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[bookmark: _Toc92891991]Executive summary.

With the following report, we try to explain what the practice of knowledge management consists of in Amazon's literature and business operations. Management literature has given increasing importance to the topic of knowledge management of intellectual capital in general.
Significant changes such as globalization and technological evolution are two factors that have most influenced the value of knowledge management.
In this report, we will talk about knowledge and its importance; particular interest is turned to the theory of Nonaka and Takeuchi. After clarifying these concepts, we will apply knowledge management in the Amazon company looking at what knowledge management consists of and why it is so essential in such a context to obtain higher performance than the average of competitors. We will see what an organization must do to create it, retain it, and use it to its advantage.
[bookmark: _Toc92891992]Introduction
Given the dynamics of globalisation, advanced technology and the ongoing covid19 pandemic, moving to the centrality of knowledge as a core resource has become the only source of competitive and stable advantage for organisations. 
"In an economy where the only certainty is uncertainty, the one sure source of lasting competitive advantage is knowledge"(Nonaka, 1997).
The report will be into three sections; the first will give a definition of the meaning of Knowledge Management and theoretical applications; the second will describe the theory and method that the Amazon company uses. The third section will try to solve questions about communication management in the Amazon company.
The goal of this assignment is to provide the reader with what knowledge management is and why it occupies such an important place in organisations.
The report will close with recommendations for understanding and using knowledge.
[bookmark: _Toc92891993]  Section 1: Knowledge and Information Management 

[bookmark: _Toc92891994]1.1 Background of Amazon

In July 1995, Jeff Bezos decided to found Amazon. He planned to sell books worldwide through a virtual bookshop; Bezos invested 300,000 dollars in the project. The first profits would not arrive until 2001, meanwhile, the internet was expanding, and Amazon began its growth. The company went public in 1997 The company was listed on the stock exchange in 1997, in 1999 it had more than two thousand workers.; today it employs 566,000 people and has crossed European borders.
In 1998 Amazon could be considered the most tangible example of global e-Commerce, and Jeff Bezos was considered the man of the year. The launch of the first Kindle, Prime which will revamp the logistics of e-Commerce, or the Web Service with its cloud computing services, and finally the launch of Whole Foods Market are the sectors that have enabled Amazon to reach a capitalisation of over a trillion. Amazon today is a multi-headed dragon whit its virtual window of eCommerce, cloud computing, devices, physical supermarkets, streaming music, video on demand, logistics.
[bookmark: _Toc92891995]1.2 Definition of Knowledge Management 

Creating, storing, disseminating knowledge, acting on people, organised groups, information systems, culture and company climate are the factors on which KM is based. According to Malhotra (1998), KM embraces all those organisational processes that combine the ability to process information and combine data, using people's creativity. Based on these definitions, we can conclude that KM is a set of methodologies and processes aimed at managing knowledge to make it available to the enterprise, which is the primary element to be protected and managed.
There are three primary reasons why academics have come to regard knowledge as a vital resource and, as a result, have emphasised the importance of its proper management.
The accelerated pace of change in competitive scenarios, with short cycles making it increasingly costly to reinvent - even partially - solutions and decision-making models.
the gradual crumbling of traditional sources of competitive advantage, which can no longer produce continuity over time, so that a fixed one had to be found to create more excellent value for the company and finally, the requirement to establish acceptable knowledge management strategies was exacerbated by the spatial dispersion of knowledge inside the organisation, which prevented its full potential from being realised are the principal reasons.
KM is faced with organizational adaptation, competence and survival following environmental change. KM encompasses organizational practices that balance data processing, the information due to technology, innovation, and human creativity.  Knowledge is based on two concepts: data and information.
- Data are symbols representing facts or events graphically (symbols) occurring in organisations or the environment, not yet organised and classified, so that users can understand and use them.
Information is the representation of facts (data) organised in such a way as to be comprehensible and meaningful to the intended user, who is a man. Therefore, data must be placed in a specific context, which allows a unique and shared meaning to be attributed to the data. Knowledge can be said to be a set of information organised and processed to spread understanding, experience, accumulate culture and expertise about a problem or business process.
Essential contributions to knowledge studies can be attributed to Polanyi (1967), who introduced a double dimension of knowledge: the explicit and the unexpressed or tacit.
Polanyi argues that understanding is a personal act that can never be replaced by a formal operation, emphasising the active role of the knowing subject in the exercise of knowledge.
Thus, he comes to consider the tacit component of knowledge as a direct consequence of the personality characteristic of the cognitive process. The subject can know more than he can express. In accord whit (Ferreira, et al 2018) the KM covers the methodologies and processes that enable the structured management of the entire knowledge cycle: identification; acquisition; dissemination; preservation, valorisation, integration and updating, both at the level of personal processes/organisational units and professional families and of the company level.

