 



	
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	
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Introduction



This report I am writing will show in some detail of the power of KM and how beneficial and useful this tool is to have within any organisation and how best to use it. It will not only show have useful but also that it can be adapted and tweeted over the years to continue be important. I will be using journals, books, articles, YouTube and the Internet to help me show this. Amazon, we have all heard of them, we have all ordered from them or even watched a movie on their Amazon prime but who is Amazon, how did they start and how have they managed to survive in an ever-changing world full of business competitions and even found a way to make the coronavirus pandemic work for them. 

This report will answer those questions by going into depths of amazon and looking at what type of tools and methods they used to answer the question of just how did Amazon.com effortlessly was able to link “zillions” of people in conjunction with “gigabytes” of product information? This is where KM comes in and this report will show for some the information of data was useful and for some useless. 

This report will also show how amazon made the transition from selling books online back in 1995 and from there moved into the world of online shopping of all manner of goods and continued to strive when other retail organisations could not in a time where people are living in a pandemic that as affected the whole world and the way people had to rely to shopping online more. (Version Museum, 2019) 

In order to achive this I must first explain to you what Knowledge Management is and what type of knowledge there is that Amazon.com could be using to achive the global statist they have.
There is 3 main areas that I will talk about.
· Accumulating knowledge
· Storing knowledge
· Sharing knowledge 
The types of knowledge known that I will also talk about.
· Tacit knowledge  
· Explicit knowledge
· Implicit knowledge  

   
 







Background of Amazon


The organisation Amazon started out as an online bookstore in 1995 all because the founder Jeff Bezos found a benefit of the growing of the world wide web, when started Amazon had a vast collection of over 1,000,000 book titles, by the time Amazon went public in 1997 they had raised around £38,828,700 which allowed them to make changes to their website to make it easier for their customers to navigate with more visual books as shown in Appendix A. 

1998 Amazon international launch began with their online stores becoming available in the UK and Germany along with more changes to their website which helped them introduce electronics, toys, auctions and games to feed the hunger that both the shoppers and Amazon itself had in expanding the online service which was becoming the new trend. This accomplishment allowed Amazon to evolve into the marketplace by 2000. 
2005 saw the launch of Amazon prime with a 30+ types of their available products in the category page. In the next few years more changes was made to the home tab page until it was discontinued 2008, 2009 Blackberries and iPod’s was selling along with even some of the old favourite classics. 

2012 Amazon become a more colourless website to allow the products stand out more which continued through to 2015 with amazon promoting their own online products, by 2019 Amazon homepage had less items showing for sale but had a more promotional products banner advertisement. (Version Museum, 2019)

Amazon net revenue was up by seventy-five billion nine hundred sixty-eight million two hundred nineteen thousand seven hundred pounds between the year 2019-2020, as of 2020, Amazon.com accumulates the majority net revenues from it’s online retail product sales. Amazon.com third-party retail seller services, AWS (Amazon Web Services) and their retail subscription services like Amazon Prime and their leading e-book reader the Amazon Kindle, this has led to Amazon.com brand is worth over two hundred ninety-eight billion seven hundred thirty-seven million seven hundred fifty thousand as of 2020. (Sabanoglu, 2018) image of Amazon annual net revenue from 2004-2020 in Appendix B.












Knowledge Management (KM)


Sir Francis Bacon had a saying in which  "knowledge itself is power" he said this when he published, he’s work Meditationes Sacrae back in 1597. He believed that having and sharing Knowledge is the cornerstone of reputation and influence, and in today times scientific knowledge is shared through publications that not only inform but have the capacity to influence decision making. (Azamfirei, 2016)
Power tends to corrupt, and absolute power corrupts absolutely (Lord Acton, 1949). In knowing this kind of information, one could say that this is what has allowed for Amazon to be able to make the company work so well.

