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EXECUTIVE SUMMARY

A report about how Amazon.com uses knowledge and information management, including how the company utilises knowledge and information management internally, as well as how they produce, exchange, use, and manage knowledge and information to communicate with their consumers.
Jeff Bezos established Amazon.com, an online retail firm in1984. He has stepped down as CEO in 2021. 
A knowledge management model is included in this paper. The SECI Model is the most well-known conceptual framework for understanding an organization's knowledge generation process, and how it focuses on the organization's structure and how knowledge is processed, and how perspectives, ideas, experience, and information are shared and used to make more efficient decisions or to improve and benefit the organisations.
Knowledge management's main goal is to boost an organization's production while maintaining its knowledge. A cycle of producing, exchanging, organising, and auditing information is often used to optimise the efficacy of an organization's collective knowledge. A firm may profit from good information management in a variety of ways. Through information management, businesses may improve their relationships with their precious customers, leading in loyalty from their customers and a competitive benefit. Knowledge has become increasingly essential in the Amazon's Standard Operation Procedures (SOP).
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1. INTRODUCTION
This study is about Amazon.com's knowledge and information management. The goal of this report is to describe how Amazon.com utilises knowledge and information management in their organisation, as well as how they produce, share, use, and manage their knowledge and information to communicate with their customers. Amazon.com is an online retailer founded by Jeff Bezos that began selling books in 1991 and expanded to include electronics, movies, toys, housewares, music, and all other variety of products in 1994. It also has its own Web services provider, it is an example of electronic commerce, and the web services are known as cloud computing service and has created the Amazon Echo. Amazon Web Services (AWS) and Simple Storage Services (SS) are used by Amazon.com. The organization's headquarters are in Seattle, Washington, in the United States of America, and it has opened several warehouses across the world over the years. 
This report will include a relevant Knowledge management theory, such as the SECI model, and how they focus on the organisational structure and the way knowledge is processed, as well as how they share perspectives, ideas, experience, and information, and how they are used to make more efficient decision making or to improve and benefit the organisation. It will also go over the Amazon.com history in detail. The study will assess knowledge management approaches and how they are utilised to share and exchange the Amazon.com knowledge base across the organisation.
The study will detail how Amazon.com's Standard Operating Procedures have grown increasingly, as well as how these procedures are implemented inside the company. Using the Strategic K Gap Analysis, the study will examine areas where Amazon.com may improve in the future and overcome any problems the company may have, as well as new initiatives that can be adopted.
2. KNOWLEDGE AND INFORMATION MANAGEMENT
1.Amazon’s Background
Amazon.com is perhaps the most closely linked firm with the E-Commerce revolution. Amazon, located in Seattle, United States, has grown from an online book seller to a virtual “sell it all” store, selling music, cookware, toys, games, tools, hardware, movies, perfumes, beauty products, electronics, appliances, toys, all kinds of equipment, home furnishings and housewares, clothing, and kitchen gadgets, among other things. Jeff Bezos originally intended for the firm to be called “Cadabra”, but he ended up choosing Amazon instead since it began with A. There was no need for a warehouse because most Amazon.com orders were done directly with wholesalers and publishers, but over the years the company started opening warehouses, where they store some of their products.  
Before it became clear that the firm would be a success, Bezos started off in his garage, after it started indicating its success, it then moved to a Seattle office that also served as the customer support centre. Within a month of the website's launch, Bezos and Amazon.com had filled orders from all 50 states and 45 additional countries. Bezos set out to make the website as user-friendly as possible while also linking it to a wide variety of consumers with that goal in mind. After less than two years in operation, Amazon.com went public in May 1997 with an initial public offering (IPO) of three million shares of common stock in the market.
Amazon has multiple of subsidiary companies. Amazon aspires to be the most customer-focused corporation on the planet. North America, International, and Amazon Web Services are the three segments that make up Amazon's business. Customers may now access Amazon's offerings via websites, mobile applications, Alexa, gadgets, streaming online, as well as physical locations such as Amazon Go USA, and recently Amazon Fresh, in London UK. A store where you can go in, grab what you want to buy, and leave without having to pay at the checkout. When customers sign up for Amazon Prime, they get reduced rates and fast, free shipping. Its online sales and value of the company has grown considerably over the last almost 2 years, owing to increasing internet purchases related to the COVID-19 pandemic. Bezos envisioned Amazon as a place where you could buy everything and anything that you want or need, online. According to NASDAQ Amazon has presently a market capitalization of $1.7 trillion US dollars. On 5 of July 2021 Jeff Bezos stepped down as Amazon’s CEO. (Jordan, 2021)







