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1. [bookmark: _Toc46157123]Introduction 
The concept of knowledge management mainly came with the management consulting community. With the coming of internet majority of the organisations especially the large ones realised an intranet and an in-house subset of the internet can become an essential tool for making the organisation accessible and to share the information within the geographically dispersed units of the organisations. Knowledge management refers to the discipline which helps in promoting an integrated approach for the purpose of identifying and evaluating and sharing the information within and outside the organisation (Dalkir 2017). In the current time the concept of knowledge management has become broader and broader as the different stakeholders of the organisations are connected to each other. The knowledge management process consists of the content management, expertise location, different lessons learnt, and the communities of practice. 
Knowledge management is defined as the process of capturing, distributing, and making use of knowledge for the purpose of achieving the organisational objectives. The prime aim of the knowledge management is to improve the overall efficiency of the organisation and to retain the knowledge within the organisation (Alavi and Leidner 2001). The significance of knowledge management is increasing in the current time because of the complicated business structure of the organisations and the high-end networking among the organisations. 
Amazon.com was incorporated in the year 1996 which offers a wide range of products and services with its website and mobile application (Tian 2017). The main products of the company include merchandise and content that the company purchase from the resale from the vendors and those offered by the third-party sellers. The company operates its business with three segments namely North America, International and Amazon Web Services, Asia Pacific, and US. The company serves its customers through the online and the physical stores services (Razzaq et al. 2019). Considering all these aspects it is seen that the company has a diverse range of business which is spread across the world. Hence, the company is required to practice knowledge management so that it can improve and maintain its position in the long run. 
The below report discusses about the different aspects of knowledge management and the models related to it. The organisation chosen for the discussion is Amazon. The reason this organisation is chosen is because I have worked previously with this organisation in France and thus have an idea about its business structure and can throw light on the knowledge management practices of the same. The report is divided into various sections. The first section covers about the general theoretical background of knowledge management practices and the prerequisites for the same. The second section talks about the knowledge management practices particularly of Amazon where in the critical analysis of the same is done. After it, the required framework to be introduced within the organisation is discussed in the third section. Within this section the recommendations for the company are also provided. At last conclusion has been given which mentions the summary of the entire report. The framework provided and the discussion carried out is feasible and acceptable in the sense that recommendations are provide as per the current situation of the market. 

2. [bookmark: _Toc46157124]Prerequisite for good knowledge management practices 
Every organisation has the goal of enabling the organisational learning and creating a learning culture in such a manner that sharing of knowledge is encouraged. Within the process of knowledge management there are two main types of knowledge management which are tacit knowledge and explicit knowledge. Tacit knowledge is more intuitive, and this type of knowledge can be shared with others (North and Kumta 2018). It includes examples like innovative thinking and understanding the body language. On the other hand, explicit knowledge is that knowledge in which the information can be easily codified and taught such as how to change the toner in a printer and those concerning with the mathematical equations. 
The processes within the organisations are very complex and are interrelated to each other. In other words, every department of an organisation is interrelated to the other department. Not only this, but even the different organisations are interrelated and interdependent on each other’s. The current business scenario is based on the networking. As a result of this, the significance of knowledge management is increasing day by day within the organisations. For the effective knowledge management development practices, it is important to keep on creating the new information and storing the same and sharing with others (Santoro et al. 2018). The reason creation of information is necessary is because of the fact that business environment is highly dynamic which keeps on changing in the advancement in time and thus creation of new set of information and knowledge is required to so revive the existing information so that the new challenges in the business can be dealt in a better manner (Maier and Hadrich 2011). As far as storing and sharing of knowledge is required it is seen that with the effective and safe storing, the information can be used n number of times with different permutations and combinations so that each time the knowledge comes out to be different with the same stored information. Moreover, with the effective storing of the information the explicit and tactical information can be extracted as required which enhances the knowledge management system (Raiudeli and Davidavi 2018). 
