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[bookmark: _Toc81501666][bookmark: _Toc81570381][bookmark: _Toc82163694]Executive Summary

This assignment will include the definition of knowledge management and what is it. Also, the Japanese model by Nonaka and Takeuchi, therefore the tacit and explicit knowledge. Brief introduction of Amazon will be mentioned, also how the company managed to increase its profit during Covid -19. What the company secret what other companies does not. Knowledge and Information Management models / theories will be discussed. The evaluation of Amazon also, the areas what Amazon can improve in the future will be delivered to the reader.
[bookmark: _Toc81501667][bookmark: _Toc81570382][bookmark: _Toc82163695]Introduction of Amazon

The organization what was given to write about, is the Amazon. The founder of Amazon is Jeff Bezos, who has started his business with selling only books but later has been expanded to sell electronics, software, video games, furniture etc.   Jeff Bezos’s parents helped to start the company with 250.000. The first month the sale was 20.000 per week.  In 2020 Amazon net revenue was 386.86 billion. Amazon is a multinational technology company. Based in Seattle, Washington.  There is a website called www.amazon.com and is very popular, by serving customers all around the world.  Nowadays Amazon is one the most successful e-commerce company in the world. With its online shopping became popular during Covid -19. The biggest online retailer company. Amazon provide a platform for sellers to sell they product with a small fee to use the website. In 2004 with ‘’ Supply Chain System’’ was successful (Jenkinson 2005, Business week 2003). The company tries to be everywhere in the world with its services and still desire to grow. At Amazon you can find every type of items.

1. [bookmark: _Toc81501668][bookmark: _Toc81570383][bookmark: _Toc82163696]Definition of Knowledge management

There are more than 100 meanings about knowledge management, but the classic and most cited definitions are: ‘’ Knowledge management is a conscious strategy of getting the right knowledge to the right people at the right time and assist people share and put information into action in ways that strive to improve organizational performance (O’Dell & Grayson, 1998).
The other definition what was analysed by researchers, says:  Knowledge management is explicit and systematic management of process enabling vital individual and collective resources to be identified, stored, shared, and used for benefit. (Serrat, 2009)
If we look at education view the knowledge management is a process of capturing and storing information and making available to others. (Database or knowledge base). (‘’knowledge management, An e-learning glossary’’, 2014).
Knowledge management is a process of creating, using, sharing, and dealing the knowledge and information of an organization. also is the management process of creating sharing and using organizational information and knowledge.
We live in a globalized world, fast information transfer across large geographic areas, where technology the winner. Today the new competitive advantage is the knowledge. The knowledge-based economies require the Knowledge Management (KM) good practices be put in place to improve organization effectiveness. 
The HR Magazine (2009) says: ‘’firm’s competitive advantage depends on its knowledge: on what it knows, how it uses and how fast it can know something new’’.
KM is an organization’s strategy, structures, and processes what the organization can use and create economic and social value for its clients and community. KM is an important fact for an organization survival.  KM allow organizations to recognize, create, alter, and deliver knowledge. According to Riege (2007), organizations who effectively manage and transfer their knowledge are more innovative and perform better.
1.1 [bookmark: _Toc82163697][bookmark: _Toc81570384]Knowledge management in the organization and competitive advantage.

An effective Knowledge Management provide the companies a competitive edge. For instance: Amazon store, categorize and manage their vast quantities of information is their greatest competitive advantage. Also, KM responsible about what the organization knows, where that knowledge is located, also the knowledge is stored on paper or on documents. KM assist companies learn from the past mistakes or even successes. Focus on knowledge as an actual asset rather than as something is intangible. Information System what Amazon uses is also achieve competitive advantage. The strong relationship what Amazon built with customers by keeping records from the past purchase can allow them to recommend new products to the customers what might interested them. KM also helps the companies drive strategy, solve problem in shorter time, spreads practises. However, KM is essential to the organization to stay ahead of the competition and build organizational memory.


 
2. [bookmark: _Toc81501669][bookmark: _Toc81570385][bookmark: _Toc82163698] Models and theories of Knowledge and Information 

