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INDIVIDUAL REPORT ON- KNOWLEDGE AND INFORMATION MANAGEMENT OF AMAZON.COM

Executive summary
In this report, knowledge and information management of Amazon.com is discussed. The concept of knowledge management along with its importance is discussed. Knowledge management plays a major role in the growth of any organization. In the case of Amazon, it has played a significant role and helped Amazon to grow in a large scale of business. Using this knowledge management strategy, Amazon.com is able to survive the toughest period of the economy during this COVID-19 pandemic and global lockdown. In this period, Amazon has increased their warehouses and recruited more employees. However, there are several challenges and the recommendations are also given to make the knowledge management an error free process. 
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[bookmark: _Toc76998278]Introduction
For the last 1.5 years, the coronavirus pandemic has been impacting the world economy in the worst possible way. The lockdown events are still going on in many countries for the safety purposes of the citizens. That is why the business has come to a standstill in many parts of the world. The GDP growth of many countries has gone down in minus figures, which is a very bad event in the history of the world economy (Urbonavičiūtė and Maknickienė, 2019). People are not allowed to roam around the cities or localities in the lockdown period so that economies could not open up towards growth. People were relying on the online shopping platforms only, which was there for home delivery of ordered products. Amazon is the largest online shopping partner having services in 20 countries all over the world. In the lockdown period, people preferred Amazon over other service providers and offline shopping, and that can be verified by the astounding numbers that the company has put together. 
Amazon was established by Jeff Bezos on 5th July 1994 in Bellevue, Washington, United States of America. The company started as a marketplace of books but it gradually expanded into selling other electronic and IT products (Nur et al., 2020). Amazon deals in the cloud computing platform, online video streaming, consumer electronic items, apart from the online marketplace. Amazon is the largest internet company by revenue and the second-largest private employer in the United States of America. In the year 2020, the company revenue was US$ 386.064 billion and total assets of US$ 321.2 billion. The company has around 1,298,000 employees by the end of 2020, which was the result of continuous hiring in the pandemic situation (Luo, 2020). The company has many successful acquisitions or subsidiaries like Alexa internet, AWS, Audible, IMDb, Twitch and many others. All of these are made possible with the strategic knowledge management and policies of Amazon. 
In this report, the knowledge management practices of Amazon will be discussed with the help of relevant theories or models. The effectiveness of knowledge management and information management culture will be reviewed with the current scenario of Amazon. The potential challenges in front of Amazon regarding knowledge management will be analysed and few recommendations will also be given for further prosperity of the company. 
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Image 1: Amazon Inc. Logo
(Source: Luo, 2020)

[bookmark: _Toc76998279]Key knowledge Management Theories
To know the process of knowledge management efficiently, various theories or models are available, which can elaborate knowledge management strategies. The first model, which will be discussed here in this report, is the Wiig knowledge management model (Elezi, 2018). Karl Wiig proposed this model in 1993 and claimed that this model will be helpful for better and efficient knowledge management.
Wiig knowledge management model: 
There are four steps for this knowledge management model, which are;
Building knowledge: The knowledge should be collected from external and internal sources, combining both the tacit and explicit knowledge.
Holding knowledge: That information should be stored in such a place that is easily retrievable, and usable by proper training to the employees. 
Pooling knowledge: Uses of proper knowledge management systems should be there for ensuring the cross-talk between groups, pools of experts. 
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Image 2: Wiig Model of Knowledge Management
(Source: Elezi, 2018)

