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1. Introduction 
Amazon.com, Inc. is typically an American multinational technology headquartered in Seattle, Washington, focused on cloud computing, electronic commerce, digital streaming, and artificial intelligence (Hall, 2018)
It is one of the five big businesses in the US IT industry including Apple, Google, Microsoft, and Facebook. The company is known as one of the largest and most significant cultural and economic forces and as the best value brand worldwide. Amazon is renowned for the disruption of well-established markets through technological and mass innovation. 
It is the biggest online marketplace in the world, offering AI assistants and cloud and live-streaming services (Rikap, 2020). It is apparent that the pandemic Covid-19 has hugely impacted business all across the world and Amazon is no exception. As lockdown controls have become simpler throughout countries, managers of leading organizations of software and services focus on the lingering effects of the COVID-19 pandemic. 
The major changes are greater use of cloud platforms that facilitated numerical transformation, provide the most up-to-date and advanced technology, and a greater appreciation of information management (Hebibi, Raimi, and Milićićević, 2019). During this challenging era, knowledge management is typical of key importance for providing customer support.
 Therefore, the following study entails a discussion and analysis of the impact of knowledge management for the organization Amazon as well as outlines the importance of Knowledge management theories that are applied for understanding the importance of Knowledge and information system in Amazon for creating knowledge assets and maintaining customer relationship. 
Therefore, the SECI model is implemented as the Knowledge management model to understand the four Knowledge dimensions ‘Socialization’, ‘Externalization’, ‘Combination’, and ‘Internalization’(Mahmoud et al., 2018). 
The report also outlines the key knowledge management challenges that Amazon faces owing to the pandemic and provides recommendations that the organization can adopt for strengthening its knowledge management practices.

In this report I will show my understandings on how an organization control their information, assess the concept and value of knowledge management, recognize the critical knowledge management processes for organizational growth. Within this report I will show how amazon uses knowledge management in their advantage to have an competitive advantage over the other companies.
Knowledge management has a range of approaches and implementations, and each methodology is unique for each person either being scholar, lecturer or for an entire organization.



[bookmark: _Toc69490433]2. Importance of Knowledge and information system for Amazon for maintaining effective customer relationship management and creating knowledge asset
2.1. Overview of the company 
Amazon.com has been targeting customers globally over the past two decades. Jeff Bezos created Amazon.com in 1995 (Alfonso et al., 2021). The founders’ vision was to create a virtual shopping mall for bibliophiles. In 2000, “Amazon.com”turn out to be a website for sellers and individuals. Amazon.com providesfour distinct business segments: shoppers, retailers, businesses, and content producers. Amazon services its customers through the well-known website www.amazon.com. Customers can log in through mobile technology.
It's among the most prominent e-commerce sites on the internet, as well as one of the most widespread. While it started on a small scale, in a garage, the firm has since gone on to operate on a global scale, hiring thousands of employees.
Jeff Bezos founded Amazon.com in 1994. In his early days of starting he ran his business from his garage. Nick Hanauer had helped Jeff Bezos with the first investment and later on with a larger investment by Tom Alburg.
Amazon.com goal was to transform into an online community, which is just what happened. One of the first functions have been implemented was the capability for consumers to post their own book reviews for all to see.
In 1997, Amazon.com began selling videos and songs.
The UK and Germany were successful launches for Amazon's foreign expansion in 1998.
As a result of increased demand, the firm opened four order centers in Fernley, Nevada; Coffey, Kentucky; and Lexington, Kentucky in 1999.
Jeffrey Preston Bezos was chosen by Time Magazine as one of the '99 Persons of the Year, dubbing him "the King of CyberCommerce."

