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Executive Summary
This report will evaluate the concept and importance of Knowledge Management in terms of organisation’s knowledge assets and their management.  This report will understand the key management processes required for organisational development. The report will also investigate the management information systems used by Amazon and to recommend the KM model for Amazon for improvement.  This report will also talk about how Amazon benefitted from Covid-19 pandemic while other organisations lost their business.  This report will also provide recommendations to Amazon to improve their KM models in the future.
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Introduction
This report will investigate the Knowledge Management models used by Amazon and talk about its company background. It will also talk DKRW model. The models used are Nonaka and Takeuchi model and The WIIG model.  This report will also critically analyse and evaluate the models.  This report will also investigate the managing information systems used by Amazon.  It will also talk about, how the MIS benefits Amazon greatly.  This report will also investigate, how Amazon greatly benefitted from Covid-19 pandemic while other businesses failed.  This report will conclude with the findings and provide recommendations of the KM model framework for Amazon for improvement and expansion of their business.
Company Background
Amazon.com is a multinational technological online based American company in Seattle, Washington, and was founded in 1994 by Jeff Bezos (Armstrong, n.d.).  It centres on cloud computing, digital streaming, e-commerce artificial intelligence and has big enterprise sales that sells music, books, movies, electronics, toys, housewares, and many other products either directly or indirectly or as the middleman between other retailers and its customers (Hall, 2012).  It is one of the five big companies in America along with Google, Facebook, Apple, and Microsoft (Jones, 2019).  It is a customer-centric company.  As of June 2020, Amazon has grown vastly with an estimated value of $1.23trillion (Vena, 2020).  It is one of the most profitable company during the Covid-19 pandemic.  
Knowledge and Information Management
Knowledge Management is the theory under which information is turned into actionable knowledge (Massingham, 2020). 
Information Management is the process of information production, classification, storage, identification, dissemination, and utilization considering the organizational, social, cultural as well as technological components (Basirianjahromi, 2009).
Role of Knowledge Management in Attaining Customer Satisfaction and Competitive Advantage
 Amazon has used technology which includes hardware, software and services that enable it to promote knowledge management.  KM is important to Amazon as their main motive is to capture data of customers and provide this knowledge to its retailers.   Organizations have realised its importance due to its success factors like reuse of past experiences, knowledge and innovations and as the size of the organization grows it becomes difficult to know each other, share ideas and experiences (Ahmad & Khan, 2008).  Therefore, a good strategy is required to retain and store this vital knowledge for organisation.  KM is essential because if an expert leaves an organisation all the knowledge, he has gone with him and the organisations have to hire new staff and provide them training which is time consuming. The organisations need to manage and retain expert knowledge for future use and the KM tool does this job effectively for Amazon and other organisations. 
 KM is also important for the following reasons:
1. It reduces operational costs and improves productivity.
2. Make informed decisions.
3. Make fewer mistakes.
4. Get the information quicker.
5. Improves organisation’s efficiency with regards to decision making.
6. Provide better service to customers and employees.
7. Standardize processes (Greene, n.d.).
8. Increase profits.
The DIKW model is the graphical representation of how knowledge can be organized within the organisation (Brahmachary, 2019).  Data, knowledge, and information are interrelated with each other and knowledge is used for interpreting data and information, analysis of data and information and also for the appropriate use and application of data (Ahmad & Khan, 2008).  
The first step is that it collects data from records, logging and measurements for e.g., let’s assume the scenario is 600 Users visits Amazon.co daily to buy or search for products, this is the raw data we have got from statistics (Brahmachary, 2019).  The second step is information processing, a relational database creates information from the data stored within. The third step is the knowledge stage, and it tries to find the answer to the “How “question.  The Wisdom is the last step and is a process to get the final result by calculating through extrapolation of knowledge (Brahmachary, 2019).
