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[bookmark: _Toc70588080] Executive Summary

Amazon.com, Inc. is an American multinational technology company based in Seatle, Washington which focuses on e-commerce, Cloud computing, digital streaming and Artificial Intelligence. It is one of the big five companies in the America’s information technology industry, along with Google, Apple, Microsoft and Facebook. The company has been referred to as "one of the most influential economic and cultural forces in the world", as well as the world's most valuable brand.
Knowledge Management has been considered the most important asset of an organization. Furthermore, organizations are now realizing its importance due to its success factors like reuse of past knowledge, experiences and innovations. The knowledge to be managed includes both explicit, documented knowledge and tacit, subjective knowledge. 

Knowledge management creates ideal conditions for individuals to learn using another person’s information and experience. It depends on the successful translation of someone’s learned and experiential expertise into relevant information that is shared and used by others for the benefit of an organization. Management theories are very relevant to managers in modern organizations. The various management theories try to address various aspects of management from increasing productivity, motivating employees to effective managerial decisions making. Understanding the management theories helps a manager to be effective in management roles.
The report concludes that knowledge is one’s understanding of why and how things work or should work, combined with the step-by-step skills for accomplishing a task. Knowledge is what one is familiar with owing to experience and is thus internalised as part of one’s life. It must be noted, however, that an individual, organisation or community cannot possess all the knowledge that is required to deal with all the “problematic” situations that are, or may be, encountered. At the same time, the level and amount of knowledge that an individual, organisation or community possesses at a particular time cannot resolve and facilitate all the problem-solving and decision-making processes encountered in the course of the “knower’s” existence. The implications of this are that an individual or organisation must learn continuously and acquire and generate new knowledge. They must be aware of who owns knowledge that is relevant and appropriate to particular situations.
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Chapter 1   	INTRODUCTION

[bookmark: _Toc70588082]Purpose of the report
This report is going examine  the business strategies of Amazon.com that has made it what it is today.
Amazon is an American online business trading across the globe. In 1994, a research report on internet usage was published in an article indicating a 2,300% growth. After reading this article, Jeff Bezos left a comfortable, high-paying job and started an online bookstore called Relentless.com inside his rental house in suburban Seattle. He later renamed it Amazon. His online bookselling company quickly grew into the world’s largest online retailer, offering DVDs, apparel, electronics, computers, toys, jewellery, furniture, shoes, movies, games, music, automobile parts, home and garden Equipments, grocery, health and beauty, and many more.
Amazon is today one of the most profitable admired companies in the world. The convenience of Amazon.com and the endless variety of new products that it provides has made it an innovative businesses to reckon with. 
It is one of the big five companies in the America’s information technology industry, along with Google, Apple, Microsoft and Facebook (Lotz, 2019). The company has been referred to as "one of the most influential economic and cultural forces in the world", as well as the world's most valuable brand (Lotz, 2019).
Amazon’s mission is simple, yet complex to execute: “To be the Earth’s most customer-centric company where people can find and discover anything they want to buy online”. 
This report will also examine the following knowledge management theories with emphasis on their relevance to Amazon.com.
· The Nonaka and Takeuchi Knowledge Spiral Model (1995).
· The von Krogh and Roos Model of Organisational Epistemology (1995).
· The European Foundation for Quality Management (EFQM) KM Model.
This report aims to identify the gaps in Amazon.com’s knowledge management systems and recommend appropriate actions to take to overcome them.
[bookmark: _Toc70588083]Chapter 2       KNOWLEDGE AND INFORMATION MANAGEMENT

[bookmark: _Toc70588084]Background of Amazon 
The company was founded by Jeff Bezos from his garage in Bellevue, Washington, on July 5, 1994. It started as an online marketplace for books but expanded to sell electronics, software, video games, apparel, furniture, food, toys, and jewellery. In 2015, Amazon surpassed Walmart as the most valuable retailer in the United States by market capitalisation (Wingfield & Michael, 2017).  In 2017, Amazon acquired Whale Foods Market for US$13.4 billion, which substantially increased its footprint as a physical retailer.  In 2018, its two-day delivery service, Amazon Prime ,surpassed 100 million subscribers worldwide (Wingfield and Michael, 2017).

