







[bookmark: _Toc70708804][bookmark: _Toc81846585]Executive Summary

 This report will outline different knowledge and information management terminologies and will have a diagram of a knowledge management model and explanation for the model, it will give contrasting points about four different theories (Ikujiro Nonaka and Ryoko Toyama, Makoto Nakano, Nonaka and Takeuchi and von Krogh and Ross) and how their contributions are used in the workplace to create and manage an organisations asset such as human assets and information assets (relevant real-life examples will be made in hopes that the readers can better understand this report). The report will mainly focus on Jeff Bezos's Amazon, with a history and background on the company and its performance, what are the current knowledge management techniques the company has, how the techniques are used to make the company successful and how these techniques can be improved and added to so that Amazon.com can become an even more successful company than it currently is.
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1. [bookmark: _Toc81846586][bookmark: _Toc70708814]Introduction
The purpose of this report is to examine the information and knowledge management process for Amazon through the application of different academic knowledge management models and theories. Amazon was founded by Jeff Bezos in July 1994 to become the most customer-centric organisation in the world. The organisation is working to continually improve customer experience through the implementation of the internet and advanced technologies that can help customers in the identification and purchase of products and empower them to establish their businesses digitally (the UK About Amazon, 2021). Amazon is the largest retailer and prominent cloud service provider in the world. Amazon is performing its business by taking a small percentage of the sales price of products sold by the retailers on its website. The total earning of the company was around $1 trillion in 2020 with the involvement of over 798,000 employees (Mark Hall, 2012). The reason why Amazon’s knowledge management process will be of significance to the report is the strategic power and ability of the organisation to sustain its position and lead the market during the outbreak of covid-19. When the unemployment rate was increasing at an alarming rate and businesses were facing a decline in their growth due to Covid-19, Amazon purchased over 175,000 new warehouses and delivery service providers between March and April to fulfil the requirements of its customers. The company added 36,400 individuals in three months and increased its headcount by 876,800 (Palmer, 2020).
Different knowledge management models and theories will be used in the report to understand the knowledge management process of Amazon. The report will examine four models including Ikujiro Nonaka and Ryoko Toyama, Kazuo Ichijo, Nonaka and Takeuchi, and von Krogh and Roos. All these models have their significance in understanding the functions of an organisation and they guide through various channels to determine the approaches that are used by the organisation. The report will also examine the application of efficient management information systems in the workplace to help the concerned organisation in the achievement of its long-term objectives. It is expected that this report will provide insights into the strategic choices and approaches of Amazon.com and assist in the identification of measures that are adopted by successful organisations to maintain their performance during uncertain situations.
2. [bookmark: _Toc81846587]Company Background

Amazon was established by Jeff Bezos in 1994. The company was initially recognized as Cadabra.com and it was earning around $20,000 per week through its online bookstore (Hartmans, 2021). The company’s name to “Amazon” was changed in September 1994. The founder of the company selected this name because of two reasons. First of all, Amazon’s first products and logo were created by Bezos. The founder considered some products including CDs, computer hardware, computer software, videos, and books in terms of the revenues that could be derived out of these products and selected book segments for the first step in online marketing. The Book segment was selected because of the high demand for books with lower prices in all parts of the world. Secondly, the logo with the arrow from A to Z is a memorable logo for Amazon because it allows customers to find any product from A to Z on the website. This logo was incorporated on June 19, 2000. Amazon faced some challenges in the beginning and the stakeholders of the company were also not sure of the long-term success of the company. However, Amazon generated its first profit of $5,000,000 in the first quarter of 2001 and from there, the company started its journey towards success and the position of a global leader in online shopping. The company relied on advanced knowledge management techniques to connect with customers and make a place in the market. Instead of using multiple portals to interact with customers, Amazon used a single portal and interface that also assisted its employees in getting familiar with the content of the website and understanding mechanisms that can boost the percentage of customer visits to the websites. In addition to this, the company also used other approaches such as getting regular feedback from customers for each purchase, adding personalised features, and maintaining consistency in its operations to become a leading shopping website in the world (Rosenberg, 2014).

