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		Executive Summary 
The purpose of this report is to examine Amazon's knowledge management strategy KM during COVID global pandemic. The report focuses on the success of Amazon in building a customer-centric company and a place where customers can buy anything. The process was done through their Knowledge Management KM strategy, which involves collecting, coding, and sharing data. The report will be guided by SECI theory in addition to other sources. The report's findings suggest a strong correlation between Amazon's success and its knowledge management strategy. The report shows that Amazon's strategic approach to KM has given them a competitive edge due to their knowledge management initiative.
Additionally, Amazon selects, distilled, stored, organised, packaged, and communicated information that influences how Amazon satisfies its customers (Razzaq et al., 2019). The report shows limitations with KM tangible (explicit) and intangible (tacit) knowledge used as information and data that humans interact with to transform knowledge into organisational knowledge. KM can have limits because it does not exist in a vacuum. For example, during the sharing process based on individuals encoding, decoding processes used to transform knowledge into a product within an organisation can be impacted by cultural barriers (Khatun, A., 2018).
Nonetheless, KM can provide market and competitive information for organisations when done effectively. The author recommends that Amazon use the SECI knowledge management framework in the future to make its KM culture more enriched by consistently monitoring its strategic, tactical, and operational processes. Also, Amazon collaborates with car manufacturers and computer software developers by utilizing Alexa in cars or Amazon watches to assist with on-the-go purchases. Insights from the report will demonstrate that knowledge has become increasingly important in Amazon's standard operating because Amazon uses tacit data, which is then converted into explicit data. Also, the report will add to the growing body of work interested in the influence of the knowledge management system on organizations' success. 
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[bookmark: _30j0zll]1.1 Introduction 
This report examines Amazon's knowledge management strategy during COVID. Amazon is one of the world's largest online marketplace. Jeff Bezos founded it in 1994. Amazon is in Washington DC. The company provides a platform for marketing different products and services (Krishnamurthy, S., 2004). The report will guide the SECI theory. SECI theory is an organisational knowledge creation system rooted in the concept that knowledge, whether tacit or explicit, can be created, converted, and exchanged amongst persons through socialisation, externalisation, combination, and internalisation (Rice, JL and Rice, BS, 2005). The term socialisation is the process of exchanging tacit knowledge among organisational members. At the same time, externalisation creates and exchanges explicit knowledge from tacit knowledge or a combination that involves the exchange of explicit knowledge. Whereas internalisation exchanges and creates tacit knowledge from explicit knowledge (Rice, JL and Rice, BS, 2005). 
The outcome from the report can contribute to the growing body of work interested in the online marketplace. The report will demonstrate that Amazon aimed to build a customer-centric company and a place where customers can buy anything (Krishnamurthy, S. (2005). The process was done through Knowledge Management KM, which involves collecting, coding, and sharing data. KM is essential for any organisation, including Amazon, because It improves how employees perform and their ability to remain competitive. KM through a strategic process that selects, distilled, stored, organised, packaged, and communicated information that influences how organisations satisfy their customers and achieves competitive advantage (Razzaq et al., 2019).
Insights from the report will demonstrate that knowledge has become increasingly important in Amazon's standard operating because Amazon uses tacit data, which is then converted into explicit data. Although they are challenges to KM, they can provide market and competitive information for organisations when done effectively. Therefore, by having access to customers' explicit data, Amazon can predict their customers' needs and provide their customers with the services (Razzaq et al., 2019). The report will demonstrate that Amazon has become the biggest and most successful online marketplace in the world by using a simple data system. It is recommended that Amazon use the SECI knowledge management framework in the future to make its KM culture more enriched by consistently monitoring its strategic, tactical, and operational processes by utilising Alexa in cars, Amazon watches, or collaborating with car manufactures such as (Tesla and Ford) and computer software developers to assist with on-the-go purchases. The report shows that there are limitations with KM tangible (explicit) and intangible (tacit) knowledge used as information and data that humans interact with to transform knowledge into organisational knowledge. KM can have limits because it does not exist in a vacuum. For example, during the sharing process based on individuals encoding, decoding process use to transform knowledge into products within the organisation can be impacted by cultural barriers (Khatun, A., 2018). Nonetheless, KM can provide market and competitive information for organisations when done effectively. 
