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Executive Summary
This academic report will study several component and theories of knowledge management and its impact on organizational success and performance. It will primarily focus on the performance and the knowledge management strategies of the American technology and IT mogul Amazon.com. This report will further study the knowledge management theory of organizational knowledge management and its processes. This report gives a clear survey of the giant online company Amazon’s historical background and the KM strategies Amazon has adopted to reach its aims and objectives for business. This report also gives a clear vision on Nonaka’s explicit and tacit knowledge of conversation. In addition this report also discusses the knowledge management techniques that Amazon has implemented and how the approaches make the company a great success. This report also studies about the challenges that Amazon had faced as the largest retail company during the time of Coronavirus. This Report also gives a conclusion on the overall sum up of the report and some recommendations for the betterment of the company.     
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This report will discuss Amazon.com as a successful technologically innovative organization and the significance of knowledge and information management in the workplace as well as its impact on Amazon’s success. Amazon.com incorporates various knowledge management theories such as one platform and interface, reduced calls to the help desk, consistent presentation, immense personalization based on previous searches and purchases, and so on. 
Amazon.com is not just an American e-commerce brand; it is a global phenomenon that has changed the way people look at e-commerce and OTT platforms (About Amazon, 2017). In its recent fits of success, Amazon.com has broken all financial records during the Corona virus pandemic and it is expected to exceed 100 billion in the fourth quarter for the first time (Aboutamazon.com, 2021). Amazon is one of the five largest IT organizations of the world and known as one of the biggest economic and cultural influencers of its time. Amazon.com is dealing in e-commerce, cloud computing, integrating AI in business and other aspects of life and technological innovation. 
Knowledge management system refers to the framework that helps to gather, access and analyse data to enhance organizational performance, achieve goals and be cost effective. Knowledge management enables consumers to access information easily at any point of time, thus increasing the user friendliness of a system. Amazon.com is considered one of the frontrunners of efficient knowledge management because of its ability to connect billions of users with gigabytes of data anytime anywhere. This report will discuss the various aspects and components of organizational knowledge management and how it impacts the structure and culture of an organization, as well as how knowledge is distributed within the same.
The researcher aims to conduct an in-depth study of knowledge and information management and its impact on organizational success. This will also help future research and studies on similar subjects and help determine the significance of various knowledge management theories and models.
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[bookmark: _Toc67061765]Section 1: Knowledge and Information Management
[bookmark: _Toc67061766]Background of Amazon
Amazon.com is an American e-commerce giant specializing in information technology, digital innovation, artificial intelligence, etc. Jeff Bezos established the organization in 1994 as a platform for selling books but later expanded to electronics, groceries, apparels, baby care products, food products and so on. Today Amazon.com is one of the biggest platforms for online sellers and other businesses to showcase their products and sell on the platform. Not only services but Amazon has expanded into digital products such as kindle, Alexa which is an AI enabled home and office assistant, etc. This IT mogul employs almost 1.3 billion people worldwide. As of the 2020, Amazon.com has reportedly made 21.33 billion US Dollars. During the Corona virus pandemic when every other business in the world was suffering, Amazon.com has reported a record profit. During the worldwide lockdown people turned to Amazon for their basic necessities thus making employees of Amazon.com essential workers in many areas. Due to this Amazon has been able to not only increase their business but also established themselves as a giant online shopping company. The alternating hydrology is a requirement of Amazon (Timpe et al., 2017).
Amazon is serving a worldwide range of areas through their online marketing. Around 1,298,000 people are working for this company as per a survey of December, 2020 (amazon.com, 2021). They provide clothing, food, playing equipment, grocery, electronics and also jewellery. The net income of Amazon as per 2020 is $21.331 billion and revenue approx. $386.064 billion. Amazon invented two more new bases of their marketing in Italy in 2021. Recent news of Amazon that Amazon has announced Jeff Bezos is leaving as CEO of Amazon and transfiguration to the Executive Chairperson of Amazon. Amazon has been considered as the largest online shopping on the basis of their marketing during pandemic (Liberty et al., 2020).
