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[bookmark: _Toc89792468]INTRODUCTION
Covid-19 has created an immense impact on the overall working of various organisations existing in the market and hence it has become very difficult to survive and attain success. The report here includes a case study related to Amazon that shows the impact Covid-19 has created on the firm and its working. In addition to this, the report will also be showing the significance of attaining a proper understanding about effectively applying and integrating the data collected which is important for attaining effective knowledge management development. Apart from this, the report also includes a proper evaluation about the scenario provided along with the proper implementation of various theories in order to check the effectiveness of knowledge as well as the information management culture of Amazon that relates to customer relationship management. Also, the firm’s potential challenges along with recommendations will also be provided so as to strengthen out the practice related to knowledge management. 
ABOUT AMAZON 
Amazon is an American multinational technology company wherein the firm's core focus is towards digital streaming, e-commerce as well as on making effective utilisation of AI. The firm is also one of the top five companies in the US that deals in information technology along with other companies such as Apple and Google. The founder of Amazon is Jeff Bezos and currently, there are 1468000 employees operating within the firm (Amazon 2021). The current revenue being generated by the firm is US$386.064 billion and it could be observed that the firm has effectively been able to attain a sustainable position in the market along with taking up the initiative in dealing with Coronavirus by providing the safety gear to the workers and implementing the project ultraviolet successfully. The company also attained more than 175000 new warehouses along with increasing the employee base over the years by 34%.  
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[bookmark: _Toc89792470]IMPORTANCE OF UNDERSTANDING THAT EFFECTIVE STORING, CREATION, APPLICATION AND INTEGRATION OF THE INFORMATION IS A CRUCIAL PREREQUISITE FOR GOOD KNOWLEDGE MANAGEMENT DEVELOPMENT PRACTICE
According to Abubakar et al. (2019),knowledge management act as a very important basis since this helps in boosting up the efficiency of the firm’s overall decision-making ability. In addition to this, the management at Amazon here also gains information that the employees here could have access to the overall expertise along with building their abilities accordingly. In addition to this, the employees at Amazon would also be able to undertake informed decisions which overall will benefit the working of the firm in an effective manner.With the right application of knowledge management within the working of the firm, the marketplace will become more competitive. It could also be said that one of the best ways in which the firm could attain a competitive advantage in the market is by building up an organisation that is intelligent and flexible. 
Integration of knowledge management development practices will help Amazon in being more efficient at the workplace wherein more faster decision-making process could take place along with the increased level of collaboration. In addition to this, with undergoing the effective storage, creation, as well as application of the knowledge, employee onboarding as well as training processes, could be implemented effectively by the firm which in turn would help in increasing the employee happiness as well as their retention within the firm. 
It should also be noted that the management operating at Amazon is undergoing effective application of knowledge management practices in their operations in order to make sure that proper integration of the knowledge could take place further helping them in the attainment of success and growth needed within the business environment. The firm here makes sure that they understand the firm's organisational culture, provide motivation to the employees operating with the help of rewards and appreciations as well as undergo the implementation of knowledge ownership practice effectively. In addition to this, KM executive is also assigned by the firm and the debriefing of the important projects and events will also be made to the Amazon employees along with making them know about the knowledge exchange policy to be implemented in an effective manner for the overall success and growth of the business (Al-Emran et al., 2018). 
Apart from this, it should also be noted that Amazon makes effective utilisation of KM principles as well as practices which further adds up the significant value for the customer base such as by coming up with one portal, one interface which states that everything that the consumers buy from Amazon and all the businesses that are implemented here would be through the help of the same portal. The firm makes sure that the portal being provided is the same along with providing an effective user experience. Consistent presentation is another important principle implemented by Amazon management principle wherein from the specialization of the product to reviews, the information of each product is displayed effectively in a similar manner and hence this is said to be the outstanding content management being implemented by the firm adding value to the overall growth and success of the firm within business environment even at times of pandemic existing in the market. Magical personalization is another significant feature provided by Amazon helping them in making the overall increase in knowledge and management culture that is also helping in the effective storage, integration and in collection of the right information required. 
