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Executive summary
The report is based on Leadership and Management Skills for the Workplace. Amazon has given a deep focus on the aspect of knowledge management. Due to Covid-19 pandemic, Amazon has faced different challenges. It has been found that knowledge management ensures better decision-making in an organisation. Moreover, it is also beneficial in case of gaining a competitive advantage. It has been found that Amazon will follow SOP where knowledge management plays a significant role and it will be beneficial for the employee for acquiring knowledge about products and improving their performance. Along with these tactics, knowledge is beneficial for improving the products and services of Amazon. However, there are some issues regarding the implementation of SOP in Amazon, which has created hindrance in the way of their operations. In order to mitigate those issues, protecting the big data along with engaging an effective training program will be required. Apart from that, improving the flow of information through business units will make the activities of the supply chain more effective. 
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[bookmark: _Toc66890251]Introduction
The report is conducted on the topic of Leadership and Management Skills for the Workplace. The chosen organisation for the report is Amazon. The main purpose of the report is to find out the knowledge management process of Amazon, along with its various aspects. A detail discussion is done on how Amazon deals with the aspect of knowledge management. In this report, the concept of knowledge management has been discussed, and its significance has been evaluated for the selected organisation. Moreover, the relevance of knowledge management for customer satisfaction is assessed. The report discusses the way knowledge is embedded in the products and services of an organisation. Additionally, there is a detail discussion on how knowledge management represents a systematic approach to knowledge sharing in an organisation. Certain models are used in this regard. Apart from that, there is a detail discussion on the significance of knowledge on the standard of procedure of Amazon. The primary outcomes of Amazon are analysed in this respect. Furthermore, there is an evaluation of the improvement areas for Amazon in future. Specific recommendations are also offered for Amazon.  
Amazon is a leading American multinational company and headquarter is situated in Washington (Amazon. in, 2021). It is the platform of online shopping and they focus on improving artificial intelligence, digital streaming and concerning on to improve e-commerce platforms. They offer a wide range of products and services which includes baby products, health and personal care, kitchen appliances, pieces of jewellery, watches and many more. They are using an effective promotional strategy for developing a brand reputation. The CEO of Amazon is Jeff Bezos. The revenue of Amazon has increased up to 43.59% in the year 2020 (Macrotrends, 2021). However, as per the case study, Amazon has faced problems regarding recording transaction as online order flooded due to Covid-19. The report will demonstrate the knowledge of theories which includes the DIKW model and theory of knowledge creation that is the tacit and explicit model. These models help understand the knowledge management process within the organisation. The DIKW model will help to analyse how knowledge is effectively organised within the organisation. DIKW model helps analyse the information and the data is transferred into knowledge and knowledge is transferred into wisdom. The tacit and explicit model helps to focus on the cognitive process within the organisation. The report is expected to assess the importance of the knowledge management system in Amazon, the knowledge management process helps to make proper guidelines, and that will solve the issues of Amazon during COVID 19. 
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[bookmark: _Toc66890253]Background of Amazon
Amazon has gained high popularity around the world. Within the last few years, the organisation has succeeded in introducing more products and services. As a result of that, it has gained high market shares in various parts of the world. Starting its journey in 1994, Amazon has made rapid advancement and has made its mark in different fields. The company has introduced products like the Echo, Fire TV, Kindle, and many others (Amazon, 2021). In the case of the services, the company offers Amazon Music, Amazon Web Services, Amazon Prime Video, and many others. 
Therefore, it can be said that the diverse range of products and services of Amazon has succeeded in the case of meeting the needs of a vast number of customers. One of the most popular reasons behind the success of Amazon is its vast number of subsidiaries. The subsidiaries of Amazon are Amazon Pharmacy, Amazon Lab126, Woot, Zappos, and many others (Amazon, 2021). The company has also opted for a drone delivery service via Amazon Prime Air (Amazon, 2021). The organisation operates in more than 200 countries, with more than 300 million consumers. The company has witnessed an increase in its revenue over the years. 
[image: ]
Figure 1: Revenue of Amazon over the years
(Source: Statista, 2021)
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Knowledge management is defined as a process of creating, sharing, and managing information and knowledge in an organisation. It is termed as a multidisciplinary approach for the accomplishment of the objectives of an organisation (North and Kumta, 2018). It emphasises the best use of knowledge. With excellent progress on the aspect of knowledge management, an organisation can enhance its productivity. Apart from that, it also makes an organisation cost-efficient. Knowledge management has an excellent alignment with training and learning in a company (Webb, 2017). Apart from that, it also plays a vital role in the case of innovation. 