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Knowledge management is the procedure of making, distributing, utilizing, maintaining and producing knowledge and instructions required for an organizational development. It generally means the integrative approach to gain organizational targets by creating the need of knowledge. Knowledge management is the understanding, realization and evaluation of the effect of an organization’s collective knowledge. Knowledge management is a process of innovating ideas based on different types of knowledge for the betterment of an organization (Shujahat et al., 2019). The idea of KM has arisen from the management maintaining community. When the use of internet increased, organizations realized that internet, an in-side substitute of internet are very amazing elements for making a business successful. Basically, Knowledge management in a business is a continuous process of describing, manufacturing, distributing experiences and learning about various aspects related to the business within a company. The main importance of Knowledge management is the improvement of a company’s effort and sharing secure and fresh knowledge among the employees of an organization. Three vital parts of knowledge management are as follows:
· Gathering knowledge
· Reserving the gathered knowledge
· Distribution of knowledge
The main aim of KM is to assure an organization’s experiences and make an experience including the culture, where the distribution of knowledge is inspired and the people who are finding knowledge to learn better and gain experiences are finding it simple to develop their requirements for an organization’s business (Webb, 2017).
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Knowledge management has huge importance in a business organization for achieving success (Rahimi et al., 2017). Knowledge management elevates the potentiality of a company’s capability in decision-making. Some important benefits of knowledge management are:
· More potential place of work
· Helps in making a better decision
· Develop cooperation
· Helps in gaining knowledge for an organizational development
· Improve relation among employees and make them more happier in order to give them better knowledge, experience and innovative training
Amazon.com as one of the largest online shopping sites has embraced the knowledge management system as an equipment of their marketing business. The importance of the knowledge management system helped Amazon to achieve great success even in the time of pandemic. Amazon has implemented their services in various platforms. They have invented a various mediums of shopping and also a variety of shopping items has been included by amazon.com. Amazon has developed their value among people by utilizing knowledge management principles. Amazon implements different principles of knowledge management to invent some prominent value for their consumers. 
One portal business
Amazon has implemented a one portal business. All the shopping of various products are done from one portal. The website for all the shopping is the same and the experience of the consumers are also the same. This gives birth to a familiarity and relaxation to the customers and users and reduces their anxiety and stress of doing shopping from various sites.
Logical Presentation
Amazon has invented a logical presentation of each and every purchasing item in the display of their website. From individual product identification to feedback from the users they present every of the information of every product in their portal in a logical way (amazon.com, 2021). This consistent display comes from an excellent knowledge management system. 
Accessible contents
Amazon.com produces a simple reading facility for every page on their site. There are no exaggerated PDFs and books to read for knowing the facilities and about the products but there is a simple option detail for the products. 
Subscription and reminder facilities
Amazon has implemented a subscription policy to watch movies and games. This facility has earned the maximum money for Amazon in the period of lockdown during pandemic (amazon.com, 2021). 
The knowledge management system can develop fertility and consciousness among people. The knowledge management system of amazon.com has implemented above techniques for the betterment of the company and they achieved great success throughout the world. The knowledge management system of Amazon.com also invented a new information system without monotonous and uninteresting searches and it improves the productivity of the company (Hebibi et al., 2019). 
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The knowledge management system of amazon.com has helped them in achieving their targeted goal and satisfied the customers on a huge level. Amazon is the only company which made their business high even on pandemic. Amazon.com manages their knowledge management system perfectly to reach the destined goal for their business. Knowledge management is the implementation of knowledge perfectly and distribution of experiences properly (Sandelin, 2019). Amazon has maintained all the required steps for a perfect implementation of KM strategies to achieve the goal. Not only the logical presentation of their sites made Amazon more successful, many other online shopping sites do that but also the perfect incarnation of each and every strategies of acknowledgement system has reached amazon.com at a high level in the field of online marketing. Amazon makes a successful connection with its users and manages to know about the customer’s needs and preferences about their products and services which also bring great success for the company. Amazon is a multitudinous billion-dollar function and its internet-based facilities and services have already taken several years to be a perfect online multi-shopping brand (Amazon.com, 2021).
