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Executive Summary
This report is going to introduce the organisation to be written about, its history and the Knowledge Management (KM) theory or theories that it is using. Section 1 will write about Knowledge and Information Management. The background of Amazon.com, definition of KM and why it is so important for any organisation including Amazon.cm, how KM helps the organisation in satisfying customers and achieving competitive advantage. Section 2 will write about Evaluation of Knowledge and Information Management Models or theories and for this report writer to showcase their awareness by evaluating how knowledge is embedded generally in products and the service concept in the tacit knowledge of individuals (employees and customers). There will be consideration of how systematic approach (Management Information System or systems) will help organisations in sharing and exchanging its knowledge base across the organisation. There will be use of Nonaka’s tacit and explicit conversion and decision-making model (SECI model) or any other models such as Wiig, Bukowitz and WILLIAMS Model, Zack Model, to illustrate points. Section 3 will write about Investigating of KM techniques used by Amazon.com, how knowledge has become increasingly important in Amazon’s SOP (Standard Operating Procedures), the main outcomes that Amazon.com can still improve in the future in order to overcome the challenges and what areas Amazon.com can still improve in the future in order to overcome the challenges. The report will conclude and make recommendations. 
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Introduction
The main purpose of writing this report is to highlight the importance of Knowledge Management in organisations with a particular focus on Amazon.com. The report will also integrate knowledge management models, theories and principles that can help Amazon.com to stay ahead of the competition going into the future.
Amazon.com was started by Jeff Bezos in a garage in 1994. The company started by selling cheaply priced books online (capitalism.com, 2020).
The following four management theories that will be used in this report are:
· The SECI Model
· WIIG Model
· ZACK Model and 
· BUKOWITZ and WILLIAMS Model
The main expectation from this report is to be able to recommend the best knowledge management model or a combination of models to help Amazon.com achieve its strategic business objectives by continuing to provide customers unrivalled customer experience.
Main Body
Section 1: Knowledge and Information Management
The background of Amazon.com  
Amazon was formed in a garage in Seattle, Washington and registered on I November 1994 by Jeff Bezos (capitalism.com, 2020). It started by selling books online. This because Jeff Bezos reasoned that a) there was a world-wide demand for books, b) books are not expensive and that there were so many titles that he could sell (capitalism.com, 2020). The first Amazon online bookstore was opened in July 1995. Although Amazon faced stiff competition from established book sellers such Barnes and Noble, it generated revenues of $20 000 in weekly sales (capitalism.com, 2020). In a couple months, Amazon grew its customer base in every state and in forty-five countries scattered around the world (capitalism.com, 2020). Amazon had employed 250 staff by the end of 1995.In 1998, Amazon started diversifying their product portfolio by selling many other things its customers were demanding (capitalism.com, 2020). As to the question why did Jeff Bezos create Amazon? “Simply put: Jeff Bezos had a passion for electronic retailing and servicing the customer. Throughout his life and college, Bezos dreamed of creating his own company. The internet created an opportunity, and he seized it” (capitalism.com, 2020). Over the years Amazon has invested in other businesses and took over some businesses. “Amazon.com, Inc. provides online retail shopping services. It provides serves to four primary customer sets: consumers, sellers, enterprises and content creators…” (companieshistory.com, 2022). Jeff Bezos had always wanted the name of his company to appear early in the alphabet and so he chose the name Amazon after the biggest river in the world, a place that was “exotic and different” (companieshistory.com, 2022). “Amazon represented 49% of the U.S. e-commerce market in 2018” (capitalism.com, 2020). From the year 2000, Amazon adopted a new logo which depicts a curved arrow starting from A to Z. This shows that they stock every product from A to Z with an arrow that is shaped like a smile (companieshistory.com, 2022).
What is KM?
“Knowledge Management is the process of capturing, storing, sharing and effectively managing the knowledge and experience of employees to increase the workforce’s overall knowledge.” (omnisci.com, 2020). 
Why is KM so important for any organisation including Amazon?
KM is important for any organisation as its main goal is to improve customer service, to enhance a learning culture, to improve communication within the company, seminars and workshops are a platform for sharing knowledge, to retain critical information within the organisation, to improve productivity and to enhance organisational culture (starmind.ai, 2020). 
How KM helps the organisation in satisfying customers and achieving competitive advantage.
The key benefits of KM are a) Faster and effective ways of taking on board new employees. This is facilitated by being able to access information quickly and effortlessly when a new employee joins the organisation. This reduces the time needed for someone to be inducted into the company and in the process, it boosts productivity. In the end the organisation saves money (starmind.ai, 2020). b) Less time is spent retrieving existing information. With an effective KM, less time is spent within the company trying to answer the same Frequently Asked Questions (FAQs) rather than concentrate on the more meaningful ang productive tasks. (starmind.ai, 2020). c) Innovation speeded up. The employees benefit from easily accessed expert knowledge to do their work effectively. This easy access allows employees to share the information with fellow workers in other teams thereby reducing mistakes and enhancing learning and experience (starmind.ai, 2020). Besides the employees becoming more productive and efficient, the customers dealing with the organisation get better service, thereby enjoying their customer experience.