[bookmark: _Toc66890255]Significance of knowledge management in an organisation
Knowledge management has a high significance for an organisation. Due to this, organisations give more focus on the aspect in the present time. One of the key significance of knowledge management on an organisation is that it creates a positive impact on its decision-making ability (Hislop, Bosua and Helms, 2018). Therefore, it is highly responsible for the creation of an excellent business procedure. Knowledge management is advantageous for an organisation to create an effective workplace. In the case of Amazon, it can be said that the employees can work with higher commitment due to this. Hence, the productivity of the organisation can be enhanced. It has been known that Amazon uses to house a single interface to meet the demand of its customers (Amazon, 2021). 
As a result of that, the company excellently applies knowledge in its business operation. One of the most significant pros of knowledge management is the optimisation of the training procedure and employee onboarding (Dalkir, 2017). Because of this, an organisation can have an excellent and competent workforce, which is responsible for the offering of better-quality products and services during this Covid-19 situation. In this regard, Amazon can have a significant market share. Apart from that, the organisation can be successful in the case of creating an excellent interrelationship within the employees, which is highly beneficial in case of dealing with the issue of staff turnoverr. Therefore, knowledge management has varied significance for Amazon. 
[bookmark: _Toc66890256]Impact of knowledge management on customer satisfaction and competitive advantage
Knowledge management plays a vital role in the case of providing excellent customer satisfaction. An organisation can leverage its ability to self-service via knowledge management (Webb, 2017). This creates a positive impact on the customers, and the prospect of customer satisfaction can be ensured. In this regard, Amazon can attract more customers and can enhance its customer base. Due to the acceleration of the rate of innovation by relying on knowledge management, Amazon can bring uniqueness in its product and services during this COVID-19 pandemic. As a result, the company can offer excellent customer satisfaction while meeting the demands of the customers. It has been known that knowledge management is highly beneficial for an organisation in case of faster problem solving (Dalkir, 2017). 
Therefore, it is seen that Amazon uses knowledge management for solving different queries of customers in this regard. Therefore, customers are highly satisfied as they get response and solution through digital media. An organisation can be a witness an excellent improvement in its business process due to knowledge management (Webb, 2017). In this regard, Amazon can offer better quality products and services, which is responsible for obtaining a highly competitive advantage. While relying on the prospect of knowledge management, an organisation can be benefited from the acceleration of delivery to the customers. Due to this, Amazon can be succeeding in case of creating an excellent customer base. This will result in the increased revenue of the company due to enhanced sales growth. Therefore, Amazon can easily deal with its competitors and can gain successive competitive advantage. 
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Tacit knowledge can be defined as the information possessed by everyone acquired through concrete experiences and personal context. In better words, tacit knowledge refers to the wide range of undocumented knowledge hold by every person that is based on observations, experiences, emotions and intuitions (Groff and Jones, 2012). Tacit knowledge can be referred to as the key to the consciousness of a person and primarily it can be acquired from the interaction with other persons. To acquire tacit knowledge, it is necessary to share activities and communication between every individual (Botha, Kourie and Snyman, 2014). Tacit knowledge is also known as informal knowledge because it is unwritten and unspoken. In a workplace, tacit knowledge is very important, because as employees get promotions or are transferred to another job they carry their implicit knowledge, which can be applied with the help of tacit knowledge (Olaisen and Revang, 2018). Tacit knowledge management is a tough job for organisations. Knowledge management system depends on codifications, which can be difficult to accomplish for an individual with tacit knowledge. The communication process gets complicated because of the tacit knowledge possessed by every other person. But the organisation that has managed the tacit knowledge well can enjoy an advantage over other competitors (Muthuveloo, Shanmugam and Teoh, 2017).
