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Abstract:
This report highlights the importance of effective knowledge management on the organisations’ performance. Firstly, brief summary about Amazon’s background is explained to understand the rise of the company and to recognise how managing consumers information has transformed Amazon from virtual book seller to the most successful ecommerce organization in the world (Stone, 2014). In addition, the report defines DIKW model and explains the knowledge management life cycle by giving different literature theories and frameworks. According to Haradhan (2016), four main models can be used to help organizations managing the knowledge effectively: Wiig, Meyer and Zack, Nonaka and Takeuchi, and finally Bukowitz and Williams. Consequently, academic analysis is emphasized in this report to examine all these models and discuss the link between their implementation and the success of worldwide organizations such as Amazon.
Although, Amazon.com has been a pioneer in using information systems to anticipate changes and achieving a solid competitive advantage by implementing effective knowledge management tools and techniques (Stone, 2014), this report addresses few recommendations to Amazon to strengthen their information management process in order to improve products and services, reduce business costs, developing new innovations, and cause no harm to the environment.
Introduction:
Electronic commerce, or as famously known by e-commerce, refers to carry out virtual money transactions to buy and/or sell products and services. More consumers have shifted from traditional to online commerce as it has become faster, cheaper, hassle free and easier to shop worldwide with variety of goods (stone, 2014). As result, e-commerce companies have been growing so fast in the recent decades by targeting consumers through technology and information (stone, 2014). For instance, Amazon.com Inc is one of the most powerful and dominating e-commerce firm in the world. It has been growing significantly in the last decades due to various knowledge management methods used by the company to gain and sustain competitive advantages. These key approaches have helped Amazon.com to progress from a selling book website to $1 Trillion capital company (Nickolas, 2021). But before identifying the link between of effective knowledge management and Amazon’s performance, a short background summary of the company is highlighted in the next paragraph.
Amazon.com Inc is an American electronic company founded by Jeff Bezos in 1994 and it was created originally for selling books online (Stone, 2013). In the late 90’s and early 2000’s, the company experienced tremendous growth drawbacks due to different factors. For instance, the virtual software keeps shutting due to consumers’ high demand, staff were not communicating effectively between each other which led to piles of goods and products not delivered on time, and lack of efficient managerial tasks as new items’ categories were not frequently updated (Stone, 2013). Mr Bezos found these factors alarming and new methods and techniques needed to be implemented urgently to solve these issues. He concluded that gathering technology and consumers knowledge is one of the most innovative strategy that can lead Amazon.com to huge success (Stone, 2013). As result, managing the knowledge resources has been priority for Mr Bezos and new methods and tools were introduced to create great value within the company. His business philosophy shifted from short-termed profit to long term customer loyalty. This approach has led Amazon.com Inc to thrive significantly in the last 20 years by allowing millions of business customers around the world to use their products and services (Stone, 2013). Consequently, the company market capital beat 1$ trillion level 2018 with its share price estimated to $2050, whereas the share was only $18 in 1997 (Nickolas, 2021).
So, why the combination of knowledge management and the use of technology is so important for giant e-commerce organizations such as Amazon.com Inc?
Main Body:
1- Section 1: Knowledge and information management:
According to Mosconi and Roy 2013, companies such Amazon.com need to use knowledge to excel their performance and to remain very competitive in the market. The two authors added that managing this knowledge has several advantages such as boosting the efficiency of the organisation, developing soft skills and abilities of managers, and building a smart workforce which can cope up with any future obstacles or challenges facing the organisation.  Before giving more insights about the importance and the impact of the knowledge management in companies’ competitiveness, it is necessary to explain the difference and relationship [image: Diagram

Description automatically generated]between Data and knowledge. Hence, one of the most recognised methods to distinguish this relationship is DIKW model or Pyramid Model (see figure 1).Figure 1. Source: Remote Sensing and the DIKW Pyramid | Pixalytics Ltd