Applying the knowledge: The storing of knowledge is not sufficient, that acquired knowledge should be applied to the daily workings and policies of the organisation. 
There are some other characteristics of the Wiig model, which are;
Completeness: Be it tacit or explicit knowledge, both are incomplete in terms of knowledge gathering. Combining both of them can assure the completeness of the knowledge.
Connectedness: To understand the impact of knowledge management, it is important to connect the different portions of knowledge internally. So that the organisation can access the knowledge hub for deciding the working policies (Ferreira et al., 2018).
Congruency: Congruence is the alignment between the true figures and facts, and the utility of this is directly proportional to the problem-solving nature of knowledge management. 
Purpose and perspective: Knowledge gathering and management should happen to look at the future prospects and purposes so that the proper utilisation can happen.
In Amazon, knowledge management is purely based on the purposes and future prospects that the company can achieve (Elezi, 2018). Basic features of knowledge management, such as building, holding, pooling and applying those on the workings of the company are carried out cautiously in an optimistic way. That enables the company to do work on the event of the Covid-19 pandemic without any major issues. That can be seen in the company sales figure also with the increased revenues, assets, profits. 
Knowledge management matrix by Gamble and Blackwell: 
The second model is the knowledge management matrix by Gamble and Blackwell. Paul Gamble was the director of the European management school at the University of Surrey, United Kingdom and John Blackwell was the senior manager with IBM, both having produced this model in 2001. This model provides a general framework of knowledge management which is being used as a theory (Mittal and Kumar, 2019). The specific guidelines for the implementation of knowledge management is also there for further assistance. 
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Image 3: Knowledge Management Matrix by Gamble and Blackwell
(Source: Mittal and Kumar, 2019)
Knowledge management is split into four steps, which are sources, organise, socialize, and internalise. First of all, the management has to focus on the sources of the knowledge, trustworthy or not, and so on. Then the management should organise that knowledge in such a way, where the strength and the weaknesses can be seen. The management should determine the reusability and relevance in the perspective of organisational structure and working policies. Next is the socialisation process where the employees socialise with the knowledge so that the employee will get whatever that person needs in terms of knowledge. Finally, the knowledge will be internalised through proper uses in the organisation. 
This model also has some limitations which cannot be ignored. Firstly there is no overall strategic role of knowledge management from the organisational perspective. Secondly, the role of knowledge management is limited here with sharing options only. This model is a perfect choice for those organisations which are aiming to share and retrieve the existing knowledge, but there is no place for creating an additional knowledge hub combining tacit and explicit knowledge (Mittal and Kumar, 2019).
The knowledge management process by Botha: 
The third model in this report is the knowledge management process by Professor Botha, who presented this model in 2008. This can be used as a successor of the Gamble and Blackwell model, but the limitations of that are not here. This model gives a realistic approach to the knowledge management process. Three broad categories overlap here and can interact with each other (Jokanović et al., 2020). This model includes the creation of new knowledge which can be helpful for better knowledge management. 
There are three categories, which are knowledge creation and sensing, knowledge organising and capture, knowledge sharing and dissemination.
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Image 3: Botha Model of Knowledge Management
(Source: Jokanović et al., 2020)
Knowledge creation and sensing: Here the human focus will be on creating new knowledge and sensing how the organisation will be benefited from the knowledge. Knowledge gathering is not sufficient to run a big company like Amazon, knowledge creation also plays an important role. 
Knowledge organising and capture: Here the human focus will be on the organisation of the knowledge which has already been captured by various sources. The organisation part is very important, as the employees who need knowledge can get it easily with the sharing option (Martins et al., 2019). 
Knowledge sharing and dissemination: Knowledge sharing is that option by which the organisation can reach success in every diverse aspect of the company. Dissemination of the knowledge is also important so that every employee can be aware of the surroundings of the company. 
All of these three models are not complete in terms of the overall knowledge management process. Amazon has combined all of these methods or models to get the perfect combination that can provide the best knowledge management solutions for the company. The area and size of Amazon are very large, and to maintain knowledge sharing and management the negative points of various knowledge management models should be eliminated. Amazon is a multinational company, so there is a presence of multiple cultures, work behaviour, and people working as employees of Amazon. Knowledge creation and management cannot be the same in all countries (Jokanović et al., 2020). Senior management is responsible for imposing various methods or models related to knowledge management so that the core of the company stays knowledgeable all the time, in the most adverse conditions (Mooney, 2021). And that is why the company managed to generate a large revenue in the pandemic situation. They were well aware of the situation and assured about the future steps that can be taken. Knowledge management was the key for Amazon to grow this much and get the ultimate success.
[bookmark: _Toc76998280]Importance and Usage of Information in Effective Knowledge Management
Knowledge management is one of the most effective tools used by Amazon to maintain its growth even during an economically unstable period of the pandemic. The most important part of knowledge management is the appropriate use of information. For a large company like Amazon, the sources of information are abundant (Xue, 2017). However, the company has been able to establish a knowledge management system that can easily identify which of the information is relevant and can add value to the company. Through the use of this knowledge management system, the company has been able to connect the zillions of customers with gigabytes of product information. For the maintenance of good knowledge management practices, Amazon uses some useful strategies regarding effective creation, storing, sharing, application, and integration of information.