2.1. [bookmark: _Toc81846588]What is Knowledge Management   

Even though there is no clear definition of knowledge management and this concept is defined by different researchers differently, one common aspect of all definitions is the focus on the efficient utilisation of knowledge to attain insights and develop strategies using the available knowledge (Edosio, 2014). Knowledge management is concerned with the management of experiences and skills for the creation of a learning cycle. The acquired knowledge can be used to predict future market trends and organisational conditions that can provide growth opportunities to the organisation (Ocholla, 2011). The primary focus of this process is to make the knowledge more accessible and understandable for the end-user. Knowledge can be both explicit and tacit; explicit knowledge is easier to articulate and share whereas tacit knowledge offers an experience that is gained from a situation. It is difficult to articulate or express tacit knowledge. There are four stages involved in knowledge conversion. These stages include socialization, capture, dissemination, and Internalisation. 
Organisations are now using knowledge by creating new roles and structures such as knowledge workers and knowledge engineers to improve their efficiency and utilise available information for beneficial purposes (Michaell and Koening, 2018). In knowledge management, information wisdom is required which refers to the way an individual thinks or operates using his past experiences, knowledge, and understanding of different situations. Wisdom is an important element of the DIKW model that includes wisdom hierarchy, knowledge hierarchy, and data pyramid. DIKW stands for data, information, knowledge, and wisdom (Conger and Probst, 2014). This model is presented in a hierarchical structure and its focus is on the identification of ways to extract information from different types of data sets including big data, smart data, unstructured data, and small data. This process assists in knowledge management and allows organisations to efficiently utilise available data for their long-term growth and development. 
                                          
2.2. [bookmark: _Toc81846589][bookmark: _Toc70708816]Why is Knowledge Management is Important for Organisation?

In today's era, businesses are relying on new technologies for the performance of their operations and the management of data. With the help of new technologies and digital mediums, a wide range of information is generated daily. Efficient management of this information to convert it into useful data is considered to be a primary source of success for organisations. Businesses use knowledge management as a parameter to determine their growth potential and prioritize this process to attain a competitive advantage in the market. According to Igbinovia and Ikenwe (2017), knowledge management enables innovation in the organisation, encourages the flow of ideas, improves revenues, reduces operations costs, and increases the overall efficiency of the organisation. Dhamdhere (2015) has also stated that knowledge management can potentially transform organisations by introducing new levels of efficiency, increasing the usage of new technologies, improving the scope of operations, and making the information accessible for the users for improved productivity. It also improves the performance of organisations by improving the quality of products and increasing the overall efficiency of the workers. Furthermore, it improves the decision-making process, streamlines process time, provides high data integrity, increases collaboration, and reduces work-related stress by decreasing the requirement of re-work in the organisation. Knowledge management also improves the financial position of a business by treating the organisational members as important assets for the development and success of the business (Igbinovia and Ikenwe, 2017). However, most of the organisations are still ignoring the importance of knowledge management that is adding barriers to their access to new technologies, and affecting the quality of their services. Thus, knowledge management is critical for the long-term performance of organisations because it increases their familiarity with advanced mechanisms important for their competitive position and success.

2.3. [bookmark: _Toc81846590]Why is Knowledge Management Important in Amazon?

Knowledge management is important for Amazon because of several reasons. First of all, knowledge management contains the ability to provide strategic results related to the competitive position, skill improvement, and profitability of an tilizeeon (Jeon et al, 2011). Secondly, globalization has also led to the transfer of information at a fast pace across almost all geographical locations through the internet. As a result of this, different knowledge-based economies have emerged where efficient management of human resources is considered critical for workers to develop the right value for economic growth. Thirdly, organisations cannot compete solely by relying on only financial resources, knowledge has become a new resource for the competitive advantage of organisations and its efficient utilization can provide them new opportunities for growth (Omotayo, 2015). 

Lastly, effective management of available information can allow organisations to identify market patterns and tilizee their strategies according to the changes in the market. Due to these reasons, knowledge management is considered critical for the growth and development of Amazon. Amazon is among the most successful eCommerce companies and from the establishment of its business till today, the company has remained focused on the identification and fulfilment of the requirements of customers to provide them high-quality services and a user-friendly interface. There are different knowledge management principles integrated by Amazon to efficiently tilize available resources. For example, the company is relying on one portal, single interface, providing consistency in presentation, using distributed upstream content and other principles like magical personalization of data to achieve its objectives (Marc Rosenberg, 2014).




[bookmark: _Toc81846591]2.4 How knowledge Management helps organisations in Satisfying Customers and Achieving competitive Advantage?

