


[bookmark: _Toc102685605]Executive Summary
The purpose of this report is to analyse the effectiveness of Knowledge and Management and how important they are for organizations is discussed. But for this report, Amazon was selected to assess how knowledge has become increasingly significant to their Standard Operation Procedures. The Three Values Discipline, and SECI model of Nonaka and Takeuchi were considered to explain the way knowledge is gathered and diffused within companies. Ultimately, as knowledge can be lost, the suggestion for Amazon would be to improve their digital tools.
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[bookmark: _Toc102685606]Introduction
In this report, Knowledge Management is discussed to explain the importance and impact it has on the organization. The company selected for this report is Amazon.com, known as the giant online retailer of the 21st century. Its strategy and mission are based on customers and not on competitors. Customers are their main priority during operations and their aim remains to simplify the service as much as possible. Research has shown that the company has achieved its goals in the past with Knowledge Management strategies.
 And in this report to begin how knowledge is created through Data and information is defined and discussed. The various types of knowledge which are Tacit and Explicit have been defined. Then, the importance of them and how they support the organizations were analysed. In addition, the Three Values Model which represent Customer Intimacy, Operational Excellence, and Product Leadership were evaluated to understand how tacit knowledge is drawn from employees or customers and disseminated within organizational strategies. A more profound explanation and the barriers that could prevent the drawn of tacit knowledge have been given. And to illustrate how the conversion of them takes place, the SECI model of Nonaka and Takeuchi was evaluated. And finally, an assessment of how knowledge for Amazon Standard Operation Procedures has become important and the results they have achieved considering everything has been discussed. In addition, some areas where the company could improve and overcome these points employing KM techniques have been considered, and given recommendations based on them.
[bookmark: _Toc102685607]Background 
Amazon.com is an online goods retailer, “streaming service provider, and cloud computing company”, (Johnston, 2021) which was founded by Jeff Bezos in 1994. Amazon initially only started selling books online and for those times it provided to customers great convenience in comparison to other online companies. Furthermore, Bezos had vast ambitions for his company (McFadden, 2021), so in the following years he extended into selling electronics stuff and much more. And in mid-2000s he introduced Amazon Web Services (AWS) by fulfilling one of his ambitions to make Amazon a tech company as well (McFadden, 2021). Also, Amazon.com focused on three core things to create the world’s largest e-commerce platform, which are large selection, low prices, and fast delivery (Jordan,2021). These consist in satisfying the customers. To do so, it needs to collect large amount of data and information about people which is a process of Knowledge Management (KM).
[bookmark: _Toc102685608]Data
Data represent units or numbers that do not convey a specific meaning, but it contains raw figures. Data come in two types which are Qualitative and Quantitative. Qualitative data, for example, can be colours or members of a set. Quantitative data represent measures, size, or numbers in some attribute (Sanders, 2016, p.2-3). Yet, the Data is collected for some specific reason and to give a sense the information must be linked to it.
[bookmark: _Toc102685609]Information
Information is the result of the interpretations of the qualitative and quantitative data. Information is about facts, concepts, or anything pertaining to a topic in point. So, when the Data is processed into Information acquire a meaning and can be interpretable (Cambridge International Examinations, 2015, p.3-4).  
[bookmark: _Toc102685610]Knowledge and Management
Knowledge can be defined as the experience, ideas, and information that an individual or group possesses. It is divided into two types. One is Explicit Knowledge which is information expressed by memory and accurately described in written words to make others understand its knowledge. This type is easily fillable into documents or media and is highly detailed, formal, and systematic (classroom slides, 2021). The other type is Tacit Knowledge which consist in “someone’s belief, experience, perceptions, value, and intuition” (classroom slides, 2021). For example, it is those thoughts that cannot be expressed in written words (Bennet, 2014, p.5). Yet, they can be understood by exploring “experiences, observations, and imitations” of individuals (Mohajan, 2017, p. 18). And Knowledge Management is a processes organisation use to collect, share, generate, organizes, and analyse knowledge from its documents, resources, and employees (Girard, 2015) to develop strategies and bearing its goals to sustain and enhance the company (Hajric, 2018, p.18). 