The facility of watching movies and playing games direct from online is also made amazon.com very popular among children and teenagers. There are various amounts of subscription from very low cost to a high cost which is affordable for everyone. This gives a good facility of spending leisure time. The availability of Amazon’s any apps or any sites from anywhere, any device gives a big facility for all the customers even for all the people to use Amazon from anywhere in any needs. These are the achievements Amazon has achieved through their perfect implication of a knowledge management system.
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Tacit knowledge is a concept of a person’s awareness, and it is gained through communication with other persons. Tacit knowledge is basically the untold, undocumented knowledge which is gained by a person through experience, observations, evaluation and relation with other persons (Ganguly et al., 2019). It needs shared actions and connections to be connected among human beings. Tacit knowledge is the base or foundation of explicit knowledge (Muthuveloo et al., 2017). Tacit knowledge is the bunch of experience that is acquired from personal experience. In an organization tacit knowledge is very important for teamwork. As the workers move from an organization to another their tacit knowledge remains with them. Tacit knowledge of an employee helps an organization to realize about the employee’s skill and intelligence. 
Embedded knowledge indicates the gaining of knowledge which is secured in the procedures of business, products and services that is providing, cultures and schedules of business strategies. Tacit knowledge in an organization is a challenge for managing. A knowledge management system of an organization depends upon the documentation, so it is very difficult for an organization to maintain the tacit knowledge of the employees (Asher and Popper, 2019). As an example, amazon.com utilizes their individual employees’ experience and instinct whenever they face any problem in their business. Knowledge management system is about gaining knowledge and experience for products, services and business strategies. Tacit knowledge of an employee helps an organization to think from a different perspective about a product or a service. Tacit knowledge consists of the human’s thoughts, importance social and cultural motives, intelligence and skills. During challenges this kind of tacit knowledge helps to survive from the challenge (Perez-Luno et al., 2019). An organization can start a business keeping in mind the culture, processes, techniques, products and services of implement and the tacit knowledge helps in realizing why the particular business is important and beneficial for the organization. 
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Knowledge management is an operational tool that helps an organization improve its performance by gathering, analysing and distributing its knowledge. Organizational knowledge base is a two-pronged phenomenon, the actual creation of knowledge and the extent of which it is spread within an organization (Strambach, 2017). Organizational knowledge can be both tacit and experiential. Organizational knowledge base can be accessed by all the employees at any given time, it primarily sourced from consumer communication, previous failure and success, intellectual property and product knowledge and field experience (Manniche et al., 2017). Without an effective flow of this knowledge base companies can suffer losses worth millions. An organization can also lose knowledge every time they lose a worker, vendor or employee. The value of systematic knowledge confinement is deeply considered and knowledge management came out as doubtlessly a first and foremost importance of an organization (Intezari et al., 2017). 
With changing times and evolving work places and working condition employee communication has changed and so has the equation between the employee and the organization. Easier access to knowledge guarantees that employees will be able to find answers to their problems faster, interact and perform better with consumers and it will also improve the employee engagement of an organization (Santoro et al., 2018). In a time where employees work remotely at least once a week and some of them even more than that, knowledge sharing is not limited to organization premises anymore. With the help of proper knowledge management tool employees will be able to access the knowledge they need to provide information without much delay thus saving company time and money (Fletcher-Brown et al., 2020). 
Knowledge management has also made talent development for organizations easier. While training a new employee with a proper knowledge management system, the organization can transfer the knowledge to the new employee and help them with their responsibilities faster (Muthuveloo et al., 2017).
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Ikujiro Nonaka has described the concept of tacit and explicit knowledge enormously and gave a clear vision how western firms concentrate too much on this concept. Tacit Knowledge is very much related to outlook or idea, based conversation and explicit Knowledge related to phenomenology or objectivism (Nonaka and Nishahara, 2018). In the year of 1996, Nonaka and Takeuchi established the SECI theory model which became the keystone of knowledge and decision-making theory. This theory model has four steps. In those four steps they described four strategies that knowledge type merged and changed, giving examples how knowledge is distributed and made in the company. The four stages of Nonaka’s SECI model are:
Socialization: Knowledge is shared through advice, teaching, impersonation and examination. This type of theory refers to tacit to tacit knowledge of conversation.