2.2. Influence of Covid-19 on Amazon
Covid19 has wreaked havoc on the world economy, brought factories to a halt, prompted widespread unemployment, and, in the context of retail, has exacerbated the steady decline of already struggling department store chains. However, Amazon is among the few notable exceptions. With its almost limitless range and relentless pursuit of comfort and cheap costs, the e-commerce behemoth became the preferred retailer and a critical utility for many customers at the peak of the coronavirus epidemic. Amazon set new distribution records in the second quarter as a result of the arrival of “online orders”. The company then invested billions in coronavirus-related investments such as workplace shielding gear and its core research program, called Project Ultraviolet.
As the world struggled with widespread unemployment and global instability, Amazon continued to hire. Amazon’s pandemic-fueled momentum is unlikely to pause any time soon, especially as the company braces for the straight shopping frenzy of Prime Day in October and the vacations that follow (businesswire, 2020). 
3. SECI model
SECI’s information dimensions concept is a knowledge development model that describes how implicit and explicit awareness is transformed into organizational knowledge. SECI recognizes four dimensions of knowledge: socialization, externalization, combination, and internalization (Hajric, 2011).
The steps taken by amazon in its application of the SECI model are as follows-
Socialization: Itis “the mechanism through which Amazon converts new tacit information by mutual interactions of everyday social contact.”
Externalization: This the mechanism by which “tacit information of Amazon is expressed into explicit knowledge for it to be communicated with others and serve as the foundation for new knowledge.”
Combination: Itis a mechanism that collects Amazon’s “explicit information from inside or outside the organization and either combines, edits, or processes it to create more nuanced and systemic explicit knowledge”. The resulting explicit knowledge is then circulated among the organization’s representatives.
Internalization: Itis the “mechanism by which Individuals then translate explicit information generated and exchanged in an entity into tacit knowledge” in Amazon. 
This stage is referred to as praxis, and it is where experience is implemented and utilized in real-world scenarios, serving as the foundation for new routines (Knowledgemanagement’s Weblog, 2008)
[image: ]
Figure2: SECI model
(Source: Farnese et al.,2019)
3.1. Amazon’s knowledge management
With the usage of sophisticated knowledge-management (KM) methods like the SECI model, Amazon.com connects “zillions” of people with “gigabytes” of product details. From the start, Amazon recognized that the customer experience—the inclination of its clients to instantly and efficiently discover what they want—was critical to growth. However, this was insufficient. If the device will assist consumers in achieving their objectives in an insightful and tailored manner, it will significantly enhance the reliability of the experience. This is where information management comes in handy (Castelli et al.,2017). If they name it knowledge management or not, Amazon leverages knowledge management standards and strategies to provide tremendous value for their consumers in a variety of ways:

3.2. One Portal, one interface
Anything that people purchase from Amazon, and all of their business with amazon, is conducted via the same portal. It makes no difference whether people consume—food, appliances, books, or clothes. Shopping in one place. The portal is the similar, as is the “user experience”. This fosters consumer understanding and relaxation, resulting in decreased anxiety when users discover new parts of the platform. 
A unified platform and app provide workers with centralized, familiar, and simple-to-use access to all types of workplace information (Li, Liu, and Zhou, 2018). Courseware, eLearning, a forum, recordings, and on-the-job resources all appear in one place.
3.3. Consistent presentation
From product descriptions to customer feedback, they provide facts about each product consistently in the very same sequence as possible. This is due to their superior content control, which allows them to formulate material and then distribute it to consumers in a consistent fashion.
Workers should not be required to decipher or view text just because it appears in a different way. While descriptions, flowcharts, and some added organizational constructs have meaning, if each site requires its presentation approach involving its learning curve, the value diminishes dramatically and may be disorienting to consumers. Steadiness is important.
3.4. Modular content
They divide each Amazon page into easily-read bits. There are no lengthy PDF books to sift through. They occasionally offer more information, but do so as an alternative rather than as an obstacle to overcome to even get to what individuals want.
This allows staff to easily view only the material they need and eliminates the necessity for them to sift through lengthy manuals or indexes to locate what they need. Bear in mind that this is not a search; it is a discovery. 
3.5. Circulated upstream content formation
While Amazon seems to regulate all that people see, the majority of content is produced by product companies, who have real expertise (Thomas and Chopra, 2020). By adhering to Amazon’s design guidelines, writing types, and other procedures and rules, the material seems to have originated from the same source, which increases its usability.
Through relocating content production to the origin, the burden of ensuring content is total, relevant, and accurate is also shifted to the most responsible group. Additionally, it authorizes SMEs.


