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[bookmark: _Toc112312966]Executive Summary
Knowledge management of a company involves several methods of data mining and making it easily accessible to deliver information to users. Amazon is one of the globally successful corporations that focus on their knowledge management so that their productivity can be enhanced. This report will provide a clear and precise understanding of knowledge management, its importance and how an organization can implement it in their organization along with the knowledge management benchmarks of Amazon. 
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Knowledge management is essential for any company to facilitate the skills and knowledge to be gathered, shared and sustain which will enhance the overall organizational productivity (Awad and Ghaziri, 2013). Amazon is one of the well-known online retailers headquartered in Seattle, Washington that retails different products such as and manufactures electronic books all over the world (Amazon.com, 2022). It also provides different internet-based services such as cloud computing data storage and computing resources. This report is being designed by dividing it into three sections where the first section will introduce knowledge management, and its importance to attain competitive advantage and greater customer satisfaction in the context of Amazon. The second section will provide precise knowledge about different knowledge and information management models such as the SECI model, Wiig model and Zack model that the organizations can use to manage explicit or tacit knowledge. The third section will provide knowledge management techniques investigation in the context of Amazon where also is mentioned about the solutions that Amazon can implement to improve their SOP operations to overcome future challenges. This report also contains some suitable recommendations for the company to improve their knowledge management procedures in order to attain organizational sustainable productivity and effectiveness. 
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Jeff Bezos started the operations of Amazon in 1994. The popular section of the company is the online e-book selling and the popularity of their online store can be understood by such statistics that in 2012 about 1 per cent of internet traffic travelled to Amazon.com in North America (Globaldata.com, 2022). During the recent pandemic period when most companies were thinking about their survival, Amazon company was one of the leading companies to grow their revenue and make a good business over the pandemic period. In 2019, their annual revenue was 280.5 billion dollars which increased in the next year, in the first wave of the pandemic when most of the business was having their hardest time, the revenue of Amazon stood at 386.1 billion dollars increasing by 37.6 per cent from the previous year (Amazon.com, 2022). And in 2021 they reached a revenue of 469.8 billion dollars which is truly exceptional. The average sales revenue of Amazon in a day is about 1.29 billion dollars and the net income of Amazon in 2021 was 33.36 billion dollars (Globaldata.com, 2022). The decision-making process of Amazon is being facilitated by information systems in many ways. The information system provides secure access to the company to different information. The management of this company depends on reliable information about financials, marketing, company employee performance and inventory that helps them in their overall operational processes like input, output and processing.
[bookmark: _Toc112312970]Knowledge Management 
Knowledge management can be defined as the organizational process that facilitates an organization in collecting, organizing, sharing and analyzing the knowledge they have in a way that is readily available to their employees (Ermine, 2018). Knowledge management includes effectively managing the organizational frequently asked questions, technical resources, and documents of the training and skills that the employees hold. 
[bookmark: _Toc112312971]Importance of Knowledge Management 
Knowledge management capture as well as organizes the knowledge of the workforce in the business to make the organizational operation smooth and effective. Proper and effective knowledge management of a company facilitates knowledge sharing within the organization that ensures the enhancement in the overall productivity of the organization (Laybats and Tredinnick, 2019). It also facilitates the improvement of the organizational technology and process as the proper use of employee skills can be ensured by knowledge management. As the employable skills change along with the generation change and new employable skills always provide some advantages to the companies but the previous knowledge of the organizational process from the older generation is still important for the company to sustain where knowledge management facilitates the continuous learning process for both generations to learn the essentials of each other’s skills and experiences that promote organizational stability and sustainability (Babu, 2012). Knowledge management facilitates businesses in order to break down silos by keeping their information in a certain place so that all employees can get access to that information easily. It also helps people to keep their attained knowledge in one place for being exchanged or regained over time which may prevent the business to lose the information at the time of leaving those particular individuals from the company (Ermine, 2018).
Amazon is operating a technology-based business which is highly knowledge-intensive so knowledge management is much more important to them (Rao and Daim, 2010). Collecting, storing and sharing knowledge effectively is important for Amazon as it allows them to create an organizational culture that enhances organizational efficiency and employee satisfaction significantly. So if the knowledge management system of the companies such as Amazon is effective, company knowledge can be streamlined by providing access to learning something to the entire organization (Laybats and Tredinnick, 2019). If the employees can be informed about the success stories of the past, improvement in their best practices, strategic decisions and performance can be ensured on the other hand, if the knowledge management of the company is ineffective, it affects their employee satisfaction level and financial front.
