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Introduction 

The main purpose of this report is to use knowledge management 

practices, showing findings on the challenges and changes 

employees have had to adapt to cause by the pandemic. The main 

objective of drafting this report is to collect data and information. 



 

In 1994 Jeff Bezos, a former Wall Street hedge fund executive, 

incorporated Amazon.com the promise was to deliver any book to 

any reader anywhere. 

 

While Amazon.com started as a known book seller the technology 

company business was to also simplify online transactions for 

consumers. Bezos argued that to succeed as an online retailer the 

company needed to “Get Big Fast” and that is exactly what 

happened. 

 

Amazon.com, is now an online retailer giant manufacturing of 

electronic goods, book readers, toys, and many other goods. Its Web 

services provider became the recognizable example of electronic 

commerce. sailing directly or as the middleman between other 

retailers and to Amazon's millions of customers.  

 

Amazon’s advantage proposition is based on low-cost prices for a 

giant selection of books ordered through an anytime, anywhere 

exceptionally  convenient mechanism. 

 

 

 

Its Web services business includes renting data storage and 

computing resources, called “cloud computing,” over the Internet. 

The promotion of Kindle e-book readers has led to the considerable 

growth in e-book publishing and turned Amazon.com into a major 

unrestrained force in the book publishing market. 

 

https://www.britannica.com/biography/Jeff-Bezos
https://www.britannica.com/topic/Wall-Street-New-York-City
https://www.britannica.com/topic/hedge-fund
https://www.britannica.com/technology/technology
https://www.britannica.com/technology/e-book
https://www.britannica.com/technology/e-commerce
https://www.britannica.com/technology/e-commerce
https://www.bing.com/search?q=define+exceptionally&FORM=DCTRQY
https://www.britannica.com/technology/cloud-computing


The SECI model will be used in this report this model was formulated 

by Hirotaka Takeuchi and  Ikujiro Nonaka  to recognise the natural 

structure of knowledge information and how this process can be 

supervised.  

 

The SECI Model of Knowledge measurements recognise four ways of 

how knowledge can be merged and conducted, therefor, how 

knowledge is shared in the company.  

 

The SECI Model of Knowledge proportions is formed on two types of 

knowledge, explicit knowledge, and tacit knowledge. Explicit 

knowledge points out that knowledge can comfortably be 

transmitted to others and can smoothly be organised, evaluated, and 

verbalized. 

 

 

For example, data obtained from books, papers, reports, and 

databases. This type of knowledge can effortlessly be convalesce, 

saved, verbalized, and conveyed to others. 

 

Tacit knowledge is the reverse of Explicit Knowledge. It refers to 

knowledge that is complicated to relay to others, and that is 

strenuous to organise, evaluate, and verbalize. It is numerous times 

practice based and insert values, skills, and capabilities. 

 

An example is the ability to talk a language. researching a language is 

challenging which requires time to achieve a certain level to speak 

and write. That is the reason it is close to impossible to convey this 

knowledge to others without practicing. 

https://www.toolshero.com/toolsheroes/ikujiro-nonaka/
https://www.bing.com/search?q=define+convalesce&FORM=DCTRQY


 

Ikujiro Nonaka thinks two proportions for knowledge forming, the 

epistemological measurements, and the ideal dimension. The 

epistemological proportions exchange tacit knowledge to explicit 

knowledge and conversely, and ontological volume importance the 

transformation of knowledge from individuals to groups and 

establishments.  

 

In inclusion, the SECI Model of Knowledge proportions presumes that 

knowledge is produce by a conversion connecting tacit- and explicit 

knowledge, there for, finds four modes of knowledge transformation 

in companies. 

 

Previously knowledge is repeatedly gained and converted by 

repeating, join forces, converse, and learning, the SECI Model of 

Knowledge measurements envision spiral in the model. For this 

reason, the model displays to be an ongoing operation that takes 

place in all companies. 

 

 

 

 

Seci Model modes of knowledge conversions 

 

Socialization 

 

“At this strength, knowledge is transformed from tacit to tacit. 

