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Executive Summary
The report explains how Amazon grew from a simple online bookstore to a multinational company known around the world and a stable strong competitor in the market for many established industries. Critically evaluates how Amazon manages knowledge to be more customer-centric, by creating a sustainable unique systematic process to obtain personal data and use the information to give customers easy, comfortable experiences and services. Which encourages customer retention and satisfaction. Amazon’s understanding of the importance of knowledge management and theories is used systematically and embeds the organisation framework. Evaluations of knowledge management models like Nonaka, Wiig, and Choo’s, indication what strategies Amazon using to reach customers. Amazon has managed to provide and serve customers around the world during the Coronavirus pandemic when most renowned and stable industries fail to meet customer demand. Amazon.com’s success in using knowledge management theories to its advantage to stay ahead of competitors with products and services. Also, recommendations for improvements, with high success bring many threats to the organisation which needs to address constantly to maintain the position to keep customers and employees safe. 
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1. Introduction
The purpose of authoring this report is to establish how Amazon.com acquires customer focus information and how it is managed. The e-commerce company, with its endless selection and drive to deliver convenience and low prices became the top leading retailer and an essential service for many consumers at the height of the coronavirus crisis (Demir, 2017). Satisfying customer needs and demands by making them available to them. The report will explore Amazon.com’s information knowledge management systems. How they obtain customer information and store it and, use it to provide customer-centric service and products. From the start, Amazon has managed to get customers' attention with their unique approach to having available required products. Collecting and processing the data of an individual is the key to providing relevant services to consumers and staying ahead of the trending demands of evolving shopping experiences. 
Amazon.com is an online enterprise which headquarters based in Seattle America. Founder Jeff Bezos in 1994. Amazon is famous for selling market-leading e-book readers Kindle and Kindle Fire. Amazon has expanded products like electronics, books, housewares, toys, clothing, music, and movies. Amazon's famous web business is cloud computing, renting data storage. Amazon.com has millions of customers selling products direct to them or as a middleman connecting customers to the sellers (Hall, 2022). During the Covid-19 households relied on online shopping and Amazon's growing trends seem to continue even after the pandemic.

2. Importance of Knowledge and Information Management
[bookmark: _Hlk122552014]It is critical to build knowledge and information management competence in the organisation to achieve and sustain competitive advantage. There are many well-established theories that organisations can adapt to and integrate knowledge management into the organisations in structure systems (Kazuo, 2007). Knowledge management usually refers to the organisation’s technologies used to store and share information for employees and customers to access when needed to facilitate accurate decision-making and enhance communications. The element of knowledge management consists of the organisation’s people, process, content, and strategy. 

Purpose of knowledge management: - Knowledge management systems help organisations to improve agility. Enhance business processes to communicate and support employee development and team collaborations. An integrated KM system can help employees report and analyse information faster and better decisions makings which helps increase the organisation's innovation rate to achieve its goal and objectives. Any organisation must gather information store and share the data within the company to use to its advantage. Companies have a constant stream of data every day, it is paramount to manage the overloaded information properly. Proper knowledge management can help organisations to learn more about their customers and clients which can accede to effective decision-making to build a positive culture and innovations (Quast, 2015). Data offers a wealth of information for any organisation and its managers, but processing correctly can be overwhelming. If the information is not managed properly within the organisation, it could lead to the downfall of the company and in the same way, having the necessary Knowledge Management system in place can lead to the company’s success. Amazon.com has administrated this process successfully from the early stage and continued to dominate even during Covid-19.