Tacit knowledge helps to develop the skill and knowledge and it helps gaining experience of the individual within the organisation. It refers that the knowledge that has spread within the organisation (Becerra-Fernandez and Sabherwal, 2014). There are different types of benefits are found using tacit knowledge within the organisation. Tacit knowledge helps individuals for clarifying the knowledge about which things are already known and clarify about the unknown things. Amazon hires new members and tacit knowledge allows existing employees for delivering their knowledge to the new employees. The typical onboarding process helps old employee for involving teaching newbie which helps to share their new ideas. Tacit knowledge includes the values, attitudes and skills of the employee. Embedded knowledge refers to the products and services of Amazon. The employee's embedded knowledge will help the new employee for gaining knowledge about ethics, code of conduct organisation culture, manual and process of the organisation (Lönnqvist, 2017). As a result, communication will increase among them and that will help to assess the overall performance of the employees.
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Knowledge management is the process of effective sharing of information and using this information for the management of the organisation. Knowledge management is a systematic approach towards achieving organisational objectives and goals by sharing and exchanging the organisation's knowledge base (Koohang, Paliszkiewicz, and Goluchowski, 2017). Knowledge management aims to improve the efficiency of an organisation through sharing knowledge among the employees and retaining that valuable knowledge within the company to gain competitive benefits (Pérez-Luño, Alegre and Valle-Cabrera, 2019). The process of knowledge management includes training and learning processes of the workers of an organisation and their consumers. The DIKW (Data, Information, Knowledge and Wisdom) model identifies the process of generating wise strategies in an organisation based on knowledge that is derived from information based on data (Frické, 2019). Amazon being a giant organisation depends on the big data and the consumer needs and demands are predicted through the data gathering. In times of the big crisis of the COVID 19 pandemic, online orders grew manifold because of mobility restrictions putting more pressure on the company. Variation in degree of demand across regions is an important area of analysis for HR management, in order to ensure safe delivery. 
Tacit knowledge is a complex knowledge that is hard to share because it is connected to the consciousness of an individual. An example of tacit knowledge can be sharing information through body language, which has been quite crucial in maintaining social distancing and respecting each other, especially in a large organisation like Amazon (Geisler and Wickramasinghe, 2015). Explicit knowledge is those which are easily shared among the workers and these are easy to understand. These are documented knowledge therefore sharing such kind of knowledge is very easy to perform. An example of explicit knowledge can be the mathematical equation. Now the question is what the importance of knowledge management in an organisation is. As mentioned above it improves the efficiency of the organisation to achieve its common goal through sharing valuable knowledge (Fuller, 2012). An effective knowledge management system can help an organisation in various ways such as it improves the decision-making capability. The knowledge management ensures to build a smart workforce for the organisation by allowing access to the expert knowledge to every worker of the company. This way decision is possible to make quickly. It also retains valuable information inside the company. Knowledge management enables awareness among the employees about learning, skill development and improvement of performance (Abualoush et al, 2018). The major benefits of effective knowledge management for Amazon in the midst of pandemic are maintaining good work environment, quick decision-making ability, more collaboration, improving overall knowledge of the organisation, training cost reduction, especially for recruited delivery boys, effective retention of employees and job satisfaction among the workers in the organisation during this crucial Covid-19 situation.
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In order to implement effective knowledge management in an organisation there is a requirement of some tools or models to a better understanding of the process and effectiveness of the management for the improvement of organisational performance. A major contribution in this sector is by IkujiroNonaka which is a very useful tool for enabling knowledge management. His model is based on tacit knowledge and explicit knowledge. Nonaka and Takeuchi later introduced a model called the SECI model (Nonaka, Takeuchi and Umemoto, 1996). SECI stands for Socialisation, Externalisation, Combination and Internalisation. This SECI model is the key element of the creation and sharing of knowledge theory. This model is based on the creation and sharing of tacit and explicit knowledge. According to this theory, there are four different ways to combine and convert knowledge from tacit to explicit (Bandera, et al, 2017). The four ways are discussed below:
Socialisation: Here tacit knowledge is shared through observing the expression of tacit knowledge, practising and imitating those expressions and then shared with the guidance of others holding tacit knowledge (Bratianu, 2015). In a large company like Amazon, this becomes very important.
Externalisation: Here tacit knowledge is converted to explicit knowledge. Tacit knowledge is documented in the form of manuals or equations to ease the process of knowledge sharing (Nonaka, Takeuchi and Umemoto, 1996). This is quite a hard process because tacit knowledge is hard to codify. However, the effectiveness of this process is arguable as tacit knowledge can be impossible sometime to document. One example of the externalisation process can be the use of metaphors.