Amazon.com distributes downloads and streaming of video, music  and audio books through its Prime Video , Amazon music, Twitch and Audible subsidiaries. Amazon also has a publishing arm, Amazon publishing, a film and television studio, Amazon studios and a cloud computing subsidiary, Amazon Web Services.  It produces consumer electronics such as Kindle, e-readers, Fire tablets, Fire TV and Echo devices. Its acquisitions over the years include Ring, Twitch, Whole Foods Market and IMDb (Baum, 2015).

[bookmark: _Toc70588085]Knowledge Management
Knowledge Management is the systematic process and strategy for finding, capturing, organizing, distilling and presenting data, information and knowledge for a specific purpose and to serve a specific organisation or community.
Knowledge management (KM) has become a priority for organizational competitiveness and advantage because of the benefits it accrues. Knowledge management has emerged as a strategic philosophy assisting organization to develop strategic capabilities to deal with the enhanced dynamism and uncertainty of the business environment. 
Through the systematic acquisition, creation, sharing, and use of knowledge, organizations develop, renew and exploit their knowledge-based resources, thereby allowing them to be proactive and adaptable to external changes and attain competitive success.

Knowledge Management is considered to be the most important asset of an organization. Before going deeper, first knowledge can be defined as “Experience or information that can be communicated or shared”. 
 Knowledge Management is a very broad field; it not only enables organizations to create and share knowledge but also helps in increasing co-ordination, understanding and resolving communication and culture issues. 
Knowledge management is concerned with the exploitation and development of the knowledge assets of an organisation with a view to furthering the organisation’s objectives (Davenport et al., 1998). The knowledge to be managed includes both explicit, documented knowledge and tacit, subjective knowledge. 
Knowledge management efforts typically focus on organisational objectives such as improved performance, competitive advantage, innovation the sharing of lessons learned, integration and continuous improvement  of the organisation (Gupta et al., 2014).
Management entails all of those processes associated with the identification, sharing and creation of knowledge. This requires systems for the creation and maintenance of knowledge repositories, and to cultivate and facilitate the sharing of knowledge and organisational learning.
[bookmark: _Toc70588086]Importance of Knowledge Management
The utilisation of knowledge management principles in an organisation offers valuable advantages;
a) Enhances efficiency, productivity and innovation. This is very evident in the rapid growth pattern    of Amazon.com compared to its competitors such as eBay.
b) It creates ideal environment for knowledge transfer. For example, an Amazon customer is able to know the quality of the product he wants by reading reviews on the product. 
c) It boosts effective decision-making ability of an organisation by cutting through enormous amounts of data to get to the information you need to improve strategic choices. For example, Amazon is able to decide on where to open up a parcel collection center basing on the captured customer data for that specific area. 
d) It Builds a “wisdom environment” by making learning routine and building knowledge based on experience that is then used to streamline operations and improve processes. 
e) It stimulates company-wide cultural change and innovation by encouraging collaboration and the free flow of ideas amongst employees.
All organizations are involved in knowledge intensive activities which may be tacit or explicit. Knowledge which is shared or transferred must be managed and understood by an organization’s members in order to get most benefits out of it. Knowledge Management helps companies enrich and share this knowledge residing in products, processes and people by various tools and methods. This Knowledge Management exercise is often helped by Information Technology (IT) such as Amazon Web Services(AWS). Besides, Knowledge Management becomes especially of interest due to the fact of culture diversity, communication gap and coordination problems across organizations.
Knowledge Management has been considered the most important asset of an organization. Furthermore, organizations are now realizing its importance due to its success factors like reuse of past knowledge, experiences and innovations. As an organization grow in size like in the case of Amazon.com, getting to know each other, sharing experiences and ideas  becomes quite challenging. Knowledge is also lost when an expert leaves an organisation which presents a huge challenge. Thus the need to retain and manage this knowledge for future use.
[bookmark: _Toc70588087]How Knowledge Management helps organisations to satisfy customers and achieve competitive edge. 