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Effective knowledge management facilitates the improvement in customer satisfaction and their overall experience with the company (Ho, Hsieh and Hung, 2014). Employees can collect relevant customer information through proper knowledge management which enables them to analyze deeply and creates a framework so that better strategies can be made which can result positively (Murali and Kumar, 2014). Effective knowledge management provides customer-related data to the company that helps the management to set customer-oriented strategies. It also improves interactions with customers. Knowing the customer perspective and the organization's ability to fulfil their need enables the management to work on their weak points. Knowledge management also facilitates innovation. 
If a company is more aware of the customer perspective and facilitates the sharing of this information with the employees, it helps them to attain greater customer satisfaction which leads to their attaining of competitive advantage (Babu, 2012). If the customer information is more accessible to the employees at every stage, they can know better what and how to serve the consumers and by implementing this knowledge in the operation, customers can be more satisfied as they are getting as per as they want from the company which provides good returns to the company comparing with the other companies that have less knowledge about the customers. Companies that are more concerned about gaining and sharing the changing needs of their business can attain greater competitive advantage and effective knowledge management helps the company to attain it (Laybats and Tredinnick, 2019).
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The SECI Knowledge Dimensions Model was designed by Nonaka and Hirotaka which facilitates the identification of four ways in which knowledge is aggregated and transferred to the employees. This demonstrates the ways in which organizational knowledge is shared within the entire organization (Wu and Senoo, 2010). The SECI model is concerned with two types of knowledge that are tacit and explicit knowledge. Explicit knowledge demonstrates such knowledge that can be transferred easily to others and can be easily verbalized, evaluated and codified for example the information that is written or published in the documents, papers, databases and books can be obtained, retrieved, stored and transferred easily to others (Tarn and Yen, 2020). On the other hand, tacit knowledge can be demonstrated as totally opposite to explicit knowledge. It can be defined as the knowledge that can be transferred easily to others and is difficult to verbalize, evaluate and code (Murali and Kumar, 2014). Tacit knowledge is often based on people’s experience and includes skills, abilities and values for example the capability of an individual to speak or write a language is tacit knowledge that cannot be transferred to other people easily because they have to learn language rules and it is also time-consuming to reach a higher level of speaking and writing of that language (Ermine, 2018). This is why it is almost impossible to exchange such type of knowledge with others without practice.
The SEIC model facilitates the way of transferring different types of knowledge from one person to another. This model involves:
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Figure 1: SECI Knowledge Dimensions Model
Source: (Ermine, 2018)
Socialization: The socialization process facilitates the transformation of tacit knowledge into tacit knowledge through guidance, observation, imitation and practice (Tarn and Yen, 2020). Companies can transmit their tacit employable skills such as values, observation ability, norms and so on from one employee to another by following socialization.
Externalization: The externalization process facilitates the transformation of tacit knowledge into explicit. This is considered a comparatively difficult and particularly essential transition process. Tacit knowledge is embodied in books, documents or manuals so that it can be more easily disseminated into the organization (Kumar and Mittal, 2019). Since tacit knowledge codifies into virtually is impossible, the knowledge extension transformation process will remain controversial. 
Combination: The combination process is the simplest form that facilitates the transformation of explicit knowledge into explicit. Here the sources of codified knowledge such as books, manuals or documents are being combined in order to build new knowledge (Anshari and Hamdan, 2022). Companies can provide different knowledge about the codified knowledge such as government policies, customer databases etc. by following this process.
Internalization: The internalization process facilitates the transformation of explicit knowledge into tacit (Ho, Hsieh and Hung, 2014). Explicit sources are being used to learn others’ observations and knowledge about certain things where knowledge is internalized and replaces the existing tacit knowledge of the employees (Wu and Senoo, 2010). It will improve the practical skills of the employees from the existing bookish knowledge by different training or seminar.
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Knowledge management of the Wigs model highlights some principles to build and use the knowledge that makes the employable skills valuable and useful to attain organizational wellbeing (Tarn and Yen, 2020). Knowledge is organized in a different way depending on the usefulness and motive of using that knowledge. Useful dimensions of the knowledge management model are illustrated below:
Completeness: Completeness can be defined as the availability of the relevancy of knowledge in the given source (Ho, Hsieh and Hung, 2014). Sources of knowledge also may vary from the individual’s mind to the base of that knowledge such as techniques to do something, and explicit or tacit knowledge. In the beginning, the company must ensure that the knowledge is complete along with all available information it contains on the topic of that particular knowledge (Awad and Ghaziri, 2013). But whether it is unknown to others regarding its existence, companies cannot use this knowledge in their organizational productivity enhancement.