2.1.  Significant KM creation, storing, sharing, and integration 

An active flexible Knowledge Management architecture is vital for any organisation, it aids the employee’s participation and avoids confusion, miss use of information creates accountability. Storing information and the way it is stored is crucial. Any information especially for an organisation such as Amazon information is an asset which needs to be safely stored and create effortless sharing capability across the organisation can impact positively. Which needs to integrate and synchronised with the infrastructure in the organisation.  Well-practised KM helps improves profitability, customer retention helps develop innovation strategies for new products and services to address customer needs and satisfaction. Organisation flow of work and positive work culture for all.  With appropriate technology and with know-how an employee’s organisation can thrive in any competitive market
3. Types of Knowledge and Information 
Knowledge management is the process of information collected by an organisation that can be shared and analysed in a way that can be easily understood and made accessible to employees and employers. Information is derived through comparisons of data with other data into an interpretive framework of an organisation. The objectives of knowledge management for an organisation are to do things effectively and efficiently (Sanchez, 2003). 
There are many types of knowledge, expert, potential, factual, procedural, and reasoning knowledge however, there are three main types of Knowledge: Explicit, Implicit and Tacit all of which are found in any organisation, specific to that organisation. 
· Explicit knowledge: Explicit knowledge acquired through physical means like Guides, reports, and Manuals. Allowing companies to share knowledge across the company’s departments and employees (IMB Cloud Education, 2020).
· Tacit knowledge: Usually acquired through encounters and experience, which makes it challenging to share or transfer to others. This experience can relate to language and expression which can make it hard to explain or understand others (IMB Cloud Education, 2020).
· Implicit knowledge: literature equivocates implicit knowledge with tacit knowledge. Implicit knowledge can be a tacit and explicit mixture of both, which can be obtained with practice or documentation to be able to transfer or share within an organisation (IMB Cloud Education, 2020).
Knowledge management is integrated through organisation employees, (people) technology, innovation, revenue, goals, and process. Knowledge is anything meaningful to us or the organisation. It is crucial to maintain knowledge management for the growth and survival of the organisation and stay ahead of competitors’ markets, knowledge must be processed, shared, used, and stored in an organisation systematically through employees.
[image: ]
An effective knowledge and information management system would allow easily to develop, keep, and share the latest information across the organisation seamlessly. Which also creates a culture that can significantly improve efficiency and employee happiness (Starmind, 2020). 
 
4. Knowledge and information management within Amazon 
Amazon.com has evolved from a small e-Commerce bookseller to a worldwide online retail giant enterprise. A strong competitor for many businesses not just online but also for high street retailers too. Amazon.com has successfully connected millions of customers with product information by using advanced knowledge management (Rosenberg, 2014). Amazon.com successfully practise a system to serve customers a personalized way to find what they are looking for and a quick buying process. 
One of the major key features of Amazon.com is the “1 Click Checkout” button. This feature can be set up when opening a new account with all personal details and payment methods. This feature can be activated or disabled according to the customer's choice. Many customers find this feature very convenient and prefer to use it for quick checkout. This feature captures all details of customers and enables Amazon.com to track the activity of the customer, their search, interest and what they purchased, which helps Amazon.com to suggest more ideas and relevant goods to go with what they have bought which encourages more sales. It also offers customers a better shopping experience. They do not have to search and waste time thinking or browsing, it is already done and ready for them. They just need to select and pay which attracts customers, more for the convenience and quick service. Which creates customer delight. Amazon continues to remind customers what they ought to buy following their recent purchases. If the customer did not buy at the first suggestion, there is a continuous reminder to buy it. This is a virtual persuasive way of getting customers to buy the things they would not have brought or go looking for them. This technique also adds more customers and selling growth. 

5. Amazon achieving competitive dominance 
Amazon had made it easy and simple for users from the early stage by keeping one portal and one interface amazon.com, unlike many other big companies Amazon always allowed customers to come to the same portal for all their needs, electrics, books, clothing, small to big items, no matter what they are looking for all available at one site, make it easy to remember and use, search is quicker and focused, reduce anxiety and increase comfort and familiarity.
Amazon always maintained presentation consistently, with product specifications, multi-sellers offer the same product, and buyers can see price comparisons with other facilities like quick delivery, free delivery or even reduce delivery charges. Also, customers review and product in use, real pictures. All in one place below the product pictures and details which help boosts confidence for buyers to purchase the product.
Amazon provides easy-to-read information, and content to the point, the way it is organised and displayed attracts customers' likeness. If any additional details are offered, they would give an option “click here” which gives customers the choice that they can make to their need, rather than sieving through too many details or reading. 
Amazon keeps the power controls of everything on their site but has given the burden of providing true and correct upstream content creation to the product companies, making it compulsory for the companies to adhere to Amazon design standards, practise, and policies. Which frees Amazon from any falsifying product information. Gives the middleman a safe platform to address should any issues that arise with customers and products without damaging Amazon's reputation.
Amazon builds knowledge awareness by crowdsourcing with users, by displaying customer reviews and ratings featuring customer's analysis of: - like you, most and least helpful tabs with images, previously and bought together. Customers’ past data is used to promote and encourage better services and future shopping experiences.
Amazon has a great alert system to keep customers “in the know” with products and services. I like and use this feature particularly, it gives peace of mind not to over-run free trial subscriptions, Amazon reminds me and alerts me from start to end with an option to carry on or end the subscriptions. With personalization, knowledge management can increase productivity and awareness of new products without new research. Also, has clear after-purchase options for cancelling, or making changes all this feature adds to customers’ user-friendly experiences. 24/7 Amazon amazing online customer service with a click “help” easy-to-follow instructions to find the answers to any queries. This is a creditable feature to Amazon customer satisfaction and productivity. It saves time and costs for the company, by lowering phone calls to customer service. Amazon.com is available to any digital device with easy user functions. The layout is the same no matter what device you use. Adds value to familiarity and content consistency.