Section 2: Evaluation of Knowledge and Information Management Models or theories
Showcase your awareness by evaluating:
a) how is knowledge generally embedded in products and the service concept in the tacit knowledge of individuals (employees and customers)?
Tacit knowledge can be described as everything a person knows how to do but does not know how to explain it. It can therefore be defined as a combination of skills, ideas and experiences that people have but is not documented so as to expressed. “With tacit knowledge, people are often unaware of the knowledge they possess or how it can be valuable to others” (starmind.ai, 2020). 
Explicit knowledge, which is also known as documented knowledge, is different from tacit knowledge as the information is easy to share. It is documented, easily accessed and fast to share. Explicit knowledge is contained in an organisation’s database, articles and reports.
Knowledge is generally embedded in products and the service concept in an explicit form whereas the knowledge of individuals and customers is tacit knowledge. When customer service employees interact with customers, they will be explaining about the products using tacit knowledge. On the other hand, customers will be using tacit knowledge about their experience of a product whose manual may be documented in explicit knowledge. It would appear that Nonaka and Takeuchi’s tacit and explicit conversion and decision-making model (SECI Model) would be the best KM model to use at the customer service desk where there is interaction between the customer and the employee SECI stands for Socialization, Externalization, Combination and Internalization. The Socialization takes place when an employee shares knowledge with a customer which is Tacit to tacit. The Internalization takes place when employee explains to the customer using explicit knowledge embedded in products by using tacit knowledge to make the customer understand. “In this model, knowledge is continuously converted and created as users practice, collaborate, interact and learn. The process should be seen as a continuous, dynamic, swirl of knowledge rather than a static model…” (knowledge-management-tools.net, 2012). 
How systematic approach (Management Information System/systems) help organisations in sharing and exchanging its knowledge base across the organisation?
The sharing of knowledge is critical for the success of many organisations from the aspects of decision making, have a culture of learning, innovation and culture change (quandora.com, 2017). “Still, overall performance in a company improves just when people do things differently” Ivey Business Journal quoted in (quandora.com, 2017). Some of the benefits of knowledge management in a MIS are a) Enable the best problem-solving experience to be repeated in future. Team members in the organisation can revisit it when confronted with a similar challenge. Revisiting the solution already provided avoids redundant efforts by good knowledge management. It saves time and improves staff morale. 
The consistent sharing of knowledge improves communication among team members within the department and outside of it (quandora.com, 2017). “The members of an organization can improve their relationship significantly by sharing and managing knowledge properly, no matter if they work in the same of different departments (quandora.com, 2017).
b) Using knowledge repeatedly in databases makes it easy to make decisions based on the best experiences by members in the organisation. It would make life much easier if work processes are speeded up when one finds what they need when they need it (quandora.com, 2017).
c) “Most businesses have the main purpose of increasing revenue, but this can be a bit difficult when competition increases. By managing knowledge properly, employees gain access to valuable information and deliver better results. The organization stimulates innovation and, directly, achieves growth a lot easier (quandora.com, 2017). 
d) By sharing knowledge and innovation, a company can reduce the delivery time that is required to deliver a product or service to its customers, gain competitive advantage and satisfy customers (quandora.com, 2017). 
e) By using the SECI Model in their knowledge base to build “know how” through sharing knowledge, an organisation can record explicit and tacit knowledge and cut their losses. “…but more dynamic and peer to peer centred knowledge sharing Q&A platforms are making information more easily accessible now (quandora.com, 2017). Amazon.com appear to use both SECI Model and the Zack Model in their KM processes. The SECI Model is used in data collection and conversion whereas the Zack Model is used for refining the information (helpiewp.com, 2018). “All models basically have four parts 1 Information capture, 2 Storage, 3 Customization and 4 Use” (helpiewp.com 2018).
