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[bookmark: _Toc67965460]Introduction
Knowledge and Information Management skills refer to the required skills and qualification to manage the knowledge and information within the respective business perspectives appropriately. In this report, the business aspects of “Amazon” will be considered to consider the theories and application of Knowledge and Information Management skills within “Amazon” business aspects. The key discussions of the report include the key knowledge management theories, good knowledge management development practices, effective creation, storing, sharing, application and combination of information. Moreover, the report also includes Amazon’s potential knowledge management challenges and finally, appropriate recommendation to strengthen their knowledge management practices will also be available (Cottrell, 2017).   



[bookmark: _Toc67965461]An Overview of “Amazon”
“Amazon” is one of the leading business platforms which are currently operating their business within AI, cloud computing, consumer electronics, e-commerce, digital distribution, self-driving cars industry. Since 1994, by the founder of Jeff Bezos, “Amazon” had started their business journey and with a short period, “Amazon” can capture the target marketplace with profitable outcomes. “Amazon” is currently serving worldwide with the services like “Amazon”, Amazon Alexa, Amazon Prime Video, Amazon App-store, Amazon Music, Amazon Prime, and Amazon Web Services (Boissy et al, 2016).   
[image: C:\Users\FB PC\Desktop\1280px-Amazon_logo.svg.png]
Figure: “Amazon” (Bartfiled et al, 2010)
Mission
To serve the target customers with good quality based services approaches
Vision
To lead the market by considering the best usages of available resources and competitive advantages


[bookmark: _Toc67965462]The key knowledge management theories that will underpin this report
In this report, to consider the knowledge management practices within “Amazon” business aspects, the key knowledge management theories can be categorized as organisational, ecological, and techno-centric. Moreover, the key knowledge management model will include Von Krogh and Roos Model, Nonaka and Takeuchi Model, Choo Sense-Making KM model, WIIGS KM Model, Boisot I-Space and ZACK Knowledge Management. A business organisation like “Amazon” needs to develop their communication skills to get a better result in the upcoming days. So business organisations must ensure the practice of knowledge management to get success (Orna et al, 2017). 
Moreover, the key principles of knowledge management will include Knowledge travels via language, Knowledge is messy, Knowledge is self-organizing, Knowledge doesn't grow forever & Knowledge seeks community. As “Amazon” is one of the leading business organisations that operate its business in every part of the world then it is clear that every business organisations have to practice better knowledge and information management to get more benefit from the market place. Finally, the knowledge management techniques include experience learning by doing, documentation coordination, on-the-job-training, group work and the use of metaphors and analogies (Arnold et al, 2019).   
Furthermore, it will also include understanding Knowledge and Information Management, Evaluation of Knowledge, and Information Management Models/theories and finally, Investigating of KM techniques used by “Amazon”. Besides, the core discussions are based on how knowledge is entrenched in products and the service idea in the tacit knowledge of individuals, How KM helps Amazon in satisfying clienteles and attaining competitive advantage and the main consequences that Amazon has been achieving with the use of these measures.
Finally, the discussions also include how the proper application of information and knowledge in the working environment of “Amazon” supports getting a clear view of the goal of the organisation among the employees. Besides, the report will also show how “Amazon” and its management need to establish a good and effective systemic process to increase the efficiency of the organisation. 