Knowledge management was used in Amazon to satisfy the needs of customers and achieve a competitive position. Amazon has successfully established its business by prioritising the demands of its customers and focusing on what aspects of the services are important for its growth. The company has tracked the data on its website and identify sales and purchase patterns to develop new strategies. The organisation has efficiently managed available information and through the implementation of its knowledge management approaches, it has become able to provide high-quality services to its customers at a very reasonable price (Shah Mohammed, 2018).

3. [bookmark: _Toc70708817][bookmark: _Toc81846592]Evaluate at least 3-4 Knowledge Management Models or Theories with contrasting Arguments (for and against)

There are four knowledge management models/theories that will be used in this report. A short history and detail on each will be given.
von Krogh and Roos – The von Krogh and Roos model was the 1st model that promptly differentiated individual knowledge and social knowledge. The model explores different aspects: Why and how knowledge is obtained by employees of a company, why and how the knowledge is distributed throughout an organisation, what does knowledge entails for the employees of a company in addition to the organisation, and what hinders organisational knowledge management. In von Krogh and Roos model they define knowledge as something located both in the mind of the people (the employees and others of a company) and it links people together. This model studies the nature of Knowledge Management from several viewpoints such as staff of a company, communication, and connection, the structure and arrangement of an organisation, link between members, and how the human resource of a company is managed. The application of this model in Amazon’s knowledge management process will allow the company to improve the quality of its services and promote a common infrastructure for the presentation of new knowledge. This model will enable Amazon to integrate knowledge that will serve as a stimulator for individual development, sharing of knowledge in different groups, and retention of the valuable and knowledge-based content in the organisation (Dalkir, 2013). However, a downside of this model is that poor application of these viewpoints can create problems and hinder knowledge management approaches in the organisation. For example, the quality of services will be affected if the employees at Amazon are not able to perceive knowledge as an important element of the organisation. Likewise, the absence of a common language will generate barriers in the promotion of new knowledge which will become a challenge for the organisation in the implementation of new strategies.
Nonaka and Takeuchi – The Nonaka and Takeuchi model of knowledge management is created from the management of coincidence and a universal model of knowledge creation. In this model, there are four main modes of knowledge conversion. These are Indirect Socialization (sharing tacit knowledge through seeing, copying, and practising), indirect to direct externalization (expressing tacit knowledge into clear-cut theories), direct combination (incorporating ideas into knowledge system), and direct to indirect Internalisation (incorporating clear-cut knowledge into tacit knowledge).
 
Kazuo Ichijo – This model includes both explicit and tacit knowledge. Kazuo Ichijo had an idea that if someone improves a business that accepts both tacit and explicit knowledge, the company can move to pass its first good idea and become something that can change markets. Visionary leaders embrace tacit knowledge and authorize its sharing and use, and as a result, it moves out of worker's minds into the company’s social environment. This changes personal creativity into innovations for everyone. To conclude these visionary leaders engage in opening the mysteries of tacit knowledge and using it to their advantage (Sally Helgesen, 2008).
Ikujiro Nonaka & Ryoko Toyama-In this model, the Dynamic process of Knowledge creation is theorized as a dialectical process, in which contradictions are made through dynamic interactions between individuals, their organisation, and the nature around them. This model is base on the concept that knowledge is created in a spiral that goes through opposing ideas/theories such as order and chaos, micro and macro (big and small), mind and body, and tacit and explicit. This model is rooted in Japanese culture and the Japanese company’s organisational behaviour. This results in limitations that restrict the creator from making assumptions from this model as it relates to culture. According to this model, organisations use dynamic processes to manage and create knowledge (Bandera et al., 2017). Knowledge generation is considered an ongoing, systemic, and dynamic process that emerges over time.
The application of this model in Amazon’s knowledge management process is considered beneficial for the company because knowledge management is regarded as a dynamic procedure in this model where new knowledge is generated through the interaction of tacit and explicit knowledge that assists in the promotion of new knowledge to different levels of the organisation. In addition to this, the model formalizes the knowledge creation theory based on the distinctions between tacit and explicit knowledge and provides practical measures to assess knowledge creation in the organisation (Farnese et al., 2019) which further makes it more applicable to Amazon. 
However, the model has also faced criticism because of its focus on anecdotal evidence and the absence of the support of empirical information. In addition to this, critics have also stated that it is difficult to test the model due to the inclusion of tacit components that can impact the implication of this model to modern-day organisations (Farnese et al., 2019).
What was said above highlights the reason for the different models/theories used and the disadvantages or limitations of the model or theories were also stated. It can be said that different models/theories make work best depending on the situation at hand and the environment it is being used in (Sally Helgesen, 2008).