· Creation: Amazon deals with thousands of gigabytes of customer data on a daily basis. Processing this data into useful information is an important step for knowledge creation. In general, data is random information without any meaning or context. It has to be transformed into information so that it can add value to the company’s knowledge management system. The data is analysed, processed, and used to create important information such as customer behaviour, product demands, customer issues, and any other relevant information. This information when interpreted helps the company form plans and strategies for the future. The creation of information with the use of technology is only the first step towards effective knowledge management (Ylijoki and Porras, 2019). However, this step is very important as the information gathered from this step is used for giving the company a competitive advantage in the following procedures.  

· Storing: Refining the gained information from the raw data and identifying the useful information is an important process. Amazon has been practicing the refining and storing of information over the last few years and is now getting positive results from it. The right storage of relevant information helps the company access it whenever it is required. Moreover, the database of the company is updated regularly to make the information more relevant and valid. Since data is one of the useful resources for Amazon, the company takes all the necessary steps to protect data and makes sure that it does not get manipulated by someone (Johnson, 2017). The company has managed to enforce strict and compliant data security protocols. It uses the most advanced technologies to protect the data such as antivirus and firewalls. Amazon generally uses on-premises data solutions for the protection of the data. This means the company’s own servers are used for data protection. Storing data and protecting it from any malicious uses is one of the key steps of knowledge management. It is a part of Good Knowledge Management Practices as it protects the customer data from any misuse or manipulation. Moreover, it enables the companies to protect their confidential information from a third party. 

· Sharing: Sharing useful information with the key stakeholders is one of the most important prerequisites to good Knowledge Management practices. The information gained from the company data is shared with employees and other stakeholders to give them a better idea about the current market scenario. Amazon uses information sharing as one of the most effective tools in its operations. Previously, the sharing of data was a unidimensional process. But with the introduction of technologies like IoT, Cloud computing, and other advanced methods, sharing of data has become really easy and effective (Bugshan and Attar, 2020). Now the companies can auto-update relevant information in the company’s servers and all the units get that information through Cloud Computing. Sharing of information with the key stakeholders enables the company to outline relevant strategies. Moreover, it helps them gain a competitive advantage in the market. 

· Application: The application of the information is done by using the gained information for the benefit of the company. Most companies use information gained from customer data to outline strategies that play a pivotal role in the company’s success. Amazon as a company uses the knowledge gained from processing customer information to make more informed and strategic choices. In good knowledge management practices, the right application of information plays a pivotal role. No matter how much information a company gains from its customer data, it can only contribute to the company's growth if they apply it properly in all their decisions (Mohajan, 2017). Amazon has appointed individuals as KM executives who help the company determine its path in terms of Knowledge Management. One of the main reasons for Amazon’s success even during a pandemic is the application of the acquired knowledge from the data collected from various sources. 

· Integration: Integration of information gained from different sources allows the company to merge information availed through different sources to provide the users a unified and relevant view of the operations and performance of the company. Information Integration is one of the key steps of transforming data into applicable, business insights. Amazon looks to remain competitive not only by gathering information from different sources but also by unlocking the full potential of the collected data by unifying it. One of the most crucial benefits of information integration is enhanced customer experience. Single, real-time information enables the companies to target customers with relevant products and enhance their overall experience. Moreover, it helps Amazon keep track of all the customers and their service experiences all the time (Camargo-Perez, Puentes-Velasquez and Sanchez-Perilla, 2019). Integrated information helps increase the productivity of the company. The company does not have to move back and forth for the necessary information if they have access to the unified version of it. Thus it increases the productivity of the workforce substantially. Amazon’s operations have become smoother due to the introduction of real-time information on product management, production, supply chains, procurements. It also reduced the costs of operations. Data integration has also given a much-improved business intelligence to the management of the company. The management can now make informed and improved decisions and outline strategies with the use of integrated information.
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Image 5: Knowledge Management Strategies
(Source: Bugshan and Attar, 2020)
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Evaluation of scenario within Amazon: 
During the global pandemic, the business of Amazon has rapidly increased and for that cause, the business has to expand their warehouses along with that business recruiting a large number of employees in order to meet the customer demand. For adding up more value to the customer, knowledge management is important. Amazon practices the process of knowledge management to add value to its customers. To provide a better experience to the customers during shopping, knowledge management helps to create more value addition to the customers. The business of Amazon is increasing rapidly to capture the momentum and do well in the business, Amazon is taking the help of knowledge management for further improvement. Knowledge management provides a complete analysis regarding the requirements of the business and the wrong steps in the business. 

