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Executive Summary:

Amazon is a cloud services provided. The company Amazon focuses in e-commerce, cloud computing, digital streaming and the artificial intelligence. Knowledge management is the action of sharing, creating and managing the knowledge info within the organisation. Knowledge management has the ability to achieve the companies’ objectives. (Bergeron,2003). Amazon has a KM platform that ensures the kinds of products that they sell. Amazon lends sellers its website and gets 10% profit. Therefore, Amazon charges £10 to be able for ones to use their website. (Amazon.com). Amazon has a huge competitive advantage has they capture data and keep their data. KM is defined as a systematic business approach strategy that has the ability to share, create and use the knowledge information. Different models and frameworks are mentioned throughout the report such as the SECI model, WIIG model and DIKW model. Towards the end some recommendations will be giving for the Amazon organisation
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Introduction: 
Within this report readers will comprehend the background of the Amazon.com and all the implementations and strategies that the company uses and has. The company was founded by Jeffrey Preston Bezos (Jeff Bezos) on July 5th 1994 in the city of Bellevue Washington, United States. (Amazon.com,2021). The company is a multinational technology that it sells and distributes different kinds of products to national and international countries. The main purpose of this report is to investigate the knowledge management techniques used by amazon.com along with finding out wheatear there is possible ways that Amazon.com can develop further for the future onwards with its knowledge management strategies. This report will be conducted in a secondary data approach research to deepen the readers understanding. The recent pandemic Covid-19 will be mentioned as it brought a big impacted to the world/ company business. Therefore, an overview on how the company battled and tackled the virus to minimize its spreading and how they continue to develop new projects that are now suitable for the pandemic. Throughout this report the key definition of knowledge management will be mentioned and given the full definition and its aspects identifying weather Amazon.com uses these theories effectively. Key management and academic theories will be underpinned within the report such as the knowledge sharing management framework/ SECI model, Wiig model and the DIKW model. Grabbing these theories/ models’ readers can see how these models are important and how are they embedded throughout the Amazon.com company. At the end of this report readers will be able to find some recommendations that are given for a good possibility of Amazon adapting to the new outcomes that are being suggested.












Company Background (Amazon.com)
Amazon.com was founded by an American entrepreneur called Jeffrey Bezos, also known as Jeff Bezos, on July 5th, 1994 in the city of Bellevue Washington in the United States. Nowadays the company Amazon headquarters is based in the city of Seattle, Washington. Amazon is considered to be a multinational technology company with its main focal point on its cloud computing, digital streaming, the e-commence and finally its artificial intelligence. Amazon started as an online store book, but suddenly it expanded rapidly, and the company was turned into an online based retailed store that today sells products such as beauty supplies, housewares, books, CD’s and many other products. Amazon has a large number of services that they provide such as the famous Amazon prime, the Amazon prime video, the Amazon web services (AWS) and many more other services. (Amazon,2021). The Amazon company uses the core knowledge asset, and the users experience principles. It is hence why the amazon is always on track with its customers the company knows its users’ needs and wants. Amazon has more than just its name, the company has a particularity that other companies doesn’t have. The Amazon has the ability to innovate its technologies along with its practice on which it attacks the attention of the public. The execution of Amazon that it is always right when it comes to delivering its users products. Amazon has an option that allows customers to pick and choose the shipment options and one of them is same day delivery. Who doesn’t like it? The organisation is very dedicated when the reason is the amazon customers. The organisation has more than 40.000 employees across the UK and altogether 1.3 billion employees worldwide. The name Amazon employees have a specific name which is called the Amazonian. Amazon has a culture that has the ability to respect and honour all the differences that the Amazonians have. (Amazon,2021). Amazon invested £2.5 billion towards the employees’ health and safety due the recent pandemic Covid-19 tight measurements had to be taken into place ensuring everyone’s health and safety. Therefore, the Amazon is ensuring that each individual take the vaccination as soon as possible (ASAP). The 2020-2021 revenues unexpectedly went up drastically by 44%. (Amazon revenues,2021). 







What is Knowledge Management 
According to Bergeron (2003), he defines knowledge management is a systematic business approach strategy that shares, created and usages the managing knowledge to be able to communicate within the organisation. Knowledge management has the ability to improve one’s performance and the corporate competitiveness within the organisation. Although, there are two types of knowledge management the explicit and the tacit.
The explicit which involves the ability to adapt easily, and it can then be gaining the knowledge from books, magazines etc. knowledge that you can get access to it.
The tacit which is one’s own personal knowledge, one you can have access to it

Why is KM important for the organisation? examples 
Knowledge management is very important for an organisation as it improves the efficiency of the company and its abilities of decision-making. it states that the importance of having knowledge management within the organisation is the understanding of management initiatives along with its procedures. However, the importance of having the ability of gathering information, store it then share it with the organisation is fundamental. (YouTube video 1,2012).