3.6. Personalization
What maximum Amazon users find astounding is the site’s apparent familiarity with them. It will then recall past orders, suggest items that people might enjoy, and link to additional knowledge it has determined people are searching for. It is why individuals voluntarily log on the web for Amazon to learn about themselves; people understand the importance of this program. 
Productivity and reliability are increased as the device are capable of “knowing” its customers and delivering the most critical content—for them—at the point of need.
3.7. Crowdsourcing.
Amazon instills information and understanding in consumers through services such as customer-provided feedback, feedback, and photos, as well as an archive of what customers recently purchased or purchased together. Numerous e-commerce platforms have attempted to mimic Amazon, which serves as the archetype for all of these features.
3.8. Mobility
Amazon.com and its related applications are accessible 24 hours a day, 7 days a week, on every smartphone. There are no working hours to consider. 
3.9. Abundant online help
Navigate to Amazon.com and choose “Help.” Simple to use and simple to learn. Yet once more, this enhances the user involvement by rising consumer loyalty and efficiency while decreasing Amazon’s costs.
In reality, “help” is KM, by gathering customers information from their dissatisfactions and complaints. 



3.10. Performance-centered
Amazon has a straightforward roadmap to completion for any of the projects consumers must complete.
Transitioning from a “topic-centered” to success- or “task-centered” strategy can benefit employees significantly when they strive to do their roles more efficiently.

