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Knowledge management has become increasingly important within modern workplaces due to the growing volume of information available and the need to utilise it effectively to support decision making and operational performance. Businesses operating within complex and fast-paced environments must ensure that knowledge is not only captured and stored but also shared and applied in ways that support business objectives. Effective knowledge management can improve efficiency, support continuous improvement and reduce the risk of valuable expertise being lost when employees change roles or leave the business.

This report examines knowledge management practices within the Inventory Control and Quality Assurance (ICQA) department of an Amazon fulfilment centre. The department is responsible for maintaining inventory accuracy, identifying discrepancies and supporting operational performance through the collection and analysis of inventory-related information. Consequently, the effective management of information and knowledge is central to its activities.

The report evaluates the concept of knowledge management and its relevance to fulfilment centre operations. It explores the relationship between data, information, knowledge and wisdom, together with the interaction between individual and organisational knowledge. It also examines the processes required to create, store, share and apply knowledge, and considers the role these activities play in supporting operational effectiveness.

Finally, a strategic framework is proposed to strengthen knowledge retention, accessibility and knowledge sharing within the workplace. The framework is supported by a series of Key Performance Indicators (KPIs) and considers the information and governance requirements necessary to support effective knowledge management within the fulfilment centre environment.

[bookmark: _Toc231149766]Defining Knowledge Management

Knowledge management (KM) refers to the processes through which organisations create, capture, store, share and apply knowledge to improve performance and achieve strategic objectives. As businesses generate increasing volumes of information and operate within more complex environments, knowledge is widely recognised as a valuable organisational asset that supports innovation, efficiency and decision making.

Early knowledge management theories emphasised the importance of capturing and storing knowledge. Davenport and Prusak (1998) defined knowledge as a combination of experience, values, contextual information and expert insight that supports decision making. Similarly, Nonaka and Takeuchi (1995) argued that organisational success depends upon the ability to create and transfer knowledge effectively. These perspectives established that knowledge extends beyond data and information by incorporating interpretation, experience and application.

Advances in digital technology have significantly altered the way knowledge is managed. Cloud-based platforms, collaboration tools and Artificial Intelligence (AI) enable businesses to generate, process and distribute information on an unprecedented scale. As a result, knowledge management has evolved from a focus on documentation and storage towards improving accessibility, collaboration and workplace learning.

Despite these developments, many traditional challenges remain. Businesses often possess extensive databases and reporting systems whilst still struggling to ensure that employees can locate, interpret and apply relevant knowledge. In addition, valuable expertise frequently remains embedded within employees rather than formal systems, creating risks when experienced staff transfer roles or leave the business.

Within fulfilment centre operations, effective knowledge management supports inventory accuracy, process improvement and operational consistency. However, information only becomes valuable when it is converted into practical knowledge that can be shared and applied. Consequently, knowledge management should be viewed not simply as the management of information systems, but as a continuous process that enables learning, supports decision making and strengthens operational performance.

[bookmark: _Toc231149767]Data, Information, Knowledge and Wisdom (DIKW)

Understanding the relationship between data, information, knowledge and wisdom is fundamental to knowledge management. The DIKW hierarchy proposes that raw data can be transformed into meaningful information, interpreted to create knowledge and ultimately applied to support informed decision making (Rowley, 2007). Although widely used, the model has also been criticised for presenting knowledge development as a linear process (Fricke, 2009).

At the lowest level, data consists of raw facts without context. Within fulfilment centre operations, examples include inventory counts, productivity rates and error reports. Data alone provides limited value because it does not explain why events occur or what actions should be taken (Zins, 2007).

Information is created when data is organised and interpreted. For example, an inventory count becomes information when it is compared against the expected stock level and a discrepancy is identified. This provides context and highlights potential issues requiring investigation.

Knowledge develops when information is combined with experience and understanding (Nonaka & Takeuchi, 1995). Within ICQA, recurring inventory discrepancies may enable experienced employees to identify patterns and determine likely causes. This allows informed decisions regarding audits, retraining or process improvements. Unlike information, knowledge is influenced by judgement and practical experience, making it more difficult to document and transfer.

