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Introduction
knowledge enlightens us and helps us make wise decisions, discover an It is no doubt, while in pandemic some company took advantage of the difficult time. This report will look into the effectiveness of knowledge and information management culture within Amazon and how knowledge asset has been maintained effectively in customer relationship management. Secondly, to evaluate the knowledge and information management of Amazon. Furthermore, effective creation, storing, sharing application, and integration of information is an essential requirement for good knowledge management development practices. Lastly,  an evaluation of Amazon knowledge asset and customer relationship management will be conducted in the report. Potential challenges are mentioned, and recommendations were offered to tackle them and strengthen amazon knowledge management practice from acquisition, retention, and dissemination. With the increase in awareness of the benefit from the online transaction of goods and services for the consumer, there is an increasing demand for high-quality services in a convenient form. To meet these demands, the industry has to focus on developing the management of knowledge and information culture and creating knowledge asset and effective customer relationship within the organisation.  
In this report, the knowledge and information management report is being carried out on Amazon. In the year 1994, on July 5, Jeff Benzos, initially incorporated the company with the name Cadabra Incorporation. After some months later, he changed the name to Amazon. Amazon is one of the fastest Internet-based enterprise that sells various types of goods, such as music, books, housewares, movies, electronics, toys, and many others, either directly or as the middleman between different customers. It also renders web services such as renting data storage and computing resources, so-called "cloud computing" over the Internet. Hall, (2020). Its online presence is such that, in 2012, 1 percentage of all Internet traffic in North America travelled in and out of Amazon data centres. Amazon also has over forty subsidiaries; Kiva Systems (now Amazon Robotics), Audible, Diapers.com, Goodreads, Shopbop, Teachstreet, Twitch and Zappos. Amazon total asset was about US$321.2 billion in 2020; total equity was US$93.404 billion in 2020, and its operating income was US$22.9 billion in 2020. 
In this report, some models are used, such as the SECI model, the choo sense-making knowledge management model and the wiig model. A knowledge management framework will also be used to evaluate the knowledge asset management of Amazon. The 4D knowledge management technique hire other thinking (HOT) and knowledge management framework, for example, knowledge acquisition, retention and dissemination. 




 
Amazon background
 The company was created  on July 5, 1994, by Bezos, and was initially called Cadabra and after some months later he changed the name to Amazon.com Inc because a lawyer misheard its original name as "cadaver"as a result of what Jeff Bezos called his "regret organisation framework. 
In September 1994, Bezos acquired the domain name relentless.com and considered naming his online store Relentless, but it sounded a bit sinister. The domain is still owned by Bezos and still redirects to the retailer. 
Amazon was choosenas the of the company because it was "exotic and different", just as he had envisioned for the letters it contain A and Z, and it was the biggest river in the world, and he planned to make his store the biggest bookstore in the world. Additionally, a name that began with "A" was preferred because it would probably be at the top of an alphabetised list.  
The of report internet future and growth made Bezos created a list of  products that could be marketable online. He narrowed the list to what he felt were the five most promising products, which included: compact discs, computer hardware, computer software, videos, and books. Bezos finally decided that his new business would sell books online because of the large worldwide demand for literature, the low unit price for books, and the huge number of titles available in print. Amazon warehouse started in the garage of Bezos' rented home in Bellevue, Washington. Bezos' parents believed in their child’s dream and invested almost $250,000 in the start-up. 
The company began online services in 1995, the first book that was sold on Amazon.com was Fluid Concepts and Creative Analogies
Bezos' unconventional business model could succeed. 

In 2011, Amazon had 30,000 employees in the US, and by the end of 2016, it had 180,000 employees. In 2014 Amazon failed when its launched phone that was  was meant to deliver live streaming options. This would also lead to the Fire Phone production being stopped the following year. Expert seen Amazon whole foods acquisition as a move to strengthen its hold to chanlenge Walmart supremacy as a formidable retailer. Amazon to own 49 per cent of the total American online spending in 2018, with two-thirds of Amazon's revenue from the US. Amazon ordered 20,000 Mercedes-Benz Sprinter Vans for the service in September 2018 and also added 12 antennas for the satellite data in the same year to make data transfer space easier and cheaper. 
                                                                                                Inside intelligent, 2020.