3.11. Compact servicing
Calls to Amazon’s contact center are decreased as a consequence of the firm’s dedication to making the website as user-friendly and informative as possible (Rot and Sobinska, 2020,). This results in significant cost savings for the business and increased consumer loyalty. The knowledge for the majority of items on Amazon is so strong that customers often return to it even though they wish to purchase elsewhere.
Anything that can be done to significantly minimize call center or email requests, however somewhat, can result in significant cost savings.
3.12. Response
Amazon is among the utmost popular eCommerce sites at eliciting positive input from customers. It prominently displays reviews on the product’s front page and provides readers with several options for parsing and sorting the details to their taste. It also encourages reviewers to be rated by readers (shoppers). This knowledge is not only for the good of potential customers; it also helps Amazon and food manufacturers develop their goods.
User input on the importance of quality is among the largest production for determining the efficacy of knowledge management. 
3.13. Subscriptions, alerts, and reminders
. Amazon makes available for people “clarity” without even having to ask.
When used in conjunction with personalization, a knowledge management framework can boost efficiency and increase understanding of new details without requiring tedious and frustrating searches. This results in increased efficiency.
3.14. Easy and consistent transactions
The method is the same regardless of what people are looking at. They will soon develop a sense of familiarity with the scheme. No curveballs are thrown.
After content validity, the most important feature of any knowledge management initiative would be ease of usage. 
4. [bookmark: _Toc69490434]Critical Analysis of Information systems incorporated by Amazon and illustration of the input, processing, and output of such a system
It is apparent that from the start Amazon generally found out that user experience which is referred to as the ability of its customers to recognize what they want was the key to success for the organization. Amazon has grown as a US global E-commerce cooperation partner and has proven its dominance in the online shopping market (Iqbal et al., 2019). The integration of customer relations and information management in the overarching market strategy has been two technologies that push Amazon’s success. Therefore, Linux generally was a core factor behind Amazon technologies, the organization’s IT software has been developed in such a way that millions of operations can be processed and inquiries and selling prices are processed. 
To gather, collect and provide timely, relevant, and valuable information which can be applied in decision-making processes, the information system of the organization is created. Amazon previously used another information method to be a pricing strategic pioneer. 
The information systems currently applied include sales outlets and ISD systems. Amazon has established an IT department that is linked to over 2000 associates, in line with the processing of applied information technology (Arnett, Goldfinch, and Chinta, 2018). 
The key players in adopting and using its information systems are Amazon’s employees. The company maximizes its employees’ potential to develop customer satisfaction and maintain its brand identity. To maximize the information system, Amazon uses the existing technologies and hardware. The company uses updated software and equipment to produce data for its global presence decisions. Amazon uses the software, for example, to connect its entire international stores, supplier and client, and to build an all-in-one standardized management system. Such knowledge also helps to create a strategic advantage for the associated shops in Amazon. 
In coordinating operations around the shops, a strong network is applied, sharing best practices and effective data processing. To assess usage patterns between current and future consumers, the company is also effectively implementing these network structures in carrying out international analysis (Polacco and Backes, 2018). 
However, Amazon’s business model represents the information technologies of management. Browsing, account management, and shopping are the final steps. In the processes discussed below, unique Management Information systems (MIS) and technology indeed play a vital role. Therefore, “Elastic cloud computing” was yet another lively Amazon online service. 
The objective of EC2 at Amazon would be to provide support to web-scale developers. It provides end-users with the full power of computing actions and supports customers to utilize Amazon’s computer environment. 
The benefit of Amazon’s E2C computing is that it can save more time while ignoring the plight of a new server to boot. The end-user generates the “Amazon machine image” for use of E2C services (Amazon Web Services, n.d.). 
The enticing aspect of E2C is generally it only pays for the actual application and also enables developers to tailor their software to the uniqueness of the most frequent failure scenario. S3 operates as an internet backup device in the middle of Amazon’s E2C application. The interface allows end-users to store locate and use any data volume from every point which does not matter. To find the products they want to purchase, the users begin browsing. At this juncture, Amazon’s search agent is a business model (Underwood, n.d)
Amazon uses data mining methods, which collect information about services and products from a single database and share the relevant results for consumers. The picture of the product must always be posted with a brief explanation about the condition for consumers who would like to sell their product. 
In its role as a platform for companies, consumers, or buyers, Amazon takes the brokerage model. Amazon charges the end-users with a charge against the mode of use. Auction brokers are another platform Amazon uses for bidding and performance records (Smith and Linden, 2017). To offer customers customized content during a browsing session, Amazon has been licensed for monitoring users’ activities. 
This demonstrates Amazon’s unique ability to offer consumers the most likely items at search time. At the moment that customers look for or locate the book, they find virtual space saying that “customers who bought the products/book have already purchased” these phrases reflect the company’s progress in increasing customers’ retention rates and have caused the feeling that customers are a part of it.