Wisdom represents the effective application of knowledge to support decision making. Within warehouse environments, this may involve using inventory trends, quality metrics and operational findings to implement long-term improvements that reduce future errors and improve performance (Rowley, 2007).

Whilst the DIKW hierarchy remains useful for explaining the progression from data to decision making, modern workplaces often operate in environments where information is continuously generated, shared and reinterpreted through digital systems and collaborative technologies. Consequently, the boundaries between data, information and knowledge may be less distinct than the model suggests (Jennex, 2021).

The growth of data analytics and AI has further challenged traditional interpretations of DIKW. Advanced systems can identify patterns and support decision making more rapidly than manual analysis. However, these technologies remain dependent upon data quality and cannot fully replicate the contextual understanding and judgement possessed by employees (Becerra-Fernandez & Sabherwal, 2024). As a result, the DIKW hierarchy continues to provide a useful conceptual foundation for knowledge management, although modern applications increasingly depend upon the interaction between technology and human expertise.
[bookmark: _Toc231149768]The Relationship between Individual and Organisational Knowledge

A key challenge within knowledge management is understanding the relationship between knowledge held by individuals and that retained by the wider workplace. While information can be documented and stored within systems and procedures, a significant proportion of workplace expertise exists in forms that are difficult to capture and transfer effectively (Polanyi, 1966). This distinction is commonly described through tacit and explicit knowledge, both of which are essential to organisational learning and performance (Nonaka & Takeuchi, 1995).

Explicit knowledge can be documented and shared through formal systems such as standard operating procedures, training materials, inventory reports and internal repositories (Alavi & Leidner, 2001). Its primary advantage is that it can be distributed across departments and locations, supporting consistency and standardisation. However, documented information alone does not guarantee understanding or effective application (Cerchione et al., 2023).

Tacit knowledge develops through experience, observation and practice (Nonaka, 1994). It includes judgement, intuition and problem-solving approaches that are often difficult to articulate or record. Within fulfilment centre operations, experienced associates frequently recognise issues and identify solutions based upon accumulated experience rather than documented procedures alone. Consequently, operational effectiveness depends not only on what employees know, but also on how they apply that knowledge within specific situations.

The importance of tacit knowledge becomes particularly evident during personnel changes. As demonstrated by the leadership transition described in Appendix A, procedural information remained available, yet aspects of decision making, prioritisation and operational judgement were transferred primarily through observation and discussion. This illustrates a common limitation of traditional knowledge management approaches: the presence of information does not necessarily ensure the transfer of expertise (Durst & Zieba, 2020).

Nonaka and Takeuchi's (1995) SECI model attempts to address this challenge by explaining how tacit and explicit knowledge interact to create new knowledge. While the model remains influential, critics argue that it assumes levels of collaboration and knowledge sharing that may not always exist within modern workplaces characterised by high workloads, staff turnover and fragmented communication channels (Bratianu & Bejinaru, 2020).

Digital platforms, knowledge repositories and AI-assisted systems have created new opportunities to capture and distribute knowledge (Dwivedi et al., 2023). However, technology cannot fully replace human expertise. AI can improve access to information and identify patterns, but contextual understanding and professional judgement remain dependent upon employees. Consequently, effective knowledge management requires a balance between technological systems and human knowledge-sharing practices rather than reliance upon either in isolation.

The relationship between individual and organisational knowledge therefore extends beyond the storage of information. Long-term capability depends upon capturing valuable experience, encouraging knowledge sharing and ensuring that critical expertise remains accessible despite changes in personnel.

[bookmark: _Toc231149769]Establishing a Business Case for Knowledge Management

The value of knowledge management is often associated with improved efficiency, decision making and organisational performance (Cerchione et al., 2023). However, the business case is arguably stronger when viewed through the risks associated with poor knowledge management. Knowledge that is unavailable, inaccessible or lost can result in operational disruption, inconsistent decision making and reduced performance (Durst & Zieba, 2020).