6. Types of knowledge management models

6.1    Nonaka knowledge spiral model (1995) Ikujiro Nonaka models testify to only two main sources of knowledge Tacit and Explicit knowledge. Which is transferred in four ways.
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· Socialisation (tacit to tacit) - shared knowledge verbally. 
· Externalization (tacit to explicit) - passing verbal ideas in written form
· Internalisation (explicit to tacit) - learning by doing, remembering/ storming in mind.
· Combination (explicit to explicit) - sourcing documented knowledge to create new knowledge in written form
As new knowledge develops the cycle repeats to be utilised in the organisation systematically according to the organisation's work frame to obtain objectives and goals.
6.2 The Wiig Model Karl Wiig proposed a knowledge management model in 1993. Insisting knowledge will be useful and valuable only when organised and synchronized. The model aims to make an organisation more intelligent and use knowledge sharing easily individually and across the organisations (Essekia, 2018) The model has four steps cycle: 
· Build knowledge: tacit and explicit, from first-hand experiences, peers, education, Training, media, and books. 
· Hold knowledge: in people, in tangible forms, books, manuals and documents
· Pool knowledge: using adequate Knowledge Management systems: internet, database, crosstalk with experts, group of people through discussions.
· Applying knowledge: use the knowledge in a work context embedded according to organisation work processes and tasks.
Wiig has expressed you have to have complete information to utilize it properly. Remembrance accumulates in repositories embedded in the organisation with synthesised access to retrieve to perform tasks. Allowing to analyse, evaluate and observe content to the objective of the organisations to implement.

6.3.    The Choo Sense-Making KM Model- established in 1998. Focuses on three elements- sense-making, knowledge creation, and decision-making. All are connected to feed into the organisation. Organisational action can be made by absorbing the external and internal environment following Choo's sense-making cycle. Each phase brings out the strengths of processes to make effective decision-making. This model is well suited to hypothesis and scenario testing for any company.

[bookmark: _Hlk122111070][image: Model of the Knowing Organization [Adapted from Choo, 1996] | Download  Scientific Diagram] (Model Image: Holsapple, Clyde & Joshi, K. D. 1999)


















7. Evaluation of models and theories
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Nonaka supposed his theories around tacit and explicit knowledge, The spiral model concentrates most of the knowledge development through human contacts. Within an organisation, employees play a crucial part in building and managing knowledge, and information and the flow of activities generates the transfer and application of knowledge.
Choo’s sense-making defines the organisation’s purpose of perception of problems the organisation needs to deal with and codify to find an accurate solution. Any organisation will pose two types of knowledge, tacit and explicit knowledge exploring this information will result in making new knowledge which leads to progressive decision-making in the interest of the organisation's goals and purpose. 
Wiig's model of the knowledge management cycle is stepping ahead in more advanced to manage knowledge in the organisation and to use and retain the facts which can be retrieved to manage tasks more efficiently. Compare this to Nonaka and Choo’s theories. Wiig demonstrates in more depth calculation of any knowledge to the organisation by acquiring, understanding, and refining information therefore employees can work smarter and contribute to organisational goals.