Combination: Here explicit knowledge remains the same, but they are combined to create a collage of knowledge. In Amazon, the codified or documented tacit knowledge is used to develop a new source of knowledge, which will be helpful in this Covid-19 situation. This is the easiest and simplest mechanism of conversion of information (Ghorbani et al, 2021).
Internalisation: Here explicit knowledge is converted to tacit knowledge. The explicit knowledge is learned and used to acquire tacit knowledge after which the knowledge acquired becomes internalized (Liebowitz and Frank, 2016).    
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SOP of a company refers to a set of instructions where an organisation helps workers for carrying out specific operations (Artin iet al., 2020). SOP or Standard Operating Procedure focuses on making a set of instructions that helps for leading the standard procedure that helps for maintaining the standardisation within the company. The aim of the SOP of Amazon helps to achieve efficiency quality output and maintaining the unique performance of the employee. As a result, Amazon can reduce the problems of miscommunication within the organisation, when social distancing is a major cause of concern, which is helpful in this Covid-19 situation. It is an essential part of Amazon and SOP assure for maintain quality and maintaining consistent performance within the organisation. Amazon is a leading e-commerce site where they sell a diverse range of products and the SOP of Amazon help to make regulations and it is documented processes that ensure that the products and services are delivered within a specific time. SOP is beneficial for improving consistency, reduction of errors and increasing communication within the office environment, despite the struggle of pandemic.
The technique of knowledge management is effective for developing SOP within the organisation. SOP is responsible to provide safety and a healthy environment that helps to improve operational management and ensures for performing the job properly (Dalkir, 2017). In this aspect, the communication process of knowledge management plays a major role in sharing knowledge with the employees. The expertise helps for adopting the practice of knowledge management and it is mandatory for improving day to day operations of the employee. SOP facilitates the prescribed schedule for the employee, knowledge helps to create guidelines, and sharing knowledge ensures that the employees are followed by the guidelines. SOP of Amazon ensures for providing high-quality products and the knowledge management technique tends to adopt for gaining knowledge of the products. The tools of knowledge management technologies help to increase interactions with the customers. Knowledge management technique ensures for assessing the need of the community. The useful ideas help for making innovative knowledge with each other and their performance has increased. 
SOP ensures for not making harm to any community and subject matter expert can share innovative knowledge with the employees of the company. 
The tools of knowledge management technique ensure to write the government regulations for employee and people use this SOP for solving their problems. They will deal with the customers and utilising norms helps to concentrate on communication. Additionally, the tools and techniques of knowledge management help for making a safe and healthy environment for the employee and evaluate the overall performance of the organisation. 
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The SOP will help to manage the operations management within Amazon and it will helpful for making the employee orientation within the organisation. The SOP of Amazon helps to manage the possible outcomes which are described below: 
To maintain consistency of the brand: The SOP of Amazon will be effective for maintaining consistency for delivering products for the customers during the Coronavirus pandemic. The procedures make consistency for helping an employee for performing daily tasks within the organisation. The employee will feel safe in their office environment during the coronavirus pandemic. The process of consistency is transferred from one person to another, and it will ensure for giving fewer problems to maintain quality within the organisation (Awadid and Nurcan, 2019). 
Reduce the training time for a new employee despite the pressure of the pandemic times: Amazon hires workers in their delivery houses for improving the fast delivery of the products and SOP will be beneficial to reduce training time for the employee. They have already written their guidelines and the guidelines consist of a set of instructions. The guidelines will mention the same topics of the train including their roles and responsibilities. Therefore, the old guidelines are provided to the new employees and as a result, the training time will reduce. In this way, the organisation will save their time and able to increase their productivity. 
However, it has been evident that with the benefits of SOPs, Amazon has received some drawbacks of SOPs within their process, as well. For instance, the company has been enforced to conduct assessment periodically along with modification. It helps them maintaining currency, which is required to improve outcomes. In the organisation of Amazon, SOP has decreased the individuality along with operating based on paperwork, which is irrelevant in today’s digital business world (Lee, 2018). Due to this the operation of the company has been a bit slower than usual. Apart from that, solid data is essential to standardise the process during the Covid-19 period. Therefore, keeping the data is a separate silo has made the company having the key information fragmented. Hence, this is a major drawback from the SOP, which has been evident in the process of Amazon. With the usage of SOP, creativity has been reduced among the employees of Amazon. Due to which the designing of goods and services has been obstructed (Amazon, 2021). Apart from that, without creativity, optimising the activities of HR materials and information has occurred as well. Therefore, the fundamental issues of the SOP are reducing efficiency and ineffective operations, which is significant after the pandemic of Covid-19. Besides, maintaining accurate data between platforms has been another issue.