Academic theories to evaluate knowledge and information management culture:
In an organization, knowledge can be created in various ways and the business can create value addition by maintaining a proper system of managing knowledge. Knowledge can be created through collaborations with other companies, information technology supports, learning and many more ways are there. The knowledge management process is done in a systematic way. At first, the knowledge is collected through the above-mentioned ways. After collecting the knowledge through several forms then it helps to create knowledge. This is probably the most important of the knowledge creation process. After creating the knowledge, the next step is to make a decision or it is called a decision-making process. In several styles, decisions can be made that depend on the organization and its culture. Mainly there are two popular decision-making styles. One is a rational decision-making style and the other one is an intuitive decision-making style. Rational decision-making style is done in a systematic way following some particular steps and as per that the decision is taken by looking at various facts and figures of the business. Whereas, intuitive decision-making is done without proper analysis. It is done on the basis of the feeling of the management. 
Since those decisions are made on the basis of knowledge, thus the decisions taken are to be much more valuable. It can provide businesses with clear feedback regarding the business. On the basis of the decision taken by knowledge management, businesses can improve their performances. It is also a major reason for Amazon to increase its sales. It helps the business to improve its performance and achieve the objectives of the organization. 
Amazon’s decision-making is done by looking at several factors and how they can be improved, that is the main motive of the business which is taken care of.  Amazon consistently evaluates the performance of the organization and as per the performance of the organization the business decisions are taken (Gao et al., 2018). However, it is a continuous process and it should be practiced every now and then. 
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Image 6: Knowledge Management
(Source: Gao et al., 2018)

Creating knowledge assets and maintaining effective customer relationship management:
To manage customers effectively in the business, knowledge management is important. Knowledge management helps the customer pick up the customers’ needs (Ferreira, Mueller and Papa, 2018). Knowledge is an asset to the business. Knowledge in the business can be achieved in several ways. To create knowledge assets in the business, businesses use knowledge management. Knowledge helps a business to make the right decision depending upon the knowledge management and it also helps the business to identify the scope of the improvement for the business and the service. To maintain good customer relationships and to create a good reputation in the market knowledge management in the organization is essential. Knowledge assets help to build a strong foundation and make the brand for the business. Over the years Amazon has constantly upgraded its business and represented it in a way so that it can be easily accessible by the customers that make the business of Amazon more popular. Knowledge management also helps to convince the stakeholders of the business and stakeholders are also interested in the organization which practices knowledge management (Sarmiento Barletti, Larson and Heise Vigil, 2021). 
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Knowledge Acquisition: Knowledge acquisition is the process of gathering, structuring, framing the knowledge gained from different sources so that it can be used to formulate different tools for the growth of a business. 
Knowledge Retention: Knowledge retention is a process by which data is secured and stored in a particular way for future usage. Retaining the knowledge is important for future usage as this is crucial for the growth of the business. 
Knowledge Transfer: It is the process of sharing knowledge to solve a particular problem related to the organization by flowing data or the information related to business in a way (Agbalalah, Solorzano and Rosenzweig, 2020). 
The challenges of Amazon have been identified from these perspectives mentioned above. 

	Challenges
	Recommendations

	1. The acquisition of information from customer data is one of the most challenging aspects of knowledge management for companies. The complexity of the acquired data most of the time keeps the companies from gaining relevant information from them. Moreover, the lack of necessary communication can be a barrier to the knowledge acquisition of the companies (Caputo et al., 2017). Also, demographic change can be a challenge to the formation of accurate data. Amazon has faced this challenge in the past. 
	1. Information is crucial to any business. Amazon should focus on the lack of communication. By providing training and practicing communications among others, businesses can grow more.  