[bookmark: _Hlk82192161]2. What is the definition of knowledge management?


Knowledge management is the process of creating, sharing, using, and managing an organization's knowledge and information. It's a multidisciplinary strategy to accomplishing organisational goals by making the best use of previous knowledge, and anybody can profit from it. Knowledge management can bring people together to better develop, exchange, and utilise information by connecting them to the knowledge and resources they need to grow and use their talents in new ways. Factual, conceptual, procedural, and metacognitive knowledge are the four categories of knowledge identified by Krathwohl (2002). Then there's tacit knowledge, which comes from personal experience and education and is more intuitive and difficult to express. And explicit knowledge, which can be expressed, codified, stored, and accessed, is complementary to tacit knowledge in that it can be communicated to others. Individual relevance from massive amounts of data is the future of knowledge management. The knowledge work of an organisation will practically be poured into it. In the future decades, businesses will transfer their business operations to platforms that allow for smooth and effective workflow. As technology advances, knowledge management will improve, and information will be combined from multiple viewpoints and adjusted in important areas. One of the main aims of knowledge management is to capture relevant information. Due to the highly competitive nature of today's marketplaces, there is a rising demand for new insights, new thoughts, and concepts, as well as the capacity to document these thoughts and concepts, inside the sectors and the organisations. (Knowledge Management System Proof Reading Services, 2021)

Knowledge Management Life Circle

During a knowledge management circle, the knowledge is first acquired in different forms, then the knowledge is retained, and then the knowledge is transmitted or transferred. 
[bookmark: _Hlk82192215]3. What is the significance of knowledge management in any organisation?
Knowledge management's main goal is to boost an organization's production while maintaining its knowledge. A cycle of producing, exchanging, organising, and auditing information is often used to optimise the efficacy of an organization's collective knowledge. A firm may profit from good information management in a variety of ways. It enables better situational awareness, as well as learning about best practises, lessons learned, and overall organisational progress, by ensuring that individuals' advanced experience does not leave them or go unused by other employees who may benefit from it. It helps businesses to make more informed and timely decisions. It's simple to find relevant information and resources. Allows organisations to reuse ideas, previous experiences, and records, as well as avoid making the same mistakes over and over. When using existing expertise and experience, and making it available to others, information is disseminated faster and more broadly, promoting repeated processes and procedures. It is critical to demonstrate to consumers how their expertise is put to use for their advantage, since these speeds up the delivery process. The value of knowledge management is increasing every year. One of the greatest ways to stay ahead of the competition as the industry gets more competitive is to build the firm in a smart, flexible manner. You want to be able to spot issues from afar and react quickly to fresh information and changes. Because of the valuable information, innovation, and training, further benefits of knowledge management include greater workplace efficiency, increased cooperation, and enhanced employee happiness and retention. In any organisation, knowledge management is a very critical tool. (Knowledge Management: Importance, Benefits, 2021)
[bookmark: _Hlk82192251]4. How Knowledge Management can help businesses serve their consumers while also gain competitive advantage.
Through information management, businesses may increase their relationships with their most cherished customers, resulting in loyalty from customers and a competitive edge. Organizations may utilise Customer Relationship Management-derivative knowledge and knowledge management to develop new ideas and offer improved and different services. Organizations will benefit from knowledge management because it will enable them to get the appropriate information to the right people at the right time. The firm has a competitive market advantage when it competes on pricing. Competitive advantage: the firm provides a one-of-a-kind, higher-value product or service. Focus advantage: the firm concentrates on a certain customer niche, with a tailored offering tailored to that market group. The company learns everything there is to know about the market and its different divisions. Look for niches that are underserved by competitors that can be economically targeted and promoted to, as well as a clear knowledge of what customers want and how to build a value offer that appeals to them. Custom Relationship Management implementation is connected to an increase in customer awareness, which has a cascading impact. As a result, customer satisfaction has increased. Customer knowledge will help organisations adjust the goods they sell and their services, as well as their whole relationship with their customers, as to increase the happiness and loyalty of the customers, as it is an important factor of the link between Knowledge Management and Customer Relationship Management. (Valamis, 2021).  (Knowledge Management: Importance, Benefits, 2021)