Apart from this, crowdsourcing further help Amazon in managing the knowledge effectively wherein with the availability of the features such as customer ratings, reviews as well as images, Amazon is well able to build knowledge as well as create awareness about the users which in turn would further help them in coming up with the availability of the required products in an effective manner. Also, the management at Amazon provides its consumers with easy and consistent transactions wherein they make proper validity of the content and hence knowledge management application here becomes every easy for the firm to implement. Providing the easy facilitation of the transactions helps the firm not only eliminate the frauds being taking place but at the same time has also helped the consumers in attaining easy access to the website making it easier for them to operate and make a purchase. 
[bookmark: _Toc89792471]KNOWLEDGE MANAGEMENT THEORIES AND THEIR EVALUATION TO CHECK KNOWLEDGE EFFECTIVENESS
According to Azmi and Sri (2020), knowledge management could be defined as the series of steps wherein the proper identification, storing, collecting as well as sharing of implicit and explicit knowledge and information take place by an individual within the firm. One of the best examples of a knowledge management tool is the intranet website. 
It should be noted that the management operating at Amazon can make use of various knowledge management theories with the help of which they would be able to gain success and growth within the business environment. The management operating at Amazon makes effective use of organisational knowledge management theory wherein the main focus here lies towards the overall organisational structure and the way the firm is designed to meet up the cultural needs as well as in a hierarchical mannerfor further management of the knowledge and the processes accordingly. In addition to this, ecological KM theory is also implemented by the firm wherein the management here focused towards the relationships, people as well as the learning communities showing the interaction taking place between the individual and firm along with keeping in mind the internal and the external factors through which sharing of relevant knowledge and understanding could take place effectively. Apart from this, another important theory that was well implemented by the firm includes techno-centric theory wherein the management operating within the firm here focused highly towards the use of technology being implemented by them along with the process involved in designing the technology further helping in facilitating the knowledge flow as well as in the storing up of the information. 
Overall, from the implementation of various theories being taken into account, it could be evaluated that Amazon management in order to make sure that effective use of knowledge and the information available about the management culture take place, right application of different theories have been implemented by the firm which in turn helped in the creation of knowledge as well as in the maintenance of effective relationship with the customers (Furgang, 2018). Amazon, in order to ensure that the right flow of knowledge takes place as well as the information collected is managed in an effective manner, even in times of Covid-19 existing, the firm made sure that the right application of technology is implemented by them through which they would be able to reach consumers effectively further helping in making an increase in profits. Since with the application of KM within the overall operation of the firm, the management here has been able to cater for people, processes, organisational culture, technology, structure etc in an effective manner which in turn have enabled the firm in undergoing proper management of the knowledge required and therefore able to maintain effective relations with the employees as well asform relationship with the customers. 
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Following are the few potential knowledge management challenges that were faced by Amazon management:
Obsolete technology: Since technology is constantly changing and hence it could be possible that what worked for today may not work for tomorrow for the company. And hence remaining updated with the technological advancement coming up in the market is very essential in order to make sure that the firm remains competitive in the market and hence able to attain success. Moreover, relying on the older system of operation having decentralized architecture also acted as a challenge for the firm and therefore with the right application of knowledge management, Amazon management was able tocope up within the business environment in an effective manner. It should also be noted that for the organisation to experience the benefits associated with knowledge management, the right application of the tools should be implemented. 
Employee motivation: This is another main issue related to the potential management of the knowledge at Amazon. Since the value of the knowledge management system involved is dependent upon the employees. And so here it becomes important for the leaders of the company to make sure that they communicate the goals and accordingly report the progress gained effectively (Ramaswamy and Ozcan, 2019).  Amazon also faced the challenge of employee’s acceptance which also acted as a hindrance over the knowledge management tools used. 