One of the basic elements involved in the knowledge management is the sharing of information. Since the business organisations works in a networking manner therefore sharing of knowledge directly impacts the performance. For instance, it is seen that for some organisations such as Google and Microsoft sharing of knowledge is so important that it impacts the revenue (Coffie et al. 2018). The overall performance is based on the extent to which knowledge is shared and at the right time. Merely possessing the knowledge is not sufficient for the effective conduct of the organisation but what is equally required is the effective application of the knowledge and at the same time is the integration of the knowledge in the right manner. Without the effective application the stored and the shared knowledge will be of use and the knowledge is a total waste when it cannot be applied. Apart from that, it is also identified that with different organisations or the different departments within the organisation store different levels of knowledge (Blumberg et al. 2019). To apply the knowledge management practice in an effective manner it is important to integrate the different level of knowledge so that the useful information can be produced which can be of use to the company. 
With the help of the knowledge management the individual knowledge can be well aligned with the organisational knowledge. Elaborating it further, it can be identified that the individuals do experimenting with their projects and thus when they share the same information it takes the shape of the organisational knowledge (Obeidat et al. 2016). 
Considering the other angle, it is identified that all employees within the organisation are required to have an expertise so that a smarter workforce can be build who are quicker and informed decision making takes places. For this the significance of knowledge management needs to be interpreted wherein it is seen that with it the employees are in a position to be more creative and innovative and innovation is fostered and the customers benefit from the increased access to the best practices and employees turnover is reduced. With the marketplace becoming more and more competitive, the organisations can enhance their level of competitiveness by the way of introducing the elements of flexible and intelligence in an effective manner (Castelli et al. 2017). Different departments within the organisations and the different organisations make use of the different systems and the proliferation of the different systems used by the different teams across the companies simply means that the useful information within the silos of the organisation. Critical knowledge transfers take place with the help of the different systems which helps in the acquisition of tactical knowledge in an effective manner. Considering the different knowledge assets, it is seen that an organisation requires knowledge assets for the purpose of applying the knowledge in the right manner. Knowledge assets refer to the accumulated intellectual resources which help in acquiring the necessary organisation (Bosco et al. 2020). Different e-tools are the used by the organisations as the knowledge assets. Furthermore, the intellectual skills and abilities of the employees and managers also act as knowledge assets within an organisation. The entire knowledge captured and acquired is required to be used in the most effective manner within an organisation and therefore, different knowledge management assets are used by the organisations in the right manner (Li et al. 2019). 
Overall it is seen that the significance of knowledge management is increasing day by day within the organisation wherein the information is becoming more and more complex and in the age of high networking it has become important to share the knowledge in the right manner. 
3. [bookmark: _Toc46157125]Knowledge management practice in Amazon 
The organisation chosen for the discussion is Amazon which is globally renowned retail brand and has made its significant place in the retail sector. Amazon.com is recognised as an effective example of knowledge management. The website or the app of the company functions in a special manner that it collects the knowledge and information and presents on a single platform to be used by the people. The company processes millions of transactions every month and thus it is impractical for the company to have live customer service representation and resolve every complaint. The knowledge asset that is used by the company is the artificial intelligence and voice recognition technology which helps in providing customer support for the simple requests. 
[bookmark: _Toc46157126]3.1 Leavitt’s diamond organisational model 
As per this model, organisations are complex system which has four main significant variables. These variables are task, structure, technology, and human interact which tend to affect the changes within the organisation. All these four elements are interdependent on each other so the change in one usually affects the other (Bosco et al. 2020). An integrated approach of this model and the elaborated version of Galbraith specifically tells that value of knowledge management is high within the organisations. In addition to this, it is seen that with the help of this model the knowledge management can be better explored, 
and the knowledge can be applied in the specific field in an effective manner. 