Within fulfilment centres, substantial volumes of information are generated through inventory transactions, quality investigations, productivity reporting and safety processes. However, information only becomes valuable when it supports decisions or improves outcomes (Santoro et al., 2021). Consequently, the challenge is not collecting information but converting it into actionable knowledge (Razmerita et al., 2016).

Knowledge management literature increasingly views knowledge as a strategic asset rather than a by-product of business activity (Kianto et al., 2022). Employee expertise, operational experience and accumulated understanding contribute directly to performance, particularly within inventory management and quality assurance functions where decision making often relies upon both documented procedures and practical experience (Serenko, 2023).

The leadership transition described in Appendix A demonstrates the risks associated with inadequate knowledge retention. While procedural information remained available, aspects of operational judgement and decision making relied heavily upon informal knowledge transfer. Similar challenges have been identified within the wider literature, which highlights the vulnerability of businesses when critical expertise is not captured before employees change roles or leave the workplace (Massaro et al., 2020).

Digital platforms, repositories and AI-assisted tools can improve access to information and support knowledge sharing (Dwivedi et al., 2023). However, technology alone cannot guarantee effective knowledge transfer. As illustrated by the internal repository discussed in Appendix B, the value of stored information depends upon factors such as accessibility, relevance and maintenance.

The business case for knowledge management therefore extends beyond efficiency gains. Effective knowledge management reduces operational risk, supports continuity during periods of change and enables businesses to retain and utilise valuable expertise. Within fulfilment centre environments, the ability to capture, share and apply knowledge may be as important as the ability to collect information itself.


[bookmark: _Toc231149770]Creating, Storing and Implementing Knowledge

[bookmark: _Toc231149771]Knowledge Creation
Knowledge creation occurs through the interaction of information, experience and workplace learning. Within fulfilment centre operations, knowledge is generated through formal processes such as training programmes, standard operating procedures and performance reviews, as well as informal activities including coaching, observation and problem solving. Nonaka and Takeuchi's (1995) SECI model suggests that knowledge develops through the interaction of tacit and explicit knowledge, enabling personal experience to be converted into forms that can be shared more widely.

The model remains relevant within inventory control and quality assurance activities, where practical experience frequently informs decision making. However, critics argue that SECI assumes levels of collaboration that may not always exist within modern workplaces characterised by time pressures, staff turnover and fragmented communication channels (Bratianu & Bejinaru, 2020). As a consequence, the existence of expertise does not guarantee its transfer.

Digital technologies have introduced additional opportunities for knowledge creation through collaboration platforms, reporting systems and AI-assisted tools capable of identifying patterns and summarising information (Dwivedi et al., 2023). Nevertheless, technology supports rather than replaces human expertise, as interpretation and judgement remain dependent upon employees (Becerra-Fernandez & Sabherwal, 2024).

[bookmark: _Toc231149772]Knowledge Storage

Knowledge storage aims to preserve information and expertise so that it remains accessible over time. Within the fulfilment centre, information is retained through operational systems including FC Research, Equipe, FCLM, Slack and the internal knowledge repository described in Appendix B. These systems support continuity and decision making by providing access to process information, operational records and performance data.

However, effective storage depends not only upon retaining information but also upon ensuring that employees can locate and apply it when required (Cerchione et al., 2023). Information dispersed across multiple systems may create fragmentation reducing accessibility and increasing the time required to locate relevant knowledge (Santoro et al., 2021). The internal repository provides a useful example, as the value of stored information is influenced by content quality, maintenance and search functionality.

AI-assisted retrieval tools may improve accessibility by enabling users to locate information through natural-language queries (Dwivedi et al., 2023). However, technology cannot compensate for outdated or inaccurate information. Therefore, effective storage requires repositories to remain accurate, accessible and relevant rather than simply comprehensive.