For example, the online web platform such as Facebook. It is a private platform on which allows individuals to talk privately in a chat on which is then translated into a shared space it is called knowledge management system because it has the ability to store conversations permitting ones to go and search back for previous historical conversations.

Using Amazon as an example as well, the organisation uses the knowledge principles when it comes to the importance of being consistent on the way the organisation does its products presentations. Amazon likes to be very precisive and specify each product review by setting all types of information that is required to every product in the same manner and in the same order. It is a compose info as it brings out to the customers by tracking and achieving every single information.

How does knowledge management help the organisation in making its customers content and achieving its competitive advantages? 

With the usage of knowledge management organisations improves its relations with their most valuable customers/ consumers on which it enables companies to gain a competitive advantage, by keeping loyal customers close by avoiding them to switch to other possible rival companies easily. (Paquette,2006). Therefore, is one of the reasons that organisations use the KM as a form of acquiring and by combining the expertise and intelligence on the organisation which then leads to innovation. So, if organisations is knows and is familiarised with its customers it is much easier to interact with them by simply using the strategies that retain its customers satisfaction by having regular sales, offers welcoming texts, allowing customers feedback and many other offers. ( Hadi et all,2006).

For example, McDonald’s always engages with its customers by providing new offers and new innovation within the restaurant menu. McDonald’s also provides food at a low cost hence why they have a saver menu, which allows less fortunate individuals to still have the ability to eat. This is an advantage for the company itself and the customers as the restaurant provides low costs and offers so all individuals can afford it.

SECI model 
The SECI model was firstly developed by Nonaka in 1991 and afterwards in 1995 it was expanded by the second colleague who is called Tekeuchi. SECI is a conceptual framework that states how tacit knowledge and explicit knowledge are processed and generated within the organisation. Within the SECI model there is four dimensional knowledge which are socialisation “ tacit to tacit” the externalization “ tacit to explicit” the combination “ explicit to explicit and finally the internalization “ explicit to tacit” ( Gourlay,2003).

Tacit	Tacit
Tacit 
Explicit 

	Socialisation 
Knowledge is passed through 
· Practice 
· Guidance 
· Observation 
· Imitation 
For example, if too colleagues are talking about cars the information is transferred between two people.
	Externalisation 
Knowledge is passed through 
· Books 
· Magazines 
· Journals etc
For example, writers write books so others can get the knowledge. 

	 Internalization 
Knowledge passed through existent sources that are learned and possible modified to one’s existent knowledge.

For example both teachers can learn from one another as they have different knowledge.
	Combination 
Knowledge is passed through creating explicit assets from explicit assets 

For example, within the organisation an individual can write in the organisation book manual by doing a summary. Therefore, is transferring explicit to explicit


Tacit 
Explicit 


Explicit 	Explicit 


WIIG model 
Kael Wiig was whom who developed the Wiig model in 1993. The purpose of this model is t have the ability to use the intelligence in a form that it can collect data and turning into useful information. The Wiig model has 4 principals which are the completeness, the connectedness, the congruency and the perspective and purpose. Completeness- which states what quantity of knowledge is relevant and useful source that has been given. Connectedness- which is about the ability to understand and define the difference between knowledge objectives relations. Congruency- is the linkage of knowledge such as the perspective values and many other connect. Perspective and purpose- is mainly the speculation that one’s know something for a particular point of view for a certain purpose. To conclude the Wiig model mainly defines the internalization of the knowledge. (Wiig,2007).