[bookmark: _Toc46157127]3.2 Amazon’s knowledge management culture 
The culture of knowledge and information sharing is seen within Amazon. It is with the use of the knowledge management techniques that the company was able to transform an online bookstore to an e-commerce retailer in the US. Initially the company dealt only in books but after realising and gathering information from the market sources it was identified that the book retailing can help in attaining more profits. Jeff Bezos the CEO of Amazon wanted to build a culture where new knowledge development takes place (Castelli et al. 2017). For creating such a culture, he encouraged divergent thinking within the team environment and recruited those people who have a range of experience. This helped in creating a culture where diverse range of knowledge and information sharing takes place. Amazon.com recruited employees from the background that possessed degrees in computer sciences and liberal arts. Furthermore, when the interview of the candidates used to take place Bezos ensured that other executives are also involved to avoid the problem of being limited in choice and to avoid biased perspectives. In addition to this, he purposely recruited the employees through online platform so that those involved actively with internet can be employed. The selected candidates were given shares in the company as a part of incentives so that they can contribute to the wellbeing of the company (Blumberg et al. 2019). Hence, it is quite clear that tactical knowledge was encouraged as a part of the knowledge management process within the company which creates a culture of socialisation so that the information can be exchanged, stored and applied in an effective manner. Adding it further, it is seen that the goal of the company was to create a new technology for an online business and Bezos achieved this goal by the way of management of context and relationship. 
Apart from that, it is seen that the sophisticated search engines and customer interface within Amazon is not attributed to its technical superiority but rather it is because of the personal knowledge of the customers of Amazon that is wrested from the private domains and then  they are made accessible for the exploitation by the company (K Dalkir 2017).  Elaborating it further, it is seen that the technology act as knowledge asset for the company which is used for extracting the information of the customers from the personal domains and then it is codified for the productive use. 
The concept of knowledge management as seen in Amazon can be aligned well with the Leavitt’s diamond organisational model. In this regard, it is seen that the task of successfully implementing the online portal is aligned with the structure of the company. The structure of the company is kept wide and diverse so that one single portal can be used for one single interface. The structure of food, electronic and books and clothing is implemented in one portal. One stop shopping structure is created with the help of human interface (North and Kumta 2018). The knowledge and the information created with the human interaction are used for creating such a structure of the company. Adding it further, it is seen that the technology also plays a significant role in managing the task, structure, and the human interface. Diverse range of technologies is used for the purpose of sharing knowledge and making use of the information for the success of the company. Hence, in this regard it is clearly identified that Leavitt’s diamond organisation model is effectively applied, and it helps in the way customer relationship are managed within the company. For handling and managing the customer relationship the company effectively aligns the task, technology, structure, and human interface (Castelli et al. 2017). To this criticism has been raised on the grounds that the knowledge management culture cannot be built suddenly, but it requires time and efforts to do the same. Hence, it would be wrong to say that the customer relationship management is maintained within the company from the start. 
The feature of ‘Your Store’ within Amazon.com is one instance which depicts that customer relationship is managed through the knowledge management process. The company or the website suggests suitable products for meeting the demands of the customers. When the potential customers sign up, the website keeps a record of all activities of the customers and cookies are used to keep a track of their preferences. The preferences of the individual customers are identified and that is relevant to the Customer Relationship Management. 
It is seen that the financial results are a direct result of the business processes and hence, from the vast amount of profits made by the company it is very much clear that knowledge management is used in the right manner. However, from the past few years the revenue and the profit of the company have been declining and thus it becomes necessary to explore the reasons involved for the same. From a careful analysis it is identified that a few competitors have sprung up in the market and the knowledge management skills and techniques have been imitated by the competitors. As a result of this it is high time that the company should bring some reforms and changes in the knowledge management system. The situation is still worsened in the current time wherein it is seen that due to the outbreak of Covid-19 the online shopping preferences of the customers have reduced and thus the revenue is adversely affected for the company (M. Altun 2019). 
4. [bookmark: _Toc46157128]Framework for developing knowledge management culture within Amazon
From the discussion carried out above it is seen that knowledge management practice needs to be improved within the company. For this the existing gap in the knowledge management needs to be identified and then proper framework and recommendations needs to be given. 