3.1. [bookmark: _Toc70708818][bookmark: _Toc81846593]How these Knowledge Management Models or Theories Help Organisations in Creating and Managing Knowledge assets with Relevant Real-Life Example

von Krogh and Roos – With this model, Amazon can identify the factors adding barriers to its access to knowledge. It will allow the company to assess how its employees communicate and connect and how the communication and connection among employees affect human resources. This will help the organisation in the identification of weak spots and allow it to develop strategies to overcome its weaknesses, monitor the activities of employees, and select the right employees for the right jobs. With the help of this knowledge management model, Amazon will become able to manage its knowledge assets such as information, ideas, technical skills, capabilities, and insights related to its strategies.
A relevant real-life example where this entire model may be needed is in a soccer/football organisation. The reason for this is because all the players need to get along for the team to play well and for the organisation to improve, the factors that hinder the members of the team must be known so that they gey training and improve their services and lastly, the necessary information about the players must be known to accommodate them (Tilahun Teffera, 2016).
Nonaka and Takeuchi – This model is used to identify the process used for the generation, transfer, and recreation of explicit and tacit knowledge in an organisation. It helps organisations in creating and managing knowledge assets by using the SECI cycle (Socialization, Externalization, Combination, Internalisation). The application of this model to Amazon will allow the company to manage its knowledge assets through the four components of the SECI cycle. The socialization process will allow the company to share tacit knowledge by observing, imitating, practising, and participating in formal and informal gatherings. The externalization process will help the organisation in the articulation of tacit knowledge into explicit methods. This process will act as a primary source for the creation and promotion of knowledge in the organisation. The combination will assist the organisation in the integration of concepts into a defined knowledge system and lastly, Internalisation will help Amazon in the integration of explicit knowledge into explicit knowledge. 
Kazuo Ichijo – This model uses tacit knowledge and transforms it into something creative and useful for the company to use on a day-to-day basis. For example, Amazon can utilise the services of its employees and integrate new technologies to create products that will be appreciated in the market. The ideas presented by the employees can also transform the explicit knowledge to provide benefits to the organisation.
Ikujiro Nonaka & Ryoko Toyama – The Ikujiro Nonaka & Ryoko Toyama model/theory uses opposing ideas/theories and designing processes that encourage workers to unite and think as a single unit. This can be seen in the Toyota Motor Corporation with an exercise known as “five why”. This exercise authorises workers to solve problems by asking questions like “why is there a problem with overstock”, “Why did the company is producing in excess parts”, “why was this order given”, “why a job is performed?" ‘the way it is done” and “why doesn’t the back end have input”. These questions allow the company as a whole to reflect and see where and how they can improve and make necessary changes for the company to elevate (Kazuo, 2006).

4. [bookmark: _Toc70708819][bookmark: _Toc81846594]Knowledge management Models/Techniques that Amazon.com currently using 

Amazon is a leading commerce company operating on a global scale. The company has attained this success by using advanced mechanisms and strategies that meet the requirements of modern-day customers. Some of these knowledge management models/techniques are, one portal, one interface – This means that all things that are bought from Amazon.com are bought using the same website or application and the online user interface is the same across categories such as electronics, books, software, etc. Through consistent presentation, Amazon.com displays information about products in the same way with the addition of new features and some minor modifications. This means the specifications, reviews, ratings, prices and other details are at the same location on the portal. The company has always had outstanding content management, which allows the users to enjoy the information that is composed and published consistently. 
The Company organises all the details of its product and specification as easy-to-read paragraph(s) and not lengthy and complex paragraphs. If and when they provide additional details, they give it as an option (e.g., “click here” to see the additional information). Another factor that is considered to be the reason behind the success of Amazon is the magical personalization of features. The more a user uses the amazon.com website/application, the better it knows the user’s preferences. It often recommends products based on the products viewed in the past and this happens without registration. Registering on Amazon will make the services more personal to what the customer may like. Another element that has contributed to the success of Amazon is crowdsourcing. With multiple features and filters and sort functions on Amazon such as customer-provided ratings and reviews, filters, and sort function to show the most recent reviews, Amazon brings knowledge and awareness to users and leads them to the best product of their choice. The last element is transactions. Amazon allows users to cancel or change orders, change the payment method and even return an item that was bought (return is only allowed for a specific timeframe).