[bookmark: _Toc92891996]1.3 Why Knowledge management is so important for any organisation including Amazon

The development of some strategies is an essential aspect of knowledge management. As far as "enterprise" learning is concerned, another stimulator of knowledge management that originates in the economy and more directly from knowledge managers is discovering or recognising variations ineffective.
Applying knowledge management, the full individual potential of employees is optimised and used to the fullest.
Every person working in a company possesses the know-how and valuable knowledge to develop processes in the business.
An environment in which knowledge is continually encouraged and developed; it tends to make work more creative, generating value for those who learn something new and, above all, sharing experiences. Employees benefit in terms of job satisfaction and grow together with the company. The same entrepreneurs and the company will have results in terms of earnings because knowledge management will cover the entire organization and not a single sector.
We can say that KM is an added value to the company, since the knowledge it creates, if used well by the company, will turn into a more humane vision, productivity, and better processes.
Amazon has produced a large-scale phenomenon. Its management principles are very distinctive; we can classify them as excellent content management, customisation, accessible and continuous transactions, excellent online help, modular content, a single portal, stop shopping and a single interface.
Through its investment in KM, Amazon has demonstrated the origins of its success.
Accumulating information of important relevance helps Amazon to have fewer problems from outside or be threatened, and collection takes place more quickly.
According to Wang et al. (2017), KM has always helped Amazon divert information more transparently and standardise its procedures.
Good KM within the company has led to less time-consuming re-creation and dissemination of existing knowledge (Nisar et al., 2019). Where information is accessible, employees get on with their work more smoothly without interrupting each other.
Interruptions may require support from the support team using chat rooms and e-mails. As a result, the support team benefits by reducing the time spent on repetitive requests and directing their energies to more profitable activities for Amazon.
[bookmark: _Toc92891997]1.5 How does knowledge management assist businesses in delighting customers and gaining a competitive advantage?

Better KM practices result from large-scale productivity, efficiency, and creativity successes.
Szuster and Szymczak, (2016) argue that KM plays an essential role in customer satisfaction. 
Amazon, with the appropriate use of KM brings important value to its customers through these procedures:
One portal: Everything we buy on Amazon is done in one portal. From food, clothing, electronics, household goods, and so many other products. A single portal makes us move with more familiarity. They allow us to navigate new areas of the site without creating anxiety and taking up too much time.
Consistent article presentations: product descriptions and reviews maintain the same linearity and order. This is due to careful content management. A further benefit for customers is saving and storing any product and leaving it as a favourite.
Easy to read sections: the product sections are easy to read and not elaborate; there are specific optional notes if the client needs additional details.
Origin of content distributed from the top: product companies create the content, relying on Amazon's design, company policies and practices, and writing sources seem to come from the same place.
We are reminded of products that have caught our attention or linked to other information that may interest us. For customers, opening an Amazon account is an action they take pleasure in doing and gives great value to the service.
Crowdsourcing: pictures of items purchased by other users, feedback, both positive and negative reviews are the way to create knowledge among customers.
Transactions are honest and straightforward: everything about info, products in the shopping cart on standby, purchasing are simple and leave customers peace of mind.
Efficient updating of subscriptions and reminders, where the system reminds us of expiring operations or incoming or sold-out products.
The feedback: reviews for the sale of items and the various feedback left by consumer allow future buyers to have an early idea of what they are buying and give them a wide choice to compare one item another and have a index of the quality of the same item.
Reduced support: as the site is easy to use, it does not require continuous call centre support, saving time for the customer and Amazon's staff.
Fast, easy-to-use, easy-to-follow online help: In just a few steps, customers can solve purchases, refunds, and shipping problems.
Amazon's online applications are always available and can be activated on any device.
Having this information available indicates satisfaction for a customer because it partly anticipates the expectations of the product purchased.
Therefore, attracting more customer and increasing satisfaction levels helps increase customer loyalty to the giant Amazon. More customer, more revenue and therefore, more competitive advantage for Amazon