[bookmark: _Toc231149773]Knowledge Dissemination and Implementation

Knowledge only becomes valuable when it is shared and applied. Within the fulfilment centre, knowledge is disseminated through formal channels such as start-up briefings, huddles, scanner messages, ACID screens, Slack and management meetings, alongside informal interactions between associates, learning ambassadors and peer trainers. Communication pathways are illustrated in Appendix C.

Whilst multiple communication channels increase access to information, they do not necessarily guarantee knowledge transfer. Information can be distributed rapidly, yet employees may still require explanation, context and discussion before knowledge can be applied effectively (Nonaka, 1994). This distinction is particularly important within operational environments where procedural changes must be understood consistently across departments and shifts.

Learning ambassadors and experienced associates play an important role in translating information into practical understanding through coaching and workplace support (Serenko, 2023). However, reliance on informal knowledge-sharing practices may create vulnerabilities if expertise becomes concentrated within a small number of individuals.

The implementation of knowledge presents a further challenge. Successfully communicating knowledge does not guarantee behavioural change or operational improvement (Donate & de Pablo, 2015). For this reason, knowledge management should focus not only on the transfer of information but also on ensuring that knowledge is understood, retained and applied consistently. While collaborative technologies and AI-assisted systems can support this process, effective implementation continues to depend upon human interaction, judgement and workplace experience.

[bookmark: _Toc231149774]Current Knowledge Assets and Challenges

Before developing a knowledge management framework, it is necessary to identify the knowledge resources currently available within the department and the challenges affecting their use. Knowledge assets contribute to the creation, retention and application of expertise, whilst weaknesses in their management may limit organisational learning and performance (Kianto et al., 2022).
[bookmark: _Toc231149775]Human Knowledge Assets

One of the department's most valuable assets is the experience held by employees. Experienced associates, learning ambassadors and peer trainers possess practical understanding of inventory management, quality investigations and problem solving that extends beyond documented procedures. This expertise supports workplace learning and enables employees to identify patterns, anomalies and operational issues that may not be immediately visible through formal reporting systems (Serenko, 2023).

However, this reliance upon individual expertise also creates vulnerabilities. As demonstrated by the leadership transition described in Appendix A, aspects of decision making, prioritisation and operational judgement remained dependent upon personal experience rather than formal knowledge-capture processes. Similar challenges have been identified within the literature, which suggests that businesses frequently underestimate the extent to which critical expertise remains embedded within individuals (Durst & Zieba, 2020).

[bookmark: _Toc231149776]Structural Knowledge Assets

The department also benefits from extensive structural knowledge assets, including standard operating procedures, training materials, operational guidance and systems such as FC Research, Equipe and FCLM. These resources support consistency, provide access to operational information and reduce reliance upon individual memory (Dalkir, 2017).

Despite these strengths, the effectiveness of structural assets depends upon accessibility and usability. Information distributed across multiple systems may become fragmented, making it more difficult for employees to locate relevant resources (Santoro et al., 2021). The internal repository discussed in Appendix B illustrates this challenge. While substantial information is available, searchability, maintenance and content quality may affect its practical value.

[bookmark: _Toc231149777]Communication Assets

Communication channels represent a further knowledge asset. Start-up briefings, huddles, scanner messages, Slack, Kaizen boards and Gemba walks facilitate the movement of information across departments and shifts. These mechanisms support knowledge exchange and help employees remain informed about operational priorities. Communication pathways within the fulfilment centre are illustrated in Appendix C.

However, the existence of multiple communication channels does not necessarily guarantee effective knowledge transfer. Information may lose context as it passes through different levels of the business, while employees operating within information-rich environments may experience information overload (Razmerita et al., 2016). Therefore, access to information does not always result in improved understanding or application.

[bookmark: _Toc231149778]Key Challenges

The primary challenges affecting knowledge management within the department relate to knowledge retention, accessibility and implementation rather than the availability of information itself. Valuable expertise remains concentrated within experienced employees, while information is distributed across numerous systems and communication channels. These factors increase the risk of knowledge loss, inconsistent knowledge transfer and difficulties locating relevant information when required.