8. Systematic knowledge management 

Amazon has utilized all kinds of knowledge information management models in every way possible to achieve personalised customer services and customer satisfaction. To stay ahead of market competitors. Amazon's knowledge management took steps further than the Wiig’s model applies. To reach customers by constantly keeping up with a change of knowledge and changing ways of making it tangible for employees in the organisation throughout the departments to create smooth sharing and applying. 
A simple universal ongoing cycle (below diagram) of how Amazon might have managed knowledge and embedded it into the company infrastructure frame system to retain and retrieve the knowledge to be shared around the organisation, to be used to the highest potential of any knowledge to gain profitability, customer satisfaction and retention. 
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9. Managing knowledge and information: Success and Failure

9.1.     In the year 2000 Amazon.com launched Marketplace. Amazon sensed that there is no online platform putting a variety of sellers under one roof. 
After analysing the research and information, they approached sellers of various products if they would be joining Amazon's online platform to come together to give the customer access to their products and a better shopping experience.
Amazon's decision to profit from the third-party seller made it a simple systematic rule, anyone can sell their product and services on the Amazon website for a percentage of a fee. Sellers still have the advantage of promoting their company name but are bounded by Amazon's terms and conditions of producing advertising and description down to the design and settings of the products (Rathee, n.d.).

9.2.     AWS March 2006 Amazon web services were launched, offering IT infrastructure services to businesses form of web services. Also known as cloud computing (Amazon, 2019). An example of Nonaka's knowledge management strategy. Amazon again sense the market trends and noticed that there are not many companies providing this service and the growth of the internet is explicit and definite. 
Considering the market investigations and creating a product with a high probability of success and profit.
Making the decision AWS using the market analysis to support their company data storage. Saving revenue instead of paying different companies now Amazon will provide the same services with much more flexibility, low cost, and available with various applications and options (Amazon, 2019). 40% of Amazon's profit now comes from AWS (Rathee, n.d.).

9.3.     Amazon logistics as Amazon has become a multinational company of e-commerce need of own transportation become necessary. Use of theories like the Wiig KM model of market ships, and delivery operations. After Royal Mail, Amazon Logistics is the second largest leading company in the UK (Buchman, 2018). 
9.4.     Kindle e-book reader 2007. Amazon has again demonstrated the crucial management of knowledge using every stage of Choo’s theories. Amazon’s decision to make available to customers the first digital e-book reader with zero profit was a great hit and a gamble. Charging customers only the devices making charge but cleverly made resources and books available on Kindle can be purchased only on the Amazon.com platform. Which led to making a profit and tremendous success product all-round. 

9.5.     2014 the launch of the smartphone fire mobile. Was not going to plan although all research and information were taken to understand, and analysed decision-making was not as effective as much like other successful decisions made in the past. They were too late to launch the smartphone Amazon fire, as Apple (2007) already launched its first smartphone followed by Android in 2008. The market has already been captured by these tough competitors which led to Amazon's fire failure. Information and knowledge are in constant change it is paramount to manage this knowledge in a strategic way across the company to stay ahead to make an effective decisions for the organization (Rathee, n.d.).


was lacking in meeting the demands of fast secure deliveries, and even Amazon itself was falling in need of transportation. Although other recognised companies were tackling the demand there was still a huge gap in need and room to explore the avenues.                                                                                                                   Amazon's team observes the analyses and sets by putting ideas together to create a solution to their own needs and make a profitable business venture out of it too. 2012 Amazon decided to start an experiment in the UK the idea of freight started small for their own need. The competitors did not take that as a serious threat, slowly Amazon started to capture the market giving tough competition to major logistics companies. Now Amazon has Its aircraft, chartered 

10. Effective knowledge management

Amazon has been undoubtedly successful in achieving its maximum potential by following knowledge management procedures. Amazon had a few difficulties but most of the time they got it right. Amazon.com’s rise was based on many strategies and theories, but a great part of that success was based on managing knowledge strategy infrastructure and knowledge sharing across the organisation department. Amazon has managed to focus on giving customers the freedom to choose many options to suit their needs. Making available items at right time. Amazon had the advantage of first mover in the markets with many products which was a success and Amazon had worked extremely hard to stay at the top. It all happened due to the fact they have an effective knowledge information management system in place, continually changing and adding increased data which is analysed by a group of experts and made the decisions well. Amazon has embedded knowledge in the structure systematically well made it accessible to the employees, who can share and use the information in their roles. They have managed to capture customers' attention with many of their features and give customers facilities to make easy buying and selling. 
11.      Conclusion