[bookmark: _Toc92891998]Section 2: Evaluation of Knowledge and Information Management Models or Theories

[bookmark: _Toc92891999]2.1: How is knowledge embedded in products and the service concept in knowledge of individual?


Around the mid-1990s, Ikujiro Nonaka and Hirotaka Takeuchi two Japanese scholars, analysed many companies and developed a model in which a distinction is made between tacit and explicit knowledge. This distinction is an old one, derived from the past philosophy; only it is being re-proposed so that companies can understand.
[bookmark: _Toc92705499][bookmark: _Toc92892000]Tacit knowledge is experiential (bodily, personal), simultaneous ('here and now), and analogical (practical), whereas explicit knowledge is rational (mental), sequential ('there and then') and digital (theoretical). 
[bookmark: _Toc92705500][bookmark: _Toc92892001]Conversion is the passage between one knowledge and the other; new knowledge is generated from this conversion. It is translated into bringing out explicit knowledge such as products, services, and innovations, to gather experience, therefore new tacit knowledge. 
These are, therefore, two distinct but indispensable knowledge models.
Explicit knowledge:
1. It can be described with a language, so it is linked to a representation
2. Can be defined as digital and discrete: the discrete cannot represent the continuous, we can have approximations, but cannot make explicit (concept of approximation)
3. It is linked to rationality
4. It Has a lot to do with the information

Tacit knowledge:
1. Represents everything that cannot be described (trying to explain how to use a bicycle); it is not a question of quantity or resources
2. Can be defined as analogue and continuous
3. It is linked to experience
4. It is linked to the pure concept of knowledge
The moment it leaves the head of the possessor becomes information; it becomes knowledge again the moment it is reinserted into its interpretative context.
[bookmark: _Toc92705501][bookmark: _Toc92892002]It is not easy to transfer tacit knowledge, it is important to exploit this strategic resource that plays a vital role in performing activities and tasks (Winter 2016).
Companies face significant challenges when dealing with tacit knowledge management, and Amazon is no different.
It is in Amazon's interest to implement effective tactics and measures that capture, transfer, and improve tacit knowledge management.
One way to get more results is to focus more on the people and procedures used.
Mental models, cultural backgrounds, values, attitudes, and skills are part of the tacit information that each stakeholder carries with them, and Amazon will adopt strategies to decode tacit knowledge.
For example, the Internet and social networks have created the precondition for creating online knowledge networks made up of collaborative communities. People, building on the social nature of communities, interact through conversations and dialogues that turn into learning and opportunities to develop new ideas. Everyone collects and transmits their explicit and tacit knowledge. Online platforms seem to be a more efficient medium than in-person interaction), creating a widespread knowledge network whose potential increases exponentially.

[bookmark: _Toc92892003]2.2 How Management information help organisations in sharing and exchanging a firm’s knowledge base?

