particular model does not affect the stages of N and T model as the benefits of this particular model relate and associate with the model which has been discussed over here in order to develop more benefits for the selected enterprise in best possible manner. 
[bookmark: _k5wjep2z6cku]Feedback
Amazon is amongst the most effective eCommerce sites in terms of eliciting significant input from consumers because the business values what customers have to say and understands that feedback adds value returning to the consumer It places input right on the product's front page and provides readers with several options for parsing and sorting the information to their liking. Readers and customers would even score the reviews (Amazon.com, 2021). Additional knowledge is not just for future consumers' benefit; it also enables Amazon to enhance its services and product businesses to improve their products. In terms of customer impacts, one of the most effective ways to assess KM efficacy is through user input on the value of content. It has a far greater effect than, say, page visits or downloads. It also assists users in easily distinguishing essential and helpful content based on peer feedback (Amazon.com, 2021).
[bookmark: _n9dn5vlapzwu]Reduced Calling Services
Calls to Amazon's call centre are down as a result of the company's efforts to make its website as user friendly and extensive as possible. This saves the business a lot of money and increases customer satisfaction. The information on most goods on Amazon is so good that people still refer to it even though they intend to purchase elsewhere (Rosenberg, 2017).
[bookmark: _7pz0kpp84wu5]Probable Improvements
Despite having such efficiency in knowledge management, there is always scope for improvement.
[bookmark: _clm3y055fxt8]Diversification of Cloud Based Services
Maybe there's no strong business alternative than to diversify and grow into the cloud-based enterprise. Amazon will clearly establish itself in these segments and achieve market leadership positions as cloud computing emerges as the hottest trend of this decade, along with the other trend of growing use of Big Data by advertisers. Amazon should be implementing this approach in its cloud, where it provides SMEs with a suite and portfolio of services such as data management, storage space, hosting services, and other cloud-based services. The expansion of cloud computing will be consistent with the corporate strategy's previously defined drivers, such as the growth imperative and the diversification of the customer base. There are some disadvantages to this approach as well, including entering an untested and untested market, basing its strategy on technology developments with a shorter life span, and preserving returns from a capital-intensive effort. It should also be observed that Amazon will create a complementary Big Data service in which it provides businesses and businesses with access to big data (MSG, 2020).
[bookmark: _ewf5bomkat38][bookmark: _Toc70683587]Conclusions and Recommendations
Knowledge management is one of the important factors that contribute to customer satisfaction on Amazon.com. It has the potential to assist the organisation in gaining a competitive advantage and developing relationships between the customer and the information. Most organisations have some form of “knowledge externalisation” institution, such as project reports. Typically, knowledge workers do not want to work in such organisations because they believe the job is difficult and lacks creativity. And, in most cases, organisations do not place a high value on the documents produced as a result of knowledge externalisation. Amazon has been a successful firm in terms of knowledge management and how people’s data should be handled in an effective and proper manner. The report here has highlighted all the information about Knowledge management and its implications in context of Amazon.
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