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[bookmark: _Toc70579862]Background Information and Purpose
Knowledge is power, but the power can be static and unprofitable if it is not effectively applied to be profitable. It would be correct to state that there is no knowledge globally, although scholars establish new days, new inventions, and knowledge bases. There are various solutions for different problems in people's heads, in databases, and books. However, such situations still exist because man has not chosen to retrieve the information and apply it appropriately.
Knowledge management is a concept that has been coined in the later 20th century with some proponents like Karl Wiig. Knowledge management describes the process of systematically, explicitly, and deliberately building, renewing, and knowledge application to maximize the effectiveness of an organization in terms of knowledge effectiveness and ensuring that the knowledge assets of such organization (Oliva and Kotabe, 2019). It also involves the capturing of the collective expertise of a company from where it is located, i.e., in the people's heads, in databases, and even on paper, and letting it out to wherever it is needful or where it will promote the production of the maximum payoff (Wiig, 2003). This means that there is always disposal of knowledge. Still, KM management ensures the extraction of such knowledge from its location and applies it to help the business attain the highest possible income. Many organizations have boosted their productivity even in crisis times by just knowing what information is needed and how such knowledge can be applied at the identified point to foster productivity (Dalkir, 2017). This paper will look into Knowledge management in the context of Amazon Company, including the knowledge management theories, identify amazon strategies, strengths and weaknesses before offering recommendations for improvement.
[bookmark: _Toc70579863]Brief Description of Amazon
Amazon Company was founded as a framework of regret minimization as held by its founder Bezos in 1994. It was an attempt to cover up for failing to participate in the internet business boom that was occurring at such time. Bezos left his workplace moving to settle where he would plan for a business that will later be Amazon (Kristensen et al., 2017). The idea was informed by his research on the internet's future with a great potential for online businesses' success over time (Robischon, 2017). Upon analyzing a list of 20 products that could be sold online, he settled on one, bookselling. He would later choose the name of the company, Amazon. It starts as an online book store but has developed into an international online business with diverse functions over time.
 Amazon.com, Inc. today offers various services to different customer segments that include sellers, consumers, content creators, and other enterprises.  Other benefits include promotional and marketing services in the form of online advertising. Amazon has a retail website through which services are offered (Kristensen et al., 2017). The company and even third parties can sell amazon goods due to the website design. Sellers can sell their products on the Amazon website. The Kindle e-reader is a product manufactured and sold by Amazon. Through its low prices and free shipping services, it strives to offer the lowest prices for the different categories of the goods provided.
Even when all businesses in the world were struggling due to the COVID-19 pandemic still, Amazon could use the opportunity to surpass their former productivity levels and even create new records on the revenues and the employee numbers. This paper shall consider how Amazon can maintain its productivity and sail through hard business times. It will check whether the success is attributable in part or entirely to knowledge management.
[bookmark: _Toc70579864]Knowledge Management Theories, Models, Principles and tools
[bookmark: _Toc70579865]Theories and Models
This section will cover several theories, models, and KM principles applied in this paper for analysis purposes. The KM models that will be considered include the Nonaka model, Takeuchi Model, and The Wiig model. Each of them will be discussed briefly described below.
The Nonaka-Takeuchi model is premised on research done on a corporation in Japan focusing on creativity and innovation. According to these researchers, japan companies' primary factor is the embracing of the tacit knowledge approach (Sensuse and Cahyaningsih, 2018). Knowledge will always emanate from the individual at the individual level, i.e., tacit knowledge, and the same is used to obtain organizational knowledge. They emphasize the need to integrate various kinds of cultures intending to get more effective outcomes or instruments.
In this model, knowledge conversion can take four modes: the engines for creating knowledge—the stages of knowledge creation in the model areas in the figure below.
[image: ]
Socialization describes knowledge sharing through direct social interaction and mutual understanding, forming a simple form of exchanging knowledge (Hoe, 2006). Externalization, on the other hand, involves the expression of tacit knowledge in explicit concepts. Knowledge sharing and information may not be effective without this stage since a large part of tacit knowledge internalization occurs here. Another step is a combination that involves integrating various concepts into a system of knowledge, such as an executive summary, a trend analysis, etc. (Gourlay, 2003). Internalization, the last step in the model, comprises the embodiment of tacit knowledge of explicit knowledge.