Previously, the organisations were driven by their products they had to offer and now it is controlled by customer needs and preferences, knowledge of the customer is considered an essential organizational asset which can bring competitive advantage to organisations and help them to have a game plan for their customers (Shanks & Tay, 2001).   If the organisations have a comprehensive knowledge of their customer needs, experiences and behaviour, it will help them to target their customers accurately.  This will enable the organisations to increase their products anticipated value and swapping cost.    The shared customer knowledge could help the employees to do cross-selling and forecast the market demand which helps to leverage the competitive advantage more excellently (Mithas et al., 2005).  The organisations should know that the nature of relations between customers and them is effective and as organisations change with time, customers also change with time and their preferences, desires, conditions, lifestyles, and interaction channels also change and grow (Hadi et. al., 2006).  KM tool helps the organisations provide this information so that they can target their customers better and Amazon does it effectively and this the reason why they have competitive advantage over other companies.
Information Management system helps organizations and its system to integrate in an effective manner in order to bring out the synergy between the interactions of the people and information systems (Demir, 2017).  Amazon has used MIS as a tool to streamlines its management activities and that at the same time has ensured that customers are offered different services through its MIS (Collin, 2011).   Amazon has got the patent registered for offering the personalized content to customer with the help of tracking the actions of users in surfing session and the customers can add any number of products which they wish to buy (Demir, 2017).   Amazon is successful because they offer the customers the option of viewing their search histories and this is done in the sign in process, when amazon collects the new user’s information with appropriate fields to be filled which is directly linked to infomediary model and when a user enters the website of amazon the customer is offered with a set of recommendations of products available in Amazon (Demir, 2017).  MIS helps manager to make good decisions and achieve competitive advantage.
Covid-19 Pandemic
 Amazon became the most profitable company during the Covid-19 pandemic. The reason for its success is due to its online deliveries which was fast. Many organisations closed because they did not have online deliveries and many businesses had to close due to national lockdown all over the world.  Amazon benefitted greatly as they have vast variety of products which customers can buy from them from the comfort of their homes.  The business of Amazon expanded, during the Covid-19 pandemic.  While many people were losing their jobs due to businesses closing during the Covid-19 pandemic, Amazon was hiring more staff.  Amazon took on thousands of temporary workers during the Covid-19 pandemic, and it said that many of them will be offered new permanent roles (BBC News, 2020). Amazon had 39% increase in earnings as the pandemic sales increase helped the company triple its profits (Helmore, 2020).  The company’s revenues of $96.15 bn were better than analysts expected, and its net income increased to $6.3bn in the third quarter, compared with the net income of £2.1bn in third quarter 2019 (Helmore, 2019).


How knowledge is embedded to product and service concept in the tacit knowledge of individuals
Tacit knowledge is an important part of the knowledge management process and studies have found that personal communication and familiar networks work as the most rewarding means of tacit knowledge (Khatun, 2018).  Embedded knowledge is found in processes, rules, manuals, code and conduct, ethics, organizational culture, products etc. and while embedded knowledge can exist in explicit sources, the knowledge itself is not apparent why doing something this way is helpful to the organization (KMT, 2011).  Amazon uses IT to help map organisational knowledge areas; or as a helpful mechanism for processes and cultures, however It can have a disorderly influence on culture and processes, if implemented improperly (KTM, 2018).  Cultures can be tough to explain while formalized rules are easy to manage and can try to embed instructions learned into products and routines.  Therefore, there are challenges in managing embedded knowledge which usually vary from incorporated tacit knowledge. 
KM is embedded in products and the service concept in the tacit knowledge of individuals by building a KM strategy with six key components: culture, content management, governance, application, technology and measurement (Ten ways to embed knowledge management, n.d.).  The other ways are:
1. Define and communicate knowledge performance.
2. Develop knowledge-sharing preferences,
3. Identify key knowledge positions.
4. Reward knowledge-sharing behaviours.
5. Encourage networking and respect communities.
6. Do not get obsessed with tacit knowledge.
7. Make it policy.
8. Capture best-practice.
9. Map knowledge (Ten ways to embed Knowledge management, n.d.).


Transfer of tacit knowledge to the services and product of Amazon can take place in different ways.  The effective way can be through the allocation of the person with tacit knowledge of doing something to work at such job for e.g., a driver is allocated the duty of doing delivery services by the use of organisations vehicle (Management Theory, n.d.).  However, if a person leaves the organisation, the knowledge goes with him, in order to avoid this Amazon can put other people under the knowledgeable person’s mentorship so that people are able to learn from others as to how they do things.  This is the way Amazon improves their services and products by transferring tacit knowledge to services and products.