[bookmark: _1fob9te]1.2: Amazon Organisation History
Amazon is one of the world's largest online marketplace. Jeff Bezos founded it in 1994. He graduated from Princeton University with a computer science and electrical engineering degree (Krishnamurthy, S. 2004, p1). The organisation (Amazon) is in Washington DC because customers' District Columbia is aligned with the organisation's objectives as it relates to tax laws and codes. In 1995 Amazon officially launched its online presence, and Bezo took the company public in May 1997. The company provides a platform for marketing different products and services (Krishnamurthy, S., 2004, p.2). The name Amazon was chosen after a mistaken pronunciation of the organisation's original name, which was Cadabra. Due to Bezos's contributions to the world of online retail, he was celebrated by the New Times in 1999 (Krishnamurthy, S., 2004, p.2). 
[bookmark: _3znysh7]1.2.1 Amazon Company's Vision and Values
According to Krishanamurthy, S (2004), Bezos's vision for Amazon was twofold. For example, "to build the world's most customer-centric company and to establish a place where customers could buy anything "(p3). Bezo contends that to become the world's most customer-centric company is rooted in three elements of knowledge management. For example, by getting to know their customers by asking them what they want. Deciding how to deliver it to them and then giving them what they want., which Bezo maintains is Amazon's vision. Moreover, Bezo maintains that as it relates to being customer-centric, Amazon strives to become customer innovative, so what that means is the organisation will figure out their customers and provide them with products they never knew they wanted based on the concept of personalisation, which is what Amazon had done when they launched a "Your Store" (Krishanamurthy, S, 2004, p.3). 
[bookmark: _2et92p0]Amazon's values are founded in the following: convenience, selection, service, and economically smart prices. Amazon has produced its organisation's vision, and as a result, the organisation has developed an extensive global loyal customer base (Krishanamurthy, S, 2004, p.3). According to Krishanamurthy, S (2004), Amazon's customer base has increased from 1.5 million in December 1997 to 24.7 million in December 20018, and Amazon's frequent customers climbed from 64% in 1998 to 78% in 2000. In Amazon's 2001 fourth quarter, the organisation spent $7 to acquire a new customer, and on average, their customer spending was $123 (p3). Since the organisation has launched, they grew their products from just a bookstore and added products such as appliances, cookware, tools, auction services, and other products (Krishanamurthy, S., 2004). 
[bookmark: _tyjcwt]1.2.2 Amazon's Competitiveness Growth and Organisation Size 
The term competitive growth is the concept that looks at the degree of development and how better off an enterprise is progressing (Marković et al., 2019). The financial statement on Amazon Inc. reported its first-quarter profit, which ended March 31, 2021. Amazon's net sales shot up 44% to $108.5 billion in the first quarter when contrasted to 2020 first quarter, which was $75.5 billion, which excluding the $2.1 billion favorable "impacts from year-over-year changes in foreign exchange rates throughout the year quarter." When compared to 2020 first-quarter net sales, Amazon's net sales increased 41%. The organisation's operating income increased to $8.9 billion in the first quarter, compared with operating income of $4.0 billion in first-quarter 2020. Amazon's net income increased to $8.1 billion in the first quarter, or $15.79 for each diluted share, compared with net income of $2.5 billion, or $5.01 per diluted share, in the first quarter of 2020 (Seattle Business Wire, 2021). As of March, and April 2020, Amazon's industry size is $268.2billion US (Statista.com, 2020).