DIKW framework describes the link between data, information, knoweldge, and wisdom. Each step towards higher level answers different questions about the previous one and add value to it (Mosconi and Roy, 2013). for instance:
Data: Raw elements tell nothing.
Information: Data elements with context become information.
Knoweldge: when information is analyzed become knoweldge.
Wisdom: state of awarness to make best decision based on that knoweldge.
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Description automatically generated with medium confidence]Mosconi and Roy 2013 identify Knowledge management (KM) as a series of steps which include identifying, collecting, storing, and sharing tacit information to individuals throughout an organisation. Similarly, Haradhan (2016) highlights that “Knowledge Management can be considered as a systematic process of identifying, creating, capturing, acquiring, storing, sharing, organizing, transferring, sustaining, retrieving, renewing, evaluating, and utilizing both explicit and implicit forms of knowledge at individual, group, organizational and community level through harnessing of people, process and technology to enhance organizational performance and create value (P2)”. The same author adds that tens of knowledge management frameworks exist yet the most frequent ones summarised the process of managing knowledge in six main stages forming what is called “knowledge management life cycle” (Figure 2).                    Figure 2: Source; Knowledge Management Cycle - MBA Knowledge Base (mbaknol.com)

1. Knowledge Capture: Also called knowledge acquisition, this stage requires  gathering or collecting knowledge from different sources. It may consists of facts, rules, concepts, procedures, formulas, statistics or any other useful information. Acquisition is aslo the process of improving individiuls skills, expanding the capabilities of systems, or developing performance at some specified tasks. This aspect of knowledge management cycle can include the “Refinement” phase. This segment involves reorganising or recategorising the information to generate smoothly the knowledge records ( Haradhan, 2016).
2. Knowledge Creation: once the knowledge becomes available whether it is tacit or explicit, it is vital for organisations to ensure the best use of this knowledge.
3. Knowledge codification: This phase is the most essential of the cycle. This process refers to transformation of tacit to explicit knowledge. Organisations must ensure the knowledge available within its systems and individuals is stored securelly to avoid its weadspread disseminiation.  It  can be digital ( barcodes, softwares,  database) or physical  (folders,  information hardcopies).
4. Knowledge Transfer: This simply means sharing information from one part of the organisation to another. It can be accomplished by several means such as mails, fax, telephone, letters, fax, etc.). yet, the transfer can be more complex when the knowledge is tacit and hard to articulate as more than 80% of knowledge of organisations is tacit (Mosconi & Roy 2013).
5. Knowledge access: This stage requires the organisations to grant an easy accessibility of the knowledge stored in their information systems to their employees for best use.
6. Knowledge aplication: It refers to employ the created, stored, and shared knowledge to the organisations’ products and services to improve the overall effectiveness.
2- Evaluation of knowledge and information management theories:
Different organisations use different methods of KM life cycle to improve the overall effectiveness and productivity. According to Evans et al, 2014, most worldwide organisations apply four main models to process and manage their knowledge: 
1. Wiig model: it was created in 1993 by Mark Wiig who claimed that organisation and synchronisation is extremely necessary to make the knowledge useful and valuable (Evans et al,. 2014). Wiig added that facilitating the creation, accumulation, and use of quality knowledge are crucial factors to make the organisations beat their competitors (Evans et al., 2014). He tried to categorise his model in four main stages:
1.1. Building knowledge: acquisition of the knowledge either tacit or explicit.
1.2. Storing knowledge: storing the information in organised and specific physical formats and in individuals (through training) for the best use.
1.3. Pooling knowledge: this stage necessitates the use of knowledge management systems to ensure effective coordination of all departments within an organisation. Also, pooling of the knowledge can be through social networking (organisational conferences, brainstorming meetings, etc.).
1.4. Applying knowledge: it refers to the use of the embedded knowledge to improve the organisation performance.
2. Meyer and Zack model: it was developed in 1999 and it concentrates on the organisation of information products which are unique for each organisation. Information products are repositories (often electronic system) where data and information are stored and structed in specific format to instruct and guide the consumers to meet a certain objective such as e-books, webinars, and online courses (Evans et al., 2014). Meyer and Zack consider 5 fundamental phases to manage organisational knowledge: 
2.1. Acquisition: this stage, similarly as Wiig model, refers data and information collection. Yet, Meyer and Zack emphasize on the need of high quality and accuracy of the information collected. 
2.2. Refinement: it refers to the conversion of information to knowledge packets. According to Haradhan 2016, This conversion can be physical (e.g., from software or location to another), logical (e.g., indexing), cleaning (getting rid of unnecessary information), and standardization (e.g., tailoring information to prearranged files or templates).
2.3. Storage/retrieval: this phase is considered vital for the KM cycle. It is viewed as a bridge between acquisition and refinement phases.
2.4. Distribution: refers to the information delivery. Here the recipients of the information and the method used are defined (e.g., mails, dossiers, radio).
2.5. Presentation/use: the information context plays important role in this stage. The user should have enough context to be able to use the information content. The feedback is generated from users at the final of this stage to develop the repository, remove the unnecessary information, and to acquire new features.
3. [image: Diagram