Customers can add any amount of items they want to purchase. At this point, the introduction of CRM makes it easy for consumers to see their close networks of the products bought. And customers can save for future purchases of a particular product. These files are recorded under the MIS informative model (Hussein and Eldardiry, 2020).
 Amazon also created a social networking forum mostly on the internet that provides more interaction. Amazon gives shoppers the opportunity at this point to access their browsing history so they can select related items to purchase. The next time a customer enters the Amazon website he/she is given a range of product reviews in Amazon. 
In using an Infomediary model to gather customer and confidential information that is critically assessed and validated to initiate marketing campaigns. The information helps Amazon to suggest products that are frequently purchased or visited by its consumers. When registering, consumers are asked for their desires and recommendations on the basis of keywords in their fields of interest (Hussein and Eldardiry, 2020). 
The very next time a customer logs onto the Amazon platform, a number of product reviews will be provided in Amazon. Amazon uses an infomediary model to gather client and sensitive information that is critical to marketing efforts and is validated.
The information allows Amazon to suggest products that are often purchased or visited by its consumers. At the time of registration, the consumers are asked for their personal preferences and suggestions based on keywords of the areas of interest. Netscape Secure Commerce Server is a vibrant platform used by Amazon to store banking information using the secure socket layer (Ramanand, 2019).
Via the internet, this information is not accessible, thereby paving the way for high security and consumer data security. Also, it provides the consumer with the option of making a part of the payment online and remainders by postal order. The consumers are currently notified of both legal and privacy policies, which ensure that the customers improve their confidence portion.
While Amazon seems mostly to manage everything, where true experience is, the product companies produce the content. In keeping with the product criteria and styles of Amazon as well as many other procedures and regulations, the content does seem to have come to us from the same location. The way the website seems to know them is what strikes most Amazon consumers as incredible (marc-rosenberg, 2014). 
The more consumers visit this platform, the more Amazon tends to know them. It then will remind of the past, suggest things consumers enjoy, and link consumers to other knowledge that may feel they need. Amazon builds consumer awareness and knowledge with services including customer ratings, reviews (including most and the least helpful ones), and pictures and evaluates of what consumers have recently bought or purchased together. Amazon, the model of many of these social features, has imitated other online shopping pages. 
To give a reasonable answer, Amazon is among the most popular eCommerce websites (marc-rosenberg, 2014). It places comments on the front page of the brand and offers readers several ways to analyze and sort the data according to their desires. The reviewers can also be judged by users (shoppers).
Among the most important methods to evaluate KM success is user input on the value of content. It has a lot more effective than, for example, website visits or downloads. It also helps consumers to easily distinguish relevant and valuable content from their peers based on reviews. In easy-to-read sections, Amazon organizes each page on Amazon. 
Often they have additional information, but instead of a crossings barrier to get into whatever they want, they offer it as an option (for instance “click here.” This allows employees to access only the content they want easily and prevents them from time-consuming scans of detailed documents or indexes (marc-rosenberg, 2014). 
While Amazon does seem to be controlling everything they see, much of them produce material from the product companies, where the true expertise lies. By the design standards and styles of Amazon as well as many other procedures and regulations, the content does seem to have come to us from the same location. The roundness, relevance, and accuracy of the material, therefore, shift to the most accountable group by shifting information creation to the source.
Amazon must merge the entire platform with social networking platforms, using the Customer Relationship Platform to sell and acquire more clients. From “E Bay” MIS and future E-commerce organizations, it is evident that the bulk of clients are in the social sector. Incorporating a customer’s buying experience into their social networking profile helps to promote the product and the resources that Amazon offers to near end-user networks (Arnett, Goldfinch, and Chinta, 2018). 
Usage of corporate resource planning techniques in social networking will help Amazon share reviews and reactions from end-users to improve customer confidence. Amazon’s information plays a key role in supporting key decisions, not only enabling information access and interpretation. Often, through its use of unstructured and formal decision-making, the information system acts as a system to facilitate the decision-making process. 
The Decision Support System provides for the evaluation of underlying data through interactive decision support with effective frames and models. Different members are likely to work together to create a set of implementable choices to better certain company processes through the information system.
5. [bookmark: _Toc69490435]Potential knowledge management challenges faced by Amazon
Knowledge management is fundamentally about turning usable raw data into comprehensible material. This material is then stored in a reusable archive for use in potential situations involving related types of interactions. Knowledge management enables the streamlining of proposals, the resolution of challenges, the creation of innovative programs, and the implementation of new products, both of which lead to increased efficiency.
However, it is more than just learning what Amazon has studied and invented in the past; it is about synthesizing individuals and facts to the extent where the whole is greater than the number of its components.