Recent technological developments, including AI-assisted reporting and information retrieval tools, offer opportunities to improve accessibility and support decision making (Dwivedi et al., 2023). However, technology cannot replace human judgement or compensate for poor-quality information. Effective knowledge management therefore requires a balance between technological solutions and workplace practices that encourage the capture, sharing and application of expertise (Becerra-Fernandez & Sabherwal, 2024).

Overall, the department possesses substantial knowledge resources supported by experienced employees, established systems and extensive communication networks. However, opportunities remain to improve the retention, accessibility and transfer of expertise. These observations provide the rationale for the proposed knowledge management framework presented in the following section.




[bookmark: _Toc231149779]Proposed Knowledge Management Framework

The analysis of current knowledge assets and challenges indicates that the department would benefit from a more structured approach to knowledge retention, sharing and utilisation. Thus, a six-stage knowledge management framework is proposed to strengthen existing practices, reduce the risk of knowledge loss and support continuous improvement.

[bookmark: _Toc231149780]Stage One: Knowledge Identification

The first stage involves identifying knowledge that is critical to departmental performance, particularly expertise relating to inventory accuracy, quality assurance, problem solving and operational decision making. Particular attention should be given to experienced associates, learning ambassadors and departmental leaders, whose knowledge may not be fully documented (Serenko, 2023).

[bookmark: _Toc231149781]Stage Two: Knowledge Capture

Once critical knowledge has been identified, mechanisms are required to preserve it. This could include structured handovers, lessons learned summaries, process maps and recorded walkthroughs. Such approaches reduce reliance on informal knowledge transfer and support continuity during role changes or employee departures (Durst & Zieba, 2020).

[bookmark: _Toc231149782]Stage Three: Knowledge Storage

The department already possesses multiple systems capable of storing information. Therefore, the objective should be to improve the accessibility, accuracy and maintenance of existing resources rather than create additional repositories. Regular content reviews and clear ownership responsibilities would help ensure that stored knowledge remains relevant and accessible (Razmerita et al., 2016).


[bookmark: _Toc231149783]Stage Four: Knowledge Sharing

Knowledge sharing should be embedded within existing practices such as briefings, huddles, coaching activities and cross-functional communication. Periodic knowledge-sharing sessions focused on operational challenges and lessons learned may further encourage the exchange of practical expertise and support workplace learning (Bratianu & Bejinaru, 2020).

[bookmark: _Toc231149784]Stage Five: Knowledge Application

Knowledge management should support operational improvement rather than just information retention. Employees should be encouraged to apply lessons learned through activities such as quality investigations, Kaizen initiatives and problem-solving exercises. Linking knowledge-sharing activities to operational outcomes may improve engagement and demonstrate their practical value (Cerchione et al., 2023).

[bookmark: _Toc231149785]Stage Six: Review and Continuous Improvement

The final stage involves evaluating the effectiveness of knowledge management practices and identifying opportunities for improvement. Regular reviews should assess whether knowledge is being captured, shared and applied effectively, whilst also considering the potential benefits of emerging technologies and changing operational requirements.

Overall, the framework focuses on strengthening existing practices rather than introducing entirely new systems. By improving the identification, capture, storage, sharing and application of knowledge, the department can reduce vulnerability to knowledge loss while supporting long-term operational performance and continuous improvement.

[bookmark: _Toc231149786]Key Performance Indicators

The successful implementation of a knowledge management framework requires measurable outcomes. Key Performance Indicators (KPIs) provide a means of evaluating whether knowledge is being captured, shared and applied effectively while supporting evidence-based decision making (Parmenter, 2020). To avoid focusing solely on activity rather than outcomes, the proposed KPIs assess both knowledge management processes and operational performance (Kianto et al., 2022).