[bookmark: _Toc46157129]4.1 Existing gap in the knowledge management process 
Amazon has been doing well with the customer management and presentation of knowledge acquired from the different areas by serving as one portal. However, there are a few gaps which have been identified with the existing knowledge management system. In this regard, it is seen that sometimes the customer complaints are not handled in a timely manner which pose a hindrance in the customer relationship management (Maier and Hadrich 2011). Elaborating it further, it is seen that the three is pitfall in the knowledge management system of the company and that is why the customer complaints are not getting addressed in a timely manner. The identified pitfall is that when the customer posts their complaints on Amazon website or mobile application a service call is immediately made which signifies that the customer complaint is acknowledge and the knowledge has been transferred effectively. However, when it comes to the addressing the complaints, there is a laid-back activity as the complaints are not addressed in a timely manner (Santoro et al. 2018). In this regard it is seen that the main gap is between customer complaint receiving and addressing the same. Analysing from a closer view, it is seen that the sharing of the knowledge regarding the customer complaint or it can be said that the transferring of the customer complaint procedure is not quick which is the main gap hindering the knowledge management process and culture when it comes to customer relationship management. Another issue or gap identified in the knowledge management system or practice of the company is that identifying the changed customer preferences. With the outbreak of Covid-19 the customers do prefer no contact delivery and ensuring of safety and hygiene (Razzaq et al. 2019). Furthermore, the work-based structure has changed with the coming of Covid-19 and thus the knowledge management practices needs to be changed a bit to adapt to the changing business situations and the dynamic environment. The work from home culture has been flourishing all over the world in the current time and hence, the knowledge management culture is required to be altered a bit. This is where the gap is identified and needs to be worked upon. The company needs to come up with initiative that can meet the changed requirements. 
[bookmark: _Toc46157130]4.2 Recommended framework for the knowledge management practices
From the above analysis it is seen that although the knowledge management culture prevails in the company which has helped in the achieving the pre-determined goals but with the passage of time the knowledge management process is become obsolete and needs to be revised. Hence a new framework for the knowledge management process is suggested which is as follows- 
Based on the current situation of Amazon in the market it is suggested that the new software needs to be brought within the knowledge management system which is faster and quicker so that the customer complaint redressal can take place in a timely manner (Obeidat et al. 2016). The knowledge assets are required to be changed with the change in technology so that the speedy transfer of information can take place. In addition to this, it is also seen that in case the customers ask for any replacement of the product it should be done in a speedy manner especially for the electronic items. Adding it further, it has been seen that a framework with high end networking is required to be built within Amazon.com so that the exchange of information takes place in a much speedy manner. 
Based on the new framework certain recommendations are made which as are follows- 
· Advanced infrastructure base- it is recommended that the company should come up with an advanced infrastructure base so that the knowledge management assets can be put to better use. For this, advanced software and technology which are highly efficient and speedy should be used and should replace the existing obsolete technology (Bosco et al. 2020). 
· Zero Contact Delivery- since in the current time the sales are decreasing with the outbreak of Covid-19 it is highly recommended that the company should give clear guidelines for zero contact delivery to its delivery agents and delivery boys. Furthermore, the Alexa devices can be used by the company to stay connected with the customers and to keep them informed. For further informing the customers about the delivery system the website needs to keep on updating the information from time to time from its cloud-based network (Li et al. 2019). 
· Training the staff members- in the times of Covid- 19 the work from home culture has been established all around the world. Hence, the knowledge and the information are required to be shared and transferred cautiously. The office infrastructure will not be able to work in the current time. Hence, in this regard it is recommended that the staff members should be trained through online platforms to exchange and store knowledge and information from their respective homes so that the work is not hindered (Khan and Vorley 2017). Apart from that, it is also recommended that the virtual interns should be hired by the company who can be trained about the different aspects of knowledge sharing. This will help in surviving in the adverse situations in an effective manner. 
It is anticipated that the above framework and recommendations made will help in improving the overall culture of Knowledge management within the company and if the recommendations are implemented in the right manner then the company can attain success in the current time (Chierici et al. 2019). Apart from that, it is also seen that the company needs to keep revising its knowledge management practices from time to time so that it adapts with the changing time and the preferences of the customers and changing market situation. Hence, the above recommendations will be helpful in a way that the existing knowledge management practices and culture will be revised as per the requirement. 