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According to the challenges, which has been generated due to usage of the SOP are required to be removed from the process of Amazon, so that they can utilise the effectiveness of SOP perfectly and sustain the growth of its business adequately. Therefore, the primary way out that will be effective for Amazon to improve the standard of their usage of SOP is to enhance the quality of training employees (Ioris, 2020). It has been essential, as with the help of effective training, such as inventory management. It will help the organisation to include just-in-time inventory management, due to which overall optimal inventory ordering and holding will be maintained, due to which the operation after Covid-19 will be effective. Apart from that, arriving goods at the company's fulfilment centres will be more effective to ship for meeting customers' orders. Therefore, the overall operation will be driven, which has been slower due to paperwork. The training is also required to increase the efficiency of the employees, due to which the organisational culture will be improved, and the management will be supporting the creation of innovative idea among employees (de Assis Costa, 2018). Due to this, the quality of goods will be proper, and the operational outcomes will be able to meet the satisfaction level of the customers as well.
Another issue that Amazon is facing in its routine operation is maintaining the accuracy of data between platforms, in the midst of pandemic. It has been possible due to the excessive usage of paperwork, which is quite irrelevant in the current scenario of business in the UK. In order to mitigate the issue, a successful standardisation is required within Amazon, which is possible due to the examining of cloud usage along with removing silos from the process of Amazon (Marr, 2019). The company should focus on data consolidation. It is significant, as silos create hindrance in operating data by storing unimportant data across several locations that has been affected due to the changing demands after lockdown. Therefore, Amazon should include modern infrastructure, which will place all the data of the business in a single place (Muhammad, 2020). Apart from that, Amazon should engage in a strategic decision area, in which the operations managers will be objecting to the human resource materials (Muhammad, 2020). With the strategic decision, the development of human resource will be conducted. Based on which the in-house employment process along with third party employment will be balanced and the company will be able to receive talented employees. Additionally, the operations managers are needed to generate short-term schedules to make sure that resources are well utilised, due to which the market needs are fulfilled even after the pandemic of Covid-19. 
[bookmark: _Toc66890265]Conclusion and Recommendation
In the current business scenario of the UK, the market is changing rapidly and competitive simultaneously. In the e-commerce platform, a huge competition currently exists, which is focused upon gaining a competitive advantage. Organisations utilise technology as an effective instrument for improving their flow of information across several business units. Therefore, information technology is used to manage knowledge and information along with facilitating the implementation of activities of the value chains (Baranowski and Pandari, 2021). It also helps supporting decision-making, to conduct those activities successfully. This study has gone through an evaluation of information and knowledge management skills, from which some issues have been found. For instance, Amazon is currently operating with a one-click shipping facility along with an email alert for the customers. However, they should improve the standard of online support to provide them with wide and timely information about products (Baranowski and Pandari, 2021). Apart from that, the business alliance system can also be used in the process of Amazon, as it helps to generate an alignment with retailers or establishments. Therefore, an exchange manifestation across the websites will be allowed. Based on this, Amazon will be able to make its online catalogues available on the websites of its partners. 
Some recommendations can be provided in this section. Therefore, a better chance to gain commission through third party selling will be activated. They will be able to increase £71.9 billion in the quarterly revenue of their business (Amazon, 2021). Apart from that, in order to sustain the effectiveness of the knowledge management system, Amazon has to maintain the performance of displaying the information for each product individually, to conduct outstanding content management. It is essential for the operations of Amazon, as users should not be puzzled about the metaphors and flowcharts during this coronavirus pandemic (Schniederjans, Curado and Khalajhedayati, 2020). Therefore, an ‘easy to read’ section has to be organised, which will provide additional detail regarding goods (Amazon, 2021). The organisation has to move on content creation to its sources. It is essential, as the responsibility of completing the content along with its relevance and accuracy will be able to make the company more accountable. Additionally, the certain improvement in the standard of SOP, such as engaging effective training to increase the efficiency of employees along with controlling effective data protection can make the company outstanding in its competitive context in the respective market. 
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