Amazon has come a long way from a small bookstore online to this multinational company that expanding and evolving around the world. But as you grow bigger, and better even greater responsibilities and work get involved. Amazon has invested revenue, resources, and human power in every stage of its development and success to become one of the greatest competitors in the market nationally and internationally. Amazon has embedded knowledge and information management well as new knowledge is courteously developed and is quick to analyse and share the information through the systematic procedures they have in use. Organisations like Amazon confusedly made use of theories like the Nonaka KM model to the creation of the first foundation of knowledge, Wiig KM theories to apply to relevant tasks and Choo’s KM model for accurate decision makings, developing and enhancing strategies internally and externally.
























12.   Recommendation

11.1. Amazon needs to put more anti-fishing interventions more rigorous. Amazon is one of the highest targets for hackers. Amazon needs to increase and improve more ways to tackle this issue. Millions of customers' data and seller’s details are at risk. A multinational company like Amazon should continuously upgrade these security measures to protect customers employees and partners. 
· Personally, being one of Amazon's customers, I feel venerable and at risk of hacking. Getting my data and banking details obtained by scammers. I have been sent many fake emails and texts on many occasions asking to press links and call numbers to find out why my account has been frozen or confirming the purchase of services or items. Which I did not buy or asked for it. it is done so realistically it is exceedingly difficult to determine if it sums or really from Amazon customers who do press the link provided by the faked message which opens the door to the scummers. 
· By improving this issue Amazon will be tackling the most serious issues of online concerns for all. It will boost customer confidence and secure the personal confidential data of customers, employees, and associated business partners

11.2. Contacting the sellers- it is not noticeably clear how to contact the seller regarding any product queries. It is not indicated whether the seller has received or read the message sent. 
· In the past customers, found it difficult to communicate with the sellers regarding item quality and availability enquiries. Customers found it a bit confusing to find a way to contact the seller. Eventually when many customers managed to write to sellers did not get a reply. In this situation, many customers intend to choose not to buy the products. which miscarriage sales and lacks customer satisfaction.
· Amazon should give a clear indication of contacting sellers and recognise time-bound when sellers answer customers. Also, clear options to further their enquiry if they wish to do so.
· Amazon has many amazing options but needs to improve in this area, like the strong arrival competitor eBay. Doing so will improve customer satisfaction and experience. Create opportunities for more sales and customer user friendly. 