[bookmark: _Toc102685611]The Importance of KM
It is critical for organisations to manage and collect appropriately the knowledge for their success, and whether it is not, can be lost or unnecessary. As a workshop summarised by Jennex (2007, p.7) discussed, organisations in the 90s to restructure the company they changed “processes and reduced employees”. By reducing staff, they realized to have lost the key knowledge to be innovative as they supposed to be. Indeed, Ilham (2006, p.6) says KM represent the most important asset for an organization as it eases the ability to make decisions and act on that. Quast (2012) adds, it sustains building new learning routines and innovate the culture of organization. Besides that, the aim is to deliver information to the appropriate person or place at the right time to allow a suitable decision (Purushothanman, 2015). Altogether, KM remain an essential part as consequently as it increases the productivity of the organization, satisfies customers, and achieves competitive advantage.

[bookmark: _Toc102685612]How KM helps Organisations
In 2012, Netflix by neglecting customer requests it lost 77 percent of the company's value in four months. But then incredibly Netflix overturned the situation by developing “customer-centric strategy and listening to customer feedback”. Netflix has maintained customer satisfaction first, thus gaining a competitive advantage with rival Blockbuster, a video rental service company. Subsequently in 2013 Blockbuster went bankrupt because it remained indifferent to consumer requests and lacked customer knowledge (Contrepois, 2020). According to Vanner (2020), to extend customer loyalty, companies must strive to satisfy them at every stage of the sales. Riehl (2021) confirms as Netflix has done to gain a competitive advantage, companies must focus on obtaining information about their customers that will direct them ahead of the competition. To enhance Customer Satisfaction, organisations collect knowledge about users through customer scores and surveys. Most organizations use the low scale score of 1-5 or 1-10 to better acknowledge the results about the product, service, and experience. The surveys return more relevant results on satisfaction and allow to undertake additional actions (Sowmya, 2021). Moreover, organizations to reap these advantages and are unimitated, rely on its human capital or rather on employees who in turn collaborate with the management to draw strategies. Research has emphasized, companies evaluate what they possess and how they can achieve the goal without other businesses being able to imitate (Olubunmi, 2015). One strategy they consider is to exploit intangible or tacit knowledge that is difficult to learn. Also, to gain a competitive advantage, it is unbeneficial to consider boundaries between employees and those in senior positions. As this could hinder the acquisition of knowledge and should eliminate any obstacles to achieving that competence (Rahami, 2012, p.40). 
[bookmark: _Toc102685613]Three Values Discipline Model
In this section the strategic Three Value Discipline Models have been evaluated and discussed to see how to derive tacit knowledge from customers and employees and incorporate them into products and services. 
 
Generally, KM's processes have an impact on product and service improvements. KM supports employees to expanding innovative solutions and in resolving customer issues (Becerra-Fernandez, et al. 2004) that they encounter with their services or products. For instance, as it has been seen Netflix implemented Customer Centric Knowledge strategy to improve their service. This method is utilised to create the best experiences for customers, and it helps to maintain client loyalty towards the brand (Frankenfield, 2021). Also, this method can be associated with Customer Intimacy strategy that is an advanced form. They both have a common purpose, which would be to continually improve products and services to meet customer needs (MindTools, 2021). Even organisation as Amazon, Ikea, Sephora, and many others successful companies have adopted these strategies to maintain its customers loyalty (Morgan, 2019). According to Treacy and Wiersema (1993 a), companies that are close to customers can gather more detailed knowledge about customer needs. Thus, companies are capable to respond quickly to the necessities of consumers. 