The easy attainment of information: The management operating at Amazon also faced the challenge regarding theright availability of the resources, information as well as expertise that are needed to implement the various operations of the business involved in an effective manner. 
Focusing on explicit or either tacit knowledge only: Working on explicit knowledge attainment which is done through documented case studies, best practices as well as stories formulated would no longer help Amazon in the starting while implementing KM but would only result in the management of the document while at the same time prioritizing tacit knowledgeincludes a risk associated with unrecorded knowledge that is unavailable. 
Therefore, based on the information available, it could be said that properly undergoing the alignment of the KM framework would help Amazon in paying proper attention towards the explicit and tacit knowledge in an equal manner. 
Leaving no access towards knowledge: With the lack of right knowledge availability, employees operating at Amazon were not able to find the right knowledge when needed and hence this also created hindrance in bringing up the value for the company. And therefore, in order to make improvements in the overall working of the firm, the management here should make sure that they implement an effective SharePoint-based KM system as this would allow the employees in gaining the right knowledge keeping in mind the different environmental conditions existing (Razzaq et al., 2019). 
Usage of push and pull: In order to allow the firm in growing up their knowledge base, Amazon management should try to stimulate the acquisition through the help ofas many channels as possible. Often the firm ensures to focus towards one knowledge distribution model which is either pull or push. Though it can be said that the right set of searches implemented would help the employees in solving out the issues in an effective manner but still, the firm would not be able to stimulate the employees towards attainment of additional knowledge. Therefore, for Amazon to attain improvement in their overall operations, they need to form a proper balance about the various models related to knowledge distribution and accordingly decide about the versatile knowledge available. 
Through the researches made, it could be observed that employees operating within the firm are more likely to help the firm attain growth and a competitive edge in the market if they feel they are heard.In addition to this, the following are some of the recommendations according to which knowledge management could be boosted:
Embrace the desire to socialise: Amazon management should try to encourage the employees operating to form up a relationship with the consumers as well as try to encourage knowledge sharing. In addition to this, it could be noted that socialising further leads towards enhancement of the awareness of each other weaknesses as well as strengths existing. This in turn would enable the firm inknowing about the particular queries and act upon them accordingly to form better decisions. 
Encouraging dialogue and collaboration: In the present business scenario existing, the employees here feel that they are heard within the firm and hence they place a higher premium in terms of collaboration. Therefore, the management operating at Amazon should cultivate such an atmosphere within the firm wherein the employees would be able to share their thoughts as well as ideas with each other further allowing in the attainment of improvement. 
Solicit feedback and questions: The management by asking the employees about help and soliciting the opinions they have along with the knowledge and expertise, Amazon would be able to gain success and growth effectively. Employees making a small contribution to the overall success of the firm make them realise their importance and recognition helping them in being happy with the job role being implemented by them (Schniederjans et al., 2020). 
Centralise information: Along with open communication, the management at Amazon should try to centralise the information available as through this important knowledge could be gained by the employees easilythat could be accessed by them further. 
Generation of new ideas: The firm could open up their crowd storming as well as can undergo collaborative brainstorming as through this they would be able to attain ideas regarding the different product and services and this also helps in making identification of the potential challenges along with the range of perspectiveand the development solutions that could help the firm in the attainment of success. 
[bookmark: _Toc89792473]INFORMATION SYSTEM ESSENTIAL FOR AMAZON
As Amazon is one of the leading e-commerce multinational company having a vast consumer base, and so Amazon make effective utilisation of specialised information within the business processes being implemented by them in order to attain competitive advantage with the application of improved efficiency in terms of collecting the information, its storage and making use of analytical information of the customer. For the firm, the application of advanced information system is one of the greatest success factors and hence with the integration of information system within the business process analysis, the firm has effectively been able to decentralise the decision-making process and therefore is able to make an increase in the overall efficiency of the business working. In addition to this, the operations being implemented by Amazon include two-piece information management software which includes a simple storage service that is mainly connected to the integrated database as well as to the Amazon web service wherein the promotion of e-commerce platform take place (Sisson and Ryan, 2017).With the help of web service, the firm is able to allow the customers in undergoing the creation of user account as well as undergo personalisation of the profile in order to make improvements in efficiency and make delivery of the business processes in an effective manner. 