3. [bookmark: _Hlk82192295]KNOWLEDGE AND INFORMATION MANAGEMENT MODELS OR THEORIES
1.How is information entrenched in goods and the service idea in the individuals' tacit knowledge?
Information embedded in processes, commodities, communities, routines, objects, or frameworks is referred to as embedded knowledge, according to Horvath 2000, Gamble & Blackwell 2001. Information is embedded officially, as in a management initiative to formalise a specific advantageous practise, or informally, as in the company's usage and implementation of the other two types of knowledge. Due to the difficulty of properly managing embedded information, firms who thrive can gain a significant competitive edge. Embedded information can be found in laws, processes, manuals, company culture, code of conduct, ethics, and commodities. Although clear sources may have embedded information, the knowledge is not apparent, and it is not immediately obvious why doing something this way or that way is beneficial to any organisation. Managing embedded information is substantially more difficult than managing indicated tacit knowledge. Amazon, like most businesses, tracks its customers' purchasing habits to gain personal information about them and to continually recommend goods to buy based on previous purchases or searches. Customers will feel valued and loyal to the organisations because of this, because it shows that the organisation understands their needs.
2. A systematic method to sharing and exchanging an organization's information base is represented by Knowledge Management.
A company's ability to produce, capture, and apply new and sophisticated information to deliver a more sustainable or appealing product or service is typically a determining factor in its success. A systematic strategy to capturing, structuring, management, and sharing of information within a business was devised to enable employees work quicker, reuse best practises, and avoid costly change. The systematic approach is a method of analysing complex systems from a global perspective rather than focusing on specifics. Its goal is to promote complexity understanding without oversimplifying data. The systematic method leads to individual comprehension in addition to prioritising activities.




3. Nonaka’s tacit and explicit conversion and decision-making model
The most well-known conceptual framework for analysing an organization's knowledge creation process is the SECI model (Nonaka, 1994).
KUJIRO NONAKA & HIROTAKA TAKEUCHI: Theory of Knowledge Creation (SECI Model)



Tacit knowledge is formed via empathy and shared experiences, which is referred to as socialisation.
Externalization - Through articulation, tactic information is transformed into explicit knowledge.
Examining, linking, and organising explicit knowledge is what combination is all about.
Internalization entails the transformation of explicit information into tacit knowledge through practise and evaluation. (Clayton, 2021)