[bookmark: _Toc231149787]Training and Knowledge Transfer Effectiveness

Training effectiveness should be assessed using the department's existing post-training evaluations, including written assessments, multiple-choice tests and scenario-based exercises. This KPI measures whether training has resulted in genuine knowledge transfer rather than simple attendance (Serenko, 2023).

Target: Minimum assessment score of 90%, with retraining required where the standard is not achieved.

[bookmark: _Toc231149788]Inventory Accuracy (IRDR and DPMO)

Inventory accuracy provides a direct measure of how effectively operational knowledge is being applied. Through the IRDR process, inventory locations are audited by associates who have maintained quality performance above 99.8% over the previous six weeks. Results are converted into Defects Per Million Opportunities (DPMO), providing an indication of overall inventory health.

Recurring defects may indicate weaknesses in training, process compliance or knowledge transfer, while improvements suggest effective application of workplace expertise.

Target: Maintain DPMO below 10,000 and achieve continuous improvement in inventory accuracy.

[bookmark: _Toc231149789]Error Reduction and Corrective Action Effectiveness

This KPI evaluates whether lessons learned from audits, investigations and problem-solving activities are translated into operational improvements. Weekly monitoring of recurring errors provides a practical measure of organisational learning and knowledge application (Kianto et al., 2022).

Target: Continuous week-on-week reduction in recurring errors, with corrective actions implemented as quickly as practicable.

[bookmark: _Toc231149790]Associate Engagement and Feedback Participation

Knowledge-sharing cultures depend upon employee participation, communication and trust (Bratianu & Bejinaru, 2020). Scanner-based engagement surveys provide a valuable source of feedback regarding workplace satisfaction, leadership support and access to assistance.

Whilst primarily an engagement measure, this KPI may also highlight barriers to knowledge sharing, retention and communication. High dissatisfaction can contribute to turnover, increasing the risk of knowledge loss.

Target: Maintain positive engagement scores and demonstrate improvement in identified areas of concern.

[bookmark: _Toc231149791]Knowledge Repository Review Compliance

The final KPI measures whether knowledge resources are reviewed and updated within agreed review periods. Knowledge repositories lose value when information becomes outdated, duplicated or inaccurate (Razmerita et al., 2016). Regular review helps maintain information quality and user confidence.

Target: 100% annual review compliance for identified knowledge resources.

Taken collectively, these KPIs provide a balanced approach to measuring knowledge management effectiveness by assessing learning, knowledge retention, operational performance, employee engagement and information quality.





[bookmark: _Toc231149792]Information Requirements and Information Governance

Effective knowledge management depends upon the availability of accurate, relevant and accessible information. The value of information is determined not by its volume, but by its ability to support decision making and operational objectives (Jennex, 2021). As a consequence, businesses must identify both the information required to support performance and the mechanisms needed to ensure that information remains reliable and secure.

[bookmark: _Toc231149793]Information Requirements

Within the case study department, information requirements can be grouped into five broad categories: inventory, quality, productivity, workforce and safety information. Inventory data generated through counts, audits and IRDR activities supports stock accuracy and inventory health. Quality information derived from defect investigations, Gatekeeper activities and problem-solving processes helps identify recurring issues and opportunities for improvement. Productivity information provided through systems such as Equipe supports workforce planning and operational monitoring, whilst workforce information relating to training, competency, attendance and employee feedback assists with resource allocation and capability development. Safety information, including incident reports and near-miss reporting, supports risk management and regulatory compliance.

Although each category serves a different purpose, all contribute to informed decision making. However, information only becomes valuable when it is interpreted and applied effectively. Excessive, inaccurate or poorly contextualised information may hinder rather than support decision making, reinforcing the importance of effective knowledge management processes (Cerchione et al., 2023). The challenge is therefore not simply obtaining information, but ensuring that the right information is available to the right people at the appropriate time.


[bookmark: _Toc231149794]Protecting Information Assets

The effectiveness of knowledge management depends upon the quality, security and availability of information. The Confidentiality, Integrity and Availability (CIA) framework provides a useful structure for understanding these requirements (Von Solms & Van Niekerk, 2013).

