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We have been given Amazon as a case study company to show how they use knowledge management principles and practices to collect, store and distribute information to and from stakeholders, customers and employees while adding value to the organisation in general.
Founded in 1994 by Jeff Bezos in Washington as an online marketplace for books. It has grown to become one of the largest and most influential economic and cultural forces in the world dealing with variety of commodities from clothing, groceries, equipment, electrical appliances to suppling networks and streaming services, all this available online and in some cases instore with locations all over the world.
Over the years it is now known as Amazon .com with a focus on cloud computing, Artificial intelligence, digital streaming, and e-commerce to become listed among the world’s most valuable brand. It is one big store selling almost everything being channelled through multiple subsidiaries thus becoming the worlds largest online retailer and marketplace.

Amazon.com uses a variety of knowledge management theories/Models. This involves the process of identifying, collecting, storing, and sharing explicit, implicit, and tactic information to individuals throughout the organisation.  
In this report i shall mainly focus on four models which include:
1. Von Krogh and Roos Model
This model mainly differentiates individual knowledge from social knowledge mainly focusing on how and why the employees get knowledge, how they get it, what it means to them and the barriers associated with managing it
2. Nonaka and Takeuchi model
This is the general model of knowledge creation, mainly focusing on four ways knowledge conversion. This are socialising, externalising, combination, and internalisation.
3. Choo Sense-Making KM model
This one involves sense making, knowledge creation, and decision making all which are connected in knowledge management.
4. WIIGS KM Model
Formed in 1993, it states that knowledge has to be organised and synchronised for it to be useful.it focuses on completeness, connectedness, congruency, and purpose of the knowledge.

The main expectation or outcome of this report is to illustrate how amazon manages its knowledge by showing my awareness of the various knowledge management theories and models they are using. In conclusion I shall be able to show the practices of knowledge management amazon is using, their advantages and disadvantages and give recommendations. 

Amazon was first incorporated in 2005 11 years after it was started has grown to be the largest online market platform in the world. In mid 2000s it launched Amazon Web Services (AWS) to make it a tech company, this was later expanded with its Elastic compute cloud (EC2) which was then followed by their Simple Storage service (S3).This has led amazon to be a world leader in tech and data handling, enabling it to be lead in the market for knowledge management.
This technological innovation has led to its increase in efficiency and service delivery to its customers as well as the most detailed collection of information from all corners of their markets. With all this information and date collected, we shall look at hoe it is managed to satisfy staff, customers and achieve competitive advantage.
Knowledge management
“Knowledge Management is the process of capturing, distributing, and effectively using knowledge.”
                                                                                                                                                (Davenport, 1994)
"Knowledge management is a discipline that promotes an integrated approach to identifying, capturing, evaluating, retrieving, and sharing all of an enterprise's information assets. These assets may include databases, documents, policies, procedures, and previously un-captured expertise and experience in individual workers."
                                                                                                                                                 (Duhon, 1998)

Importance of knowledge management to Amazon
Its helps in sorting the course of action or policies when collecting, distributing, and using knowledge.
Using knowledge management organisational knowledge is maintained and advanced over time.
It also influences separate teams with amazon such as the customer service team and the logistics team e.g., information from customer service is used to improve delivery for the logistic team
It also helps in solving customers problem and queries, collected information from customers is analysed and reviews, complaints, and issues are sorted by respective department and the correct processes and decisions initiated thus solving customers problems.
By using automation and knowledge management, goods and services have been able to be delivered to more customers and more accurately and timely.
Using knowledge management Amazon is now using artificial intelligence to replace most of the human dialogue.by using adaptive tech, cognitive computing, and intelligent filtering tools thus enhancing the codifying of knowledge.
Using proper theories and models of knowledge management proper decisions are made that lead to cost benefit and time saving procedures.
Its also makes it easy to find information especially dealing with customer service and when customers are shopping to get what they want faster and in an easy straight forward way.
Knowledge management helps in tracking all sales, comments, complains, reviews, and market trends and other data
Its stops repetition of tasks and relaying of information. once the knowledge is captured and stored in the management systems, then all current and future employees have access to the information. Customers also benefit from the same since all information pertaining goods and services is easily accessible in the amazon app.
Knowledge management helps amazon in reducing and learning from mistakes. As philosopher George Santayana said “Those who ignore history are doomed to repeat it.” With information stored mistakes can be recognised and appropriate measures put in place.
KM standardises processes in that all employees can understand working procedures as well as customers can be able to follow simple processes while doing purchases and the same procedures applies while buying different commodities.
In overall knowledge management facilitates good and better services to customers and employees. Its allows management to respond to staff and customers issues quickly and correctly.

Table showing Benefits of Knowledge Management
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                                                                                                                                (The CloudTutorial, 2021)

In evaluation of knowledge management theories/models have several aims among them 
1. To show the role of knowledge in the organisation and to make it visible using tools such as apps, maps, booklets, websites etc
2. To create a knowledge in depth culture in the organisation e.g. knowledge sharing and acquisition 
3. To build a bank of knowledge and a web of connections that link the involved parties to interact and cooperate to achieve respective goals.
Knowledge is generally embedded in products and in the service concept in the tacit knowledge of individuals through experience, generally by how we behave, our actions, routines, and habits.