There is a ‘’Nonaka- Takeuchi’’ model, is about obtaining creativity and innovation. The knowledge usually starts from the individual knowledge what means mostly tacit, and after will become organizational knowledge. The Nonaka model availability could find in every organization. The SECI model (Nonaka and Takeuchi, 1996) outlines four types.
Socialization: which comes from tacit-to-tacit knowledge. This means to capture knowledge through direct contact with people. The people passing the knowledge, for instance: the teacher transmits the knowledge to students such as ‘’brainstorm ‘’ meetings in organizations.
Externalization: is from tacit knowledge to explicit knowledge. This happens when a person’s knowledge is converted into understandable and can expressed by others. 
Combination: Is from explicit knowledge -to-explicit knowledge. It happens when people or groups swap and syndicate their different knowledge through social connections. According to Nonaka and Konno (1998) this change can be   three processes: collecting and syndicate externalized knowledge (face to face meeting).
Internalization: is from explicit to tacit knowledge. It lets to learn through action (Jasinska, 2015, p. 98).
Mentioning the Wiig model is representing the useful and valuable knowledge what is organized. The Wiig KM Cycle (1993) focuses on three elements what necessary for an organization to be successful. The first element is product/ services and customers. The second one is resources such as people, capital, and facilities. The third one is the act, which emphasized in the Wiig KM cycle. If we have improved knowledge, we know what to do best and how to do it. Collaborate is involving each other the best knowledge can be available. (p.51) Also the Wiig KM cycle shows how the knowledge built and used as person or as organizations. 
The key to success called Knowledge. According to Davidson & Voss (2002), knowledge management is one of the most important activities to an organization must familiarize.  

[image: ]
Source: Knowledge Management Cycle, Source: McIntyre, Gauvin and Waruszynski, 2003
The Knowledge management has six steps.
1.Share and Learn, 2. Create, 3. Capture and Acquire, 4. Organize, 5. Access, search and disseminate, 6. Use and Discover.
The key to Knowledge management is sharing of knowledge can increase the innovation and improves the overall quality of work. Also, helps organizations the employee’s development and their overall efficiency at work. Also, the KMC (Knowledge management cycle) interesting since the distinction of several phases allows the further analysis of requirements for support of KM activity in each phase. According to Nissen et al (2000) and Hahn and Subramani (2000) research that they investigate these aspects.

2.1 [bookmark: _Toc82163699][bookmark: _Toc81501670][bookmark: _Toc81570386]KM represent important factors such as creating, sharing, and exchanging 

Knowledge management focus on social system such as employees training and motivation. According to the Knowledge management professionals such as Muller – Prothmann (2006) define ‘’ knowledge sharing’’ the biggest challenge for the future also ‘’ personal network and communities’’ the most important KM concept.


The important factors why we need Knowledge management for the organizational survival, competitive differentiation, globalization effects and aging workforce.  KM become important, marketplace is increasingly competitive, and the innovation is rising. The best way to use knowledge management is the process of using, creating, and sharing information.  According to Dul, Ceylan and Jaspers (2011) development and creation of knowledge is an important feature of KM, also is fundamental of any businesses. Knowledge creation can appear in many forms such as formal training or talking with people with similar interests, also, data mining activities. According to Hislop (2013) the ability to create knowledge and produce a competitive advantage is essential for any organization. it is necessary fact that organizations must use their knowledge effectively, another word is retrieval. Therefore, is vital time on resources also dealing, resolving the organization’s knowledge. 

[image: Creation Process: Knowledge Creation, Invention, and Innovation | by Stan  Garfield | Medium]

SECI model by Nonaka and Takeushi is describes the process of creating knowledge and how it is transferred from the smallest part of the organization. The company called Amazon uses SECI model. SECI framework is used to analyse knowledge creation and transfer information. The knowledge Transfer continuum can be built upon the SECI framework. Nonaka’s (1994) SECI model identifies four types of knowledge. Socialization, Externalization, Combination, and Internalization. (SECI) This framework allows the organization to anticipate and resolve the gaps in the process exit.

[bookmark: _Toc81570387][bookmark: _Toc82163700][bookmark: _Toc81501672]2.2 Amazon uses Knowledge Management 

 Knowledge management is important not just for amazon but every organization. The reason is because storing, collecting, sharing explicit, tacit, and implicit information to people. KM techniques what Amazon uses, such as Alexa created by Amazon, made contract to have information about clinical terms that people can ask. E- Learning field what Amazon uses, by approaching the relationship between clients and information. Amazon one of the most successful ecommerce companies and determined to satisfy their customers quickly and easily to find the products what they are looking for, where the KM helps.  There are many ways how KM values their customers such as one portal, one interface which means what we purchase from Amazon is everything on the same portal for instance: books, electronics, clothing etc. Consistent presentation which means is from products specifications to reviews, display information for every product in the same way in the same order. Modular content as organize every page on Amazon in easy-to-read sections, this allows amazon employees to quickly access the content what they need and saving time. Is about finding not searching. Mobility and Crowdsourcing, the website Amazon.com and the mobile app is available with no restriction to business hours, also available for clients to sue anytime and anywhere (Learning Solutions). Subscriptions, alert, and reminders like ask the system to remind you about product or service. Join the subscription list for regular updates. The advantage is combines with personalization the KM system can improve productivity and awareness of new information without repetitive and exhausting hunts. Innovation, Amazon on its way to another innovation such as capturing food/ grocery market where customer use the app to enter the store, pick up the items what they like and check out. For instance: Prime, Prime Air service its still under development, but these drones would allow the customers to receive their products within 30 minutes of purchase at their doorstep. (thinkmonsters).  Alexa, Kindle, one click purchases, dash button. Feedback which shows how the company values its customer thoughts. Feedback can find on the product’s front page and gives readers many ways to analyse the information. Even allows readers or buyers to rate the reviewers. One of the most effective ways to evaluate KM effectiveness. 