The other strategy to consider is Operational Excellence which empower outstanding customer service by delivering high-quality and cost-effective services. The basic principles of Operational Excellence include employee’s development; improve productivity that is driven by the flow of customers; continuous organisational improvement; reduce wasting and production time (Brull, 2018). Treacy and Wiersema (1993 b, p.84) say, the companies that follow these strategies are because they have the objective to lead the business at competitive and convenient prices. Indeed, Sheahadeh et al (2016, p.6) affirm, for organizations that operations represent a primary role for a competitive advantage, they recognize the effectiveness of this strategy which also maintains customer satisfaction and loyalty. Walmart and McDonald's are an example of Operational Excellence as represents their principal strategy. Both focus on enhanced productivity, competitive pricing, and improving service and product quality. Despite it, one of the first processes in moving forward with Operational excellence is to create a substantive system that allows employees to intervene for improvements as soon as they are required. With this process it facilitates and allows employees to engage and do the best, as a result, the organization is able to achieve more results with the same workers (Eby, 2019). According to Feurer et al (1996), this structure would also support the development and creation of new knowledge that is disseminated and applied within the organization. And it is in these processes that organizations can exploit and draw the tacit knowledge of employees. 

Another strategy that is already being considered by Apple, Nike and Microsoft represents Product Leadership. The fundamental process of this strategy is to provide customers with the latest and most innovative productions or to improve existing products. However, to be the product leader, organizations must possess a culture of creative innovation. The companies that follow this strategy constantly adapt to the evolution and maintain the desire to design the future. Most importantly, successful organisation encourages employees to experiment where they are unpunished for failures. Plus, they encourage them to be creative and think outside the scheme, and every success is rewarded (Bruin, 2018). Principally, even this strategy encourages employees to engage and share ideas, subsequently organizations can draw more tacit knowledge and therefore gain a competitive advantage in the market. 
[bookmark: _Toc102685614]Tacit Knowledge
Tacit knowledge is the 80 percent of the organisational knowledge that can provide product and service in the right time to the right person. However, it cannot be collected easily from individuals and for firms is often challenges to draw this type of knowledge. The barriers the organization faces are divided into three categories, according to Khatun (2018, p.57). The first is the Individuals, where for reasons of limited communication and interpersonal skills, lack of motivation, barriers between colleagues or the individual is unaware of their ability and much more, do not allow to disseminate tacit knowledge. Second, Organizational problems, where the organization due to lack of KM strategies, lack of formal and informal spaces to allow sharing, reflecting, and generating knowledge, fails to capture the knowledge of individuals. The last, even though knowledge is a matter of Individuals and Organization, but Technology is equally important. The technology serves to facilitate and support the sharing of knowledge making it easier and more effective. The problems of it can be lack of technical support, inadequacy of IT skills of individuals and unaware of the advantages of the systems. Therefore, whether it is drawn up and applied properly to employees, the organisations will benefit on many points. It can expand organisation knowledge, improve internal communication, increased productivity and more. Nonaka and Takeuchi created the SECI model to show how tacit and even explicit knowledge is obtained, and in the section below is discussed.
[bookmark: _Toc102685615]SECI Model
According to Canonico et al (2020), SECI is a spiral model that was created with the aim of creating and exchanging knowledge. It consists of four interaction and conversation stages which are Socialization, Externalization, Combination, and Internalization. In the Socialization phase through social interaction a new tacit knowledge is created from another tacit knowledge. For example, through a conversation or sharing of opinions and knowledges between colleagues, both can acquire alternative ideas from the experiences of the other. Within organizations it can happen in informal meetings. Equally, this phase is named as tacit to tacit. Subsequently, in the Externalization phase, tacit knowledge is expressed and converted into an explicit form so that it can be understood by others. It is translated from concepts or hypotheses and recorded in documents or files. For example, they can be expressed in written reports, journals, articles, or by making reviews (Megalhães, 2015). This step is also known as tacit to explicit. Next step represents Combination or explicit to explicit. In this phase, new knowledge is created by summarizing and combining with existing sources, such as from documents, reports, and through formal meetings. The ultimate step is Internalization, which goes from explicit to implicit. In practice, explicit knowledge is transferred to the knowledge of individuals and consequently modifies their tacit knowledge. For example, reading reports, books, and employer manuals allows individuals to gain detailed understanding and modify their tacit knowledge. Generally, this model will help capture, exchange, and disseminate knowledge within organizations. Furthermore, the research of Farnese et al (2019) confirmed that each process of the spiral framework provides unique information that adds to the capacity of the organization, thus bringing various results within the company.
[bookmark: _Toc102685616]Amazon Standard Operating Procedures
 In this section is discussed how knowledge become important for Amazon Standard Operating Procedures (SOP). SOP’s is a procedure where the lines of conduct are described, and procedures that are necessary to complete the tasks in line with the organizational regulations. Documenting these processes ensures that everything is completed in a specific way. As a result, SOP would improve operational efficiency, product quality and, ensure the consistency of the products. And at the same time, it allows team members to work on more advanced and complicated things, while making sure the easy things are automatically completed in the best possible way (Singh, 2019). 