5.1. Motivating and Retaining Employees
It can be difficult to have all on the same page in terms of data storage and sharing in Amazon. Individuals are typically very content with the way they do stuff, which makes the adjustment stage a challenge in and of itself. Motivating colleagues to express their work and thoughts in a collaborative environment is critical to Amazon’s growth and competitiveness (Delfanti and Frey, 2020). 
5.2. Contribution to Knowledge
Knowledge is not readily quantifiable and is much more complicated as a result of human interactions and practice. When it comes to awareness contribution, the emphasis should be on the common goal rather than on the outcomes or efforts.
5.3. Safety
It is critical to have the appropriate degree of protection for files, and information management is no exception in Amazon. 
5.4. Keeping Shared Data Current and Accurate
Moderation of the material is difficult, there is no doubt about it. Amazon users’ valuable data need regular upgrading and checking. 
5.5. Effective Data Interpretation
To be useful to everyone else in the Amazon, information derived from one party can have to be described or standardized.
5.6. Who Would Be Responsible for Knowledge Management
It is difficult to choose a moderator, group manager, or developer relations expert. Amazon does not want to entrust the site’s management to the wrong guy, however without any experience running, it might be uncertain who owns what (Delfanti, 2019). 

5.7. Overcoming Collaborative Leadership
Often delegating group responsibility to different individuals will build friction, when several people feel obligated to offer their approval for numerous items.


5.8. Turnover
There are two layers of this, and none is really enjoyable. Turnover is unavoidable, and sometimes, community-related roles will slip through the cracks (Marchegiani, 2021). Maintaining a comprehensive log or guide of the activities involved to ensure the seamless operation of Amazon’s information management system. 
6. [bookmark: _Toc69490436]Recommendations for Amazon to strengthen the knowledge management practices

For the management of customer relations, Amazon has to offer customers the possibility of sorting a particular book/product based on recent products, feedback, and customer ratings. Amazon has also been constantly affected by phishing problems which allow the customer to maintain track of current Amazon users, with the most restricting powers interested in organizing new implementations (Castelli et al., 2017). 
Technical difficulties are Vigorous anti-phishing measures that promote consumer recognition must address this problem. As a result of integrating information supplies from ads, sales, and post-sales facilities, Amazon has to boost the synergy. The MIS (management information system) must support providing the consumers with points of contact at any time. Amazon has to integrate the entire infrastructure into social networking platforms, by using the customer relationship platform for marketing and attracting additional clients (Inc.com, 2018).
Usage of corporate resources planning tools in social networking will help Amazon share reviews and reactions from end-users to improve customer confidence. Amazon has to establish more marketing client relationships and thereby boost its distribution operations. This calls for more human resources to be allocated and extended to unexplored markets (Rikap, 2020). 
Amazon has to analyse the next potential market in demographics by using evidence from its consumers acquisition patterns. As Amazon’s e-strategy has to be agile enough to meet the evolving demands and needs of consumers, Amazon must guarantee that change management is a norm (Smith and Linden, 2017). 
Amazon needs to ensure that its rival’s currently overcome by the infrastructure and the network used. The use of avatars and icons solely as an agent for Amazon would build a revolution for the use of information technology management.
The virtual agents from which the data are gathered and analysed by the logistics and marketing team will help the respective departments to improve their operations. The smart virtual agents will pave the way for human interactions with Amazon’s customers (Norouzi et al., 2019). 
The existing client base and the commercialization platforms would certainly carry the success of smart virtual agents within a short time. Intelligent robotic agencies are being used by Amazon as an interface to understand logistical and operational problems. The use of intelligent virtual agents must be motivated by customer relationship management, supply chain management, business administration, and the human resource management of Amazon (Norouzi et al., 2019). 
About the efficiency with which MIS has reacted to customer requests, customers constantly have lodged a series of concerns due to the delay in answering them. Utilizing smart virtual agents would help the company to focus less on the customer service center which could reduce the high cost of human resources.
7. [bookmark: _Toc69490437]Conclusion
From the discussion presented above, it is evident that Amazon’s knowledge management is an intrinsic system. It enables Amazon to win over any problem, even it helped Amazon to sustain and flourish in the challenging times of the global pandemic of Covid19.
 In this difficult period, information management is critical for delivering customer service. The report addressed and analyzed the effect of information management on Amazon.The significance of its knowledge management strategies is used to demonstrate the critical nature of data and knowledge systems in Amazon. 
The SECI model is applied as a blueprint for knowledge management to comprehend the four pillars of knowledge. Additionally, the report discusses Amazon’s primary information management issues faces as a result of the pandemic.
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