Knowledge is besides conveyed through exercise, direction, and 



surveying but knowledge is many times gained through a 

conversation. 

The action starts with someone who does not have a specific 

knowledge but who gained the knowledge from someone who has 

the knowledge. The translation informs us those technical skills can 

be socialized. This means that individuals can part knowledge by 

action, examination, and practicing. 

 

Externalization 

 

Knowledge is translated from tacit to explicit. The machine of how 

this work could be complicated because certain times tacit 

knowledge cannot be organized. Nevertheless, suppose it could be 

organized, tacit knowledge is defined in words and put into 

instructions or other paperwork so that it can effortlessly be split 

between associates in the company. 

 

Combination 

 

Combination is the steps of order notion into a knowledge system. 

knowledge is transformed from explicit to explicit. This formula that 

trues sources such as books, records, transmission is used and 

merged to design new knowledge. 

 

This model of knowledge conversion is also effortlessly assisted by 

online data because explicit knowledge is obtainable everywhere 

online. An example is Higher education, because at school, verified 

knowledge is used to construct new knowledge. 

 



Internalization  

Internalization requires the obtaining and application of knowledge 

by an individual, surround by learning-by-doing. otherwise, explicit 

knowledge merge part of an individual's knowledge and will be 

attraction for a company. Internalization is also an action of constant 

individual and common mirroring, as well as the ability to see 

relations and find example, and the ability to make sense between 

fields, aims, and concepts” (Gudat 2019). 

 

 

 

 

 

 

 

 

 

 

 

 

The main expectation from this report is to 

Indicate the significance of understanding that the effective 

construction, collecting, sharing, implementation and combination of 

knowledge is a key requirement for good knowledge management 

development implementation. 

 

https://en.wikipedia.org/wiki/Internalization
https://en.wikipedia.org/wiki/Learning_by_doing
https://en.wikipedia.org/wiki/Sensemaking
https://www.bing.com/search?q=define+significance&FORM=DCTRQY


The report will display an assessment of the recognised structure 

within the company. By using applicable different academic models 

to establish and measure the productiveness of knowledge and 

information management learning within the company in producing 

knowledge benefit continuing successful consumer association 

management.  

 

By showing Amazon’s developing knowledge management 

challenges and provide direction to build up their knowledge 

management implementation from the knowledge obtaining mind 

angle.  

 

 

 

 

 

 

 

 

 

 

Main Body 

Knowledge and information management 

Background of Amazon.com 

 



“Known as a pioneer in online retailing, Amazon.com, enlarged 

during the late 1990s to provide the biggest choice of books, CDs, 

videos, DVDs, electronics, toys, tools, home furnishings and 

housewares, apparel, and kitchen gadgets. between go- between 

arrangements. 

 

Amazon.com sells items from familiar resellers including 

Toysrus.com, Target organisation, Circuit City Stores Inc., the Borders 

Group, Waterstones, Expedia Inc, Hotwire, National Leisure Group 

Inc., and Virgin Wines. At times condemn for its focal point on 

market split over advantage, Amazon.com put stockholder worries to 

bed when it obtained its first profit during some time in 2001. 

 

Round the 1990s, the popularity of the Internet and global Web 

spread across the world and personal computers in most company's 

and family circles got connected in some type of way. The use of the 

web became more widespread in civilisation, businesses began 

looking to the internet as a new approach for business. Selling goods 

across the web offered a range of options and opportunities. One of 

the developers of e-commerce was Jeff Bezos, creator of 

Amazon.com. 

 

Bezos left his job in 1994 as vice-president of the Wall Street firm 

D.E. Shaw, relocated to Seattle, and started to work out a course of 

action for what would end up as Amazon.com. After reading a study 

that predicted yearly Web progress. Bezos drew a list of items that 

could be retailed on the Internet. Then he chose the ones that were 

most promising which was, compact discs, computer hardware, 

computer software, videos, and books.  