As said byTou et al. (2019), the system here implemented at Amazon is highly advanced through which promotion of high-level interoperability take place along with making use of any kind of internet-enabled device so as to undergo effective communication among the seller, buyer and the employees operating at Amazon. In addition to this, Amazon also provides robust web services which combine the features such as scalability, reliability, efficiency as well as securitywhich further makes it effective for the firm towards delivering the business processes with the CRM system. Along with this, an integrated smart analysis search system also operates which helps the firm in providing the optimal security about the user information as well as help in the promotion of personalised customer services which are based on the profile of the customers. 
Also, it is noted that Amazon's transaction processing system is the key component of the business information system that helps the customers in making a purchase of the products in a secure manner.  In addition to this, it should also be noted that Amazon's information management system is also integratedthat includes special functions to be implemented such as an intelligent recommendation system through which analysis about the previous queries being made about the customers could be made according to which further recommendations for the same items could be through the process also known to be as data mining (Razzaq et al., 2019). Another critical element to be noted in terms of the Amazon information system is customer relationship management which has significantly contributed towards the overall growth taking place within the firm. Through the help of the CRM system being implemented, the firm is well able to collect the customer data such as transaction history, credit card information etc by making effective use of specialised sorting algorithms wherein the information is stored. 
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From the discussion here made in the report, it could be concluded that the information system is well implemented by Amazon management in their operation which in turn facilitate the overall implementation of different tasks effectively helping the firm in the attainment of increased success and growth. In addition to this, there are different potential challenges too that were faced by the firm and were later eliminated with the right application of knowledge management in their work. With undergoing proper management of the knowledge available, Amazon would well be able to store, collect, share and apply the information with the knowledge management development practices being implemented. Along with this, the report also has provided recommendations that have clearly strengthened up the knowledge retention, acquisition as well as transfer in an effective manner. 
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	 (
KNOWLEDGE MANAGEMENT FRAMEWORK OF AMAZON 
Amazon has effectively been able to connect zillions of people with making the right availability of the product information and so with making effective use of advanced knowledge management techniques and implementation of the right e-learning process, the firm is well able to build effective relationships among the information available and the customers
 (Sisson and Ryan, 2017)
. 
Following are the aspects included within the formation 
of 
the Amazon framework and this include:
Enhancing up the value of the firm by using up KM principles (constant presentation, one portal, one interface, 
distributed creation of the content, 
personalization, 
crowdsourcing, consistent transactions, 
feedback, performance-centred).
In addition to this, 
for the attainment of the right knowledge and its management, the firm also undergoes great online help, 
maintain mobility through the help of the application, 
reduced servicing 
through the help of providing customer service, 
making the availability of the subscription, reminders and alert as well as providing the upstream content creation. 
) (
AMAZON’S POTENTIAL KNOWLEDGE MANAGEMENT CHALLENGES
Not undergoing effective use of technology.
Lack of knowledge
-creating impact the overall working of the firm. 
Employee motivation impacts the overall sharing up of new ideas
.
Focusing on either explicit or tacit knowledge. 
Not making effective use of pull and push strategies.
RECOMMENDATIONS 
Establishing up immediate sharing and communication 
which would help the firm effectively manage the knowledge 
and help the employees in having an easy share of information. 
Taping up intrinsic motivation 
as this would help the employees in sharing up more knowledge 
helping in effective scheduling, process management as well as in decision-making process. 
Encouraging the change in mindset 
can act as an opportunity 
that would help Amazon in embracing the challenges and learning from the setbacks. 
) (
PRACTICAL EVALUATION OF THE PROPOSED KNOWLEDGE MANAGEMENT FRAMEWORK FOR AMAZON
)
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