5. [bookmark: _Toc46157131]Conclusion 
Based on the above discussion it is concluded that knowledge management has become a prerequisite for the organisations to share and store information in the right manner. Moreover, the art of knowledge management is not just confined to the internal operations but in the current time even the customers are involved in the process. Considering the case of Amazon, it is concluded that knowledge management practice within the company is effective in the sense that sharing and transferring of knowledge among the different units and department is carried out. Moreover, the CEO of the company followed tactical knowledge sharing which helped in boosting the morale of the company to share the knowledge. However, at the same time it is seen that in the current time too many competitors are rising in the market in the field of e-commerce and thus the company is slowly losing its grip in the market. Hence, the knowledge management practices are required to be altered. Moreover, due to the outbreak of Covid 19 the company needs to adapt to the changing market scenario and thus the culture if knowledge management needs to be changed in the long run. 










6. [bookmark: _Toc46157132]References

1. Alavi, M. and Leidner, D.E., 2001. Knowledge management and knowledge management systems: Conceptual foundations and research issues. MIS quarterly, pp.107-136.
2. Altun, L., 2019. A Corpus Based Study: Analysis of the Positive Reviews of Amazon. com Users. Advances in Language and Literary Studies, 10(1), pp.123-128.
3. Blumberg, M., Cater-Steel, A., Rajaeian, M.M. and Soar, J., 2019. Effective organisational change to achieve successful ITIL implementation. Journal of Enterprise Information Management.
4. Bosco, F.A., Field, J.G., Larsen, K.R., Chang, Y. and Uggerslev, K.L., 2020. Advancing meta-analysis with knowledge-management platforms: Using metaBUS in psychology. Advances in Methods and Practices in Psychological Science, 3(1), pp.124-137.
5. Castelli, M., Manzoni, L., Vanneschi, L. and Popovič, A., 2017. An expert system for extracting knowledge from customers’ reviews: The case of Amazon. com, Inc. Expert Systems with Applications, 84, pp.117-126.
6. Chierici, R., Mazzucchelli, A., Garcia-Perez, A. and Vrontis, D., 2019. Transforming big data into knowledge: the role of knowledge management practice. Management Decision.
7. Coffie, R.B., Boaten, K.A. and Asombala, R., 2018. Electronic Voucher Payment System: Toward A Leavitt Diamond Analytical Perspectives of Technological Change. Journal of Economic Development, Management, IT, Finance & Marketing, 10(1).
8. Dalkir, K., 2017. Knowledge management in theory and practice. MIT press.
9. Khan, Z. and Vorley, T., 2017. Big data text analytics: an enabler of knowledge management. Journal of Knowledge Management.
10. Li, Y., Alqahtani, A., Solaiman, E., Perera, C., Jayaraman, P.P., Buyya, R., Morgan, G. and Ranjan, R., 2019. IoT-CANE: A unified knowledge management system for data-centric Internet of Things application systems. Journal of Parallel and Distributed Computing, 131, pp.161-172.
11. Liu, C.H., Wang, J.S. and Lin, C.W., 2017. The concepts of big data applied in personal knowledge management. Journal of Knowledge Management.
12. Maier, R. and Hadrich, T., 2011. Knowledge management systems. In Encyclopedia of Knowledge Management, Second Edition (pp. 779-790). IGI Global.
13. North, K. and Kumta, G., 2018. Knowledge management: Value creation through organizational learning. Springer.
14. Obeidat, B.Y., Al-Suradi, M.M. and Tarhini, A., 2016. The impact of knowledge management on innovation. Management Research Review.
15. Pauleen, D.J. and Wang, W.Y., 2017. Does big data mean big knowledge? KM perspectives on big data and analytics. Journal of Knowledge Management.
16. RaudeliÅ, J. and Davidavi A V., 2018. Knowledge management process model. Entrepreneurship and Sustainability Issues, 5(3), pp.542-554.
17. Razzaq, S., Shujahat, M., Hussain, S., Nawaz, F., Wang, M., Ali, M. and Tehseen, S., 2019. Knowledge management, organizational commitment, and knowledge-worker performance. Business process management journal.
18. Santoro, G., Vrontis, D., Thrassou, A. and Dezi, L., 2018. The Internet of Things: Building a knowledge management system for open innovation and knowledge management capacity. Technological Forecasting and Social Change, 136, pp.347-354.
19. Tian, X., 2017. Big data and knowledge management: a case of déjà vu or back to the future. Journal of Knowledge Management.


1