[bookmark: _3dy6vkm]1.2.3: Knowledge and Information Management
Knowledge management (KM) is defined by Sulisworo, D., (2012) "as a business sector theory and practice that provides a framework to illuminate and address organisational obstacles around issues of information use and access' (p113). KM is essential for any organisation, including Amazon, because when an organisation can transform data collected about their customers' information, they can use it for specific purposes. For example, organisations can use the information to make better decisions about what products and services they can offer their customers. To illustrate, an e-commerce sales organisation such as Amazon, whose objective is to become customer-centric, uses a simple data KM process to achieve its organisation's goal. Therefore, what this means, Amazon uses its KM assets to personalise services for each of their customers by using a set of selection criteria. For example, its customers, location, education, gender, or sex, nationality, and online activities (to name a few) to provide their customers with products that they know and did not know they want (Greiner et al., 2017; Krishanamurthy, S., 2004). Moreover, knowledge management is vital to any organisation, including Amazon, because it can transform intangible information into tangible value, which is then used to increase their customers' satisfaction and company revenue ((Khatun, A., 2018; Krishanamurthy, S., 2004). 
[bookmark: _1t3h5sf]1.2.4: KM's Impact on Organisations Customers' Satisfaction and Competitive Advantage  
To obtain customers, satisfaction, and competitive advantage, organisations must develop and tailor their knowledge management operating system that supports their organisations' daily activities (Mahdi et al., 2019). For example, it depends on the type of products and services the organisation offers relies on shared knowledge. Therefore, shared knowledge is then developed into advanced knowledge and can be utilised to improve or provide new products and services. See, for example, Appendix A, a transaction processing system (TPS). Standard operating procedure costs are used to manage, organize, control, coordinate, and transfer knowledge (Kalam, personal communication 2021). Sharing implicit and tacit understanding of international and external processes of the organisation can result in the improvement of products and services. For instance, COVID regulations reduce administrative costs, improve the company's image, improve inventory, increase production, and control and/, expansion or enhance customer service examples. As mentioned above, organisations can use knowledge efficiently to enhance customers' satisfaction and compete.  
[bookmark: _4d34og8]2.1: Evaluation of Knowledge and Information Management Models/theories 
To critically evaluate knowledge and information management theories, the author will provide the definition for the following terms. The term knowledge has many meanings and is defined by the Oxford English Dictionary as "facts, information, and skills acquired through experience or education; the theoretical and practical understanding of a subject" (Oxford English Dictionary. com, npn). Also, according to (Khatun A., 2018), knowledge is defined as "facts, information, and skills acquired through experience or education; the theoretical or practical understanding of a subject" (p.75). When contrasting information, knowledge is deeply influenced by the beliefs and values of the entity.  Moreover, Khatun A. (2018) defines tacit knowledge as the knowledge that resides in the human brain. For instance, it is the experience, intelligence, and know-how of the people in the organization. Khatun further points out that "tacit knowledge cannot be documented easily or expressed in explicit form, and hence, it is tough to share tacit knowledge with others" (p75).
Nonetheless, tacit knowledge in the forms of people's experience, beliefs, and perception does not exist in isolation; it influences individuals' understanding of explicit knowledge. The term explicit knowledge is the knowledge that can be captured and stored. For example, explicit knowledge can be stored and shared in forms such as data files, procedures, documents, and manuals (Khatun, A., 2018, p. 52). Tactic and explicit knowledge are then transformed into human capital when the organisation hires persons to share their knowledge, which is then used to develop products and services ((Khatun, A., 2018, p. 52). Alternatively, in other words, the interaction between individuals guided by their tacit knowledge, for example, the person's ability to process information, which is then shared during the interaction, and that knowledge is then captured and converted and products. 