 



In the end Bezos decided that his project would sell books over the 

internet, due to the large global market for literature, the low cost 

that could be provided for books, and the huge choice of titles that 

were obtainable in print.  

 

He chose Seattle as the business headquarters because of its big 

practical work force and its closeness to a huge book supply centre in 

state. Bezos managed to raise money for the business while also 

working with program developers to build the businesses internet 

site. The internet site disclosed in 1995 and rapidly became the 

number one book-related site on the internet. 

 

In four months of operation, Amazon.com became an extremely 

well-known site on the internet, making top marks on many Internet 

rankings. Its rise to recognition as the sixth best site on Point 

Communications. The site opened with a searchable database of 

over one million titles. 

 

Consumers could enter information in the search engine, prodding 

the structure to move through the businesses database and find the 

right titles. The program then displayed data about the choice 

selection on a consumer's computer screen and gave the consumer 

the choice to order the books with a credit card and have the books 

delivered in a few days. 

 

As a coloniser in the world of Internet trading, Amazon.com attempt 

to set the standard for internet companies. So, Bezos went to work 

on making internet site as consumer friendly as possible and 

connected the website to diverse types of consumers. For the people 

who knew what book they wanted and wanted a fast production and 



low cost, Amazon.com offered a high PowerSearch potential of its 

inflated database.  

 

The business began offering discounts on most titles, making prices 

low cost. For other consumers who was looking for something to 

read in a particular area of interest, Amazon.com offered subject 

areas to browse, also offering bestsellers list, award winners, and 

books that were featured in the media. Amazon.com offered a 

commendation centre.  

 

This is where a consumer could browse books based on his or her 

feelings, reading routine, or priority. The commendation centre also 

offered its members titles based on stored data of books, the 

consumer had purchased in the past, if they were returning 

consumer to the website. 

 

Far from its hug rivalry, Amazon.com moved a few titles in 

merchandise in its Seattle warehouse. Many orders through 

Amazon.com were set straight through wholesalers and publishers, 

so a warehouse was not required. Amazon.com would easily acquire 

the books from other sources, then deliver them to the consumer. 

 

 In the beginning, the business conducted out of Bezos' garage, until 

it was transparent that it was going to be a triumph, making a move 

to a Seattle office, which carried out as the customer support, 

shipping, and obtaining area. It was compelling that, because of the 

web, such a tiny enterprise could realize such a wide scope so fast; 

within a month it takes off the web site, Bezos and Amazon.com had 

pervade orders from all 50 states and 45 other countries. 



 

Other success with consumers were the little touches, like voluntary 

gift wrapping of merchandise, which sent consumers e-mails 

informing them when a new book in their preferred subject or by 

their preferred author came into stock. The site also provided the 

potentiality for consumers not only to write their opinions about 

different books and have them published on the website, but to read 

other customers' opinion about books they were interested in 

purchasing. 

 

Amazon.com strength in Going global in 1997 

After two years of functioning, Amazon.com turned to a communal 

business in May 1997 with a starting communal offering (IPO) over 

millions of shares of regular stock. With the earnings from the IPO, 

Bezos went to work on improving the already proactive site and on 

improving the business supplying potential. 

 

To help widen the businesses supplying potential, and to lower the 

strain on the withdraw supplying centre that came from such a vast 

number of orders, in September 1997 Bezos notified that 

Amazon.com would be opening an East Coast supplying centre in 

New Castle, Delaware. There was also a large growth of the business 

Seattle centre.  

 

The developments grow the businesses stocking and delivering 

potentiality and decreased the time it took to fill consumers' orders. 

The Delaware website not only got Amazon.com nearer to East Coast 

consumers, but also to East Coast publishers, which lowered 

Amazon. Com's receiving time. With the new centres in place, Bezos 

https://www.bing.com/search?q=define+potentiality&FORM=DCTRQY


set a goal for the business to do same-day delivery of in-stock orders, 

getting orders to the consumers much quicker than before. 