Description automatically generated]Nonaka and Takeuchi model:  created in 1990 by Ikujiro Nonaka and later further developed by Hirota Takeuchi, this framework focuses mostly on knowledge creation (Evan et al., 2014). Nonaka specifies the 4 following methods are knowledge conversion for continuous organizational improvement (Figure 3): Figure 3: Source: SECI model (Nonaka & Takeuchi) | Knowledgemanagement's Weblog (wordpress.com)


3.1. : Socialization (tacit to tacit): knowledge sharing occurs through practice, imitation, guidance, observation, etc.
3.2. Externalization (tacit to explicit): here where the tacit knowledge is codified into documents and manuals for instance.
3.3. Internalization (explicit to tacit): As explicit sources are used and learned.
3.4. Combination (explicit to explicit): simply it refers when tacit and explicit sources are combined to create knowledge adapted or improved to solve a particular problem.
4. Bukowitz and Williams model: this model was developed in 1999 and it outlines how the organisations build, maintain, and expand a strategical knowledge to create value (Evans et al., 2014). The stages in this model are similar to Wiig and Meyer Zack models. For instance: 
4.1. Get: similar to acquisition, creation of knowledge.
4.2. Assess: similar to refinement.
4.3. Build/sustain: similar to storage/retrieval.
4.4. Use: applying and use/presentation.
By examining all the models above, it is clear that organisations need to use one or combine different theories to keep learning and improving their knowledge which can have a significant impact on their performance as well create solid competitive advantages.
3-KM techniques used by amazon.com: 
As discussed in the introduction, Amazon has been growing significantly in last decades as Mr Bezos created a new well-developed knowledge management strategy which enable Amazon to compete aggressively in e-retail industry. The company founder has been encouraging innovation by hiring talents and more experienced individuals in order to exploit their tacit knowledge which was a key factor of the firm’s success in the early years (Stone, 2014).  The overall business strategy consists of two combines principles: the customer relationship management and the information management. This approach implies several techniques which can help building and sustaining long-term customer relationship leading to significant increase in profitability of Amazon. According to Stone (2014), Amazon key techniques are summarised as follows: 
· Customer profiling: 
Amazon uses a unique process of collecting customers personal information and analysing their purchase trends through efficient management information systems. “Information systems are computer systems which collect, process, store, and convert data into useful information to help organisations improve their decision-making process” (stones, 2014). This is identical to what was highlighted earlier in this report when examining the phases of the knowledge management models. In fact, customer profiling process consists of building a complete picture of every customer and using that profile to engage everyone. This is what is called “customer profiling”. A complete customer profile is built automatically when people fill out forms, visit websites, or talk with sales team. yet more, when people use the platform, Amazon keep records of all activities conducted and use analytic cookies to keep track on their preferences. This technique helps the retail giant to create strong segmentation and targeting strategies which can facilitate the marketing campaigns. In addition, it can add value to the products and services through better understanding of the customers’ characteristics and needs.
· Recommendation system: 
this technique is considered one of the major factors which helps Amazon to attract and sustain millions of customers. Based on clients last purchase or the searching context, Amazon’s technology picks few items from millions of products. In fact, the company’s information systems engage a straightforward process called Algorithm (Smith and Linden, 2017). The two authors define algorithm as series of instructions telling a computer to sort out sets of data in order to complete specifics tasks. In Amazon case, the algorithm recommends the buyer related products (similar to what he looks for and not yet found) that he may be interested in by filtering the information from other previous customers who bought the same product. In addition, the system filters the stored information to give the buyer various options to choose from such as prices for brand new or used products, sellers with high or low feedback, etc. Therefore, Amazon sophisticated information systems are not used only for technical reasons but rather to acquire customers personal information and to codify them for productive use.  
· One-click Patent:
Although this feature expired in 2017, it was one of the major factors that improved Amazon’s customer satisfaction and boosted the sales revenue by 5% valued $2.5 Billion annually (Pathak, 2017). In addition, as it is published in Wharton university business daily article, 1-click patent enhanced Amazon competitive advantages significantly since the majority of online retailers claimed huge losses due to slow process of constant payments requests and approvals.
The 1-click trademark refers to the fact that customers enter their personal information such as addresses and card payments just once instead of repeating the same pattern every time they use Amazon platform. Indeed, the storage of this valuable information has considerably impacted both the company’s profitability and the customer satisfaction as the number of customers who used the platform increased sharply once the 1-click technology started.