How Amazon’s MIS is helping it in enhancing productivity and profitability
Information is vital for organizations in order to form effective strategies for organizations.  Amazon has developed Amazon Web service (AWS) and Simple Storage Service (SS) and through this system Amazon maintains a large number of products and millions of active customers (Mim et al., 2019).  Their website is designed to enable millions of products to be sold by them and by third parties across dozens of product categories and customers can access these offerings through their websites, Alexa, mobile apps and physically visiting their stores (Mim et al., 2019). 
 The IT stricture of Amazon has been built in such a way that could handle more than one million of operations and also handle queries and issues of more than half of the volume of sellers. The sales strategy of Amazon is of multilevel E- commerce strategy.  The business model of Amazon offers browsing, management of accounts and also involves shopping. The enterprise systems that are with the internet are the logistics, accounting and the human resources.  The technology and the enterprise system are interconnected with relational data base management which are interdependent on one another.  Netscape commerce is a tool that is used by Amazon with the help of secure socket layer in order to store the banking information and the employees are connected with customers form their automated warehouse.  
Critical Analysis and Evaluation of SECI Model and WIIG Model
Many organisations across the world have realised the importance of KM models an imparted a strategic focus towards its effective management.  Knowledge Management occurs on individual, team, organisational and inter-organisational levels and brings together processes, people, culture, and technology to fulfil its purpose.  The SECI model brings about a wide range of KM processes such as codifying, generating, utilising, and transferring knowledge.  However, the SECI model has faced some criticism in management and organisational studies (Johnson et al. 2002) suggest that tacit and explicit knowledge as being complementary rather than contradictory.  The universal application of the SECI model in different cultural contexts is also criticised (Easa, 2012).    However, the SECI model is centred on knowledge spirals, which can explain tacit knowledge transformation in explicit knowledge, this type of knowledge being considered ground base for innovation and learning, individual, group and organizational (Cristea & Capatina, 2009).  Knowledge is either tacit or explicit and changing from one form to the other is a process until it comes back to the initial stage.  
 The WIIG model emphasizes the role of skill and knowledge, the business use of knowledge, constraints that may prevent the knowledge from being fully used, alternatives and opportunities to managing that knowledge, and the expected value added to the organization (Dalkir, 2005).  WIIG also stresses that knowledge assets that must be applied, nurtured, preserved, and used to the largest extent possible by both individuals and organisations; and knowledge related processes to build, create, organize, compile, transfer, transform, pool, apply and safeguard knowledge (Mohajan, 2017).  These knowledge related aspects must be carefully and explicitly managed in all areas (Mohajan, 2015).
Having analysed both the models, the WIIG model is better as it represents the most pragmatic model, presently, and can fit easily on any other approach.  Another big advantage of the WIIG model is the clear and detailed description of how organisational memory is put into use, in order to generate value for groups, individuals and the organisation itself, and the different ways in which knowledge can be applied and used are linked to decision-making sequences and individual characteristics (Dalkir,2005).   The overall evaluation of these two models shows that knowledge management within organisation’s is evident, in order to compete successfully in in today’s dynamic environment.  (Nguyen, 2017).
The Nonaka and Takeuchi Model
Amazon uses the Nonaka and Takeuchi model which is also called the SECI Knowledge management model that can be used in knowledge forming and changing.
 Tacit knowledge is a “set of instinctive perceptions, intuitions, insights, rituals what are difficult to express in a visual or an auditory way” and therefore it is difficult to share and communicate with others and therefore to be copied (Garcia et al., 2011).
Explicit knowledge is knowledge structured and easy way to improve, objective, rational, theoretical and systematic, which can be transmitted more quickly, easily and with low cost (Ramirej et al., 2011).  