 

In addition, growth in 1998 

As Amazon.com progress into 1998, the business carried on rising. By 

February, the connect program had raised 30,000 members, who 

now profited up to 15 percent for suggesting and retailing books 

from their sites. Four months later, the number of Associates had 

doubled. 

 

The business consumers data carried on growing, with increasing 

consumers accounts. Amazon.com was now the third largest 

bookseller in the United States. Amazon.com carried on reshaping its 

services in 1998. 

 

Amazon.com also grow its company through a triplex of purchase in 

early 1998. Two of the businesses were obtained to in addition grow 

Amazon. Com's company into Europe. Bookpages, one of the biggest 

online booksellers in the United Kingdom, gave Amazon.com 

admission to the U.K. market. 

 

Tele book, the biggest online bookseller in Germany, put in its 

German titles to the mix. Both companies not only gave Amazon 

.com admission to new consumers in Europe, but it also gave existing 

Amazon.com consumers admission to more books from around the 

globe.  

 

The web Movie Data (IMD), the third questioning, was used to assist 

plans for its move into online video deals. The huge resources and 



information of the IMD served as an asset in the establishment of a 

consumer-friendly and instructive site for video sales. 

 

Another tremendous change in 1998 was the declared of the 

business conclusion to involve the online music company. Bezos 

again wanted to make the website as helpful as possible for his 

consumers, so he plead to help. Many months prior to opening its 

music website, Amazon.com asked its bookstore consumers and 

subscribers of the music occupation to help design the new site. 

 

The music store opened in June 1998, with a hundred thousand 

music titles accessible. The new website, which began briefs while 

Amazon.com redesigned a new book site, offered a lot of the same 

useful services accessible at the business book site. The data was 

reachable by artist, song title, or label, and consumers were able to 

listen to more than 225,000 sound clips before making their choice. 

 

Amazon.com ended the second quarter of 1998 as firm as ever 

breaking there three million goal mark, and as sales statistics for 

Amazon.com carried on rising, and more items and titles were 

added, the near future looked promising for this ground breaker in 

the web trade marketplace. With music as a part of the business mix, 

and video sales on the scope, Bezos seemed to have achieved his 

goal of gaining a strong market share in the online sales arena.  

 

Progress Continued to grow in 1999 and Beyond 

The business focal point on strength remained. In 1999, it introduced 

an online distribution service authorize Amazon disposal. It also 

began selling toys and electronics and then separated its goods 



offerings into separate stores on its website to make it easy-going for 

consumers to shop for products.  

 

During the holiday term that year, the company ordered a bulk of 

stock expecting holiday shoppers to congregate to the website as 

they have done previously. Sure enough, sales raised proving that 

the organisers efforts to produce an online powerhouse in truth it 

paid off.  

 

 

Even though Amazon. Com's growth story was exceptional, Bezos' 

centre of action on market share over gain had made Wall Street 

uncomfortable and left observers guessing whether the business 

would ever be able to perform a profit. Sales continued to strive as 

the business attached new merchandise even though they continued 

to have net loses. In the new millennium announced bankruptcy and 

fierce competition. 

   

However, Bezos stayed positive, even though Amazon. Com's share 

price stumbled. During the 2000s, the business concentrated on 

lowering costs. by letting go 1000s employees and shutting one of 

the supplying facilities. 

 

The business also added cost reduction to its company's plan, which 

had regularly been centerer on mass choice and satisfaction. 

Amazon.com made profitable deals with other wholesalers as Target 

businesses. Amazon. Com's approach worked, and sales grew, they 

reached a milestone that many thought they wouldn't and continue 

till this day” (Gray, 2018). 



 

What is Knowledge Management 

 

“Knowledge management is the action of recognizing, preparing, 

collecting, and sending information within a business. When 

knowledge is not easily attainable within a company, it can be 

unbelievable costly to an organisation as precious time is consumed 

seeking out suitable data versus finishing result focused tasks. 