12. Reference

Amazon (2019). About AWS. [online] Amazon Web Services, Inc. Available at: https://aws.amazon.com/about-aws/ [Accessed 9 Dec. 2022].
Buchman, E. (2018). The Rise of Amazon Logistics. [online] Transport Topics. Available at: https://www.ttnews.com/articles/rise-amazon-logistics [Accessed 9 Dec. 2022].
Chaffey, D and Wood, S. (2005). Business Information Management. Improving Performance Using Information Systems. [Shared by the lecturer on Moodle]
Demir, M. (2017). Management Information System: Case Study of Amazon.com. Quest Journals Journal of Research in Business and Management, [online] 4, pp.2347–3002. Available at: https://www.questjournals.org/jrbm/papers/vol4-issue11/B4111117.pdf [Accessed 16 Dec. 2022]. 
Essekia (2017). What is Knowledge Management - A Comprehensive Introduction. [online] Helpie WP. Available at: https://helpiewp.com/what-is-knowledge-management/ [Accessed 2 Dec. 2022].
Essekia (2018). 4 Knowledge Management Models That Can Supercharge Your Organisation - Helpie WP. [online] Helpie WP. Available at: https://helpiewp.com/knowledge-management-models/ [Accessed 25 Nov. 2022].
Hall, M. (2022). Amazon.com | History & Facts. [online] Encyclopedia Britannica. Available at: https://www.britannica.com/topic/Amazoncom#ref306969 [Accessed 23 Nov. 2022].
[bookmark: _Hlk120969928]Holsapple, Clyde & Joshi, K. D.. (1999). Description and analysis of existing knowledge management frameworks. 15 pp. 10.1109/HICSS.1999.772796.
IMB Cloud Education (2020). What is Knowledge Management. [online] www.ibm.com. Available at: https://www.ibm.com/cloud/learn/knowledge-management#toc-types-of-k-PhEhdnhI [Accessed 24 Nov. 2022].
Kazuo, I. (2007). Knowledge creation and management: new challenges for managers. New York: Oxford.      
Patel, R. (2021). Models of Knowledge Management (KM Models) Explained. [online] The Cloud Tutorial. Available at: https://www.thecloudtutorial.com/knowledge-management-models/ [Accessed 21 Dec. 2022].                                                                                                                                    
Quast, L. (2015). Why Knowledge Management Is Important To The Success Of Your Company. Forbes. [online] 1 Jul. Available at: https://www.forbes.com/sites/lisaquast/2012/08/20/why-knowledge-management-is-important-to-the-success-of-your-company/ [Accessed 23 Nov. 2022].
Rathee, D. (n.d.). How Jeff Bezos made Amazon a $1.6 Trillion company? | Business Model of Amazon | Dhruv Rathee. [online] www.youtube.com. Available at: https://www.youtube.com/watch?v=CAwokHvMFlY [Accessed 25 Nov. 2022].
Rosenberg, M. (2014). The Knowledge Management Genius of Amazon.com. [online] Learning Solutions Magazine. Available at: https://learningsolutionsmag.com/articles/1480/the-knowledge-management-genius-of-amazoncom [Accessed 23 Nov. 2022].
Sanchez, R. (2003). Knowledge management and organizational competence. Oxford ; New York: Oxford University Press.
Sannito, J. (2016). knowledgemanager [licensed for non-commercial use only] / Choo Sense-Making KM Model. [online] knowledgemanager.pbworks.com. Available at: http://knowledgemanager.pbworks.com/w/page/83148898/Choo%20Sense-Making%20KM%20Model [Accessed 3 Dec. 2022]. 
Sarayreh, B. Mardawi, A. and Aldmour, R., 2012. Comparative study: The Nonaka model of knowledge management. International Journal of Engineering and Advanced Technology, 1(6), pp.45-48.
sites.google.com. (n.d.). Knowledge Management - Knowledge Platform. [online] Available at: https://sites.google.com/site/knowledgeplatform2701/knowledge-management-1 [Accessed 15 Dec. 2022].
Starmind (2020). What Is Knowledge Management and Why Is It So Important? [online] www.starmind.ai. Available at: https://www.starmind.ai/resources/what-is-knowledge-management-and-why-is-it-so-important [Accessed 1 Dec. 2022]
 


TASK 2: POSTER ON NEXT PAGE
2 | Page

Practical Evaluation of the Proposed Knowledge Management Framework for Amazon
	Abstract
	Aims and Objectives
	Overview of Amazon

	Establish how Amazon manage knowledge and the challenges the company face. Amazon has been practising effective knowledge management in the organisation at a certain level.  The e-commerce giant managed to captivate people's and investors' attention to emerge and associated with the organisation. In any organisation, managing knowledge is paramount to its performance and has a significant impact on the success of the company and the smooth running of the company. 

	Amazon has aligned the mission and vision within the organisation using traditional methods like Wiig’s knowledge management strategy with digital social platforms played a significant role in the success of managing knowledge and communication externally and internally with employees. Communication within the organisation is crucial and has a high impact on managing the organisation's mission and vision. The company made a highly influenced impact on the profile made on social media platforms reaching customers. Amazon has established a highly customer-centric social media customised and focused front page for customers and clients. Made it convenient for remote strategic interaction channel customers. 

	The company has managed to keep healthy competition with the competitors, especially online and now even well-known physical high street businesses are impacted by Amazon com. Amazon Cloud computing development is done well in approach to keeping a record of data on supplier's and consumer's interests and learning habits. Such information helps build strategies and approaches to efficiency and convenience over competitors. Amazon has maintained a healthy relationship with competitors to obtain profitability and acquire knowledge.