Knowledge management is essential if the decision-making capacity of an organisation is to be increased considering that it has become a promoter of productive and economic growth. although it is often improperly managed (Handzi et al., 2015)
A fundamental aspect of KM is the transfer of knowledge itself.
The transfer of knowledge itself is an important aspect of KM. Argote and Ingram (2000) qualify this passage as the experiential process that influences groups, departments, or divisions.
For Argot (2000), knowledge travels on different levels, from the individual to explicit sources, from individuals to groups, always within groups, up to the organisation	.
Knowledge management's main objective is to create measurable and sustainable value over time, which is achieved through the transformation of information into knowledge and skills.
Know-how of processes, the transfer of best practices through the company has both an internal and external effect.
 Internally, it is functional to increase efficiency, productivity, and quality of products and services offered. Externally, a company's intellectual capital becomes an asset, a source of attraction for external investors and an element of credibility and recognition in public relations.
To achieve these objectives, organisations need to share knowledge that transfers knowledge between different hierarchies within the company, sections, and departments. Techniques can be team building, brainstorming, informal meetings that provide opportunities to define new strategies to develop successful future projects using lessons learned from previous projects. 
The use of digital platforms for sharing is a good way to share projects within the company as they widen sharing and access. In this scenario, it is important to remember that this should apply to management figures and reach all company employees in this scenario.
[bookmark: _Toc92705503][bookmark: _Toc92892004]According to Nonaka (1994), knowledge originates through four types of process between implicit and explicit knowledge.
The first method of knowledge generation, from implicit-to-implicit knowledge, is called 'socialisation'. The key element in acquiring implicit knowledge experience, as is the case, is in the on-the-job training of workers.
The transition from explicit-to-explicit knowledge is called "combination". In contrast to the previous method, combination requires the use of language. In this case, knowledge is generated through reconfiguring and exchanging information through supporting documents and social processes, such as meetings, e-mails, or telephone conversations.
The third and fourth methods of knowledge creation involve converting from implicit to explicit knowledge and direct to tacit knowledge. From this, it can be deduced that, according to Nonaka, the interaction between the two types of knowledge gives rise to new knowledge. Tacit and explicit knowledge enjoy the characteristics of complementarity and expansion capacity due to interaction.
   In the 'spiral' model, Nonaka and Takeuchi analyse three different dimensions of knowledge:  the epistemological, ontological and temporal dimensions.: the epistemological dimension represents the place where the conversion of implicit into explicit knowledge occurs; the ontological dimension explores and transformation process at the level of groups and the organisation of knowledge created by individuals, and finally, the temporal factor determines the dynamic nature of the relationships between the other two dimensions or 'knowledge spirals', from the interaction of which the capacity for innovation emerges (Nonaka and Takeuchi, 1995).
Amazon is considered the largest E-commerce in the world. To achieve a competitive advantage, it has entrusted its structure to information systems specialised in business processes that adopt the collection, storage, and analysis of customers' personal information.
Amazon manages the Simple Storage Service in communication with the database and the Amazon Web, allowing customers to register and customise their accounts.
Amazon Web is made up of several systems with different functions designed to simplify the management of information and the delivery of business processes. (Al Imran, 2014).
The processing of transactions (payments) plays an important role within the Business Information System as it allows buyers to move in a safe and efficient mood. A secure, encrypted payment makes clients information secure and keeps the entire client safe.
According to Adaji and Vassileva (2007), the information systems are embedded with the intelligent recommendation system, which analyses previous searches to recommend similar or compatible items through a process known as data mining.
Amazon provides itself with Enterprise Resource Management that revolves around the Oracle database. Oracle simplifies and speeds up the placing of orders and tracks deliveries.
Amazon has also received a great contribution from the customer management system. By collecting customer data such as transaction history, credit card data, order reminders using algorithms is possible all customer information to be saved. (Catelli et al., 2017)

[bookmark: _Toc92892005]Section3: Investigating of KM in Amazon
[bookmark: _Toc92892006]3.1 How has knowledge been increasingly crucial in Amazon's SOP (Standard Operating Procedures) and what are the key objectives that Amazon has been obtaining with the usage of these procedures?