 

A knowledge management structure (KMS) tackles the common 

knowledge of the business, leading to better functioning planning. 

These structures are assisted using a knowledge base. They are 

analytical to successful knowledge direction, providing a focus place 

to store data and obtain it willingly. 

 

Organisations with a knowledge management plan reach business 

outcomes more rapidly as growing organizational learning and 

partnership among co-workers assist quicker outcomes across the 

company. It also streamlines more organizational action, such as 

training and on-boarding, leading to reports of higher employee 

content and retention 

 

Businesses with a knowledge management plan achieve company 

outcomes more rapidly as growing management learning and 

participation between team members smooth quicker across the 

organisation. It also streamlines more overseeing processes, such as 

training and enrolment, key to research of higher employee 

gratification and retention” (Sharma 2020). 

 



Why knowledge management is important to an organisation 

 

“It Speeds up access to information and knowledge, knowledge 

management makes it less challenging to discover the information or 

the people who hold the information you need. It increases 

effectiveness and production and allows you to work better, 

decreasing the liability to “pass the time.” 

 

 

Knowledge management Improves decision-making processes so 

employees can surpass the standard and speed of decision-making 

by gaining the knowledge of the whole organization when they need 

it. When making conclusions, company partnership tools smooth the 

access to judgements and experiences of different people, which 

may give further viewpoints to the decisions made. 

 

(KM) encourages alteration and cultural change enable and support 

the sharing of ideas, consorting and access to the latest data. 

Knowledge management enables individuals to encourage change 

and the cultural changes needed to progress the business and meet 

changing company needs. 

 

It Improves the structure of a company's operating units and 

organisations processes with quicker access to information and 

materials across the company, research shows that the use of social 

participation technologies has improved organisations processes and 

the company's production in general. 

By Increasing customer satisfaction, the sharing of knowledge and 

cross-collaboration help to increase the value proposed to 



consumers. The business can give quicker answers or shorten the 

time it takes to better a product or service. 

 

Improving access to circumstantial knowledge by an employee 

Lessens the time that a contributor requires to give an answer, 

expand consumer satisfaction. Also, a business can reduce the cost 

of customer support, when using suitable knowledge management 

activities. 

 

Businesses considering the adoption of new conveying and 

collaboration tools should also determine their product plan of 

action with respect to knowledge management. Because today’s 

conversations are tomorrow’s collective knowledge” (Stephen,2017).  

 

 

 

 

 

 

 

 

 

 

How Knowledge Management helps the organisation in satisfying 

customers and achieving competitive advantage: 

 



“Knowledge management structure is helping employers work on 

modern programs while keeping customer satisfaction as a prime 

concern.  

 

With a KMS in place, businesses can fathom customer queries 

quicker without putting employees under pressure. In addition, 

customers may supply some solutions that a company would not 

have resolved. This is possible as a KMS enables customer interaction 

and works on user feedback. 

Saving Time  

 

Most customers do not want to wait on hold to talk to a customer 

support executive to get their queries resolved. One of the most 

productive ways to help consumers is to provide them with 

documentation that can help solve their questions. They will not 

need to wait in a phone queue if they can search for answers online. 

 

Also, using a KMS lessons the number of support entries and the 

workload of the consumer support team. however, an online help 

centre is accessible 24/7, the knowledge management structure will 

be there to help. Also, responding to basic how-to questions will 

lessen the time spent on conversing with consumers.  

 

encourages Self-service 

 

The internet and self-service have surpassed all forms of help, over 

taking phone and email. Also, customers following the FAQs on 

Amazon.com website. 

https://www.softwaresuggest.com/document-management-software


Theres only so much information that can be relayed on the phone. 

Knowledge management systems allow Amazon.com to organise 

different solutions and provide a comprehensive knowledge base. 

 

To keep consumers satisfied support teams can supply a practical 

online help centre. however, each consumer will have their preferred 

way of learning. It can be through blogs, images, or videos. Providing 

these options in a help centre will make sure that no consumer is left 

without help. 