[bookmark: _2s8eyo1]2.1.1 Knowledge Embedded in Products
Knowledge can be embedded and produced through rules, manuals, processes, and organisational culture (Khatun, A., 2018). Whereas embedded knowledge "is specialised relationships among individuals and groups and in the particular norms, attitudes, information flows and ways of making decisions that shape their dealings with each other" (Nicholson, B. and Sahay, S., 2004, p. 330). For example, as it relates to Amazon converting embedded knowledge into products and services, which is done through specialising relationships. For example, Amazon has created an online environment where people or customers interact with different products and services because of the sharing and transformation of knowledge. Moreover, that transformation of knowledge assists Amazon in personalising its customers' experiences. Please see figure one of Nonaka and Tekuchi's (1995) model of knowledge conversion, demonstrating how knowledge is managed and transferred. For example, when customers routinely interact with Amazon, the organisation consistently gathers knowledge about them, which are then selected, distilled, stored, organised, packaged, and used to determine their customers' habits (Razzaq et al., 2019). Through knowledge management, Amazon can maximise by introducing new products to its customers and obtain a competitive advantage because of how the organisation converts and manages knowledge.
[bookmark: _17dp8vu]Figure 1Nonaka and Tekuchi's (1995) model of knowledge conversion[image: ]
(Khatun, A., 2018, p. 54).

Another illustration of how Amazon's knowledge management is embedded in products and their services in the tacit knowledge of individuals is similar to the SECI theory is an organisational knowledge creation system rooted in the concept that knowledge, whether tacit or explicit, can be created, converted, and exchanged amongst persons through socialisation, externalisation, combination, and internalisation (Rice, JL and Rice, BS, 2005)—for instance, using KM principles grounded in theory such as SECI theory that can be utilised within organisation knowledge management creation.  For example, to support work practices, organisations must develop KM to support their daily operation, so tacit or explicit, can be created, converted, and exchanged amongst persons through socialisation, externalisation, and a combination of internalisation and externalisation, which can transform intangible information into tangible value, which can be used to increase satisfaction and company revenue (Kalam personal Khatun, A., 2018; Ramírez et al. 2011; Rice, JL and Rice, BS, 2005). To illustrate how KM can be shared and produced during the socialization process. Therefore, when customers are browsing and then creating a watchlist of the items they want to buy later, or placing products into their shopping cart, or even completing the transaction, knowledge is shared during that interaction.
Amazon then uses tacit knowledge about its customers' spending habits, distils, internalises, and then externalises knowledge about customers, creating and exchanging explicit knowledge from tacit knowledge (Khatun, A., 2018). During internalisation, knowledge becomes tacit knowledge, which becomes explicit knowledge or information about Amazon's customers (Khatun, A., 2018); Rice, J.L. and Rice, BS, 2005). Alternatively, in other words, by sharing knowledge, both Amazon and the customers or vendors can achieve their common goal. Therefore, to remain competitive, creative, innovative, and provide attractive products and services to customers, organizations use tacit knowledge, which is then gathered from observation of and the experience of Amazons' customers, due to Amazon's knowledge management process and the amount of data collected in the form of advanced tacit knowledge. Amazon, in terms, uses the information to capitalise and dominate the online marketplace. The organization becomes one of the world's largest online marketplace because of how the organisation uses tacit, and embedded knowledge converted into specialized relationships, informing knowledge gathered from their customers (Razzaq et al., 2019).

[bookmark: _3rdcrjn]Section 3: Investigating KM techniques used by Amazon.com. 

[bookmark: _26in1rg]Amazon's company vision and value are rooted in becoming the most customer-centric e-commerce organisation in the online world and providing a space where its customers can buy anything (Kishnamurthy, S. 2005). So, since Amazon has launched, they have developed and implemented a KM that supports their organisation's vision. Therefore, developing the d development of an effective knowledge management system is extremely important to Amazon's standard operating procedure. According to Learning Solutions (2014), the KM that contributes to Amazon's competitive edge and continued success is the one-portal-one interface (npn). The one-portal-one interface is embedded in the concept of a one-stop-shop or simple storage. The simplicity of their online portal interface not only personalised its customer's experience but the familiarity and the organisation of the website's stores no matter what category product the customers may need their experience adds to the company's value which includes the following convenience, selection, service, and value for their money (Kishnamurthy, S. 2005; Learning Solutions 2014). 