The conversion can be classified into four categories: socialization, externalization, combination and internalization (Vaiappuri et al., 2016).  At socialization, tacit knowledge will convert into tacit knowledge, in externalisation the tacit knowledge will convert into explicit knowledge); in combination, the explicit knowledge will pass as explicit knowledge, at internalization step explicit knowledge will convert into tacit knowledge (Vaiappuri et al., 2016).  
Amazon uses social media which provides great opportunities to build spaces and hand on tacit knowledge from one person to another and this happens through the socialization phase (Jarke et al., 2007).  Amazon uses blogs to support the externalisation process by giving voice to everyone by providing a space to capture personal knowledge and distributed discussions across blogs, immediately document thoughts and annotate information (Jarke et al., 2007).  Social medias offer means for capturing of context-rich and quality knowledge as it get created, with a small amount of effort, for example, discussions around a blog post through trackbacks and comments give more context to the codified knowledge (Jarke et al., 2007).  Amazon’s Google’s PageRank algorithm, review and recommendation system, eBay’s feedback, YouTubes’s rating scheme, Flickr and Digg’s voting are successful examples of the collective intelligence at work (Jarke et al., 2007).  Explicit knowledge is internalised into individual’s tacit knowledge bases in the form of mental models and learning by doing prompts internalization (Jarke et. al., 2007).  Amazon uses the one-way and two-day doors” mental model which upholds a principle they call bias for action, which describes, “Speed matters in business” (Chung, 2020).  This leads to quicker innovation and good customer satisfaction in Amazon.    
The WIIG Model
The WIIG modal presents a hierarchy modal that consists of public, shared and personal knowledge forms (Kmwiki, n.d.).  The dimensions of WIIG’s Modal are:
Completeness
Connectedness
Congruency and purpose and perspective.
The completeness dimension considers the amount of relevant information obtained from a particular source, whether the paper or mind etc. and knowledge must be complete if it is to be valuable (Management theory, n.d.).  Connectedness considers the links between different objects of knowledge that ought to be well understood and define, whereas congruency refers to the consistency in connections and relations links between perspectives, facts, concepts etc.  Perspective and purpose dimensions offer a particular purpose or viewpoint to something and all these dimensions constitute to attempt to define knowledge internalizations levels and are considered a development of the Nonaka and Takeuchi model (Management Theory, n.d.).  Examples of knowledge held by Amazon include patents, knowledge documented in the form of research reports, technical papers, or tacit knowledge which remains in the minds of individuals, but which may be elicited and embedded in the knowledge base for e.g., tricks of the trades, tips, case studies and task support systems (Dalkir, 2005).   
How KM represents a systematic approach in sharing and exchanging an organization knowledge base
Office automation system consist of both software and hardware solutions and enable the transfer of data between systems absent human interventions and contributions (Eisner, 2020).  Office automation system increases productivity by reducing manual mistakes and creates better jobs for employees as it sets up reminders for employees who are late.  It reduces time spent on tasks caused by human faults and is cost effective.  It helps in making good decision based on data and gains more process clarity and identifies potential barriers.
 Amazon uses Hands off the Wheel program under its automated office work and the purpose is to automate tasks so that the company could transfer people to build more new products and this program has kept Amazon operating rapidly and driven it ahead of its competitors (Kantrowitz, 2020).  
Transaction Processing System is a set of information which process the data transaction in database system that monitors transaction programs (Mahajan, 2009).  A TPS is used by lower-level managers to make operational decision and transactions can be recorded online or in batch mode (Mahajan, 2009).  TPS can be done externally and internally.  The internal and main subsystems of TPS are., sales, billing, shipping, production. Purchasing, accounts receivable, accounts payable, payroll and inventory.  The external physical view is concerned with all technologies used in providing input and producing output and these technologies are electronic which has two different forms, free format in which E-mail communications falls into this level and the other is structured form and Electronic data interchange (EDI) falls in this level (Rahmatian, n.d.).