[bookmark: _Toc67965463]Section 1- Knowledge and Information Management  
[bookmark: _Toc67965464]What is KM?
Knowledge and information management is a system that business organisations apply to create value and to fulfil the strategic requirements of the business organisation. The knowledge management of a business organisation like “Amazon” contains the element of taking an important strategic decision and increase the strengths of the organisation. The purpose and the objectives of the business organisation largely depend on knowledge and information management. By creating value for “Amazon” the knowledge and information management support them to achieve their business goal easily (Al Shobaki et al, 2018).
[image: Can knowledge management really change an organisational culture?]
Figure: Knowledge management (Mao et al, 2016).
The main purpose of knowledge and information management is to increase the efficiency of the organisation so that the organisation can easily protect their knowledge and information and use it at the appropriate time. The management of “Amazon” always tries to develop their knowledge and information management for this the organisation arranges training and learning seasons to increase the knowledge (Szuster et al, 2016).
The management of “Amazon” always focuses on three different things such as gathering knowledge and information, storing and protecting the knowledge and information. The organisation gathered and sharing the knowledge and information to the employees to improve the performance. Finally, it will also include how the knowledge management team of “Amazon” always works for the satisfaction of the customers by fulfilling their demands. That supports “Amazon” to easily achieve its business goal (Trantopoulos et al, 2017). 
[bookmark: _Toc67965465]Why KM is so important for any organisation including Amazon?
Increase the Knowledge of employees
Knowledge and information management of “Amazon” plays a very important role to increase the knowledge of the employees by training them properly and providing necessary information about the current marketplace. The management team of “Amazon” always practice good knowledge management and ensures the relationship between employees “Amazon” always tries to provide updated information to its employees to increase the knowledge of its employees (Al-Emran et al, 2018).
Increase the awareness of the organisation
Business organisation of this current age needs to be very careful about the reputation that they have in the market place because a simple mistake can lose the market share of the business organisation. The application of knowledge and information management in the working and servicing units of “Amazon” always ensure proper information by analysing the marketplace to get proper knowledge about the marketplace (Venkitachalam et al, 2017).
[image: ]
Figure: Importance of Knowledge and information management (Hwang et al, 2018).
Develop the decision-making procedure
The decision-making procedure is one of the most important parts of the business organisation because the progress of a business organisation largely depends on it. Knowledge and information management of “Amazon” plays a very important role to provide information and knowledge about the marketplace and how the customers behave so that “Amazon” can take effective decisions for the organisation and ensures its progress (Gunjal et al, 2019).

Supports to build smart workforce
The modern age of business is very much dynamic so business organisations like “Amazon” need to maintain the dynamic force of the business to be successful. It supports “Amazon” to develop their services and operating system so that “Amazon” can easily offer better service to the market place and ensure competitive advantages. The knowledge and information management of “Amazon” supports its employees to be smarter so that they can perform better effortlessly by showing their smartness in their regular activities (Hwang et al, 2018). 
Increase the innovative power of the organisation
Innovation and creativity are very important for a business organisation like “Amazon” which has a lot of competitions in the market place. The application of knowledge and information management techniques is very important for “Amazon”. The proper knowledge about the service and products and information about the current market will help “Amazon” to increase their creativity so that they can present attractive offers to the customers and easily get competitive advantages with their innovative power (Mao et al, 2016). 
Building a flexible working environment
Business organisations can face different difficulties to operate their business because of different workplace issues so businesses organisations need to solve these issues to easily enter the market place. “Amazon” is an international business organisation that can often face this type of problems. The knowledge and management team of “Amazon” always provide information about the workplace condition so that the management can implement a work-friendly working environment by ensuring a flexible working place (Au et al, 2019).






[bookmark: _Toc67965466]How KM helps the organisations in satisfying customers and achieving competitive advantage  
The ways Knowledge and information management helps to satisfy customers
Always monitor the customers
The knowledge and information management team of “Amazon” always monitors the market place and analyse the movements of target customers so that “Amazon” can easily understand the wants of the customers. “Amazon” and its management collect this knowledge and information from a different source and combine the whole process to provide knowledge to the employees. This supports the organisation to get a positive response from the customers and easily satisfy them as “Amazon” makes its business strategies to fulfil the demand of the customers (Dalkir et al, 2017). 
[image: Advantages of Knowledge Management Systems (10 Benefits)]
Figure: Benefits of the knowledge management system (Dalkir et al, 2017).
Take feedback from customers
Business organisations need to know the feedback of the customers so that they can understand where they should bring improvement or how they can satisfy the customers. In internalization, the knowledge and rules and regulations of “Amazon” can change day by day because of the influence of the employees. The management department of “Amazon” always collects necessary information from the customers and ensure the service of the organisation according to their feedback to satisfy them easily (Orna et al, 2017). 



Supports to provide service in time
“Amazon” is a business organisation that always ensures the customers get their products in time to satisfy them. The knowledge and information management team always focuses on smart work and give the marketing department the best possible suggestion that they can follow to reach their customers in time with their desire products (Nývlt et al, 2018).
Develops the working environment
The knowledge management team of “Amazon” always helps the working environment of the organisation by providing trending market information. It also supports increasing the skills of the employees and workers by giving them proper training so that they can provide better service to the customers and can ensure their satisfaction (Al Shobaki et al, 2018). 
Helps to build good relation with customers
Customers are the main focus of every business organisation and like all the business organisations “Amazon” also play their business activities based on the customer of it. “Amazon” always practice good knowledge and information about their customers and try to give them every possible service and solve their issues as soon as possible that supports “Amazon” to develop good relation to the customers and easily satisfy them (Szuster et al, 2016). 
[image: C:\Users\FB PC\Desktop\Customer satisfaction.jpg]
Figure: Satisfying customers (Orna et al, 2017).