Knowledge management (KM) continues to be a fundamental ingredient in creating sustainable competitive advantage (Blackler, 1995). Alongside later years numerous technical innovations and increasing globalization follows an integration, blurring and redefinition of markets and business models (Paulsen and Hernes, 2003). Companies are meeting these trends with an increased involvement in, and dependency of inter-organizational activities (Baker, 1992). Thus, knowledge management must also be considered from an inter-organizational perspective in order to reflect the inter-organizational knowledge’s inter-dependencies that exist. When information is contextually used effectively to aid understanding of a subject, knowledge is birthed, which then enables employees to perform their duties efficiently creating a competitive edge and in turn benefit customers.
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[bookmark: _Toc70588089]The Nonaka and Takeuchi Knowledge Spiral Model (1995).
The Nonaka and Takeuchi model is among those utilized in knowledge creation  and conversion. Knowledge management model is a strategy for managing knowledge  from individuals and procedures of a company. Each company generally capture and code knowledge in the form of tacit and explicit knowledge. Tacit knowledge is the form which is not documented but utilized verbally. This can result in challenges of approval for other individuals since there is no documented form that can be made use of or reviewed over in a very long time, just the individual that poses it can retain because  it stays in the mind. Explicit knowledge on the other hand is the opposite since it’s documented and be utilized  by other individuals however, not all knowledge is transferable in a documented form. As a result, The Nonaka and Takeuchi model presents the most suitable way to transfer knowledge from tacit to explicit or vice versa. 
Tacit knowledge has been explained by a number of writers. According to Polanyi( 1962 ), It is extremely tough to convey or share because it is personal. According to Nonaka(1944),It is extremely difficult to express Tacit knowledge in words and therefore needs some allegories as well as illustrations.

Besides, since tacit knowledge is in human minds, it is subjective as well as individual in nature. According to Polanyi( 1962 ), we have extra understanding as well as expertise than our capacity to share, this reveals that, typically individuals understand even more yet they cannot share in words which stands for the implied nature of understanding they have. As an example, it is really difficult to explain in words just how to ride a cycle, or exactly how to fly an aeroplane or even just how to play cricket. This implies that, tacit knowledge can only explained but rather practically demonstrated. Training and mentorship is another way to explain it. 

Tacit knowledge is installed in human minds which makes it challenging to store digitally. Furthermore, it is deeply rooted in individual activities, crafts and therefore constantly being shared and created. (Martensson, 2000). Explicit knowledge on the other hand is the opposite of Tacit knowledge because it can be documented and easily shared and explained. User manuals, publications such as textbooks and maps are sources of Explicit knowledge (Hislop, 2005).
Below is an illustration of Nonaka and Takeuchi model of knowledge conversion.
[image: ]

According to Nonaka and Takeuchi, there are four types of knowledge  conversion that occurs between  tacit and explicit knowledge as explained below. 
Socialisation (Tacit-to-tacit)- Here individuals acquire knowledge from others through dialogue and observation. For example, a new employee at Amazon warehouse learning from a supervisor or senior through shadowing.
Externalisation (Tacit-to-explicit) - the articulation of knowledge into tangible form through elicitation and documentation. Here the new employee is given the company policy document to read and get to know the Dos and Don’ts of Amazon.com.
Combination (Explicit-to-explicit) - combining different forms of explicit knowledge, such as that in documents or databases. Here the an Amazon employee uses both the policy document and Amazon Web Services(AWS) to acquire knowledge.
 Internalisation (Explicit-to-tacit) - such as learning by doing, where individuals internalise knowledge into their own mental models from documents. Here the employee uses user manual to learn how a machine works as he practically uses the knowledge he has read.
Employee learning from the supervisor
Employee knowledge base improving
Amazon Web Services(AWS)
Amazon senior staff interacting with a junior
Employee learning from reading manuals & policy documents then applying it.
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Figure 2. Illustration of the Knowledge conversion process within Amazom.com

Amazon’s success story today is greatly due its ability to effectively utilize Nonaka and Takeuchi’s knowledge management model to capture customer information as they trade within the Amazon.com platform and use it to make predictions of their future needs. For example, Knowledge Management, Amazon is able to use the existing customer data such as purchase history to suggest what the customer might also need in the form of  “ What other people who bought this also bought” or their  date of birth to suggest what they might need for their birth day. 

[bookmark: _Toc70588090]The von Krogh and Roos Model of Organisational Epistemology (1995).

Is the very first model that clarifies the distinctions between individual and social knowledge basing on epistemological viewpoint. According to this design, these elements ought to be evaluated by an organisation to effectively manage its knowledge;

· How Knowledge reaches the employees of an organisation.
· How the Knowledge gets to the company.
· What does Knowledge mean to the employees and the organisation.
· What are the obstacles to Knowledge management with an organisation. 

Krogh and Roos model also examines the nature of Knowledge Management from the viewpoint of;

· Workers,
· Interaction,
· Organisational framework,.
· Connection between the staff and administration of human resources.