	Amazon's Challenges and Recommendations
	Implementation 

	1. Amazon faces many challenges: one of the challenges amazons need to tackle sooner rather than later is fake reviews, which is causing negative shopping experience and discouraging customers to use Amazon.  Which effect the profitability and reputation of the company.  Also. unable to customer retention.
2. Another essential issue amazon needs to focus on is the online return policy. Many customers face very irritating return hassle. The present return procedures are very unclear, and customers face unnecessary and unpleasant experiences of returning items and products.
	1. Amazon can address this challenge by putting a more robust review system is placed with in-depth questions to ask whoever ever doing the review and also a method to check the genuineness of the review with purchase validity. It is vital to manage quality knowledge communication within the organisation throughout the departments.
2. To maintain a good customer shopping experience amazon, need to review and renew return methods with more simple and clear instructions for customers to follow. Changing and managing return procedures will encourage customers to continue to use and stay with Amazon. 

	Investing in new knowledge and information strategies can help tackle some of the obstacles to overcome. Also, find a more efficient and effective way to share and store knowledge which can be easily accessible throughout the organisation for employees to use and retrieve when required.  Integrate more than one traditional KM method such as Nonaka Spiral- tacit and explicit, Choo’s decision-making (SECI model), Wiig Model, Zack Model, and Berkowitz and Williams Model, at once to create new KM methods with advanced modern technology and software Amazon can accomplish complication more effectively and efficiently, to stay ahead of potential drawbacks and gain benefits and also, increase customer acquisition.

	Evaluation
	Reference
	Student Name

	Amazon has managed many great innovative strategies that worked to obtain high profitability and success in the market and within the organisation. The creative handling of information and knowledge has made it feasible to stay in the industry despite many strong competitions. As knowledge is in constant change, Amazon needs to keep developing new knowledge management strategies within the company’s framework. New knowledge and data are in constant change and development amazon is doing well to stay up to date but there is always room for improvement.
	 www.ivoryresearch.com. (2021). Report on Knowledge Management at Amazon Inc | Ivory Research. [online] Available at: https://www.ivoryresearch.com/samples/report-on-knowledge-management-at-amazon-inc/ [Accessed 28 Dec. 2022].

	Rupia Hussain (2010133). University of Wales Trinity St David. Programme: BA (Hons) Leadership and Management Skills for the Workplace Module: Knowledge and Information Management Skills for the Workplace Module code: BMSW 5106.
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Four stages cycle  Approaches is more  emphasis on tacit  knowledge,  internalisation done by doing  (explicit ly )   focused   on   the  creation of knowledge .   The  theory   makes  it  feasible   to  share and  hold knowledge  among the  employees   to help  make  a  decision and recall  knowledge   in the  organisations.  Four different elements  of acquiring knowledge  focus on production,  quality and quantity of  knowledge .  Details  of  activities   acknowledge d   and  considered   final  decisions and  application s .   The  i nformation must be  complete and  reasonable to have any  meaning ful use.  Divided in to   three parts.  Concentrates more on  explicit knowledge and less  on human intelligence or  the  brain,  the  selection of outside  source s   is  the  basic  foundation.   The potential of  knowledge creation and its  comm itment to implement  such knowledge creation is of  utmost importance for any  team member   (Patel, 2021) .  
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Amazon   gather   Tacit and  Explicit  data.   Market  trending ,  competitors’   product s   success and  failures ,  customers   demand , likings,   dislikes , what  available, what not,  what product  market   missing , what can be bought to the  customers  attention ,  creating   need of  products , luring  customers , chang e   habit ,   bound customers   to  adapt   to new  products .  

Ama zon   employees   brainstorming .   Putting data  in order   producing   information with c larity  date, time, names,  need s in company’s  systematic   way ,   that makes sense to  employees and customers .  R e alization and u nderstanding  knowledge, u sing this information  employees can build  products to  satisfy   customer  need and demand in  successful way.   Create new capabilities and opportunities  for employees and  the  company .          

  Ama zon   p utting tacit explicit information  in  action.   Now the area of  concentration   and  products demand needs are clear , all ideas  and  resources  are put in order   to   obtain maximum  success it   is   time to make decision   and set target  to accomplish .   Progress to finalise  product  and  path  to achievement s   and   the company’s  prosperity . A dvance to   customer retentions .  
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