Knowledge management 
Knowledge Management is creating, sharing, using, and managing an organisation's knowledge and information (Girard, 2020). The primary reason for knowledge management is to improve the organisation efficiently and secure the organisation's knowledge. There are two types of knowledge, namely tacit and explicit knowledge. Knowledge management has become an asset to private and public sectors, either service-oriented or product-oriented, because every organisation is now knowledge-based. After all, it is an important strategic resource for the organisation. 
 
Tacit knowledge is not written, intuitive, and cannot be easily shared with people. For example, body language and innovative thinking. It is established that tacit knowledge resides in the minds of the people, in this context, senior and experienced employees are the ones in focus, "as long as they stayed in employment with an organisation, they remained competitive figures through effective decision-making, communication and contribution (Peterson, 2011). However, most companies focus on the codification of tacit knowledge in experienced employees to make it explicit knowledge. 
 
Explicit knowledge is codified or written knowledge that can be shared with others. For example, the user manual can be used to assemble components. In this case, the original owner's knowledge is being transferred through documents (user manual) to others to acquire and retain knowledge to assemble parts.           
 



Three significant components of knowledge management
According to Kana (2018), knowledge acquisition is a process of learning to acquire knowledge. Knowledge is acquired from different sources and places for undertaking various works and tasks for day-to-day life. It is because acquiring new phenomena, developing new approaches and techniques, and modifying existing knowledge and theories. Knowledge acquisition is a process of collecting data or information, on the one hand, and grasping, assimilating or analysing them for concept formation, clarification, formulating questions or understanding the problem to be solved or arriving at conclusions on the other hand (Mathew, 1985). This is an important activity for the organisation intellectual growth.
 
Knowledge retention is capturing knowledge and expertise, mainly those about to lost when employees retire or leave the organisation (Kim, 2005). The organisation bases their operations on knowledge; that is why capturing and storing knowledge is very important. In some cases, retention starts from data collection, data analysis, data transformation to information, and converted to knowledge. Some capture knowledge through social activities—for example, seminar, workshop, conference, mentoring, and other training or knowledge acquisition exercises. Reorganisation can lead to a loss of knowledge if not properly stored, and it is important to store it in a secure database. It is good to retain knowledge because it can be reused, it saves as a basis for organisational operations and can be referred to whenever necessary.

Importance of knowledge management 
the emergence of knowledge base economies has emphasised effective management of knowledge (Omotayo, 2015). Knowledge management can be defined as collecting elicit knowledge and converting it into codified form to share it across the organisation. ( ).  Knowledge management is important because it promotes an integrated approach to identifying, capturing, evaluating, retrieving, and sharing all enterprise information assets. The asset could be documents, procedures, and databases; I captured expertise and experienced employees (Micheal,2018). Knowledge management is what the economic system expert uses to build tools and techniques to collect data from the elementary stage to sharing the stage. Knowledge management helps Amazon to fuel its development capabilities. For example, it helps assess employees of what training they need to improve their knowledge and skills for the organisation's overall development. Amazon knowledge management is important because it cannot be imitated; it was formed through a unique pattern of interaction between technology, techniques and people base on organisation culture and in alignment with the goals of Amazon.  
 
How KM helps the organisations in satisfying customers and achieving competitive advantage.
(1)  Knowledge management is important because it is used to create knowledge for an organisation to develop novel, practical ideas, and solutions for customer satisfaction (Marakas, 1999, p. 440). For example, Amazon reconfigured and recombined technological interactions to create new realities and meaning, such as customers' needs, customers profile, and shopping history. 
(2)  Knowledge presentation starts within the organisation the use of technology such as,  and down to the public (customers). Amazon, for example, presents the information to different relevant departments and the customer through one platform. Amazon does this because they consider the customer first. 
(3)  Knowledge management helps organisations create a culture "to direct individual’s knowledge for the organisational purposes. For example, an organisation develop and nurture an environment of knowledge sharing, transformation and integration between the members through knowledge management. However, allowing interaction between people, technology, and techniques and maintain swift balance in management activities will help the organisation in satisfying the customer and achieving competitive advantage.
(4) ,  It helps customers accomplish their goals in an intuitive and personalized way, it would add even more value to the experience.
  