The ways Knowledge and information management helps in achieving competitive advantages 
Provide information about competitors
The business organisation can get direct competition from rivals that can easily hamper the business organisation and its activities. The good practice of knowledge and information management always supports “Amazon” to know about the steps and strategies of its competitors so that “Amazon” can build competitive strategies and easily achieve competitive advantage from the marketplace (Trantopoulos et al, 2017).
Reduce the costs of the organisation 
The information and knowledge management team of “Amazon” always research marketing strategies and try to implement marketing strategies that are not very costly but very much effective. This process supports “Amazon” to reduce extra costs and expenses and give the organisation enough opportunity to offer a low price for its services to ensure competitive advantage (Al-Emran et al, 2018).
Provide information about the new entrance 
The new entrance in the business industry can be harmful for any business organisation under the same industry because it can easily decrease customer engagement for the business organisation. The knowledge and information team always monitors the marketplace and give proper information about the new entrance so that “Amazon” can create barriers for them to enter the market to achieve competitive advantage (Venkitachalam et al, 2017).







[bookmark: _Toc67965467]Section 2- Evaluation of Knowledge and Information Management Models/theories  
[bookmark: _Toc67965468]a) How knowledge is embedded in products and the service concept in the tacit knowledge of individuals. 
Embedded knowledge is the knowledge that generally locked in a specific sector such as product, service, culture, etc. of a business organisation so that the knowledge can support the product and services to attract customers. In the case of “Amazon”, the embedded knowledge in the services of the organisation increases the effectiveness of the services of this organisation by focusing more on the customer demands and wants (Gunjal et al, 2019). 
Making a proper time table
The management team of “Amazon” formally embedded knowledge to the services of the organisation by making a proper time table to operate the service in the market place. The management of “Amazon” always directs and convince the workers and employees and give them a proper idea that how they can apply their knowledge to serve the customers so that they can ensure customer satisfaction (Hwang et al, 2018).
Embedded knowledge is different from tacit knowledge because this knowledge can be changed at any time depending on the condition and situation. As embedded knowledge is flexible it will support “Amazon” to easily present their service to the customers to ensure more sales of the organisation (Mao et al, 2016).
Arranging training for its employees
The management of “Amazon” arrange training for its employees so that they can achieve knowledge about products and service, can understand the value of time and schedule and the way to satisfy customers. Their knowledge about products and service supports them to solve the problems of the customers about the service and benefits “Amazon” to ensure customer engagement (Au et al, 2019).



Implement the practice of embedded knowledge
 “Amazon” and its management can easily implement the practice of embedded knowledge by setting rules and regulations in the organisation so that everyone in the organisation follows the rules and achieve good knowledge about the organisation. It will support “Amazon” to easily concentred on the products and services of the organisation to increase sales and profitability (Dalkir et al, 2017).
Build strong knowledge and information management system
The management of “Amazon” build strong knowledge and information management system so that “Amazon” can easily manage their service. Besides this, the management of “Amazon” focuses on strong communication management with the employees and customers so that they can easily satisfy both the employees and customers and ensures the success of the organisation (Orna et al, 2017).
To ensure embedded knowledge
To ensure embedded knowledge in the service of “Amazon”, the management first identify the most important knowledge for the organisation. The management also always tries to include the tact knowledge to the organisation to get more opportunities for the organisation from the market place. Besides this, service-oriented knowledge always supports “Amazon” to develop its service quality to achieve more profit from its service (Nývlt et al, 2018). 