By closely monitoring these factors, Amazon.com has been  able to avoid the challenges of Knowledge management caused by;
· Employees failure to perceive knowledge as an integral part of the organisation which reflects on their quality of work.
· Employees failure to share knowledge which crates challenges in producing a collective social knowledge.
The von Krogh and Roos Model has greatly positively impacted on the achievements of Amazon.com today.

[bookmark: _Toc70588091]The European Foundation for Quality Management (EFQM) KM Model.

This model was introduced at the start of 1992 as the structure for examining applications for the European  Quality Award. Its usage is widespread in Europe and  has actually come to be the basis for national and regional Quality Awards.
The EFQM design is utilized as a monitoring system that motivates the technique of organisational self-assessment. Its Excellence model assist organisations to gauge where they are in the excellence path by  helping them to comprehend the gaps in quality management there by stimulating solutions. It is relevant to organisation regardless of size framework and industry.
 
The EFQM model is a non-prescriptive structure which acknowledges that  there are several methods to attaining sustainable excellence.  Within this technique there are some basic principles which underpin its design however, these principles are not static. It is acknowledged that they will alter overtime as good organisations establish and grow. 
There are a number of existing indicative principles. Below are of them;
· Excellence is attained through impressive results orientated activities that motivates or excites the organisation's stakeholders. 
· Excellence is producing lasting client value by focusing on the Customer.
· Excellence is a result of visionary and motivational management accompanied with purpose.
· Excellence is handling the organisation with a collection of synergistic systems, procedures and realities.

The EFQM model is a perfect fit for Amazon.com and its application within the Amazon’s systems management like customer centric approach  is one of the winning factors that has catapulted it to the industry leadership it carries today. 

[bookmark: _Toc70588092]How Knowledge Management represents the systematic approach in sharing and exchanging organisational knowledge   

Knowledge Management strategy mainly helps to acquire combined knowledge of principles, processes, strategies, technologies and tools in an organization. This, in fact, enhances the potential of an organization to grow and expand to new markets as it facilitates to learn and adopt market quickly with the right knowledge.
The members of an organization would be aware of how to best manipulate the knowledge resources to benefit others. So, as an organization could respond faster and practice effective decision-making as they could have direct access to their necessary knowledge. Sharing, and collaboration of knowledge happens effectively, so the members of organization members become proficient in their organizational knowledge. This, in fact, would make them be more innovative and would pave the way to develop more innovative products and services. Moreover, Knowledge management enables to implement processes and methodologies in a systematic manner, so members learn and follow these best practices and become more innovative, productive and adding value to the business. Above all, as Knowledge management enables to streamline and systematically reuse knowledge with a multidisciplinary approach to content and information. This would reduce inefficiencies and facilitates easy access to information saving time.
Knowledge management systems enhances organizational learning through continuous capturing, analysing and deploying employees’ information and experiences. This enables the best teams to keep evolving through continuous learning and integration. It also makes access to relevant training handbooks and best practices easy.















[bookmark: _Toc70588093]Chapter 4  	Knowledge Management techniques used by Amazon 