On the other hand, the Wiig model generally posts the principle that the value of knowledge lies in its being organized and synchronized. Some model dimensions include congruency, connectedness, completeness, purpose, and perspective (Wiig, 1995). The completeness dimensions consider the amount of relevant information obtained from a particular source, whether the mind or a paper. Knowledge must be complete if it is to be valuable. The connectedness dimension considers the links between different objects of knowledge that ought to be well defined and understood. More connection is an indicator of more consistency and consequently a base for more excellent value (Wiig, 2003). On the other hand, congruency refers to the consistency in connections and relational links between perspectives, concepts, facts, etc. Last is the perspective and purpose dimension offers a particular viewpoint or purpose to something. All these dimensions constitute an attempt to define knowledge internalization levels and are considered a development of the Nonaka and Takeuchi model. 
[bookmark: _Toc70579866]Tools
Knowledge management in an organization requires various tools for effective implementation. The process of knowledge management in an organization can be likened to a sea. They include the presence of a purpose coupled with core principles and a sense of identity, which can be compared to a north star in the ocean (Oliva and Kotabe, 2019). Also, there should be guiding principles and strategies for the organization that act as an organizational compass. Additionally, in the sea, the crew is essential; this symbolizes the organization that fosters knowledge sharing, management, organization, synchronization, and even application (Ferreira et al., 2018). Moreover, there is a need for maps and guides that comprise the pathways, maps, and guides to create knowledge across several performance levels. It ensures an understanding of the processes vital in the creation of, renewal, acquisition, and even sharing of knowledge (Muthuveloo et al., 2017). Additionally, the process won't take place without sound vessels, including the availability of vessels and systems that foster exploration of knowledge and include technology, equipment, physical structures, etc. Last is the tool of feedback and measurement, which achieves assessment of the knowledge management process's progress to gauge and manage assets of knowledge while continuously supporting improvement. 
[bookmark: _Toc70579867]Report Outcome Expectation 
There are several expectations on outcomes that this report will potentially cover. This report will demonstrate the role of Knowledge management in business productivity. It is expected that there will be a connection between business productivity and knowledge management. Dealing with knowledge in an organization determines how adequate that knowledge can be in fostering the business goals. Another expectation is that the report will demonstrate a link between Amazon's exploits as partly or highly linked to their knowledge management capabilities. Moreover, there is expected that amazon's way of managing knowledge will have both advantages and challenges hence an opportunity to recommend adjustments in cases of challenges for even more productivity. Therefore, throughout the report, there shall be a consideration of what constitutes knowledge management and how it can be effectively applied in an organization.
[bookmark: _Toc70579868]Background on Amazone.com and Knowledge Management
[bookmark: _Toc70579869]Enhancing value by using KM principles
Amazon can be confidently described as one of the successful companies in the e-Commerce sector of the globe. Since its inception, Amazon understood that user experience is a success determinant; they ensure that customers can get what they want when they want it and most quickly and easily. But still, that was not enough. They looked forward to a time when they will facilitate the customer to establish his plans or goals personally and intuitively for a more valuable experience. This is attributable to knowledge management. It is even necessary to note that the institution of Amazon by its founder was based on his ability to manage knowledge. He was able to access information regarding the internet business boom during the period and found out that he had failed to take advantage of that outburst. Still, though no sooner than he would have wanted, he was able to start a business that would take advantage of the internet connection that would later be today Amazon. He knew that soon, internet business would be the trend and the source of profitability through knowledge. The issue was not whether Bezos obtained information about the internet boom and the potential of e-Commerce soon but what he did with that information hence knowledge management.
[bookmark: _Toc70579870]Importance of Knowledge Management to Organizations including Amazon
Embracing and implementing knowledge management practices is an essential factor and breakthrough for businesses. Over time, there is evidence of increased attention to knowledge management in companies in improving workforce training and increased productivity. The rush to employ knowledge management indicates a likelihood of it being beneficial to businesses. Some of the benefits of k knowledge management include;
Through knowledge management, processes useful for organizations to create value through business-based intellectual and knowledge-based assets are achieved. This may include having in possession all known by employees, clients, and partners and ensuring the sharing of such information to employees, other companies, and departments. Knowledge management is nevertheless a challenge despite the skill being fundamental for modern managers. An organization that fails to handle its knowledge is threatened by shrinking organizational memory and sources of knowledge.  