[bookmark: _Toc67965469]b) How KM represents a systematic approach in sharing and exchanging an organisation's knowledge base.  
The systemic approach is a process that supports a business organisation to face and solve different issues related to business activities so that businesses can easily face complex situations. The proper practice of knowledge and information management provides different important information about the business situation so that “Amazon” can easily set and implement business rules and regulation to set up a system (Al Shobaki et al, 2018).
[image: C:\Users\FB PC\Desktop\3-s2.0-B9780081002063000083-f08-01-9780081002063.jpg]
Figure: Sharing and exchanging an organisation's knowledge (Orna et al, 2017).
Provide necessary information to the organisation
The management of “Amazon” always practice good knowledge and information to the organisation so that “Amazon” can acquire important information from the marketplace and build an appropriate system for the organisation to control the market and the customers. the systematic process of “Amazon” always builds based on appropriate information and the knowledge of the employees so that “Amazon” can ensure better service to its customers and contribute to the organisation (Szuster et al, 2016). 
Analyse the market place
The market place of the business organisations are always changing and it is a must for a business organisation like “Amazon” that is related to the service industry to get proper knowledge about the market place. The knowledge and information management team of “Amazon” always monitors the marketplace and try to find out the current and future trending from the market place so that “Amazon” can build a strong systemic approach to the service system. It will support “Amazon” to operate their business activities in the market place and also support a lot to do better in the future (Trantopoulos et al, 2017).
Make a schedule for providing service
Business organisations always need to follow proper scheduling because every tasks business organisations perform has to complete in time. The information and knowledge team of “Amazon” is always aware of this and it supports building a strong systemic approach to the organisation so that the business organisation can follow the system and complete its all activities in time to ensure success for the organisation. Also the knowledge management of “Amazon” identifies the most important tasks of the organisation so that “Amazon” can complete those tasks first to increase the efficiency of the organisation (Al-Emran et al, 2018).  
Develops the work power of the organisation
A good and strong systematic business approach is not a very easy thing to implement in the business organisation because the activities of the systematic approach are not just limited in implementing it in the organisation.  Business organisation also needs a very strong workforce or employees who can easily follow the approach to make it successful. The knowledge and information management team of “Amazon” supports the organisation to get strong employees by developing their knowledge and abilities so that they can easily adopt any change in the system and contribute their best for the organisation (Venkitachalam et al, 2017).
[bookmark: _Toc67965470]c) Using Nonaka's tacit and explicit conversion and decision-making model or any other models 
Business organisations should follow a specific model to properly adopt knowledge and information management to the organisation. The management of “Amazon” prefers the Nonaka and Takeuchi model of knowledge management so that the organisation can ensure a better practice of knowledge and ensure the success of the organisation. This model will support “Amazon” to create opportunity and ensure the appropriate use of knowledge. The application of the Nonaka and Takeuchi model in the business environment of “Amazon” is discussed below (Orna et al, 2017).
[image: https://sis.binus.ac.id/files/2018/01/565656.jpg]
Figure: Nonaka and Takeuchi knowledge management model (Gunjal et al, 2019).

Socialization
Socialization is a process that “Amazon” and its management practised to ensure tacit to tacit conversation because in this process “Amazon” do not follow any written knowledge and regulations. The knowledge management team of “Amazon” arrange proper training season for its employees so that they can develop their skills and contribute to the organisation. Besides this, socialization develops the social knowledge of the employees that capable to handle hard things easily (Hwang et al, 2018).



Externalization
The second step of the Nonaka and Takeuchi knowledge management model is externalization where the management of “Amazon” connects with tacit knowledge to explicit knowledge. In this process, the management of “Amazon” actually follows the written method by converting the unwritten knowledge to the written knowledge. Generally “Amazon” and its knowledge and information management team applies this process to share the knowledge among all the employees of the organisation to boost up the progress of the organisation (Mao et al, 2016).
Combination
The third stage of the Nonaka and Takeuchi knowledge management model is the combination of explicit knowledge with other explicit knowledge of a business organisation to increase the effectiveness of the business organisation. “Amazon” and its management collects this knowledge and information from a different source and combine the whole process to provide knowledge to the employees of the organisation to ensure better performance (Au et al, 2019). 
Internalization
This is the last stage of the Nonaka and Takeuchi knowledge management model where “Amazon” and its management convert the knowledge from explicit method to tacit knowledge. In internalization, the knowledge and rules and regulations of “Amazon” can change day by day because of the influence of the employees. This can start after a few years of implementation of this model because of the changing nature (Dalkir et al, 2017). 
[bookmark: _Toc67965471]Section-3 Investigating of KM techniques used by “Amazon”  
[bookmark: _Toc67965472]How knowledge has become increasingly important in Amazon's
Ensure the competitive advantage 
The application of knowledge and information management techniques is very important for “Amazon” because it supports the organisation by providing necessary information about the competitors. It supports “Amazon” to develop their services and operating system so that “Amazon” can easily offer better service to the market place and ensure competitive advantages (Orna et al, 2017).  
Develops the performance of Amazon
Information and knowledge is a must to improve the performance of a business organisation because it increases the capabilities of the employees of “Amazon” and teach them to work smartly so that they can perform better. The management team of “Amazon” always practice good knowledge management and ensures the relationship between employees so that they can motivate the employees and get better performance from them (Nývlt et al, 2018). 
Helps to satisfy customers
The knowledge management team of “Amazon” always works for the satisfaction of the customers by fulfilling their demands. This department of the organisation gives information about the wants and preferences of the customers in the market place so that the employees can easily handle them and solve their problems and difficulties to easily satisfy them. Also, “Amazon” focuses on customer relations to satisfy those (Al Shobaki et al, 2018). 
Supports to implement systematic process
“Amazon” and its management need to establish a good and effective systemic process to increase the efficiency of the organisation. The knowledge management team of “Amazon” always provides better knowledge to its employees and the management team to establish a better systemic approach for “Amazon” (Szuster et al, 2016). 