From the beginning, Amazon determined that the user experience was a key to success and embarked on the application of Knowledge management techniques to achieve it by establishing Amazon Web Services(AWS). AWS is made up of so many different cloud computing  products and services. The highly profitable Amazon division provides servers, storage, networking, remote computing, email, mobile development, and security. AWS can be broken into three main products: EC2, Amazon’s virtual machine service, Glacier, a low-cost cloud storage service, and S3, Amazon’s storage system. Within these products and services, are many other customer centric entities which Amazon.com uses to effectively manage its knowledge to create a competitive edge. These are;
i. One portal, one interface. This is a one stop shopping portal where everything we buy from Amazon such as Food, electronics, books, clothing etc ,the portal is the same and the user experience is the same. This breeds familiarity and comfort for users, allowing less anxiety as they explore new areas of the site. 
ii. Consistent presentation. From item specifications to evaluations, Amazon show information for each item similarly and in the exact same order where feasible. This originates from the impressive content administration, whereby Amazon  design product information then release to customers in a consistent manner. Additionally, Amazon is able to capture, store and track every information. 
iii. Modular content. Every page on Amazon is displayed in a easy-to-read sections. No elaborate PDF books to comb through. Sometimes providing additional detail, but presenting it as an option (e.g., “click here”) rather than a barrier to cross to get to what you want. 
iv. Distributed upstream content creation. Although Amazon appears to control everything we see, for the most part, the product companies, where the real expertise is, actually generate the content. Adhering to Amazon’s design standards, writing styles, and other practices and policies, the content looks like it came from the same place, making it more usable. 
v. Almost magical personalization.  What strikes most Amazon customers as so amazing is the way the site seems to know them. The more we use the site, the better it knows us. It can then remind us of our history, recommend products we might like, and connect us to additional information it knows we are looking for. That’s why we willingly register on the site so that Amazon gets to know us, because we recognize the value of this service. Amazon.com is smart enough to do this without registration, but registration makes it much more personal.
vi. Insanely easy and consistent transactions. Buying something from Amazon? Putting a product on hold? Requesting more information? No matter what you are looking at, the process is the same. You quickly become comfortable with the system. 
vii. Feedback.  Amazon is one of the most successful eCommerce sites in getting users to provide meaningful feedback. Why? Because the company values what customers have to say and it knows that feedback provides value back to customers. It places feedback right on the product’s front page and gives readers many ways to parse and sort the information to their liking. It even allows readers (shoppers) 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 products. 
viii. Reduced servicing. Calls to Amazon’s call center are reduced because they strive so hard to make its site as user friendly and as comprehensive as possible. This is a tremendous cost saver for the company and results in higher customer satisfaction. So good is the information about most products on Amazon, that people often reference it even if they intend to buy elsewhere.
ix. Performance-centered. Need to cancel or change your order, change the shipping or payment method, return an item, or find out what you bought a year ago? Amazon provides a clear path to action for all the tasks customers need to accomplish. 
x. Great online help. Easy to use, easy to read, easy to follow. Once again, this adds to the customer experience, increasing their satisfaction and their productivity, and lowers Amazon’s costs. 
xi. Mobility.  Amazon.com, and its associated apps, is available anytime and anywhere, and on any device. No business hours to worry about. 
[bookmark: _Toc70588094]Importance of Knowledge Management tools and techniques to Amazon. 
Knowledge management tools and techniques has become so important to Amazon’s standard operating system by;

· Improving its operational efficiency
· Enabling it create a competitive advantage which has seen it become the market leader in e-commerce.
· Enabling it to maximize its potential and flourish during the Covid-19 pandemic when others have failed.
· Making it possible to predict customer future needs. 
· Increasing customer traffic to Amazon websites.
· Creating awareness of Amazon products and services.
· Promoting repeat purchases.
· Developing incremental product and service revenue opportunities.
· Strengthening and broadening the Amazon.com brand name.
[bookmark: _Toc70588095]Results of using these procedures 
· Increased productivity: Using these theories, leaders learn how to make the most of their team members, improving performances and increasing productivity.
· Simplified decision-making: Management theories give leaders strategies that speed up the decision-making process, helping those leaders be more effective in their roles.
· Increased collaboration: Leaders learn how to encourage team member participation and increase collaboration in the workplace.
· Increased objectivity: Management theories encourage leaders to make scientifically proven changes rather than relying on their judgment.
[bookmark: _Toc70588096]Areas of improvement to overcome the challenges

Despite the great strides of success Amazon.com has achieved, its employee welfare management in connection to modern slavery is worrying. 

















[bookmark: _Toc70588097]Chapter 5	Conclusion 

Knowledge is one’s understanding of why and how things work or should work, combined with the step-by-step skills for accomplishing a task. Knowledge is what one is familiar with owing to experience and is thus internalised as part of one’s life. It must be noted, however, that an individual, organisation or community cannot possess or internalise all the knowledge that is required to deal with all the “problematic” situations that are, or may be, encountered. At the same time, the level and amount of knowledge that an individual, organisation or community possesses at a particular time cannot resolve and facilitate all the problem-solving and decision-making processes encountered in the course of the “knower’s” existence. The implications of this are that an individual or organisation must learn continuously and acquire and generate new knowledge. They must be aware of who owns knowledge that is relevant and appropriate to particular situations.

[bookmark: _Toc70588098]Chapter 6	Recommendations  

Amazon.com needs to address this issue of employee rights in relation modern slavery by strictly following the labour laws in the countries where it operates and more specifically, the United Kingdom regulations such as; Equality Act 2010,Employment Rights Act 1996, National Minimum Wage Act 1998,Employment Relations Act 1999 and Agency Workers Regulations 2010 etcetera within the next twelve to eighteen months to avoid losing the market lead it currently commands.
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