How is the concept in tacit knowledge of individuals knowledge embedded in products and services?
DIKW model 
The DIKW model stands for data, information, knowledge and wisdom. The model outlines on how data can be possible processed and changed into information, knowledge and wisdom. 
Data: the data is the first step od DIKW model. It has the ability to collect primary research data. This is then called raw data as it is a conjunction of data. It tries to answer the who, what, when and where questions. (Pretorious et al, 2019). For example, more than 1 million customers visit the Amazon website. Therefore, this is considerate as raw data collection.
Information: information is the second step of DIKW model. The information represents the ability to process, understand the data that is relevant or not. The DIKW information discloses the relationship of data along with caring out of the information that is going to be analyse and giving an answer. (Pretorius, et al 2016). For example, the data collected on the research that more than 1 million people visited the amazon website with this information the DIKW information can process along with analyse the answer and it comes out that with the Amazon website there is lots of service so maybe 20 thousand customers are using the Amazon prime and 5 thousand are researching for home products of Amazon. Therefore, the data turned into relevant information and it has the ability to be answered.
Knowledge is the third step of IDKW model, and it mainly means the right collection of information that exists and can be useful. The knowledge has the ability for ones to memorize the info and accumulate knowledge. The DIKW model of knowledge only finds answers to how. ( pretorious, et al 2019). For example, from the collection of data and the gather of information scenario we can answer the question how. how many possible teens are watching the Amazon video prime? 
Wisdom is the last and final step of the DIKW model. The wisdom has the ability to do the last conclusion of all the results mentioned by processing and calculation the predictions of the knowledge. In general, the wisdom askes the question why. ( pretorious, et al 2019). For example, from all the previous steps example, wisdom can now collect all the information and conclude all the answers. The reason why many. Teens are watching more of Amazon prime video than usual as due to the Covid-19 youngster spend much time at home. therefore, they entertain oneself by watching videos. More 30% is tuned with the Amazon prime video.
In general using the WIIG model perspective and purpose in relation to the scenario above, the Amazon knows how many customers that are using their services such as prime video by just using the Amazon web service which allows the collection of data gathered from its customers to turn into valuable information that has the ability to answer all questions. The amazon noticed that the number of consumers that used the Amazon prime video it increased due to the recent pandemic Covid-19. Completeness using the scenario above how much people use the amazon services the overall data on what potential quantity of roughly how many customers visit the website and Amazon has the ability to answer which is more than 1 million. Connectiveness is the gather of information by understanding and processing, it is hence why as Amazon developed many services they need to understand the knowledge of each customer what are they needs and wants, so they can bring out new innovations. Relating Congruency to the scenario above it would be all the gathered numbers such as how many people used the Amazons services and then splitting the information and linking it to the correct department such as the Amazon books, music and many others then seeing how many people use each service that the company provides.

KM principles does Amazon use for its customers 
Amazon uses its Knowledge management principles and practices to value and prioritise their consumers/ customer needs some of the principles that its used such as one portal, consistent perception and modular content.
One portal – for all items brought from the Amazon web is in the same web area to avoid confusion to customers by keeping the same one portal. It is all organised to ensure that it facilitates all customers ensuring their comfort and avoiding the anxiety.
Consistent presentation – Amazon provides the specifications from its reviews and products in the same order to enable its customers to find the right information easily. As customers don’t have to spend hours figuring it out where is the information that they need.
Modular content – Amazon orders the website correctly on easy-to-read sections to allow quick and easy research from its customers. 

Feedback – According to Astrom et al, 2010, is stated that feedback is a particular information about the efficiency and effectiveness of the organisation. The feedback always organisations to see on how they are doing or if they have to improve on anything.
· Even though that other companies use feedback the Amazon manages to get its feedback and transforms it into a useful source hence why Amazon is always ahead of everyone. The Amazon likes to ensure that all of it’s customers are been treated fairly and appropriately ensuring that all products that one’s get is in good state and quality.
Crowdsourcing- As Brabham, 2013, said crowdsourcing is about getting information or input it enables ones to vote. Crowdsourcing helps with the improvement and the process of being productive. 
· Amazon has recently developed a programme which involves the crowdsourcing scheme. The new programme is called “ build it “. According to my research Amazon decided to create build it as it allows customers to decide on what products should amazon realise it next, this programme will allow the Amazon to share possible projects that they want to turn into real life. Therefore, by customers voting on the projects Amazon will be able to see how many Amazonian are whiling to purchase the product on the future .