As knowledge is the key factor for a business, it has an impact on its operations in a significant manner. Hence, in the case of Amazon, knowledge has become increasingly important for its SOP, due to its customer obsession as it is, the company strives to become a customer-centric company (Majed et al, 2018). This can be understood from its declaration, which states the following “Our vision is to be Earth’s most customer-centric company, where customers can find and discover anything they might want to buy online, and endeavours to offer its customers the lower possible prices” (Björklund, 2014). To accomplish this, Amazon uses its customer knowledge carefully to ensure that the appropriate tactics are implemented to satisfy the market’s requirements. For example, its targeted goal to focus on customers through its services has been facilitated using technology (especially Artificial Intelligence), as it enables the company to gain more customers and to provide greater customer satisfaction. In fact, they have implemented an Algorithm where it makes assumptions about people based on age, location, socioeconomic, and purchase history to then automatically suggests what the customer might require next (Tech Vision, 2020). Undeniably, the application of Artificial Intelligence enables Amazon to define the actions of the business in a significant manner. For example, the online platform developed by Amazon allows the company to attract more customers due to the ease of use. Hence, this is characterised by the reasonable prices, reliable shipping, and the quality of the products that it provides, to name a few factors (Jordan, 2020). This is to highlight that the company carefully selects the products and services that its customers want. Considering all these factors Amazon has increased revenue, improved public perception, customer recommendations, and anticipated people needs.
[bookmark: _Toc102685617]Recommendation
During the last decade Amazon has improved immensely in many aspects of its operations, leading to its highest revenue growth since the beginning. However, it is crucial for a company of this size to keep researching, innovating, and developing new techniques to support its advancement. The leading e-commerce company has several areas where it can focus in the near future to maintain the success and increase profitability, and the L&D (Learn and Development) is a perfect example. As a matter of fact, Amazon should be a place where its employees can grow and develop their career for the long-term, creating growth opportunities that can help attract and retain high-skilled talent and should be a key strategy to consider. Providing valuable resources, demanding courses, career goals and successful trainings are just a few of the many approaches that can be recommended to meet the future needs of their business. Moreover, the importance of data nowadays is fundamental, it helps multinational corporations to design their future strategies and investments. Therefore, storing this information is vital and Amazon should keep expanding and improving their digital tools (Dixit, et al, 2019). Since AWS (Amazon Web Services) is already the leader in the cloud infrastructure (Richter, 2022), the application of big data technologies can be exploited to safely retain and store essential information and significant metrics that will be advantageous in the future.
[bookmark: _Toc102685618]Conclusion 
To conclude, in this report it was discussed qualitative and quantitative data which, to provide them a meaning, are interpreted with information. Then, the knowledge that are the ideas, experiences, and information an individual possesses was defined. It was explained the two types of knowledge, which are tacit and explicit. The tacit knowledge is considered the most important by the organizations because it supports to obtain competitive advantages. But at the same time, it is difficult to gain tacit knowledge, so organizations adopt strategies to collect them and manage as best as possible. If it is managed properly, it satisfies customers, increases productivity, and more. Next, the barriers organizations encounter when collecting tacit knowledge was discussed. But the Three Values Discipline and SECI model were evaluated to explain how this strategy supports in gathering knowledge. And finally, how knowledge became essential to Amazon SOP was analysed and discussed.
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