[bookmark: _Toc81501673][bookmark: _Toc81570388][bookmark: _Toc82163701]2.3 Evaluate Amazon company

Amazon simply brilliant but not because can manage the content well but keeping their users by regulate their needs and interests, keeping them informed and connected by others.  Amazon has its web-based service which became perfect what none of the business have. In other word amazon.com it is genius. Amazon increase sales during Covid19, the reason is the offline shift changed to online and Amazon beneficiated from that, by increased demand its business lines such as online store, entertainment also cloud computing. Amazon gained more power against its competitors.  The total daily visits on amazon increased as well, between March 5 and March 31 9.4%). In Italy was the most successful during Covid-19. Sales rose by 9% and after 21%  
Amazon values customer obsession, long-term thinking, eagerness to invent also taking pride in operational excellence. According to Carr and Bryar (2021) ‘’Amazon has never wavered in its commitment to these four core principles’’. Covid-19 pandemic had a huge impact not only employees but communities worldwide. Because people could not go out during lockdown the e commerce and cloud computing increased and that is the reason of amazon increased. Amazon’s founder is Jeff Bezos, who already is wealthy got even richer. From March 18th and June 17th his wealth increased from $113.0 billion to $156.8 billion, and then to $ 182.6 billion as Amazon stock hit all- time highs in early July. Worth to mention the new technology makes sharing knowledge easier than before, but some culture even overly encourage individualism and ban cooperate work.  According to Agresti (2000) lack of ‘’ knowledge 90 culture’’ can be one obstacle to successful knowledge management.
[bookmark: _Toc81501674][bookmark: _Toc81570389][bookmark: _Toc82163702]3. Amazon’s potential knowledge management

Amazon with its management information system gained competitive advantage also effective management and information. In Amazon situation the MIS is started from the beginning till the end which means until the payment or delivery point. The company website section is different from its order system. MIS is crucial part in the development of the company (Weber, 2010). Customer Relationship management (CRM) became more noticeable among with E commerce organizations. The CRM goals the company in streamlining its information via marketing, technical assistance and offering service for customers. Amazon seems to grow two technologies such as Customer relationship management and information management. CRM used as to store personalized information and buying trends of its customers. 


[bookmark: _Toc81501675][bookmark: _Toc81570390][bookmark: _Toc82163703]3.1 Importance of Information System for Amazon

Not just for Amazon but in any organization the MIS tools important and assist with processes, intelligence, operations, and IT. The Management Information system deals with Data, also with information. MIS in Amazon is one of the biggest successes.   The Main MIS what Amazon developed is Amazon Web Service (AWS) and the Simple Storage Service (SS). With these system Amazon can maintain lots of products and millions of active customers.  Amazon Web Services (AWS) being more popular such as Netflix.  The AWS’s market share in cloud services was estimated at 33%, more in 2019 compare with the three largest competitors.   Amazon.com, has become the e-commerce market and the AWS the internet. For instance: In India, Amazon considering increase its stake   in Future Retail Group, because of the lockdown has become weakened the Retail Group. The other fact what Amazon does is pay less tax than expected, 11 times less than apple or 4.4 times less than Microsoft or Walmart paid. In Europe, amazon pays almost no taxes. Amazon enjoys the   additional competitive advantage and gat more market share. Covid-19 pandemic was an advantage for Amazon’s strength. The e-commerce resulted rapid growing, with stock price as well. The expanding piece caused the AWS the world’s biggest cloud computing business. Compared to Apple 8.7% and Microsoft 10.3%, Amazon’s revenue increased around 46% per year (From 2013 to 2019). Worth to mention Amazon also uses the wealth of date it’s from web servers to copy competitor’s products and services or to gain competitive advantage when entering new markets. Amazon uses transaction processing system as well to allow customers who buy products to be one click purchase as their credit card already has been saved and their profile too. Information management system helps to provide fantastic customer satisfaction, also helps management make better decision and accomplish more. MIS assist with the internal and external communication between clients, partners, and stakeholders too. Also, this system able to provide high quality of the product, affordable price, and well- liked customer experience. MIS uses point sale data collection, logistic and internal communication and many more.
The logic of customer knowledge management seems counter-intuitive: the challenges of 
getting employees to share their knowledge with one another are daunting enough. Why 
would customers, of all people, want to share their knowledge to create value for the company 
and then pay for their own knowledge once it is deployed in the company’s products? This is 
further exacerbated because customers, like employees, are often not able to make 
knowledge, i.e., their experiences with the company’s products, their skills, and reflections 
explicit, and thereby easily transferable and shareable. The answer to these questions is 
customer knowledge managers put themselves in the shoes of corporate customers, kindling 
customers’ intrinsic, rather than extrinsic motivation to share their knowledge for the benefit 
of the company
[bookmark: _Toc81501676][bookmark: _Toc81570391][bookmark: _Toc82163704]3.2 Information system what Amazon uses, definition of input, processing, and output.