	2. Knowledge retention enables the company to store the gathered information safely so that it could be used later. Refining the data so that only the relevant information is stored in the system is one of the key challenges for the company. There is always a risk of excluding relevant information and including irrelevant and unnecessary information. This could create massive problems in the knowledge management system of the company. 
	2. Knowledge retention is crucial for any business and the most important thing is to store data. To store a huge set of information, the first and foremost thing is to keep that data stored in a convenient place and make sure the data can be accessed whenever that is required.

	3. Securing the stored data plays a pivotal role in effective knowledge management. If the customer data is not safe from the manipulation of a third party, then its effectiveness becomes questionable. This is because someone can manipulate this data using unsecured servers. This can be very dangerous for the company and can create barriers to effective data management in Amazon.  
	3. Storing this huge set of data is the biggest challenge for the business. To do that, the company should secure the privacy of the data. Amazon has many confidential data of the customers. Amazon should maintain the privacy of the data by implementing strict and complicated data security so no one can hack those data. Amazon can use the latest technology like- cloud sharing to do that.

	4. The knowledge management system of Amazon shares the relevant data with the key stakeholders. It is a key challenge for the company to keep the information updated. If updated information is not provided to the stakeholders and different units of the company, it may affect the company’s overall direction. Therefore, the transfer and sharing of knowledge can be a crucial challenge for the company (Xue, 2017). 
	4. During the transfer of knowledge, maintaining privacy is important and the data should be provided to the stakeholders so that the stakeholders can be aware of the company and the planning of the company. 

	5. Interpreting the information effectively to the employees and the other key stakeholders can be one of the key challenges for the knowledge management system of the company. Misinterpretation of the information shared by the company may lead to catastrophic consequences. It may affect the company’s alignment with its goals and policies. 
	5. Amazon should stop the misinterpretation of the information. As misinformation of data can be a blunder for the business as well as for the stakeholders. 

	6. One of the key challenges faced by the knowledge management executives of the company is to keep the knowledge relevant. The goals and policies of the company change according to the market requirements. Therefore, maintaining the relevance of the information is important for the success of the knowledge management system of the company. 
	6. Amazon should maintain relevancy regarding the information which can be helpful for the business. To maintain that Amazon can make a proper research team that will collect the data and sorts the relevant data. After sorting the relevant data, the data will be shared with the people associated with the business. 

	7. Knowledge management requires expertise and experience. Therefore, it is a key challenge for Amazon to select individuals who are inept in handling the knowledge management system of the company. The company can either choose from experienced individuals within the workforce or hire new management executives for handling the knowledge management system of the company (Bugshan and Attar, 2020). 
	7. Experience and expert employees are required to handle the data smoothly. Amazon should involve a set of experienced people who have been in the business for years so that they can efficiently handle the data.

	8. Monitoring the application of the shared knowledge is also one of the most challenging aspects of knowledge management. Amazon is one of the largest companies in the world with thousands of operating units (Mohajan, 2017). Keeping track of the application of the shared knowledge in all these units is very challenging for the executives of Amazon. 
	8. Knowledge should be shared to make strategies. After making strategies with the application of the gained knowledge, proper monitoring of the knowledge sharing is important. 



[bookmark: _Toc76998283]Conclusion
In this report, the basic information about the Amazon company is given for introduction, and the knowledge management process is also elaborated. Various theories or models are elaborated with emphasis on prospects in Amazon. How the information is important to Amazon, is also analyzed in the view of effective knowledge management. Various academic theories of effective knowledge management are also reviewed in contrast to Amazon. The challenges in front of Amazon as per the knowledge management is discussed here and few recommendations to settle those challenges are also here to get a more vivid perspective of Amazon. To conclude it can be said that Amazon is practicing knowledge management pretty well in the circumstances of the Covid-19 pandemic, and getting the results of that in the revenue growth. It is noteworthy how the company has grown year after year with the help of knowledge management, and appreciable also.
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