Amazon's efficient knowledge management and simple data storage have contributed to the organization's being the second world's second-largest retailer with a net worth value of $268.2 billion behind Walmart, whose worth is $527.8 US billion (Richer, F., 2020). Amazon's consistency with how their products is displayed is another factor in why the online retail giant continues to attract costumes across the globe (Kishnamurthy, S. 2005). Even during the current global pandemic, Amazon reported an increase in revenues. For example, in Amazon's first quarter, which ends March 31, 2021, the organisation's net sales went up 44% to $108.5 billion compared to $75.5 billion in the first quarter of 2020, and their net sales increased 41% compared with the first-quarter 2020 (Seattle Business Wire, 2021). KM has become increasingly important to Amazon's progress and expansion, and its expanding into new products and personalizing its customers' experiences (Kishnamurthy, S. 2005; Seattle Business Wire, 2021). Given the different products and services Amazon offers to overcome future challenges, the organisation can improve in the following areas better data collection to improve its marketing by integrating a better tracking system to prevent or minimise products lost during the delivery process. Also, since Amazon relies heavily on the usage of customers' information, they can improve on the trust issues as it relates to the use and handling of people's information. According to news reports, Amazon is allegedly using private data gathered from their third-party merchants to compete against the smaller sellers, which is unfair, and the Buy Box one-click button that customers use to add products to their shopping is under investigation (Palmer. A., 2020, npn).
[bookmark: _lnxbz9]Conclusions and Recommendations 

The study illustrates that effective knowledge management is vital to any organisation's success, including Amazon's ability to remain competitive. KM through interaction between individuals guided by their tacit and explicit knowledge is then captured and converted and products. The conversion of KM can transform intangible information into tangible value, which is then used to increase customers' satisfaction and company revenue (Khatun, A., 2018; Krishanamurthy, S., 2004; Mahdi et al., 2019; Nicholson, B. and Sahay, S., 2004). Moreover, the report shows that e-commerce organisations such as Amazon Km management approach are correlated with the organisation's achieving its objective and competitive advantage. As a result of Amazon's simple data, KM processes the organisation the world's second-largest retailer (Statista.com, 2020). Amazon's ability to effectively transform intangible information into a tangible value is then used to increase their customers' satisfaction and company revenues (Krishnamurthy, S., 2005; Seattle Business Wire, 2021; Ramírez et al., 2011). The report also shows that using KM principles grounded in theory such as SECI theory can be utilised within organisation knowledge management creation.  For example, to support work practices, the organisation must develop KM to support their daily operation, so tacit or explicit, can be created, converted, and exchanged amongst persons through socialisation, externalisation, and a combination of internalisation and externalisation, which can transform intangible information into tangible value, which can be used to increase satisfaction and company revenue (Kalam personal Khatun, A., 2018; Ramírez et al. 2011; Rice, JL and Rice, BS, 2005). 
The report findings also demonstrate that KM can be embedded and produced through rules, manuals, processes, and organisational culture (Khatun, A., 2018). Whereas "embedded knowledge is specialised relationships among individuals and groups and in the particular norms, attitudes, information flows and ways of making decisions that shape their dealings with each other" (Nicholson, B. and Sahay, S., 2004, p. 330). For example, as it relates to Amazon converting embedded knowledge into products and services, which is done through specialising relationships for their customers due to KM and its customers' interaction with different products and services Amazon offers. Due to customers' routinely interacting with Amazon, the organisation consistently gathers knowledge about their customers. Such as its customers' online spending habits are then selected, distilled, stored, organised, packaged, and used to determine their customers' habits (Razzaq et al., 2019). Therefore, it allows Amazon to construct embedded knowledge into their user interface, which plays a different role in the various products and services they offer. 