4. AMAZON.COM'S KNOWLEDGE MANAGEMENT TECHNIQUES 
Because it is more efficient and inventive, Amazon utilises customer knowledge management. Customers are more informed than Amazon.com realises, according to Amazon.com executives. And competition requires knowledge.
Amazon maintains knowledge by encouraging consumers to share it through product evaluations, order histories, and Amazon's recommendations based on prior orders. When customers are searching for a product, Amazon will present suggestions. Rather of keeping information within the firm, Amazon invites consumers to share their information as well. Expertise is not lost in this fashion, because the company's knowledge grows in proportion with its client base. 
It's also clear that when Amazon first started, it followed Nonaka's conversion and decision-making paradigm, both implicit and explicit. Jeff Bezos' approach to encouraging innovation, hiring individuals with internet expertise, Amazon web technologies, and asking customers to submit reviews all point to socialising (tacit to tacit) and externalisation (tacit to explicit).
[bookmark: _Hlk82192581]Amazon Connect is an easy-to-use omnichannel cloud contact centre that allows organisations to deliver better customer support at a reduced cost. Customers and agents get a unified experience across phone and chat with Amazon Connect, which was created from the ground up to be omnichannel. (Amazon Science, 2021, Information & Knowledge Management/ Research Areas)
1.How knowledge is essential in Amazon's SOP (Standard Operation Procedures) 
There is only one user interface and one gateway. Everything we buy comes from Amazon, and we do all of our business with them through the same website. They show themselves in a consistent manner. From the product descriptions to the reviews, they offer information for each product in the same style and in the same sequence, wherever feasible. This is owing to their great content management, in which they produce content and then publish it in a user-friendly manner. They have a well-integrated content. On Amazon, each page is split into easy-to-read sections. They have the ability to give extra information, but only as an option rather than a barrier. Content creation that is distributed upstream. Even though it may appear that Amazon controls everything that we can see, the majority of the material is generated by the product businesses, who are the ones with the true knowledge. Because of Amazon's design principles, writing styles, and other practises and policies, the information appears to have come from the same source, making it more accessible. It's almost magical in its personalization. Most Amazon consumers are astounded by how well the site appears to know them. The website learns more about us the more we use it. It may then bring up memories from our history, offer suggestions for products we would enjoy, and connect us to more information it believes we require. Amazon generates knowledge and awareness in consumers through services such as customer-provided ratings, comments (including the most and least helpful), and images, as well as a study of what customers previously purchased, or bought together. A few other online shopping sites have copied Amazon's model of all these social services. The transactions are straightforward and consistent. Regardless matter what you're looking for, the procedure remains the same. This approach quickly becomes second nature to you. There are no surprises to be found. There are subscriptions, alerts, and reminders accessible. You may also join a mailing list to receive daily updates as soon as they become available. Even if you don't inquire, you'll be aware of all the offers. Feedback. Customers love Amazon, and it's one of the most popular eCommerce sites for getting good feedback. The reason for this is that the organisation is interested in what customers have to say and recognises that their feedback is significant. The number of services available has been decreased. The company's attempts to make its website as user pleasant and thorough as possible have resulted in fewer calls to Amazon's call centre. This saves the firm a significant amount of money while also improving customer satisfaction. Amazon is a results-oriented company. When you need to cancel or modify an order, alter your shipping or the way you make your payment, return an item, or discover what you have bought the previous year? Amazon makes it simple to get all of this information. Amazon provides outstanding online support. Simply go to Amazon.com and click on "Help." It's straightforward to use, read, and follow. This enhances the consumer experience by improving happiness and productivity while reducing Amazon's costs. Amazon.com and its related apps are available 24 hours a day, 7 days a week, on any device. There is no need to be concerned about business hours. Amazon utilises Simple Storage Services, a two-piece information management software that links to databases and Amazon Web Services, and then promotes its E-Commerce platform, providing it a competitive edge over its competitors. (How Amazon Can Improve Its Corporate Strategy, 2021)
2. What are the primary benefits that Amazon has gotten from using these procedures?
Differentiation is Amazon's major general approach. Technology and talented human resources have been used to distinguish its business approaches. It offers services to clients through its website and mobile apps. Physical shop premises are no longer required because of the internet concept. Amazon offers a huge product variety, so customers can always find what they're looking for, and most items are always in stock. Amazon's business tactics include low prices, and customers like the idea that they are paying less for their goods. Amazon guarantees rapid delivery to its customers, who want their products as soon as feasible. Especially if customers pay a monthly fee for Amazon Prime. Customers will return to the platform and even suggest it to their friends if they have a pleasant and consistent buying experience. This generates traffic. Sellers will definitely follow the flow of traffic in order to get their goods in front of customers' eyes. Sellers will undoubtedly follow traffic since they need to get their items in front of customers' eyes. There are more product alternatives when there are more sellers. The more product options available, the better the consumer experience. The commissions and fees Amazon receives from connecting borrowers and sellers are the company's major source of revenue. On its own, Amazon does not sell a lot. It simply provides a platform where buyers and sellers may have a consistent experience.
3. What areas can Amazon.com develop to overcome certain problems in the future?
One option may be to use Amazon Web Services to extend its cloud-based products. As cloud computing appears to be the most popular thing of this era, coupled with the other tendency of increased usage of Big Data by marketers, Amazon can definitely establish itself in these areas and reach market leadership positions. Market expansion in other emerging markets.
Amazon may enhance customer experience in variety of ways, include enhancing the way they list their products, having a more balanced inventory, making their brands more visible and popular, soliciting more user feedback, and maintaining a better seller rating. Amazon is expanding its fulfilment centres with more and more replicas of the original Kiva robots. At the same time, the firm is working on new robotic technologies to perform new jobs in its facilities. This would reduce the number of accidents sustained by many Amazon employees, as the majority of injuries are caused by boxes falling on top of them.