Management that can handle knowledge and know which knowledge to apply where at what time and for what reasons for improved performance. Also, the availability of information promotes creativity and hence innovations that meet the customer needs and attain a competitive advantage.  For instance, the competitiveness of Amazon is primarily based on its knowledge management strategies. Through the knowledge of what customers want and ensuring that it is presented, productivity is assured. Also, the reduction of challenges that customers may face in meeting or accessing their products makes customers comfortable, unlike when they struggle to get information or understand what its operation means. Employees can also easily understand the processes involved and serve the customers from an informed point making the services accessible. 
Knowledge management in an organization can be resource-based or process-based. Resource-based approaches work towards amassing more knowledge to the business and improving its intellectual without an assurance of competitive solutions outcomes. On the other hand, process-based knowledge management focuses on creating new sources of knowledge for stimulation of the general process of innovation, hence making it easy to achieve competitive advantage. Knowledge management thus promotes a competitive advantage for an organization and ensures the development of a business's intellectual assets.
[bookmark: _Toc70579871]Role of Knowledge Management in Attaining Customer Satisfaction and Competitive Advantage.
Customer satisfaction is dependent on the helpful, positive, and engaging experiences a customer has with an organization; the higher the leave of experience, the higher the pleasure and potential of having such customer as the brand ambassador for such business or products (Kaoud, 2017).  Collection and absorption of information about customers, their preferences, tastes, likes, etc., aids in making essential changes internally to take advantage of opportunities in the emerging market. Knowledge management will thus aid in synthesizing such information and sharing it with relevant stakeholders or departments for implementation. 
Also, through KM, customer relationships s enhanced. The business can track the various communications and interactions worth customers and check the customers' most common issues. The organization can learn the interactions of customers with its services and products, hence providing opportunities for improvements (Kaoud, 2017. Customers can also serve themselves, as was in the case of Amazon, where the website is easily usable by a customer to order goods, return or raise issues or challenges encountered. 
On the other hand, KM is also essential in promoting competitive advantage. Competitive advantage is based on a company's ability to have resources that are not able to be imitated by a competitor and which are helpful enough in promoting productivity (Abusharekh et al., 2019). Attaining these resources requires knowledge and intellectual assets. Organizational knowledge that is almost impossible to imitate forms the basis for competitive advantage. Moreover, a company primarily relies on its human capital brainpower and invisible competencies for its economy and production than it does on physical assets (Abusharekh et al., 2019). The knowledge is used by employees in infrastructure, creating and improve relations for competitive advantage. The company understands what it wants and how it can be used to promote its activities. 
[bookmark: _Toc70579872]Evaluation of Knowledge and Informational Management Models/theories
[bookmark: _Toc70579873]How knowledge is embedded in products and service concept in the tacit knowledge of individuals
Tacit knowledge refers to knowledge that is embedded or stored in the human mind. It entails complex information in terms of expression formalization and sharing, unlike explicit knowledge that is conscious and easily put in words. Tacit knowledge is sourced from a person’s individual experiences from a particular environment (Ibidunni et al., 2018). It concerns knowing the why and the how. All things that one knows and is unable to explain consist of tact knowledge. It can also be described as the knowledge that a person knows that they have but cannot describe n terms except in performance, i.e., the knowledge of driving. One can be a good driver out of their experience in driving but may not express the knowledge in driving in the perfect way he does it.
Transfer of the tacit knowledge to an organization's products and services can take place in diverse ways despite the difficulty. The effective way can be through the person's allocation with the tacit knowledge of doing something to work at such job. A driver is allocated the duty of doing delivery services using the company vehicle (Ibidunni et al., 2018). However, the loss of such a person or resignation leaves an organization without an equal or even more competitive replacement. To avoid this, an organization can put other persons under the knowledgeable person's mentorship or promote teamwork and socialization that people can learn from others and how they do their things. This includes improving products or offering their services, hence transferring tacit knowledge to products and services.
[bookmark: _Toc70579874]How KM represents a systematic approach in sharing and exchanging an organization knowledge base
KM is a systematic approach to information sharing and exchange in an organization. This is explainable through the Nonaka Takeuchi model. The understanding that there are various forms of knowledge and that knowledge develops from one form to the other in an organization promotes the perspective (Bandera et al., 2017). Knowledge is either explicit or implicit. Changing from one form to the other is a process until it comes back to the initial stage.  
