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Introduction 
Information management refers to the process of managing the information resources of an organisation to improve the productivity and performance of that organisation (Galliers and Leidner, 2014). Knowledge management refers to the processes of creating, capturing, sharing as well as using knowledge to facilitate learning in an organisation. This report will focus on Amazon, which is one of the biggest retailers and e-commerce companies in the world. Jeff Bezos founded the company in 1994. The company’s objective is to be the most client-centric e-commerce company in the world. They developed throughout the years to accomplish this objective. Reduced rates, improved service, and constant performance all contributed to the company’s success. They are driven by four principles: customer focus, innovation, operational efficiency, and long-term planning. They were able to become the best in the world because of these factors. They now dominate the global online business. The company is not only concerned about the consumer, but also about the employees’ income. They generated more employment in the United States than any other business in the last decade, investing 270 billion dollars. Apart from direct employment, they generated approximately 700,000 indirect employment opportunities. They produced 2.2 million employments in total. Amazon began by selling books and they were focused on delivering books anywhere the customers wanted. People did not believe books could be purchased online in the 1990s. They began as a technological business that helps in making online transactions simpler. It took just 5 years for the firm to earn the first $100 million. The company is expanding rapidly and in 2002 they launched Elastic Compute Cloud, Simple Storage Service and Amazon Web service etc. (Varia and Mathew, 2014). The primary reason behind its rapid growth was innovation, with the Kindle being the most popular. Amazon’s success came from focusing on customers and they built the most proficient customer assistance over two decades. Their unique business model is also an important factor behind their success. They have always put focus on knowledge and information management within the company and this helped them to make rapid decisions. This assignment will focus on various aspects of the information and knowledge management of Amazon.     


[bookmark: _Toc88663251]Introduction of the key knowledge management theories
Knowledge management involves the process of creating, sharing, utilising, and managing information and knowledge. Several theories assist organisations to manage knowledge within their organisations (Maier and Hadrich, 2021). These are discussed below,
Multi-Perspective Theory: There are three perspectives that this theory focuses on. These are organisational perspective, technical perspective and also a personal perspective. In this theory, information technology, as well as communication, are seen as the key areas (Maier and Hadrich, 2021). And attempts to connect this to the social as well as business management disciplines.
KISARD model: This model places considerable emphasis on research and extension as a method of instruction (Liebowitz, 2019). Integration is necessary for an organisation’s performance to improve. This will help to establish the relationship and achieve the organisation’s goals.
Hypercube Strategy:  It is a strategy that is is structured around seven dimensions. Organisational, learning, technology, knowledge base, target group, business process and innovation are the dimensions (Demarest, 2017). These are interconnected and contribute to efficiency.
[bookmark: _Toc88663252]Amazon, as a company, must emphasise these theories to optimise its performance as well as knowledge management. Almost every theory and model can be connected to Amazon. However, multi-perspective theory and also the hypercube strategy are more closely related in terms of particularity. In addition to the theories discussed here, the KISARD models discussed here are also relevant. While Amazon as a company is mostly focused on web-based customers, they do have offline customers as well. They must concentrate on technological procedures and connect them to the organisational context. Because it is necessary to quantify the relationship between the organisation and its web-based support and individuals both within and outside the organisation. As Amazon is required to interact with people from all backgrounds and ethnicities, human management is a critical component of their operations. As a result, the multi-perspective theory’s last perspective is extremely relevant to them. And with the hypercube technique, dimension integration is critical. Amazon should prioritise innovation, expertise, and technical capabilities in these aspects. Apart from that, they must concentrate on their organisation and also the core component that includes humans from various target groups. These are critical for the organisation’s efforts to run smoothly. If Amazon can incorporate these seven dimensions well, it may be able to develop a more robust structure for the organisation’s internal and external factors.