Externalization: This kind of conversation is considered as the hard and tough and quite important conversation technique. Tacit theory of knowledge is systematized into instructions, guidance, documents etc. it is because it can distribute very smoothly through the institution. As the tacit knowledge is difficult to organize virtually, the expanse of this conversation is arguable. The utilization of euphemism or simile is mentioned as a major technique of externalization conversation (Kaherens and Fruauff, 2018). This type of conversation is from tacit to explicit.
Combination: this is the simplest form of knowledge conversation. In this conversation the systematized knowledge like documents, instructions are merged together to produce a fresh and unique knowledge. This kind of conversation is from explicit towards explicit.
Internalization: The sources of explicit knowledge are utilized and discovered, the conversation is incorporated, and changing the user’s tacit knowledge. This kind of conversation is from explicit to tacit.   
This knowledge model is changing and creating as the users practice it, collaborate, communicate and learn it. This SECI model gives a clear vision of an organization’s knowledge making, happening through a spiral movement by an interaction between the tacit and explicit knowledge. 
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SOP or the standard operating procedure is a step-by-step guideline, by following which the workers can carry out the schedule of work for an organization and develop the organization in achieving its aims and goals.  The knowledge management system is equally important for every business as it gives a systematic approach to all the strategies used for a business. 
Knowledge has also become increasingly important in Amazon’s standard operating procedure of business management. Through the Knowledge management system Amazon has achieved the title of greatest online retail store. Here is a brief how KM has helped Amazon’s SOP by the development of some units of this company’s business.
Shared upstream material maker: Though Amazon is controlling all the items the customers are watching on their portal, mostly the brand of the products, the actual source of the product these things are generated by Amazon which also generate the materials of the portal. Complying with Amazon’s outline and framework structures and their standards, the writing style in the portal and other processes of the content or the material look the same and the customers believe that it comes from the same place (Li, 2020). Shifting the creation of material or content the knowledge management takes a huge responsibility of finishing, reliability and the originality of the product for the customers. 
Customer reviews: Amazon shows all their customers reviews openly on their website. From the site people can directly search for their products and the reviews of their product. This facility of reviewing a product is very useful for the customers. Customers can give their review and ratings directly from the link of the website. Amazon also creates experience of knowledge and consciousness between their customers. Several online shopping sites have imitated Amazon, the pattern of these kinds of features.
Very easy transaction: Purchasing a product from Amazon, putting some product on hold, pleading for more instructions, wanting to exchange a product all the queries have the same process in Amazon. Any person can become familiar with the processes very quickly. There is no mess of several processes or several sites for several problems. That’s why Amazon is one portal shopping store and gives the best customer service.
Online help option: There is a ‘help’ button in the Amazon portal (amazon.com, 2021). A customer needs to know any process of making a purchase or exchanging a product; they can easily get tips from clicking the ‘help’ button on the site. A customer wants to change the payment or wants to return a product through all these processes they can know from the help option on the portal.
Flexibility: Amazon.com and the apps that are associated with it are flexible to open in any device from anywhere. It is also available for all the time whenever the customer wants to purchase or they want to exchange or return a product or any other facilities the customers want they can do that any time of their preferences. There are no marketing hours for the customers on Amazon.com; people can make their order whenever they want (Bacon, 2020). 
So, these are some unique strategies implemented by Amazon’s knowledge management system to maintain a systematic approach of Amazon’s SOP. 
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Through the effect of the knowledge management system and a systematic approach of the SOP and SECI model Amazon has achieved great success in the field of marketing. The three main outcomes of Amazon’s success are: 
· Selection, Cost and Delivery Process
· Buy Box and Prime
· Amazon’s concept of Flywheel
Amazon is the greatest and most successful online retail shop in the western world. They give the best customer service in the world. There are three major things that customers want when they purchase a product, those are:
Big selection: The consumers want their preferred product and the product which they are about to purchase is in a large stock so that they can choose the best product and also in a high quantity. 
Low Cost: Customers always desire to pay a very low amount as low as possible for the product or the service
Delivery Process: Customers always wish for a speedy delivery for their purchasing product. 
Amazon fulfils all the three desires of their customers and achieves customer’s satisfaction at a high level which is very important for an online business. Amazon has a very developed logical process of delivery, improved technology and 175 centres throughout the world which are working for 24 hours. They give a very speedy delivery of the products without even a shipping charge.    