Decision making process
The business decision making process is a step-by-step process allowing professionals to solve problems by examining options, weighing evidence, and choosing a direction from there (Lucidchart, 2021).  Amazon started creating the biggest revolution in decision-making, in 1994, with one of the main foundations of success in business: customer obsession (Charan, n.d.).  Bezos is guided by a focus on decision velocity to drive innovation, at the cost of consensus and even if it increases the risk of errors (Larson, 2018).  
Executive making process
The executive manager is in charge of the more senior decisions and in their executive job they will be faced with a new form of decision making and the consequences will have a big influence on staff, suppliers and maybe customers (The Telegraph, 2015).  The Amazon Executive Team is rated a “B+” and led by Jeff Bezos who has taken good executive decisions (Comparably,2021).
Investigation of KM Techniques used by Amazon
Amazon uses various KM techniques to enhance their business. These are:
Modular Content
Amazon uses Modular content which organises every page in easy-to read sections and the workers can access only the content they need which prevents them from wasting time (Rosenberg, 2014).  
One Portal, only Interface
In this portal the business which is done them and everything a customer buys from Amazon is done through the same portal (Rosenberg, 2014).
Consistent presentation
The information of product and product specifications reviews are laid out in the same way and the same order, wherever possible (Rosenberg, 2014).
Distributed upstream content creation
Amazon has standard designs, writing styles and other practices and policies, so the content looks like it came from the same place which makes it more convenient (Rosenberg, 2014).
Crowdsourcing
This has features like reviews, customer-provided ratings, images, an analysis of what customers liked  or bought (Rosenberg, 2014).
Subscriptions, alerts, and reminders
This KM system can improve awareness and productivity of new information without repeated and exhausting searches, thereby improving productivity (Rosenberg, 2014).
Feedback
Amazon gets its users to provide feedback, which is meaningful as they value their customers, they are interested in knowing the customers need and preferences and places feedback right on the product’s front page, thereby giving readers many ways to sort the information according to their liking (Rosenberg, 2014).
Great Online Help
Amazon has a website Amazon.com and when you click on “help” it provides help as it is easy to use, easy to follow and easy to read which adds to adequate customer experience (Rosenberg, 2014).
Mobility
Amazon has Amazon.com app and other associated apps which is available anywhere, anytime and on any device and customers do not have to worry about business hours as it is working 24 hours (Rosenberg, 2014).
Transaction processing system
The Amazon transaction processing system is a crucial component of the business information system.  Amazon uses this tool to help with selling of a large number of products every day, for e.g., each time the company sells its products, a transaction occurs, and a transaction system records the relevant information, such as the buyer’s name, address and the quantity and kind of products purchased, and the price of the products.  Amazon uses E-mails to inform its customers when the products are being delivered and sending E-mail receipts.  Amazon uses the structures system as its customer-organization communication is structured and can be automated and examples of this is automated teller machines and automated customer representative systems.
Outcomes Amazon has achieved with the use of these procedures
Amazon has achieved a lot with the use of these procedures.  Amazon from the beginning, determined that the user experience- the ability of its customers to find what they want, when they want it quickly and easily was a key to their success.  They achieved in incorporating the KM tools and techniques to make it easier for their customers and workers to use, thereby increasing their sales and their customer base.  This system helped customers to fulfil their goals in an intuitive and personalised way. The one-stop shopping portal interface provides familiarity and comfort for its users, allow less frustration as the users explore new areas of the site and it provides employees with common and easy-to-use gateway to workplace knowledge in all forms (Rosenberg, 2014). 
The reason that Amazon has achieved positive outcomes that it not only manages it content but how it adjusts to users’ needs and interests, and how it connects users with information provided by others (the crowd) (Rosenberg, 2014).  Although, its web-based services took many years to perfect, but the results were outstanding, and it is reaping the benefits to become a multi-billion operation.  The way Amazon categorizes, stores and manage their large quantities of information is one of their greatest competitive advantages (Document360 Team, 2019). 