An SOP is simply a document (or, in some complex cases, a series of documents) that explains how a business process works.
Knowledge in the Standard Operating Procedure has become vitally important of any organisation; thanks to it, it is possible to determine the activities included in the SOP (Standard Operating Procedures) and specify the order in which some or all the activities of an SOP will be performed.
Including knowledge in the SOP means making an organisation always active, not having interruptions if some group member is missing. (Zhu 2016).
 It has been strategic for Amazon to employ people who are only interested in Sop development; it has allowed Amazon to better focus on its vision and results.
Other key objectives achieved by Amazon are ensuring consistency and quality, speeding up work, facilitating the delegation and outsourcing of an activity, speeding up the integration of a new figure in the team, reducing the margin of error, growth, and scalability, not being tied to one person.
One of the advantages of using an integrative system is the decentralization of decision-making processes, especially in a large organization like Amazon.
Below is a description of the advantages that are obtained at the level of decision-making processes:
Secure Access to Information: Allows Amazon managers quick access to finance, marketing, employee performance, inventory information.
By speeding up this process, it will be easier to act on areas of weakness, strengths. The automation of data collection, sorting, and archiving automation will be easier to access and faster data recovery.
Interpretation of data thanks to algorithms will help managers understand which decisions affect business processes and promote actions that are beneficial for improvement.
Decision Support System allows access and interpretation of information and creates effective models for data analysis and their use in structured and unstructured processes.
[bookmark: _Toc92892007]3.2 What are the areas where Amazon.com can yet develop to overcome the obstacles in the future?

One of the improvements that Amazon can bring to the company is artificial intelligence; the inclusion of virtual agents would bring a great revolution within the company. 
In order to achieve this, Amazon will have to study fast and competitive strategies with other companies. Using artificial agents can be an advantage for Amazon in terms of time, data collection, management of the procurement department, customer relationship management..
The use of virtual agents in the interaction with customers would bring another great advantage to Amazon, which would reduce the number of valuable workers in the service centres and thus reduce human resources.
An unlimited chat service would be a good option, and all information used for future use. (Dummies,2007).
Technical issues such as product sorting and anti-phishing is another problem Amazon faces.
Integrating the website with the social network; integrating a customer's experience with their social network would lead to faster corporate advertising and more people. 
The use of corporate resources implemented in social networks would help Amazon disseminate reviews widely and gain more trust from customers
The repeated mistake Amazon found is still a lack of integration between the integrative system and knowledge management. Unfortunately, the gap between marketing and sales activities is still high.
[bookmark: _Toc92892008]Conclusion and Recommendation 
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]The drafting of this report can recommend the importance of diffusion of a good corporate organisational culture. The diffusion and management of knowledge can be an enrichment for the human resources employed within the projects and a particular way the possibility to obtain the maximum satisfaction from the customers who turn to her. A well-developed and distributed knowledge management using various theories and practices allows Amazon to optimise information transfusion times, have more prepared and motivated employees to work, know their required job, and achieve the objectives. As for customers, having product information, feedback and reviews openly visible does not create the risk of dissatisfaction and increases the percentage of loyalty 'towards Amazon.
It will be vital to ensure maximum protection of customers' data and personal information implementing new strategies to avoid computer attacks and the divulgation of customers' private data.
It will be to company’s interest to speed up the introduction of virtual assistants and increasingly robotic equipment if it wants to continue maintaining its lead in e-commerce worldwide.
In conclusion, it can be deduced that every organisation to be successful and grow in terms of turnover and company value should apply the theories set out in this report, trying as much as possible to break down the barriers of tacit and explicit knowledge, not forgetting the importance of culture and, above all, the great heritage that its employees can be.
By knowing the information and the objectives achieved within a project, adapting them according to market changes and based on the potential inside the work environment can be the key to a company's success. Amazon has shown that in an era where technology is advancing relentlessly, good knowledge management also involves using technology that no company today can do without that.
Human resources with qualified staff who are aware of their responsibilities' and well-directed technology are not only the result of customer satisfaction but great wealth in terms of turnover. Amazon is the proof of this.
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