4.1. [bookmark: _Toc81846595]What is the main outcome they have been achieving with the use of these Techniques?

With the portal and the user interface being the same for Amazon.com, this brings comfort to the users, reduces any problems that can come up due to unfamiliarity with a certain part of the portal, and reduce problems that can occur when using several websites/ applications. Content from Amazon is easy to track no matter if the user is using the application or the website because the presentation of the information is consistent. Users who mainly use a particular store or category of Amazon can use another with no difficulty at all. The information is very organised which makes it easy to manoeuvre the portal. With modular content, users can quickly find and scan through the content they need without wasting time reading what they do not need to. Amazon realized that it was not about having a system that people could search for anything but by having a system that people can find what they needed. 
With the amazing personalisation Amazon has, it gives users only what they may need instead of showing them things they have not need. For example, Amazon is using mechanisms to offer products that match the previous searches and purchase history of customers. In addition to this, the company has also introduced the "Amazon Custom" store that allows customers to customise and add required features to their products with the help of the custom feature on the website (Sell.amazon.com, 2021). With the help of this feature and personalisation of its services, Amazon can increase its productivity by adding new items to the product list and collaborating with more suppliers, improving the overall efficiency of its system by integrating the feedback of customers for improvement of its services and attaining the satisfaction of its customers by offering them exact services and products that match their requirements.
Crowdsourcing gave Amazon users a sense of acceptance of products. When a user searches for and finds a specific product, the user sees the product rating, the reviews, and all the other things they need to verify that the product is good. The users also get exposed to an online community and often learn the advantages and disadvantages of the product before buying. The transaction options that Amazon gives, allow the user to change a decision that they made even after making an order. This in some ways ensures that the user transaction is complete and the customer is satisfied with what they got.
4.2. [bookmark: _Toc70708821][bookmark: _Toc81846596]What Areas Amazon.com can Improve in for the Future to Overcome Challenges?
[bookmark: _Toc70708823]Even though Amazon.com is operating on a huge scale with a leading position, the company is still facing challenges due to increasing pressure in the external environment. With the help of efficient knowledge management, Amazon can integrate the following features to improve the quality of its services:
Improving Website Features
Amazon can introduce new features to the website and modify existing features to provide an improved experience to its customers. The company can eliminate non-essential features and reduce the overall load of information for the customers. It can be achieved by reviewing visitor behaviour across different products and geographies and using the new information to eliminate non-essential information.
Tracking Product Demand
Instead of burdening their customers with the presentation of products that they may not even need at that moment, Amazon can track the usage and sales rate of their product. By doing this, the company will become able to identify the product preferences of customers and list these products on the top of search results.
Reviewing Visitor Activity
In its strategic plans, the company can review the visitor activity on the website and identify the patterns that are followed by most of the customers. For example, the company can track the products that are often added to the cart by the customers but are not purchased or have a lesser sales rate. The company can use this information to identify the reasons behind the decline in sales of products and identify patterns that are leading to the less sales of some of the products.
Making the Brand More Noticeable
The biggest brands such as Apple, Walmart, Samsung, and Starbucks are successful at getting people to understand who they are, and presenting details about what they do, and even catchy commercials and advertisements on most media platforms. Amazon can also review and implement these strategies to improve its sales and increase the traffic on its website. 
Exploring New Location
Amazon can launch branches in different countries and eliminate problems customers may have because of shipping. It will help the company in resolving complaints to the customers regarding the delay in the delivery of products and resolution of customer issues that are faced due to defects in products and their return.
5. [bookmark: _Toc81846597]Conclusion
Amazon is an eCommerce company that has grown immensely from a regular eBook store in the beginning. The rise of technological advancement and improvement to the internet has aided this, then eBook store to become a successful largest scale store that sells and ships almost anything a customer may need. As stated in the report previously, Amazon.com can make its KM culture more enriched and efficiently functioning by adding new features such as improving website features, tracking product demand, reviewing visitor activity, and expanding the business to new markets. By implementing these suggestions, the company will become able to improve its profits and efficiently integrate knowledge management processes for its success.
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