The effective creation, storing, sharing, application and integration of information essential for good knowledge management practices
Knowledge management or KM is simply the process of defining, structuring, sharing, and storing information and knowledge inside an organisation. Knowledge management’s objective is to maximise an organisation’s efficiency (Wiig, 2017). Moreover, the organisation must retain the knowledge for future use. Three primary motivations for knowledge management include the following: 1. Knowledge amalgamation; 2. Knowledge retention; and 3. Sharing knowledge with other members of the company or stakeholders. Employees have a better understanding of the organisation and its stakeholders through knowledge management. Essentially, knowledge is separated into two types: tacit and explicit knowledge (Marwick, 2021). The first one tacit Knowledge is much more intuitive and creative than explicit knowledge. It is purely intellectual. From this kind of knowledge, innovations and new ideas have evolved. Explicit knowledge is extremely straightforward to share and maybe taught or documented in a relatively short period. It is conveniently accessible for storage and transmission to other parties.
When an organisation develops a strategy for knowledge management, it focuses on three areas. These include products, customer relationships, and internal systems. The organisation’s primary focus is on products to generate revenue and increase corporate value. When an organisation develops a knowledge management system, it concentrates on the information and knowledge that contribute to the development of improved products as well as services (Rowley, 2019). Another factor to consider is the customer. Organisations strive to satisfy their clients, which requires them to maintain a relationship with them and gain knowledge of their requirements and desires. And it is on this basis that they create their products.
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Figure 1: Knowledge management strategy (Rowley, 2019)
Internal processes refer to the organisation’s internal environment. Which covers management’s behaviour, their capacity for information acquisition and retention (Ruggles, 2018). Internal processes also dictate the connection between the organisation’s units. Another term for internal procedures is operational competence.
Managing knowledge is a continuous process. This process begins with the gathering of knowledge and concludes with its transfer to the people who require it and will use it to provide value to the company. Knowledge retention serves as a link between them (Greiner, Böhmann and Krcmar, 2017). 
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Figure 2: Knowledge management steps (Ruggles, 2018)
Certain conditions must be fulfilled in order to design an efficient and effective knowledge management system. Certain concepts assist in the development of an effective knowledge management system. These include the creation of knowledge, its storage, distribution, application, and integration.
Creation: It is absolutely necessary for an organisation’s survival. This provides the organisation with a competitive advantage. If an organisation can increase its knowledge base, it will be successful in increasing share and exerting influence over both internal and external stakeholders, including customers and competitors (Marwick, 2021). However, this part is often overlooked by the organisation.
Storing: Storing knowledge and information involves archiving explicit knowledge for future use within and, in certain cases, beyond the organisation. An organisation’s knowledge can be transformed into a shareable format and preserved in a central backup system (Alavi and Leidner, 2021). People seeking knowledge can access that database and retrieve the information they require. Storing knowledge enables the company to repurpose the information.
Sharing: Knowledge that has been stored can be utilised for a variety of purposes. Essentially, it aids in the development of products and the identification of customer behaviour. External and internal parties can benefit from sharable knowledge. However, information sharing is dependent on the user’s purpose.
[image: ]
Figure 3: Knowledge management process (Alavi and Leidner, 2021)

Application: This is the most critical stage of the process. Knowledge can be employed in a variety of fields associated with the organisation. Knowledge can be used to build new items or create new systems (Greiner, Böhmann and Krcmar, 2017). In some circumstances, knowledge is generated as a result of the application’s goal. Occasionally, knowledge is generated through brainstorming when developing a new product.
Integration: This is the final step, yet it is critical to the entire process. Integration involves developing a dependable method that connects the knowledge management system’s processes. Without integrating this, an organisation’s processes will be inefficient. Integration establishes a dependency across departments, resulting in a more proper and effective knowledge management system.