What is system information?
Information system is basically a communication system that is designed to collect information then process it, storages it and then disseminate the data info. (Boell,et al 2015). The organisations depend on the information system as it allows the information analyse process. Therefore, system analysis needs to be in place to be able to allow the organisations to acquire the information so they can build strategies with the usage of the information system. The software, data,people,hardware and procedures are designated to gather the information

What information system does Amazon use? 
Amazon uses its own developed information system on which are the AWS and the SSS. By amazon using its Amazon system the organisation keeps its big majority of products and its loyal customers. Although, amazon also uses the big data as it helps to maintain the website. The e-commerce platform of Amazon promotes its access via the Amazon web service. The system that the company of Amazon uses have a big impact on the effectiveness communication that the company has with its sells, buyers and even the Amazonians. The e-commerce platform of Amazon promotes it's access via the Amazon Web service. The systems have a big impact on the customer relationship management and effective communication that the company has with its seller’s, buyers and even the Amazon employees. 
The Amazon Web Services are products and services formed by so many different types of cloud computing AWS is always ahead of its competitors. The Amazon Web service has the ability to save in costs, the ability to adapt easily and altogether the Amazon web service is a secure and reliable web service source. for example, back in the days companies would need to construct a storage spacing then maintaining it secured, since the Amazon Web service is now taking into place the Amazon company stores its information on the cloud system which is much easier to adapt and saves in costs. However, for customers they use Amazon Web Services to only use what they mainly want and need as its costs are scaled correctly.
The Amazon simple store service is shaped to facilitate the web scale computing for its developers. Simple store services have the ability to store and retrieve large amounts of data on the web. The Amazon allows developers to access the same retrieve data that the Amazon organisation uses to run the business. for example, the developers of Amazon don't need to buy storage to access the amazons file ones can just create a clouding which then gives one’s easier platform to access the information.
Amazon uses the big data collected from its customers when they researched for products other things that they need on the website, this then generates the recommendation system, hence why Amazon is always ahead of its customers as they have the ability to know about you the costumers and what you want. Therefore, it gives the sensation that the websites persuade ones to buy. for example, when one individual sees advertisement on what they are thinking about what they want but they haven't researched for it is the Amazon big data that is generating it making the consumers to buy. The big data gathers information stores it for future use. 

Challenges/ problems that Amazon faces 
According to my investigation I could capture that some customers are concerned on the way amazon goes about with its data bases. Customers are afraid that if one day they decide to ignore all the persuasibility that Amazon is using what is going to happen them. some customers feel that data is a very dangerous system. Amazon employees are very unsatisfied on how the Amazon is treating them. The Amazon employees work long hours every day to ensure that the Amazon consumers receive their products on time each day. Therefore, by always doing long shifts it is affecting the employees’ health and wellbeing. This is a very dangerous situation as the employees can end up having serious issues regards to their health. So, it is hence why the Amazon organisation needs to start following the health and safety regulations ensuring the safety of individuals. Amazon basically threated the employees that they couldn’t never pass taxes and if they did the employees would immediately end up sacked from the job. Bezos whom who developed the Amazon organisations states that if one that work within the organisation does not obey the rules they can immediately get out, this is a big problem for the Amazon as with accord with my investigation the employees are subject to Bezos crazy rules. I could also find out that Amazon uses its data base to basically sabotage other small organisations in my point of view I would say that it is probably one of the reasons that Amazon is every successful and is always right on whatever things that the organisations do or produces. Due to the recent pandemic Covid-19 Amazon had some challenges as not a numerous of people could work at the same time and spacing to avoid the spreading of bacteria. Therefore, with the pandemic situation a lot of delays were happening as Amazon couldn’t have many employees as usual to deliver its products. Consumers weren’t a loud to choose same day or next day deliver due to short staff.
Summary 
Overall, the readers will be able to conclude on the secondary research that was made towards the investigation of the Amazon organisation. In this investigation readers will be able to understand the models and theories that was used and how they were implemented with the Amazon organisation. The models that were used in this investigation were the SECI model, the DIKW model and the WIIG model on which it was the one that it mainly applied to the Amazon organisation. Altogether, Amazon has an effective knowledge management towards its customers and by Amazon putting its customers always first it is hence why Amazon is always ahead of everyone. However, for Amazon to be able to be ahead of everyone the organisation needs the help of its key system which are the AWS, SSS and its database.
Recommendations 
. Amazon needs to improve on the management of the employees, as I feel like the employees are very mistreated.
. Amazon should open physical stores in the UK instead of only in the US as it would make the Amazon organisation much popular and its market research as well. 
. The Amazon organisation could increase its systematic network security to protect us the customers from our data being hacked. We have customers right. therefore, we need to ensure that our data is well protected.
I don’t think that Amazon needs to use other different knowledge management frameworks perhaps the ones that they are already using. Amazon just needs to improve on the information system about people, as I feel like that the organisation needs to put the employees at the same level as they put the customers. Saying this because, without the employees the Amazon organisation would be a failure. It is hence why Jeff Bezos and the organisation need to satisfy the needs of its employees..
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