Knowledge management is gathering, creating and managing the collective knowledge within any company which is also called knowledge base and distribute that information with the co-workers. One of the best examples I could give you is manuals , documentation, FAQ  and step by step plans. Service companies like Amazon can considerably profit from Knowledge Management if done in the right way this will allow Amazon staff spend less time on recurring calls, getting new staff up to speed faster and making the work environment more fun which will then entail make their customers more happy. (TOPDESK.COM)

What does  Amazon.com do to connect so effortlessly “zillions” of people with “gigabytes” of their product information? The answer, in part, is because of their use of up-to-date modern knowledge-management (KM) techniques. We in the eLearning field can learn a lot from how Amazon approaches the relationship between customers and information. Amazon is one of the world’s most successful eCommerce companies. 
Amazon at the very start 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 success. If the system could help Amazons customers accomplish their goals in an intuitive and personalized way, it would add even more value to their experience. This is where knowledge management comes into play, Amazon uses the knowledge management (KM) principles to add value for their customers. (marc-rosenberg, 2014)


Amazon uses a one portal, one interface system which allows its customers to buy from Amazon all from the same portal for example boots clothing electrical food which therefore makes it easier for customers to manoeuvre an allows less anxiety.(marc-rosenberg, 2014)
There are however some companies that used multi-store ecommerce platforms (multiple portals) and the one company that most people would have heard of is Shopify. Amazon has over 150.6 million users (customers) and 89% of their customers say they are more likely to buy products from them than any other ecommerce sites, 82% say that the prices is an important role when they plan what to shop for.
Amazon on average sell more than 4000 products per minute, with 1.9 million sellers currently selling actively. (Mohsin, 2019).
When you compare this kind of statistics to companies like Shopify that have 820,000 merchants who are now using the Shopify with 73 million products sold which makes them the third-largest online retailer after Amazon and eBay and with their revenue statistics for 2018 of nine hundred thirty-two million five hundred thirty-one thousand nine hundred thirty-six and eighty-nine hundredths pounds. (Thomas, 2019).
At the start of the Covid-19 pandemic amazon added 3,000 roles that had to increase to 10,000 new jobs by the end of the year in the uk. (BBC News, 2020) if you look at Appendix C you can see just how big the jump in employment increase amazon has had. 
Amazon has employed over 40,000 people all over the United Kingdom and a total of around 1.3 million globally. (UK About Amazon, n.d.)
 

The three types of knowledge to know about is firstly Tacit, Implicit and Explicit, these all play a big part in helping amazon achieve the goals and milestones that they have.  


Tacit Knowledge


What is Tacit knowledge it is knowledge that you do not get from being taught, or from books, etc. but it is from personal experience, for example when working in a particular company like Amazon for example. (Cambridge Dictionary, 2019)

Tacit knowledge is knowledge that is hard to achieve or pass from one person to another through verbal or written communication. Tacit knowledge has many skills including things like speaking a language, playing a music instrument or carving a figurine out of a piece of wood, along with basic life skills such as facial recognition. Tacit knowledge is different from explicit knowledge, that is easy to pass onto other people, such as who the lead singer of Queen is, or who invented the printing press. Tacit knowledge would normally need long periods of personal contact, unchartered or unique teaching processes and extensive self-improvement and reflection. (HRZone, 2013)





Explicit Knowledge


Then you have Explicit knowledge which is knowledge that can be expressed in words, numbers, and symbols and stored in books, computers, etc and therefore can be articulated and easily communicated between individuals and companies just like Amazon for example. (Cambridge Dictionary, 2019)
Explicit knowledge is structured, formal, standardised and externalised with fixed content and systemised words. Explicit knowledge is easy to communicate and share, while quantitative analysis can be used to measure the explicit knowledge of an organisation or an individual (Chen and Chen, 2006: 25). Explicit knowledge can be documented, communicated, transmitted and codified in formal language (Nonaka, 1994: 16). It includes grammatical statements and mathematical expressions.  (www.sciencedirect.com, n.d.)


Implicit Knowledge


Implicit Knowledge is knowledge that is gained through incidental activities, or without awareness that learning is occurring. Some examples of implicit knowledge are knowing how to walk, run, ride a bicycle, or swim. (Training Industry, n.d.)

Implicit knowledge could be understood as the things we know (in the sense of being able to take them into account in making decisions for example) but are not aware that we know. The phenomenon of implicit knowledge may be illustrated by a medical condition known as blindsight (Gazzaniga et al., 1994). 
This is a condition where a person claims they cannot see, and indeed genuinely seems to not have ‘normal’ visual experience because of some form of damage in the brain, but nonetheless retains the ability to report some information perceived visually. (S. Taber, 2014)
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Appendix A

All images are taken from online at (Version Museum, 2019).
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Appendix B


Image from (Sabanoglu, 2018)
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Amazon’s revenue growth from 2004-2020
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