[bookmark: _Toc88663253]Evaluation of the identified scenario within Amazon
The provided case study revealed that there was some question about how successfully Amazon connects zillions of users to terabytes of information about particular products. And indeed, the response stated that it is achievable as a result of enhanced knowledge management strategies. Amazon is a role model for a business that can adapt to changing situations through innovation, knowledge development and management. The following are the most essential dimensions of knowledge assets:
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Figure 4: Knowledge management dimensions (Barclay and Murray, 2017)
Knowledge is a critical resource in an ever-changing global marketplace, where new products, services, and solutions are required to acquire and retain customers and compete with other companies. As a result, knowledge management as a relatively new technique is becoming more and more critical for organisations seeking to boost efficiency and productivity (Barclay and Murray, 2017). To manage knowledge and information more precisely and effectively, the sub-components of knowledge management, specifically knowledge properties, must be explained thoroughly (Despres and Chauvel, 2019). While arguments over information management as well as intellectual resources regularly employ the term ‘knowledge assets,’ a review of the literature on these topics has not been able to identify an acceptable meaning.
There are mainly two types of knowledge such as explicit knowledge and tacit knowledge. Explicit knowledge is documented or written whereas tacit knowledge is stored inside the mind of a person. 
Explicit knowledge is defined by many scholars as understanding which is formalised and described precisely. Whereas tacit knowledge is much more difficult to express, depict, and distribute, explicit knowledge may be rapidly gathered, processed, and distributed. Knowledge, as well as the ability to generate and apply knowledge, are widely regarded as the most valuable sources of a company’s long-term competitive advantage (Jennex, 2015). The interaction between tacit and explicit knowledge generates knowledge. It is possible to think of knowledge properties as sources, consequences, and moderators in the process of knowledge creation. Amazon demonstrates an exceptional competitive advantage through its knowledge management as well as customer relationship management processes. As demonstrated in the theories before, human competence, the capacity to learn, understand information technology, social relations and networks, journals and databases are critical for Amazon as well as other comparable organisations (Dalkir, 2013). They are constantly striving to offer value to their clients through the implementation of knowledge management processes. It is impossible to operate a business with an internet platform dedicated to providing customers with an omnichannel shopping experience. It is impossible to shine and build a favourable brand in today’s customer-centric business environment without sufficient insight, customer data, as well as knowledge. It is also necessary for a successful company like Amazon to ensure that its employees and stakeholders have access to sufficient knowledge, which they may use to their advantage. The following is an overview of Amazon’s effectiveness in developing knowledge assets and managing CRM:
One server and one system. 
Everything we buy from Amazon and everything we search is done through the same gateway. Amazon’s primary feature is one-stop shopping. The gateway is designed in such a way that it is self-contained and the consumer experience is identical. This instils confidence and calm in consumers, reducing their anxiety when discovering different areas of the web (Varia and Mathew, 2014). There is no longer any need to consider and determine which supermarket to visit. For the employees, a single system and interface give them a standardised, recognisable, and simple-to-use method of accessing information at work.
Presentation of the offerings in a consistent manner
From product details to ratings, if appropriate, information regarding each product is presented in the same way in the very same sequence. This is the outcome of superior content generation, in which material is gathered and then presented in a predictable manner to users. Additionally, the capability to monitor and store all nugget material is an extra benefit.
Content is modular
Amazon divides each page into conveniently reading sections (Varia and Mathew, 2014). There are not any complicated PDF books. Sometimes, they have additional information, making them an opportunity rather than a barrier to getting to the consumer’s desired items.
Crowdsourcing
Several services like customer evaluation of products, their ratings help amazon to build information on the users and understand them (Galliers and Leidner, 2014). Through this, they can get an idea about what the customers prefer and what they have purchased. Amazon has been a role model for several online shops and several online shops have also been using the same techniques.  
Subscription, alerts and also reminder email
Amazon also offers subscriptions on several services and often send notifications to the customers to alert them of new and existing products and services that they can purchase. They also send emails reminding the customers about all of these. They store data and information on the customers on their central server and use them while alerting the customers.   
In addition to all of these, it is clear that the company’s Research and Development division is providing them with superior Big data analysis as well as insights that really are boosting their performance. This knowledge is what distinguishes amazon from other companies (Galliers and Leidner, 2014). The business world is well aware of how they broke new ground for customers with an online purchasing experience, surpassing Walmart in the retail industry. It’s also worth noting that they considered the knowledge asset from both a stakeholder as well as structural resource aspect. Without successfully preserving knowledge assets and implementing knowledge management processes, Amazon would not have emerged as the symbol of e-commerce.
[bookmark: _Toc88663254]Potential knowledge management challenges of Amazon
Amazon has been managing knowledge successfully within the company for a long time now. However, they face several challenges while doing that. Some challenges that Amazon faces to manage knowledge are given below, 
Keeping up with rapidly changing technology
Technology these days are evolving at a great pace these days. The technologies used in the knowledge management process are also changing at the same pace (Bhatt, 2019). Due to the fact that the tools used are always evolving, it is critical for everyone to stay current. At first, it may seem like a hassle to implement new technology, but in the long run, it will open up more opportunities and help Amazon to stay ahead in the competition.
Security of the knowledge
The appropriate level of security for customer data is critical in almost all technical activities, and information management is no exception (Tan et al., 2018). To make sure that different types of information are transmitted on the appropriate networks and also with the appropriate individuals, Amazon relies on approvals and security standards. They have also installed security measures to detect and fight alien activities in their servers which helps them to prevent outside attacks. 
Specifying who is accountable for knowledge supervision
Choosing a supervisor, a site manager, or a development professional can be challenging (Xue, 2017). The company, Amazon does not want to hand over their precious database to false people who can use this information for ill purposes and Amazon can face legal consequences as a result. They constantly face challenges to finding the right people when someone quits or leave his job. 
Maintenance of accurate and updated shared information
The data and information collected need to be updated and maintained properly to make sure that they are relevant and up to date (Soto-Acosta, 2016). The managers of Amazon need to update regularly and verify on a regular basis to have the information ready whenever required.  
Effective interpretation 
Implementing information effectively is as much important as gathering it. Often managers face challenges while implementing the information and knowledge that they have gathered after going through a very complicated process (Zhang and Zhao, 2016). If the managers of Amazon fail to apply the information in the correct circumstances, then there is no point in really having a knowledge management system in place. 
The motivation of the employees
[bookmark: _Toc88663255]Motivation is also another issue that organisations face when it comes to knowledge management. Clearly, the effectiveness of knowledge management systems is contingent upon the information shared by employees (McAdam and McCreedy, 2019). Amazon should keep the employees motivated to ensure that their knowledge management process is up to date. 
Recommendations to strengthen their knowledge management practices
To begin, it is essential that Amazon prioritise knowledge acquisition to verify that they are on the proper track. Tacit knowledge becomes explicit knowledge when a process is used to gather and record critical tacit knowledge as well as know-how, which is then recorded in a meaningful format by skilled people (Akhavan, Jafari and Fathian, 2015). It is critical to document critical processes, experiences, and insights about the organisation or even its supply chain aspects. The key sources from which knowledge can be acquired are, 
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Figure 5: Knowledge acquisition sources (Akhavan, Jafari and Fathian, 2015)
Amazon should maintain knowledge acquisition from the customers, for the customers and about the customers. This will help the organisation and its stakeholders formulate stronger strategies because they will have more information to work with (Gold, Malhotra and Segars, 2014). Additionally, customer knowledge will guarantee that target consumers receive accurate information about Amazon’s products. The same goes for suppliers. For competitors, it simply entails the company gathering, organising, and presenting data, information, and knowledge so it can be accessed, retrieved, as well as analysed. 
Amazon should also prioritise knowledge retention, taking three things into consideration. The first of these is the risk connected with the use of confidential information. They must plan appropriately to mitigate the risk connected with this. Also, they should determine which information and knowledge are vital to the organisational progress and which should be prioritised. Finally, Amazon can develop a strategy for information retention through the use of a recognition and reward system, bidirectional knowledge flow, as well as personalisation and codification. Additionally, it will require effective human resource management to ensure the retention of tacit knowledge that will enable Amazon to achieve superior expertise as well as a competitive advantage.
Eventually, knowledge transfer is a critical component of knowledge management since it informs and prepares the incoming staff, stakeholders, customers, suppliers, as well as partners to participate in Amazon’s strategies. Without effective knowledge synchronisation, it will be difficult to sustain relationships with members of the supply chain (Gold, Malhotra and Segars, 2014). As a final step, an assessment of how the parties will benefit from information and knowledge being shared and transferred to them should also be conducted. 
[bookmark: _Toc88663256]Conclusion
Knowledge management is a strategy that is used throughout a company for the betterment of the entire company. It is hard to express its scope, and it is even more difficult to measure its implications. when properly utilised, it is a worthy expense to improve productivity, knowledge, innovation, and competitive advantages. Amazon is one of the top companies in the world and their knowledge management practices have helped them to achieve this position. This report has tried to explore several areas of knowledge management in general and their implications in Amazon. 
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Speaker notes for the poster 