Confidentiality ensures that information is accessible only to authorised individuals. This is particularly important for workforce records, operational reports and other sensitive information. Access controls and compliance with data protection requirements help reduce the risk of inappropriate disclosure (Information Commissioner's Office, 2024).

Integrity concerns the accuracy and reliability of information. Within fulfilment centre operations, inaccurate inventory records or quality data may result in flawed decisions and ineffective corrective actions. Processes such as audits, quality checks and IRDR activities help verify the accuracy of information before it is used to support operational decisions (Jennex, 2021).

Availability ensures that information can be accessed when required. Information that is difficult to locate, fragmented across multiple systems or maintained poorly has limited practical value regardless of its quality. This reinforces the importance of accessible repositories and effective search functionality (Razmerita et al., 2016).

While the CIA framework remains relevant, contemporary knowledge management also requires consideration of emerging technologies. AI-assisted tools can improve access to information and support trend analysis, but concerns remain regarding data quality, transparency and the reliability of automated outputs (Dwivedi et al., 2023). Consequently, technology should support rather than replace human judgement, with appropriate oversight mechanisms used to verify AI-generated recommendations (Becerra-Fernandez & Sabherwal, 2024).

Overall, effective information governance requires more than protecting information from unauthorised access. It also involves maintaining accuracy, ensuring accessibility and establishing confidence in the information used to support decisions. These requirements are essential because knowledge can only contribute to operational performance when the information upon which it is based remains reliable, secure and available.

[bookmark: _Toc231149795]Conclusion

Knowledge management is essential within fulfilment centre operations because it enables information to be transformed into practical knowledge that supports decision making, operational performance and continuous improvement. This report demonstrated that effective knowledge management extends beyond the storage of information and depends upon the ability to identify, retain, share and apply workplace expertise.

The findings highlighted the importance of both explicit and tacit knowledge, showing that while systems, procedures and repositories support knowledge retention, valuable expertise often remains embedded within employee experience. Analysis of the case study department identified strengths including established information systems, communication channels and experienced personnel, alongside challenges relating to knowledge retention, accessibility and transfer.

To address these challenges, a six-stage knowledge management framework was proposed, focusing on knowledge identification, capture, storage, sharing, application and continuous improvement. The framework seeks to strengthen existing practices rather than introduce entirely new systems.

Ultimately, effective knowledge management should be viewed as an ongoing process that supports operational resilience, workplace learning and the long-term retention of valuable expertise.
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Leadership Transition within the ICQA Department

An experienced Inventory Control and Quality Assurance (ICQA) departmental lead transferred to another department within the fulfilment centre. A replacement was selected to assume responsibility for the role on an alternative shift pattern.

Prior to the transfer, a short handover period was provided. During this time, the departing lead demonstrated routine duties, explained daily responsibilities and showed how key operational tasks were completed. Additional support was also provided by another lead working a different shift pattern.

No formal handover document, decision-making guide or role-specific knowledge repository was provided during the transition. Training was based primarily upon observation, discussion and practical demonstration of routine activities.

Following the transition, responsibility for the role was assumed by the replacement lead. As operational situations arose that had not been encountered during the handover period, solutions were developed through consultation with colleagues, reference to existing systems and procedures, and the application of knowledge gained from previous operational experience.
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Internal Knowledge Repository

The fulfilment centre has access to an internal knowledge repository used across Amazon operations. The repository contains information relating to operational processes, troubleshooting guidance, system explanations, error messages and procedural documentation.

The repository can be accessed through an internal search function. Employees can search for information using keywords relating to a process, tool, system or operational issue. Search results typically return a list of articles or guidance documents associated with the search term entered.

Information contained within the repository covers a wide range of topics and may include process instructions, explanations of operational terminology, descriptions of system functions, troubleshooting guides and responses to commonly encountered issues.

The repository is available to employees requiring information relating to operational activities and is intended to support problem solving, process understanding and access to workplace information.
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