· Consistent presentation: 
From product specifications to reviews, the platform displays information for every product in the same way and in the same order. Again, this comes from outstanding content and knowledge management, where the systems compose information and then publish it to users in a coherent manner. This codification of assets from intangible to tangible have improved the overall experience and enhance the customer and business partners satisfaction. 
· Review:
 Amazon is one of the most successful eCommerce sites in getting users to provide meaningful feedback. Since Amazon focuses on customers long-term loyalty, the company respects the customers’ opinions and put their shopping experience as top priority. The platform places feedback right on the product’s front page and gives readers many ways to sort the information to their interests. It even allows buyers to rate the reviewers! This information is not just for the benefit of future customers, it also allows Amazon to improve its services and the product companies to improve their goods. Also, users can review items by uploading photos and videos. This can help future customers getting crystal-clear picture about the product value and quality.
Applying these knowledge management techniques have been very critical for Amazon to build and extend its empire. The company has improved its information management in such a way that the process of acquiring, storing, and sharing the information (even between the platform’s users as feedback method) is straightforward and consistent. This has helped Amazon to boost workforce productivity, increase the profitability, and be way advanced than their competitors.
Although Amazon has been continuously improving their technology in the last decades and its information management systems have inspired other e-commerce organizations to follow their knowledge-based strategy, few pain points and implications that the company need to resolve to remain competitive are highly advisable. 
1. Recommendations:
1.1. Security: 
 Amazon focuses more on growth and profitability than safeguarding the personal information of their millions of consumers (Manancourt, 2021). The author mentioned that few data security engineers advised the company senior management to improve the poor handling of users’ sensitive information and they warned that any breach of users’ information or privacy will put   the company’s future in jeopardy. 
Therefore, the company should consider prioritizing the protection of the consumers’ information. This can increase the users trust and build long-standing satisfaction. Also, Amazon need to frequently ensure that employees follow the security policies and that the access to highly sensitive stored information is limited.
1.2. Customer relationship management (CRM): 
Although amazon has an excellent reputation concerning the CRM, few business owners who use the platform mention that there is a lack of communication from the company online support (Manancourt, 2021). They added that they find the company overcharges the fees without including any explanation in their monthly invoices. In addition, few business associates claim that it is hard to navigate on the platform due to language barriers.
Amazon need to apply new strategies and approaches that enable users to find an immediate support (e.g., adding chat box on the website). Online support is vital for ecommerce companies nowadays and interacting quickly and efficiently with partners will sustain their loyalty and excel the company’s reputation. Also, offering different language options when the customers shop around will facilitate the use of the platform and create a multi-cultural environment, hence amazon will develop the customer profiling.
1.3. Packaging: 
 According to Vetter (2020), Amazon produced more than 400millions of plastic packaging in 2019 where more than 21millions went in seas and oceans. This is caused by the unnecessary packaging that amazon use for the majority of the products they ship. Sometime customers end up having two boxes inside one big box which is full of air-filled plastic bubbles and/or few brown hard papers. 
Although the Amazon is aware about the issue and takes steps to deal with it, it is very essential to act now and listen to its customers sincerely who are eager to find plastic- free alternatives (Vetter, 2020). Making real commitments to reduce plastic waste and unnecessary packaging not only will save the company extra costs but also will stop harming the environment. 
5. Conclusion:
Implementing knowledge management models have become key assets of all organisations worldwide. Collecting, storing, sharing, and applying information within organisations is vital in the e-commerce industry since it provides references to help companies find best methods to enhance the internal performance and the external competitiveness. As result, effective knowledge management process is among the fundamental factors underpinning the success of Amazon.com. The company has been prioritizing the developments of its intangible assets to establish and sustain competitive capabilities and advantages. Also, Amazon information systems facilitate the codification of the tacit knowledge to explicit instructions to guide customers and partners through the platform which has been paramount for the company’s success. Yet, Amazon need to take in consideration other fundamental elements which can limit the company worldwide expansion and have negative impact on its reputation.
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Abstract:

Electronic commerce refers to carry out
virtual money transactions to buy
and/or sell products and services. More
consumers have shifted from traditional
to online commerce as it has become
faster, cheaper, and hassle free (stone,
2014). people have the possibility to
shop worldwide easily with variety of
goods.  Consequently,
companies have been growing so fast in
the recent decades by targeting
consumers through technology and
information (stone, 2014).
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Amazon.com Inc is one of dominating
e-commerce firm in the world. Thanks
to Mr Bezos who has been continuously
implementing and updating knowledge
management tools and techniques to
expend Amazon empire. Zack and
Meyer model is considered on of the
main frameworks that the company has
been implementing to remain ahead of
their competitors and to increase sales.

Introduction:

E-commerce Companies such Amazon.com has
been using knowledge to excel their
performance and to remain very competitive in
the market (Mosconi and Roy, 2013). Managing
the stored knowledge has several benefits:

* Improving employees ’soft skills.

* Boosting Amazon’ s efficiency.

* Developing the company competitive
advantages.

e Building smart workforce for future
challenges.

Knowledge management has been a paramount
for Amazon success. the company has been
growing greatly due to the combinations of
information  management and use of
technology.

The Blockbuster Growth of Amazon's Cloud Business
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Objectives:

* To present Overview of Zack and Meyer
knowledge management model on Amazon.

« To discuss Amazon’s knowledge

management challenges and limitations.

To offer few recommendations that can help

Amazon strengthen its knowledge

management practices.

Mohamed Trissia

Zack and Meyer Model in Amazon:

Zack and Meyer model was developed in 1999 and it
concentrates on the organization of information products
which are unique for each organization. Information
products are repositories (often electronic system) where
data and information are stored and structed in specific
format to instruct and guide the consumers to meet a
certain objective such as e-books, webinars, and online
courses.

Amazon’ knowledge management has similar features as
Zack and Meyer framework. For instance:

Acquisition: customer profiling is amazon main process
to collect new customers.

Refinement: Amazon analyses the buyers purchase
trends and refine that information through efficient
systems.

Storing: for example, Amazon uses One-click patent to
store clients’ personal information once they register
instead of repeating the same process every time they
use the platform.

Distribution: Amazon’s platform delivers relevant
information that the buyers are looking for.
Presentation/use : Finally, buyers choose from products
and services that the platform has suggested and give
their feedback.

The chart below shows an example of Amazon’s
Management information system:
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Source : (Ellis, 2011), The Ecommerce
book: building the Eempire p: 45

Practical Evaluation of the Proposed Knowledge Management Framework for
Amazon.

Recommendations:

* Amazon has excellent reputation
concerning customer service
management, yet effective online
support need to improve as few
amazon partners insist of lack of
immediate online help
(Manancourt, 2021).

Amazon.com must consider
prioritizing the protection of
buyers’ information than
profitability as senior data security
engineers claim poor handling of
consumers’ personal information
(Manancourt, 2021).

Amazon.com needs to change its
packaging strategy. Finding plastic-
free packaging not only will help
the company to save extra costs
but also will stop harming the
environment.
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