 
Since the emergence of knowledge management in the 80s, it has undoubtedly helped organisations in customer satisfaction and market competitiveness. The emergence of knowledge management allows the organisation to develop strategy across the entire customer journey, starting with customer acquisition through transaction and aftercare. Every part of the business empathises with the customer and focuses on giving them the best possible experience. Second, it transforms the goal of solely focusing on delivering a great product to enriching the customer experience in every possible interaction. The underlying factor that made this possible is technology, which is now used to interact with customers 24/7 to close the communication gap between the customers and the company. Knowledge management has levelled the playing ground between the small and big organisations to reach customers in the same space through technology to destroy the barriers. For example, knowledge management was used to launch Monzo online bank in 2015, which has over 2million customers and their focus on customer satisfaction gave an edge to compete with other banks (Valentine, 2019)

Evaluation of Knowledge and Information Management Models/theories
The emergence of the information age has made it essential for knowledge to play a crucial role in an organisational process of knowledge circle to take advantage of the market competition. Knowledge can be embedded in products and services concept in the tacit organisation's knowledge base. For example, the SECI model discussed the two knowledge (tacit and explicit knowledge), which has four components: socialisation, externalisation, combination, and internalisation. Socialisation creates knowledge through interaction in and outside the company by acquiring and transferring tacit knowledge among individuals (tacit to tacit).  Externalisation articulates the acquired knowledge through reflection and dialogue and translation of knowledge among the groups (tacit to explicit). Combination, application of explicit knowledge and information gathered from in and out of the company and integration, diffusion, editing and transferring of the knowledge among the organisation's employees (explicit to explicit). Internalisation is converting explicit knowledge into tacit knowledge to review and learn previously captured experience (manual and documentation) for technical know-how.  In making both employees and customer aware of products and services, "it is essential to identify which knowledge-based capabilities and resources are significant to the company and how much the capabilities and resources support its market position" (Leszynski, 2021) to create awareness for the people. First, organisations use the website to acquire tacit knowledge among individuals by interacting with the customers through feedback, customer review, and other communication platforms to socialise and acquire customer's knowledge in terms of customer's expectation of the products and services.  The organisation will then share the tacit knowledge (internalise) among the head of relevant departments through a management information system (MIS) to create organisational knowledge (knowledge asset or intellectual property). For example, as the chief executive officer or managing director dialogue on this forum, their tacit knowledge will inform individual and collective operation practices using a management information system (MIS). Based on the analysis and measure created, the head of departments will be applied to the product concept, design, and brand equity to meet the customer demand. The organisation will systemise and package the explicit knowledge (documents, specs, and manuals) by retaining and storing it in the organisation database. The flood of online orders propelled Amazon to record sales during the second quarter. It then spent billions on coronavirus-related investments like safety gear for workers and its internal testing initiative, called Project Ultraviolet. To have the legal right (secure) on the systemic method of service and products, the company will register the patents and license them. All the action taken will be routinised and embedded in the organisational culture and practices. Hence, after all the processes will then place it inform of advert with sufficient relevant information on their website for customer’s awareness. Management information systems aids an organisation and its system to integrate in an effective and efficient manner to bring out the synergy between the interactions of the people and information systems (Demir, 2017). 
      
 




SECI Model, four categories knowledge asset
	Socialisation (tacit – tacit)
  
· Acuminating tacit knowledge in and out of the company.
· Transferring tacit knowledge among individuals.
	Externalisation (tacit – explicit)

· Conceptualisation of the product.
· Product and service design.
· Branding.