It is recommended that Amazon use the SECI knowledge management framework in the future to make its KM culture more enriched by consistently monitoring its strategic, tactical, and operational processes. Also, by utilizing Alexa in cars, Amazon watches or collaborating with car dealers and computer software developers to assist with on-the-go purchases. 
To implement the product and service, first, it will go through the ideation stage. During this stage, the limitations and benefits are presented to find and recommend solutions. For example, Amazon can implement a nine-months trial with Ford or Tesla by integrating Alexa and the navigation because the navigation system is hands-free and voice-activated. The navigation system will have Amazon's pickup location, so families who enjoy camping or going on road trips may need to get supplies on the go. Also, it is during the ideation stage that the product target demographics will be decided upon. Then is the study and design planning. During this phase, Amazon and its partner will be allowed to refine and evaluate the product's details. For instance, during the study and planning phase, Amazon can determine the product's capacity to become successful, so if there is anything about the product that needs to be refined, it can be done during this development phase. For example, if there is anything about the project design that needs to be dropped or improved upon will be done. Further, the new specification of the product design will guide the finished product.
Next is the design and development phase. Within the design and development phase is where the legalities are ironed out; for example, Amazon and its partners will decide on the specifications of the production, which include the verification of the different locations that customers can pick up or buy their on-the-go- purchases. Also, during the design and development phase, the product, technical requirements, and risk assessment plan will be done to monitor the product for errors and deliver what it is designed to do.
The testing and verification of the product are next. What this means is that a plan will be checked for accuracy, which was provided about the product during the initiation or ideation phase. For example, the information about collaborating with car manufacturers such as Ford and Tesla, and software developers by incorporating Alexa into the cars navigation system and Amazon watches for on-the-go purchases. The next phase will be the launching of the product. For example, the software will be released to Tesla, Ford, and the Amazon watches software developers plus the legal documents. Also, Amazon customers will be notified of the new product via the Amazon website and other media outlets.
Moreover, a date will be included when to start marketing the product, for example, a marketing plan for nine months which can begin on June 15, 2021, for nine months, and finish on February 15, 2022. The rationale for trying it for nine months is COVID and the current travel restrictions; therefore, more families will likely be doing much local traveling. During the launch and marketing phase, Amazon and its partners are opportuning to do a post-development report in which improvements can be made about the product (Hart personal communication 2021; Tzokas et al., 2004). The recommendation mentioned is a practical way in which Amazon can use KM and develop new products and obtain further competitive advantage to support its organisation's values, vision, and daily work practices.
[bookmark: _35nkun2]SECI framework will benefit the company because it combines KM with experience through (eliciting) knowledge and converting (codifying) it into a form that allows it to be shared across the organisation. A crucial part of this process involves gathering tacit knowledge and converting it into explicit knowledge, which then transforms and values revenues (Kalam, 2021personal communication). Therefore, Amazon can use SECI to assist with training and development that will improve Amazon's organisation's culture as it relates to data collection, which can be used to improve its tracking system to prevent or minimise products lost during the delivery process. Also, since Amazon relies heavily on the usage of customers' information, they can improve on the trust issues as it relates to the use and handling of people's information. Improving those KM processes can help Amazon in the future to enrich its organisation's culture and to function more effectively. The limitation to the KM is tangible (explicit) and intangible (tacit) knowledge used as information and data that humans interact with to transform knowledge into organisational knowledge. KM can have its limits because it does not exist in a vacuum.  For example, during the sharing process based on individuals encoding, decoding processes used to transform knowledge and product within an organisation can be impacted by cultural barriers (Khatun, A., 2018). Future research in this area will assist with the development of strategic knowledge management and how the organisation expands or launches new products and services to transform the product into capital. 
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(Kalam personal communication, 2021). 
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