Input is a variety of source are used such as microphone, keyboard, mouse, scanner etc. Is basically what we wish to insert in the system for use.  For the input has a purpose it means until it is processed and generated it does not use, useless. For instance:  on Amazon website there is a chart where the customers put their purchase but is not processed through it means the product was only used for creating a personal data use, but the item was not purchased.
Process defines the roles of, and the knowledge needed by people. Processed information is what we can use. When you buy a product and pay for it. It says the payment has been processed.  There is an output or processed information what means is a usable format such as monitor, speaker for audio etc. there is short- term output such as printing a photo or can be a long-term output when we work on needs and keep it in the storage for a while. 



The Internet retailer manages customer knowledge successfully 
through providing book reviews, the customer’s own order histories, order history of other 
customers, and customized suggestions based on prior orders. Effectively, Amazon.com, a 
commercial enterprise, developed into a platform of book enthusiasts that are keen to 
exchange knowledge about their favourite topics (intrinsic motivation). Motivating customers 
to share their knowledge the Amazon way is a remarkable achievement, particularly if 
contrasted with the often-vain efforts to evangelize employees from egoistic knowledge 
hoarders to altruistic knowledge sharers by way of rewards systems that are mostly extrinsic.  
But customer knowledge management is not limited to successful Internet companies. Brick 
and mortar companies do it, too. Indeed, Holcim, an international cement company that 
produces the very stuff brick and mortars are made of, is a keen customer knowledge manager 
(see Insert: How Holcim manages customer Knowle
[image: ]
 Source: Computer Science Lesson 6 Input Process ...
youtube.com

[bookmark: _Toc81570392][bookmark: _Toc82163705][bookmark: _Toc81501677]3.3 Amazon challenges what can improve in the future 

Amazon is very successful business in many ways, with its knowledge management system, but also facing many challenges. For instance, Amazon forgot about the staffs that make the most for the company. Instead supporting them the company fired those who was complain.  In Europe, employees in Spain, Italy and France were forced to either go to the government authorities or strike to force Amazon to deal with their care. The message was clear: Amazon only do the right thing if will forced by organized labour, government its hand. Amazon’s strengthened market position during pandemic even with poor social performance (Christy Hoffman, General Secretary of UNI Global Union, 2019). Amazon already controlled 50% of the U.S. e-commerce market, but during market this percent increased by 20%. During Covid -19 employee’s complaint about Amazon not providing sufficient faced mask or sanitation stands. Communication system in the warehouse is limited and the stuff turnover is high. Even the Amazon spent lots of money on robots to help workers, the employees must pack to make sure the system is running continuously. More training required where employees can be involved and provide suggestions to management to improve the labour and staff turnover. The other challenge what Amazon could face in the future is the hackers who can break into the system and steal all the personal information what has stored, and that can affect Amazon system.
[bookmark: _Toc81501678][bookmark: _Toc81570393][bookmark: _Toc82163706]Conclusion and Recommendations

The company called Amazon is the biggest internet retailer all around the world. With its successful knowledge management system even if can be challenging some time. Also with its huge data base, assist using Information Management System such as AWS (Amazon Web Service) and SS, Amazon maintain million of products and lots of active customers.  Amazon took full advantage of value knowledge. Amazon uses Nonaka and Takeuchi model as has been mentioned in the assignment. Amazon ‘s strength it can be compared with other companies but with good technology the company has poor customer profiling and rising operational costs. 
Recommendation to Amazon is also challenging because as known the company one of the biggest retailer and e commerce organization all around the world. Covid -19 pandemic helped even more the grow. The company’s knowledge management is fantastic. Customer satisfaction what the organization prioritize, using different system analysis that help company store information and provide suggestions to customer. Problem with scammers who try to collect information from people, can be a challenge in the future as Amazon most based on online. will be people who do not want to use online platform for payment. The other option what Amazon could do is providing cash payment option. When the customer receives the package what they ordered the payment option could happening by cash to the delivery service. Can be an option to elderly people who might feel safe in this way. The other option what Amazon can do is 24 hours web assistant system what helps to communicate with customers. The system assists better customer service and resolve many issues within minutes.
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