Section 3: Investigating of KM techniques used by Amazon.com
How knowledge has become increasing important in Amazon’s SOP (Standard Operating Procedures). Amazon has proved time and time again that a quality Management Information System (MIS) is a necessary prerequisite to run the business to process data and statistics for both financial as well as organisational benefits (inspiredtechs.com.au, 2016). It leads to organised data which is essential for the success of MIS. It is good for information storage. It leads to more focus on organisational goals and avoid crisis situations. It leads to easier decision-making, analysing and planning initiatives. It is good for data control (inspiredtechs.com.au, 2016). “We see our customers as invited guests to a party, and we are the hosts. It’s our job every day to make every important aspect of the customer experience a little bit better.”-Jeff Bezos, Amazon founder and CEO. Amazon has the use of “advanced knowledge-management (KM) techniques” (learningsolutionsmag.com, 2014). The relationship between customers and information is valued in Amazon (learningsolutionsmag.com,2014). The Amazon customer experience is buttressed by “…the ability of its customers to find what they want, when they want it, quickly and easily…” (learningsolutionsmag.com, 2014). Amazon customers and staff use one portal for all their transactions. The use of knowledge in the SOPs of Amazon makes it very easy for staff to log in and out of the system using the one portal, thereby contributing to their high moral (learningsolutionsmag.com, 2014). There is consistent presentation, the display of product information and content management is standard throughout the value chain. Every piece of information is taken care of. This consistency in standards ensures that employees can serve customers easily. All in all, there is great online help for both customers and employees of Amazon (learningsolutionsmag.com, 2014).
What are the main outcomes that Amazon.com has been achieving with the use of these procedures? 
Amazon.com has achieved a lot from the use of the procedures stated above. Some of the achievements are:
· Staff motivation enhanced.
· More business growth.
· Employment levels greatly increased especially during the pandemic.
· Value enhancement to the customer experience.
· Customer feedback improved customer service and for improved products.
· Peer to peer communication improved through sharing customer feedback.
· Reduced call centre calls and email traffic resulting in massive cost savings.
· Worker productivity increased as there is no more time wasted by manual working.
· Mobility-Amazon.com and the associated apps are available 24/7 on any device anytime and anywhere (learningsolutionsmag.com, 2014).
What are the areas Amazon.com can still improve in the future in order to overcome the challenges?
Amazon should continue to invest in knowledge gathering, processing, storage and application. There are challenges that need to be overcome when gathering information. Only usable and quality information should be gathered. The processing of the information should be done by competent individuals who have the experience to process only valuable and refined information. The right tools should be used. There are both human and technological challenges in knowledge management (starmind.ai, 2020).  There are challenges as well on the storage of information. The security of stored information should be guaranteed.   “KM is a young field; it’s not surprising that so many organizations have only begun to implement it, nor that so many have bogged down. Still, they can learn from the pioneers” (hbwsk.hbs.edu, 2001). “Those that have been at it for a long time had to learn what they know by trial and error” Carla O’Dell (American Productivity & Quality Center).
Amazon.com should endeavour to emulate ‘benchmark companies’ by spending money in upgrading their KM assets as these knowledge assets are now considered to be more important than land or capital (hbwsk.hbs.edu, 2001). “Ernest & Young…spends a whopping 6% of revenue on knowledge management, though that figure includes technology investments that benefit KM but weren’t designed exclusively for that purpose” (hbwsk.hbs.edu, 2001). 
Conclusions and Recommendations
Section 1 of this report covered Knowledge and Information Management. This report showed the history of Amazon.com from the humble beginnings of starting operations in the garage in Seattle, Washington. Amazon.com started by selling books online as Jeff Bezos worked out that there a huge market for books for the reasons stated above. Amazon.com grew at a fast pace and took on the selling of other product and expanded its stocks to include almost anything that had a market. It grew to become on of the largest e-commerce retail giants in the world. The report went on to define the meaning of Knowledge Management, the importance of KM to any organisation including Amazon.com. The report looked at how KM can help organisations in satisfying customers and achieving competitive advantage. Section 2 was about Evaluation of Knowledge and Information Management Models or theories. It was showed in this section how knowledge is generally embedded in products and the service concept in the tacit knowledge of individuals (both employees and customers). It was also shown how systematic approach Management Information Systems or system (MIS) help organisations in sharing and exchanging its knowledge base across the organisation. Knowledge Management Models such as the SECI model was explained.
Section 3 of the report was about Investigating of KM techniques used by Amazon.com and how knowledge has become increasingly important in Amazon’s SOP (Standard Operating Procedures). The main outcomes that Amazon.com has been achieving with the use of these procedures. It was noted in which areas Amazon.com can still improve in the future in order to overcome the challenges. The major recommendation that can be made to Amazon.com is for them not to sit on their laurels but to keep moving. Innovation is evolving all the time. As stated above also KM is a relatively new field and as such it should be treated not as a destination but a continuous process of learning and adapting. Amazon.com should be aware and conscious of climate change which is a constant challenge for business and for humanity. Climate change can force changes to the way businesses operate and change is a challenge to human endeavours. Nonaka and Takeuchi’s tacit and explicit conversion and decision-making model (SECI Model) is recommended for use throughout Amazon together with the Zack Model.  Amazon.com can start implementing these recommendations in a year’s time that is from the beginning of the year 2023. They can use the next twelve months to brainstorm the way forward.
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