Also, with knowledge management systems representatives do not 

need to author long emails. They can just link the consumer to the 

right method in the knowledge system. All these implementations 

help save time and encourage consumers to help themselves overall” 

(Sharma,2020). 

 

 

 

 

 

 

 

 

 

 

 

Evaluation of Knowledge and Information Management 

models/theories 



How knowledge is embedded in products and the service concept 

in the tacit knowledge of individuals.  

 

“Tacit knowledge is indefinable knowledge obtained from experience 

and insight. You will identify it in people with capability and 

professionalism.  

it is vital that we find ways to approach and support the transfer of 

tacit knowledge. 

Also, when people with expertness leave an organisation, the 

company often loses analytical tacit knowledge because it was not 

forward to others. This knowledge gap can be expensive and time-

consuming or impractical to change. businesses need ways to obtain 

and spread the tacit knowledge of professionals for their own 

safeguarding. Tacit knowledge conveyance is vital to a company's 

future success. 

 

 

 

 

 

 

 

 

 

 

 

 



How KM represents a systematic approach in sharing and 

exchanging an organisations knowledge base. 

The success of a knowledge sharing activities in a business has the 

prospects of improving customer services, bringing new produce to 

marketplace and lowering cost of company operations. lately, 

Information Technologies are frequently used in knowledge 

management in telling consumers and employees of the resent 

change or growth as well as conveying knowledge between the 

employees. 

 

In knowledge management, successful knowledge sharing is one of 

the most essential components of KM victory. Knowledge conveying 

practice helps businesses to improve production and attain their 

journey. nevertheless, many researchers and writers agree and 

disagree with one another about inserting knowledge conveying 

exercise in workplace” (Leonard,2014) 

 

 

 

 

 

 

 

 

 

 

 



How knowledge has become increasingly important in Amazons 

SOP. 

“A standard operating procedure includes of explicit instructions on 

how to complete a task. For Amazon, this means that it needs to be 

known if a package goes to an organisation or private customer. It 

also must be disclosed whether a problem has raised with the parcel 

or if it is damaged. 

 

 

 SOPs are a vital part of any organisation to make certain that quality 

and consistency happen like clockwork, among the busy trading of 

the daily workload. 

Sadly, SOPs are usually wasted. 

A lot of companies fail to use their SOPs practically, 

But, the use of SOPs can be implemented as a tool to help increase 

the performance of your organisations, if you use them in the correct 

way. 

SOPs is a workable guide can help a business regardless of which 

section you work in. 

Amazon also sales books on sops and how you can make sops a part 

of your daily management approach”(Rusuli, 2021). 

 

 

 

 

 

 

 



 

What are the main outcomes that Amazon has been achieving with 

the use of these procedures? 

 

“With these procedures in place this allows Amazon.com to be 

efficient with delivering their products successfully to their millions 

of customers around the world and giving them a good reliable 

service that makes them want to come back. also having a little bit of 

everything for all ages to enjoy this is what keeps their customers 

happy and loyal.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

What are the areas Amazon.com can still improve on to overcome 

future challenges? 

 

Firstly, for Amazon.com to maintain their innovative, Amazon needs 

to cut down on their payment processing costs and manage their 

performance “in-house” as much as they can. By creating a PayPal-

like setting for money to be transferred in to and out of, and within, 

by doing this Amazon.com would create a mini economy of their 

own; that they had more control over.  

 

By allowing customers to pocket and spend money through this 

economy, Amazon.com would decrease their need for outside banks 

and would benefit from the deduction transaction fees. By doing 

this, Amazon would be able to lowan their overhead, to the point 

that they could offer motives for end-users to purchase goods or 

services from Amazon.com”(Mansell,2015). 

 

Conclusions 

By Amazon.com engaging in a combined ecosystem of knowledge, in 

a single action this can accelerate not only their learning skills, but 

also their effectiveness, change and agility. Amazon is forever 

evolving and adding new products to their production and modern 

technology that is always updating and transforming. 
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