Areas of Improvement
The growth of competitors with similar market approach is a threat to Amazon for e.g., Barnes & Noble although is still behind Amazon in terms of profits and sales, time will tell how long they will remain behind (Sadq, 2018).  E-commerce predictably changes every given time; therefore, Amazon should continue to revamp its technology to the need of the modern revolution to survive (Sadq, 2018).  Economic crises can also affect the business of Amazon.  Since, the beginning of last year 2020, the whole world has been affected by Covid-19 pandemic.  Due to the national lockdowns all over the world many small companies have closed, and jobs were lost as people had to stay at their homes.  Amazon benefited from the coronavirus crisis due to its online deliveries and online ordering of products.  Some companies have taken this into account and now they are also launching their business online and providing online deliveries which can be a threat to Amazon. 
Amazon faces common business laws regulations regarding access to online commerce in addition to taxation laws for e.g., expanding company’s services distribution centre network might result in additional and other tax obligations (Sadq, 2019).  Changes in buyer protection laws may enforce more burden on Amazon and some of the laws might impede the growing of other online services, thus reducing the request for Amazon’ services and products in addition to increase Amazon’s cost of doing business (Sadq, 2018).  
The staff at Amazon are pressured to work faster in its warehouses.  They get tracked by a computer instead of managers writing their reports and if the staff are not fast, the computer knows about it, writes it up, as a result the staff gets fired (Sainato, 2020).  Warehouse workers in Europe and United States as they worry their workplace are not safe enough and could contribute to the spread of Corona virus.  More than 1500 workers from all over the world have signed petition that calls on Amazon to takes more steps to ensure safety in their workplace (Dwoskin & Greene, 2020).  The workers get two small 15-minute breaks, and they are asking for 30-minute one break, so they can have rest.  Amazon needs to seriously improve the working conditions of its warehouse workers.  There is too much staff turnover and workers are getting injured due to its working condition.  The employees at Amazon get low wages, presently it is not enough to pay their rent or mortgage and feed their family.
Conclusion and Recommendations
Presently, Amazon is one of the largest and most profitable company.  The reason for its success is the knowledge management models, such as the SECI model, WIIG model and DWKR model used by Amazon effectively.   Amazon has also used the Managing Information system such as, the office automation system, Transaction processing system, decision making process and executive making process in sharing and exchanging their organizational base.  Amazon has followed a culture of innovation by improving its Managing Information system continuously.  The report also used Other KM tools, such as, Modular content, one portal, only interface, crowdsourcing, consistent presentations, feedback, subscriptions, alerts and reminders, mobility, distributed upstream content creation and great online help. These tools have benefitted Amazon greatly, as it could collect a large amount of data of customers and then send it to its retailers.  Amazon also could provide a wide range of products to its customers due to these KM tools and MIS systems.  The customers could buy products online, from the comfort of their homes during the Covid-19 pandemic.  Amazon made huge profits due to its online deliveries, during the Covid-19 pandemic.  
However, there is still room for improvement.  Amazon needs to improve the working conditions of its warehouse workers.  Amazon may increase the wages of its workers and give them long breaks.  They may ask their managers to be emphatic towards their workers and instead of computer reporting on workers, they should try to ask their managers to report.  They should do social distancing of their workers in warehouses to prevent crowding, as to reduce the spread of Corona virus.   If they improve on these recommendations Amazon will have less staff turnover and staff will be more content.  
The knowledge management framework that Amazon may use to improve its business more is Michael’s Porter’s Five Forces Framework.  The reason is that this framework is a method used to assess the level of competition of an organisation within an industry (Rutakirwa, 2018).  The five forces are threat of bargaining power of buyers, threat of new entrants, bargaining power of suppliers, substitutes, and bargaining power of suppliers (Rutakirwa, 2018).    Amazon faces competition from other stores who are developing in terms of marketing and developing their ecommerce stores.  If Amazon uses the Porter’s five forces, it will have advantage over the competition with moderate supplier bargaining power and low threat of new entrants (Rutakirwa, 2018).  This the KM framework Amazon may use to increase its business and expand it more.
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