In the SECI process of tacit knowledge, knowledge goes through various stages in its creation and sharing.  Tacit knowledge in the human brain is shared through socialization, an essential stage in creating and sharing this knowledge. Such tacit knowledge is collected and retained by the other party's tacit knowledge unless in externalization tacit knowledge where such knowledge is converted to explicit knowledge. In Internalization, the explicit knowledge the same explicit knowledge is converted to tacit knowledge. The combination stage, the last stage, involves converting such tacit knowledge to an explicit form again (Bandera et al., 2017). This process illustrates KM as a systematic process.
[bookmark: _Toc70579875]Knowledge Management Strategies and Techniques used by Amazon and the resultant achievements
Amazon has used KM in many ways in the organization to its profitability. Some of the applications of KM in Amazon. Com includes creating and using a single portal and interface for all its dealings, whether the sale of books, electronics, or food (Arnett et al., 2018). This makes it easier for workers to have an ordinary, familiar, and easy way to access workplace knowledge in diverse forms. Outstanding knowledge management in Amazon also aids in the consistent presentation of information of all kinds (Rosenberg, 2021). The specifications of different products, the information on display, etc., are all arranged at the same places and in some ways for each product. Information is composed, organized, and then published to Amazon users in a consistent order. Thus, users will quickly read and understand published information, avoiding workers struggling to read and interpret the displayed information.
Moreover, the information presented on the Amazon website is done in a modular nature where the data is arranged in short and easy-to-read parts. No stocking of a lot of information for readers. Where a need is, such information is presented by a link through options such as click here instead of creating a navigation barrier. Interested parties can navigate for more details (Rosenberg, 2021). Workers can sort through and only access information that they need quickly and save time that could have been spent in scanning through bulky contents and documents. It promotes finding, which is essential rather than searching. Besides, Amazon allows the companies who source specific products to participate in the creation and designing of the content to be used on the website. However, the same is done through the particular styles and guidelines offered by Amazon (Rosenberg, 2021). When content creation emanates from the product's source, then the creator is responsible for maintaining relevancy, consistency, completeness, and accuracy lies with them (Abubakar et al., 2019). This process can be helpful in case of an intention to boost SMEs through empowerment.
On the other hand, the Amazon website can quickly identify users and even suggest goods relevant to them, especially from their one-time purchases. Even without registration, it is possible. Registration is an added advantage (Rosenberg, 2021). This is vital since efficiency and productivity enhancement are achieved by having a system able to identify and know people hence providing them with compelling content when they require it. This is even more critical for e-commerce businesses. Additionally, the transactions occurring through their website or knowledge system are easy and consistent. Whether it is a purchase, holding a purchase, asking for information, or returning a good, the system provides the necessary comfort in more or less the same way (Rosenberg, 2021). People are not always ready to struggle with the complicated processes of doing something and can change their minds just because of a complex process. Amazon understands this. 
Amazon systems also promote feedback.  It is known for its success in accessing the feedback of customers among the best e-commerce companies. The feedback of the customer is valued, and hence mechanisms of getting it has been created. This is important for service and product improvement and helps future customers to be able to easily choose from products given the reviews they have had (Rosenberg, 2021). This is an essential aspect of checking the KM strategies employed by a business. This strategy is more effective than using the number of downloads or page visits since it allows other users to get direct and vital feedback from peers, helpful in making distinctions between products. 
Other KM strategies that Amazon has adopted and have proven profitable include reducing the services they offer, especially by making their sites easy to access. The call center thus receives few calls and hence cost saving. Also, the services provided by Amazon are performance-centered, with emphasis on effective execution of duties. The 'Help' section in Amazon. Com and its associated apps are easy to access, ready, and follow, adding to the customer experience (Rosenberg, 2021). 'Help' itself forms KM, and any effort done in promoting the functionality of this function on any software or tool is boosting worker productivity (Rosenberg, 2021). Lastly, the mobility of its services and compatibility with devices makes it usable anywhere and anytime. This is taking advantage of the state of the world today.
[bookmark: _Toc70579876]Main achievements from KM for Amazon
Notably, I have highlighted the various procedures that Amazon has adopted in their KM management and the resultant outcomes. This section will thi9us summarily combine the benefits that have accrued for Amazon from KM. Amazon has attained a competitive advantage over other online e-commerce businesses that sell the same products (Rosenberg, 2021).  Having original ideas of how to do its business and ensuring that competitors can't imitate it has contributed to this. 