[bookmark: _Toc67965473]What are the main outcomes that Amazon has been achieving with the use of these procedures?  
Better performance
The ultimate result of applying better knowledge and information practising service in the business organisation of “Amazon” will ensure a better performance from the organisation. “Amazon” needs a lot of information from the existing market place to perform better and the application of knowledge and information management ensure that information boost up the performance (Trantopoulos et al, 2017). 
Employee satisfaction
The proper application of information and knowledge in the working environment of “Amazon” supports getting a clear view of the goal of the organisation among the employees. The management of “Amazon” always considers its employee's needs and wants and always tries to support them that supports the organisation to maintain a good relationship between the employees and employers and helps to satisfy the employees (Al-Emran et al, 2018). 
[image: C:\Users\FB PC\Desktop\a4568e936907fed0fbeb2ad0dff895ca.jpg]
Figure: Employee satisfaction (Orna et al, 2017).
Reduce conflicts
To reduce the conflicts among the employees and employers knowledge and information management plays a very important role by maintaining good communication among the employees and the employers. That supports “Amazon” to easily convince its employees about the goal of the organisation so that “Amazon” could not face any issue related to its employees (Venkitachalam et al, 2017).  
[bookmark: _Toc67965474]What are the areas “Amazon” can still improve in the future to overcome the challenges?  
Developing communication sector 
A business organisation like “Amazon” needs to develop their communication skills to get a better result in the upcoming days. The management of “Amazon” needs to organise the workplace flexibly so that each employee of the organisation can communicate with the organisations and its management. Also, “Amazon” needs to develop a better connection with the customers to ensure a better result in the upcoming day (Dalkir et al, 2017). 
Recruiting talented employees
Employees are one of the most important parts of “Amazon” so it is a must for the management of “Amazon” to always recruit the best employees for the organisation to secure a better future. The knowledge and information management support the HRM team of “Amazon” to identify the best quality employees to easily get talented employees to the organisation (Orna et al, 2017).
[image: C:\Users\FB PC\Desktop\developing-staff-sat2.png]
Figure: The employees and employers knowledge (Dalkir et al, 2017).
Follow current and future trends
“Amazon” should follow the current and future trend of the market place and get better result for the organisation. To identify the current and future trend “Amazon” and its management has to analyse the market place wisely and try to find out the best possible solution for the future requirements to secure a better future (Gunjal et al, 2019).
[bookmark: _Toc67965475]Conclusion
In the conclusion, it is clear that every business organisations have to practice better knowledge and information management to get more benefit from the market place. Knowledge management will support the business organisations to fulfil the current market strategies by informing them about the market place. So business organisations must ensure the practice of knowledge management to get success. “Amazon” is one of the leading business organisations that operate its business in every part of the world. So the management of “Amazon” should apply proper use of knowledge and information to get a better result in the upcoming days (Hwang et al, 2018).

[bookmark: _Toc67965476]Recommendation
First of all, the management of “Amazon” should focuses on three different things such as gathering knowledge and information, storing and protecting the knowledge and information. “Amazon” should tries to provide updated information to its employees to increase the knowledge of its employees. Finally, the knowledge and information management of “Amazon” should be more improved as it can be supportive for its employees to be smarter so that they can perform better effortlessly by showing their smartness in their regular activities (Szuster et al, 2016).
Secondly, the knowledge and management team of “Amazon” should provide information about the workplace condition so that the management can implement a work-friendly working environment. “Amazon” should practice good knowledge and information about their customers and try to give them every possible service and solve their issues as soon as possible as the management of “Amazon” build strong knowledge and information management system (Dalkir et al, 2017).
Finally, the good practice of knowledge and information management should support “Amazon” to know about the steps and strategies of its competitors. Furthermore, the management of “Amazon” arrange training for its employees so that they can achieve knowledge about products and service. So, “Amazon” and its management should implement the practice of embedded knowledge by setting rules and regulations in the organisation (Szuster et al, 2016).
[bookmark: _Toc67965477]
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