Knowledge management cycle process 

Diagram showing the KM cycle process 
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                                                                                              (Pinterest, 2022)

The processes include:
1. Knowledge acquiring- involve getting the information, raw data
2. Knowledge applying- putting that information acquired into valuable context.
3. Knowledge assessing- evaluating how to use the knowledge appropriately.
4. Knowledge creation-putting the information into meaningful knowledge.
5. Knowledge identification-determining the knowledge to use where and when.
6. Knowledge refinement- making use of the best knowledge from the accumulated information.
7. Knowledge dissemination – knowledge sharing to respective parties.

We have different knowledge management theories/ models to help us understand better how knowledge is managed.



                                           1.  VON KROGH AND ROOS MODEL

[image: Von Krogh and Roos Model]
                                                                                                     (The CloudTutorial, 2021)

This model seeks to find out four main areas.
(I)Why and how the knowledge gets to the workers of amazon.
Amazon gets knowledge to the employees through intranet which is a communication network that is private and restricted to amazon staff only. They also use posters within offices and verbal communication among the employees in different ranks in the organisations, sometimes through seminars, meetings, or conferences. The knowledge also comes from customers comment and reviews
This knowledge is important to the workers so that they can stay updated and up to the standard of the organisation for good service delivery and maintain lead in growth and revenue. Also helps the workers improve on areas that have negative feedback,
(II) Why and how the knowledge arrives at the organization.
Knowledge mainly arrives to amazon from data collected from customers online, comments and reviews left by shoppers, and from stakeholders in general.
This knowledge helps amazon to know and be informed of the market trends and preferences of the customers. Helping them to meet quality and supply as occasioned by demand with the right commodities and services at affordable prices and rates.
(III) What does knowledge mean for the workers as well as the organization.
Knowledge is very vital for both employees and amazon.
 To the organisation this is what enables them to reach customers by giving them the ability to find what they want, when they want it, in an easy and quick way. To the employees this is what maintains the flow of service delivery within the organisation.
(IV) What are the barriers of organizational knowledge management.
-Culture
Involves working norms, behaviours, unwritten rules 
-Distance
Disconnection among employees, might be geographical or structural 
-Knowledge hoarding
This happens when some people are reluctant or not willing to share valuable knowledge.
-Experience
Depending on how much or how less experience a customer or employee has may hinder proper relay of knowledge.
-Time
Determines how fast knowledge is relayed 
In this model knowledge is in the minds of people and the connection between them in view of employees, organisational structure, human resource, and network among members. 

                                2.	Nonaka and Takeuchi model

This involves four modes of knowledge conversion in knowledge management.
-Socialisation- indirect way approach - tacit to tacit
-Externalisation- indirect to direct way -tacit to explicit
-Combination- direct way approach – explicit to explicit
-Internalisation- direct to indirect way – explicit to tacit

[image: ]
                                                                                               (Tutorialspoint.com, 2022)


Socialisation - Method of sharing tacit knowledge by observation, monitoring, or involvement
Externalisation - Method of sharing tacit knowledge into explicit ideas
Combination – method of combining ideas into a knowledge system e.g., a review report   
Internalisation – Method of combining explicit knowledge into tacit knowledge. 

                       3.	Choo Sense-Making KM model

This model is mainly for decision making process and it mainly focuses on three components.
· Sense making
· Knowledge creation
· Decision making

[image: ]
                                                                                                                       (The CloudTutorial, 2021)

These three components which are interrelated play a major role in Amazons self-realisation of knowledge innovation, possible knowledge creation, and the obligation of handling knowledge with seriousness it deserves to get the most out of it.
· Sense making – mainly involved with interpreting information to enable amazon to understand the market environment thus adapting to changes
· Knowledge creation – this allows amazon to obtain, process, and sort out information in order to develop new knowledge.eg redesigning organisational processes#.
· Decision making – amazon settles for the best option that best suites its management strategy.
This model helps amazon in feeding information components into its actions.


                                          4.WIIGS KM Model

This model states that for knowledge to be important and perfect it must be organised and reasonable. It is mainly for building knowledge 
It has four main dimensions
-Completeness
-connectedness
-congruency
-Perspective and purpose
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                                                                                                                    (The CloudTutorial, 2021)

· Completeness – Information takes place using tacit or explicit knowledge within amazon, and they make sure that all information required is available.
· Connectedness – makes sure all knowledge at amazon is connected and consistent with the company’s goals and objectives
· Congruency – maintains the harmony of knowledge at amazon and the knowledge is consistent
· Perspective and purpose – normally appeal to twofold proportions thus helps amazon in things from specific opinion points.
Amazon has achieved a lot using these theories of knowledge management.
· One interface- everything bought from amazon is from the same portal, the amazon app
· Similar presentation-all items in the portal are displayed the same
· Standard content- the information in the app is easy to read and understand
· Distributed upstream content creation- supplier companies design their goods to meet the amazon standard.
· magical personalization-the more customers use amazon the more the app recognises them and stores their orders
· Crowdsourcing-amazon collects all customers date from purchases to comments
· Easy and similar transactions-they have made it easy and secure to purchase online at the touch of a button you can view and purchase
· Subscriptions-amazon has created a membership for updates and direct touch with their customers
· Feedback-through the subscriptions and crowdsourcing amazon is very successful in getting and giving feedback
· Mobility- with creation of the amazon app you can access it from anywhere, anytime from multiple devices.
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