On the other hand, customer satisfaction has been achieved in Amazon as customers can give feedback, and such feedback is acted upon through the mechanisms created by Amazon. Also, since the Amazon website is easy to use for customers, they can get what they want quickly and hence more customer satisfaction. Moreover, providing information to customers regarding their tastes and preferences based on previous purchases makes it easy for customers and gives them a sense of belonging (Rosenberg, 2021). These and many other benefits have the power to promote productivity as it has occurred for Amazon in the past and currently.
[bookmark: _Toc70579877]Areas for Improvement for Amazon in KM Management
One of the areas worth improvement relates to the business model. Notably, Amazon's business model can be easily imitated since other businesses can still create an e-commerce platform that sells almost everything. If this happens, then Amazon's competitiveness will be challenged (Desai, 2020). Second, the penetration of Amazon is not felt mostly in developing countries due to its limitedness. This limits its ability to benefit from this area and the economic growth rates in their markets. Lastly, Amazon has specialized in e-commerce hence no brick and mortar presence. The expansion of the non-online business operations is minimal. Taking advantage of the non-nine market can be another revenue generator for Amazon (Desai, 2020). Through the use of knowledge management, all these weaknesses can be addressed. 
[bookmark: _Toc70579878]Conclusion and recommendations
Generally, a business's success is mainly dependent on the knowledge they collect, organize and apply in their daily operations in the form of knowledge management. Customer satisfaction and competitive advantage are primary indicators of business success, rely primarily on knowledge management. Organizations that have mastered the art of knowledge management can benefit from its fruits. For instance, the success of Amazon has been mainly related to its knowledge management strategies. The ability to get in touch with customers, get their feedback, access and deliver orders, ease its employees' work, and maintain its productivity is premised on KM. From a DVD sales shop to a renowned international internet e-commerce business, it has taken knowledge management,
Nevertheless, despite its successes, there are a few essential adjustments or improvements that Amazon is to implement in ensuring an even more practical knowledge management system. The areas of improvement include creating a model for business that is less likely to be imitated, having the expansion of its services to developing countries where there is a limited presence, and boosting and expanding its non-online business will be a positive stride. 
[bookmark: _Toc70579879]Recommendation
The improvements that Amazon.com will be involved in will determine the KM framework that they can adopt.  The framework that will enable Amazon to expand its business to developing countries without unnecessary limitations will be a good one. A framework that can offer amazon diversifying its activities and improving all its ventures in equal measure will solve one of its challenges. Also, a KM framework will ensure a more concrete business that cannot be quickly adopted or imitated by competitors to their advantage. The framework proposal for Amazon is as covered below.
[bookmark: _Toc70579880]Amazon KM Framework Proposal
Given the knowledge of the importance of KM management for a business, having a framework that can be adopted and implemented as part of the business operations rather than employing random tools hence achieving a standard KM culture for the organization.
[bookmark: _Toc70579881]KM Framework Purpose
This KM management framework ensures a KM-related business culture for Amazon with all KM elements in place and connected. This will ensure no gaps in the system, and the management can improve on their KM-related weaknesses.  Knowledge will hence flow slowly but effectively through the Amazon organization.
[bookmark: _Toc70579882]Knowledge Management Framework Method
There shall be a knowledge management assessment for the organization to be done periodically within three months to establish potential gaps and challenges with areas of improvement. Upon review, the areas worth improvement are listed and recorded. Information is then collected on possible improvements in such areas. The organization of information follows this in a manner that can be easily understood and implemented. The standard choice for improvement is then listed, and the same is communicated to the relevant department for improvement implementation. Suppose it relates to the whole organization, a communication to that effect s drafted and shared through the internal mechanisms for adjustment. Lastly, there shall be a monitoring system that will assess the effectiveness of the chosen management divisions of knowledge and their effectiveness. Any identified challenges are also addressed. Technological facilitation will be provided and employed as appropriate. These duties shall be facilitated by the Knowledge management department in the organization.
. Knowledge Management Framework Benefits
A robust KM framework is fundamental for any business that wants to attain success in managing knowledge. By creating roles and accountabilities, there shall be people held responsible for specific duties. Also, through transparent processes, relevant personally have the know-how of dealing with particular duties. This framework also provides for technology that will provide the appropriate tools for the procedure. Through the framework, governance is availed and a sense of direction.
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