	Internalisation (explicit – tacit)

· Learning and acquiring new tacit knowledge in practice.
·  Imitation, reproduction, and replication.
· Experimentation. 
	Combination (explicit – explicit)

Systemisation and packaging of explicit knowledge.
Documentation, specification and manual (Retention).
Database (Storing).
Patent and licensing (Securing) 



Table 1.1
(Nonaka, 1995).

Implementation of knowledge management is one of the tremendous success that has ever happen to the online enterprise. The introduction of a knowledge management system into business process and analysis has played a vital role in acquiring, conceptualising, systemising, simulating, and experimenting with knowledge. In the case of Amazon, it operates a two-way information management software, simple storage and web service connected to the Amazon database. Simple storage is the office automation system that promotes sharing and workflow within the company. For example, groupware, document imaging process and workflow management system are used within Amazon organisation help workers performance and improve the productivity.  The web service allows the customer to access online platforms and create user accounts and personalise their profiles for an efficient transaction process. The robust web (AWS) allows different functionalities such as customer relationship management (CRM), enterprise resource planning (ERP) management information system.




Importance of knowledge management in Amazon standard operation.    
In the E commerce industry Amazon has now become and household name and a model for the small online enterprise. This was because of introduction of dynamic knowledge management concept created by the company to achieve all possibilities in business space. Knowledge management increasingly important in Amazon because the customer demands are more than what the company can management with conventional approach. The customer’s demand automatically increase Amazon standard operation procedure company focus on customer satisfaction that is, “the ability of its customer to find what they want, when they want it, in an intuititve way” (Rosenberg, 2014) through their friendly customer service such as, CRM which allows the consumer to register and shop online with ease. The customer can also Personalised their profile to efficiently improve the transaction processes and the same with the contents to help the organisation track the action of users in surfing session. The Amazon web services is capable of performing without failure under a wide range features such as reliability, scalable, security and efficiency in delivery of business processes and it has earn Amazon customer loyalty.  
The transaction processing system of Amazon is a vita component that helps customer to purchase securely through distinct feature (1 – click purchase).  The Amazon information management consolidated the functionalities of intelligent recommendation system to analyse customer’s history search and recommend a similar product through the process called data mining. The oracle database management system runs all information collected from the web service through enterprise resource management system.  highly interactive system in most cases increase customer satisfaction. Customer relation management system is a key element in the Amazon information system that contribute great improvement to the company in the past years. It also collect credit card formation, order information transaction history through designed sorting algorithm that store sensitive customer profile. Lastly, the Customer Relation Management system also collects information on customer feedback, queries, and product reviews to improve scalability and efficiency. It helps customers accomplish their goals in an intuitive and personalized way, it would add even more value to the experience.      
Amazon has been able to achieve so much over the years through standard operating procedure for example, office automation system is a management information system that makes Amazon to achieve effective communication, collaboration and coordination among the workers. The operating procedure systematically reduce the customer’s pressure on the customer service center. Amazon made tremendeous achievement in the area of logistic and delivery especially it prime service. 

Recommendation
Amazon.com should gear towards improving its Web-based Information System. however this is structure that centralise it interaction with all the stakeholders. Such an important area must constantly improve on to maintain a sustainable standard operating system. 
Adversably, Amazon facial recognition system relationship with the government security agencies should not be made public because every human being has criminal instinct and this might make them feel insecure to patronise Amazon by registering their profile on the Amazon web service (AWS).
In any organisation the role of workers are very key because no matter how the automated the system is workers are still needed to carry out some activities to run the system. Amazon should devise a means to answer the worker quest amicably by creating a separate unit in the existing human resource department to do justice, otherwise it will course the company to pay a huge amount of money as compensation in the future.  

Conclusion 
Its shows clearly the knowledge management is the bedrock of E commerce operational services because it has brought treamedeous improvement to the industry in the recent year up till date. The report emphasised on general knowledge management of organisation and also used Amazon as a case study to elaborate the report. SECI model was used to evaluate the knowledge management uses by Amazon to carry out its operation in order to satisfy the customer and to meet the market competitiveness. Recommendations were made to help Amazon close the gaps in its operation for future benefit.
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