Amazon’s Potential knowledge management challenges:
Keeping up with rapidly changing technology

The technologies used in the knowledge management process are changing (Bhatt, 2019). Due to the fact that the tools used are always evolving, it is critical for everyone to stay current. 

Security of the knowledge
To make sure that different types of information are transmitted on the appropriate networks and also with the appropriate individuals, Amazon relies on approvals and security standards. They have also installed security measures to detect and fight alien activities in their servers which helps them to prevent outside attacks. 

Specifying who is accountable for knowledge supervision
The company, Amazon does not want to hand over their precious database to false people who can use this information for ill purposes and Amazon can face legal consequences as a result. They constantly face challenges to finding the right people when someone quits or leaves their job. 

Maintenance of accurate and updated shared information
The data and information collected needs to be updated and maintained properly to make sure that they are relevant and up to date (Soto-Acosta, 2016). The managers of Amazon need to update regularly and verify on a regular basis to have the information ready whenever required.  

Effective interpretation 
Implementing information effectively is as important as gathering it. If the managers of Amazon fail to apply the information in the correct circumstances, then there is no point in really having a knowledge management system in place.

Recommendations to strengthen knowledge management practices of Amazon
Keeping up with rapidly changing technology
Amazon should maintain knowledge acquisition from the customers, for the customers and about the customers. 
Amazon should prioritise knowledge acquisition to verify that they are on the right track.
Amazon should also prioritise knowledge retention, taking three things into consideration.
They must plan appropriately to mitigate the risk connected with knowledge acquisition.
Amazon can develop a strategy for information retention through the use of a recognition and reward system, bidirectional knowledge flow, as well as personalization and codification
An assessment of how the parties will benefit from information and knowledge being shared and transferred to them should also be conducted.

Benefits of the framework
· Multidimensional approach
· Facilitates knowledge management throughout the company
· Encourages collaborative behaviour
· Enables the collaboration between human resources and technology
· Helps with knowledge distribution and maintenance
· Helps to put the right person in the right jobs
· Optimises the flow of information
· Helps to offer better services and products 

Drawbacks of the framework
· Complex process
· Needs costly training programmes
· Hard to measure the progress
· Hard to keep the employees motivated
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