Next main outcome of Amazon is their Buy Box and prime facility.
Buy Box: Amazon maintains their business from one portal. There is also one page for a unique product. When a customer wants to buy a product they need to click only the ‘buy’ button and their approach directly goes to the seller who won the ‘buy box’. Gaining the facility of a buy box gives another significant facility to the customer; they can get 85% of offers from the buy box facility (amazon.com, 2021). 
Prime: Amazon Prime is a facility of watching movies and playing games online. Customers just need to subscribe to the prime from Amazon portal. There are various kinds of subscriptions from low of cost to high. There is also a 2-day free shipping facility for some of the countries. 
Another main outcome of Amazon.com is their delivery process.
Amazon’s Flywheel Concept: The strategies or technologies maintaining growth is Amazon Flywheel. Amazon flywheel basically comes from the consumer’s experience. If consumers’ are experience a good shopping facility from the platform then they will undoubtedly return to the shopping platform and will also suggest others for shopping. This develops the traffic of the business. More customers indicate more selection of products and through these processes Amazon achieves the title of the large online retail shopping centre. 
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Amazon is undoubtedly the largest online shopping centre in the world. They even remained their business stable during the pandemic when the entire world was fighting with COVID 19 (Nazir et al., 2020). Amazon delivered their products as per their customers’ choice and preferences but for a huge number of customers’ demands Amazon faced some challenges in their supplying of products. Amazon faced products out of stocking in many household products as the consumers’ demand got high during the pandemic. Amazon needs to work upon this challenge and make their product’s stock available for all time even on pandemic.
Amazon became one of the greatest online shopping stores and people became reliable on the services of the company. During Pandemic Amazon had announced to slow down their product delivery time because of high demand of customers and also for their out of stocking of products. Amazon also needs to work upon this issue as people in a large number are depending on this company for services even on tough times (Isik and Ibis, 2021). 
The increased requirements of customers became a threat to the company during pandemic. Amazon needs to work on their logical methods and improve their business strategies so that the high demand of customers never becomes a problem for the company and by fulfilling all the customers’ demands Amazon can become the most successful company in customer’s satisfaction (Elrhim et al., 2020).
Amazon also needs to reduce the shipping charges of delivery and they also need to reduce the subscription charges of Amazon prime. They also need to make some free prime videos and games for their customers.
Amazon as a giant retail online store needs to keep an eye on its employees well being. Amazon maintains their business even during the pandemic time and achieved success and this only happens only for the cooperation of their labours. So it is a great need for Amazon to give safety and protection to their customers.     
[bookmark: _Toc67061778]Conclusion 
It can be concluded from this report that Amazon.com has achieved the title of largest online retail store for online shopping. The knowledge and information management of Amazon has helped a lot in making the company a giant retail shop. The systematic approach of the knowledge management system and the information management gives a logical and strategic implementation of business processes to the company. Amazon has also implemented various facilities for their customers. The most effective of all these facilities are the Amazon prime, Amazon flywheel and the one portal one interference system of this company. This report has also done in-depth research on the internal policies of the knowledge management system and how it interrelates with the business function of the company. This report also provides detailed information on the company’s history, background, present function, subsidiaries of the online retail business company. This report also discusses the outcomes that the company has achieved through a logical function of all the knowledge and information management strategies and also the challenges the company faced during the time of pandemic. This report also gives a clear vision of Nonaka’s tacit and explicit knowledge management system and how it works on the business strategies of Amazon.  
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There is no doubt that Amazon has been considered as one of the largest online retail shopping centres. Though there are some recommendations for the company’s improvement in their business and remain the same as the title of giant online shopping centre.
· The company can expand in improving their markets.
· Amazon can make new partnerships with some different companies to develop their market share. 
· Amazon can multi-form its marketing to make it strong against company-specific problems.
· Amazon also needs to take care of their employees. In this case they can implement some medical insurance for the safety and protection of the workers.
· Amazon can improve its technologies and implement some unique innovations in digital platforms for the betterment of their services.
· Amazon also can implement some pharmacy stores in their business. 
· Amazon can take a reverse assimilation strategy to change its brands in a well defined category for the customers benefit.
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