5. CONCLUSIONS AND RECOMMENDATIONS
In summary, the aim of this study on Amazon.com's knowledge and information management was to describe how Amazon.com utilises knowledge and information management in the organisation, as well as how they generate, exchange, use, and manage knowledge and information to communicate with their consumers. This report includes the relevant Knowledge management theory, the SECI model, and how it focuses on the organisational structure and the way knowledge is processed, as well as how it shares perspectives, ideas, experience, and information, and how it is used to make more efficient decision-making or to improve and benefit the organisation. It will describe Amazon.com's history, as well as what Knowledge Management (both tacit and explicit) is and how important it is at a firm like Amazon.com. Explained how Knowledge Management is a systematic approach to capturing, structuring, managing, and disseminating information within an enterprise. By assisting organisations in working faster, reusing best practises, and minimising costly change, a systematic approach to capturing, structuring, management, and dissemination of information within an enterprise was established. Amazon employs customers' knowledge management because it is more efficient and inventive, explains the knowledge management strategies utilised. Customers are more informed than Amazon.com realises, according to the company's executives. And competitiveness necessitates knowledge. Amazon's Standard Operations Procedures and its importance. There is only one user interface and one gateway. Everything we buy comes from Amazon, and we do all our business with them through the same website. They show themselves in a consistent manner. They have a well-integrated content. Content creation that is distributed upstream. It's almost magical in its personalization. Most Amazon consumers are astounded by how well the site appears to know them. Amazon instils knowledge and awareness in consumers through offerings such as customer-provided recommendations. The transactions are straightforward and consistent. Regardless matter what you're looking for, the procedure remains the same. Amazon.com and its related apps are available 24 hours a day, 7 days a week, on any device. There is no need to be concerned about business hours. Differentiation is Amazon's major general approach. Technology and talented human resources have been used to distinguish its business approaches. It offers services to clients through its website and mobile apps. One area where Amazon might improve is its plan for expanding its cloud-based products. Other ways Amazon may enhance customer experience include enhancing listings, having a more balanced inventory, making their brands more visible and popular, soliciting more user feedback, and maintaining a better seller rating.
Amazon.com can use the Knowledge Needs Analysis framework in the future to make their Knowledge Management culture richer and more effective. 
A framework of STRATEGIC KNOWLEDGE GAP ANALYSIS according to Amrit Tiwana in his book, “The Knowledge Management Toolkit: Orchestrating IT, Strategy, and Knowledge Platforms”
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Amazon can in future: 1. Identifying additional requirements.
2. More accurately identifying knowledge resources.
3. Getting, making, or getting rid of knowledge-related resources, procedures, and settings.
4. The retrieval, application, and sharing of knowledge might all be enhanced.
5. More effective knowledge storage.
To assist and enhance their knowledge management culture, Amazon may consider investing in a stronger knowledge management framework. As a result, knowledge management strives to promote a knowledge culture in which information sharing is considered acceptable behaviour by all members of the organisation. Information culture refers to an organisational culture that encourages employees to recognise and practise knowledge sharing as a proper behaviour.
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