Connectedness: Connectedness can be demonstrated as a message that can be understood easily and has specific relationships with its different objects (Kumar and Mittal, 2019). Most of the objects of knowledge have a connection with each other. If the organizational knowledge objects are connected with each other, employees can have a better understanding of that knowledge and it will be more effective in the time of implementation.
Purpose and Perspective: A knowledge base is coherent if all the attitudes, facts, judgments, and relational links between objects, values, and concepts are consistent (Peters, Maruster and Jorna, 2010). Perspective and objective can be considered phenomena by which we know something for a particular reason but from a different point of view. Companies should organize the existing tacit or explicit knowledge of the employees so that they can use the dual dimensions of purpose and perspective.
[bookmark: _Toc112312976]Jack Knowledge Management Model
The Jack knowledge management model is derived from the information products’ design and development. In Meyer and Jack's method of knowledge management, the network is designed to be standardized and logical between each stage (Jack, Abebe, 2016). The phases of this knowledge management model are given below:
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Figure 2: Jack Knowledge Management Model
Source: (Awad and Ghaziri, 2013)
Acquisition: Acquisition of the data and information deals with raw material origin factors such as accuracy, scope, depth, breadth, credibility, cost, timeliness, exclusivity, control and relevance (Ho, Hsieh and Hung, 2014). As it is known that “garbage in, garbage out” means if the data that is being acquired from a different source is not effective enough, the output of that knowledge at the time of implementation will be ineffective as well (Anshari and Hamdan, 2022). So the source of the information from which the company different information should be of the highest quality, otherwise the production of their intellectual product will be lower downstream.
Refinement: Refinement can be physical or logical. Physical refinement of knowledge management can be defined as a move from one medium to another and logical refinement of knowledge management can be defined as reorganizing, relabeling, indexing, and merging organizational knowledge (Jack, Abebe, 2016). Tacit knowledge can be logically refined in the organization to attain greater employee productivity.
Storage or retrieval: Storage or retrieval in knowledge management builds a link between the refinement stages and upstream addition that feed the storage and other stages of production. Storage may be physical or digital. Physical storage includes printed information or file folders and digital storage includes knowledge management software or databases of the company (Jack, Abebe, 2016).
Distribution: Distribution in the knowledge management system can be defined as the process by following which the knowledge will be delivered to the participants such as people can print, faxing or emailing (Ho, Hsieh and Hung, 2014). This process not only includes the delivery medium but also its frequency, timing, language, form and more.
Presentation: Context is one of the important factors to be considered in the presentation stage of knowledge management (Kumar and Mittal, 2019). If the data and knowledge are presented effectively, the effectiveness of the process is enhanced.
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Standard operating procedures or SOP can be defined as documented procedures which are developed by companies so that consistency can be ensured (Manghani, 2011). Amazon has established a well-defined guideline and a set of instructions so that employees attain knowledge about their responsibility in certain situations. It allows the company to attain greater productivity while complying with its expectations and regulations.
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In the standard operating procedures of Amazon, knowledge of different factors is getting more important as it helps the company to know its audience better and serve them more effectively. As the business of Amazon is growing and spreading more all over the world, they require a vast amount of knowledge about different aspects of the business (Rao and Daim, 2010). They have to make sure the understanding of the needs and requirements of the customers, the business environment, the employee's experience, skills and background or the management plans for upcoming business activities will facilitate effective standard operating procedures (Anshari and Hamdan, 2022). So the decision makers of Amazon have developed a strategy based on their knowledge about the given factors related to their company. They also make sure that they are making effective use of the knowledge they possess and share it with other employees of the organization. Using knowledge of the standard operating procedures of Amazon in the right way helps the managers to run their business operations more smooth and successfully, thus they can be able to reduce threats from the internal and external business environment and take full advantage of the opportunities they have in order to make the business success (Babu, 2012).
Amazon always avoids their important customer-related or employable knowledge and skills to be available to fewer people in the organization, as those skills may be lost from the business if they leave the company or retire (Rao and Daim, 2010). So in the SOP of Amazon, they always try to find an efficient way to share business knowledge to the employees of all phrases so that knowledge can be more widely used as well as likely to maximize its value and effectiveness.
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Amazon has taken many steps in their standard operating procedures which has resulted in several positive aspects for them which are:
Achieve Consistency
In different interpretations, simple processes can be even susceptible (Manghani, 2011). As Amazon shares detailed and standardized instructions with their employees about how they should perform their repetitive tasks, it ensures such results from their employees which were predictable to them (Rao and Daim, 2010). As the result from each employee can be predicted by the management, consistency in the organizational performance has been achieved.
Improve Safety and Quality Assurance 
Consistent organizational performance facilitates Amazon in quality assurance. As their SOP is well-defined to their employees, it has enabled their employees to understand the results that are expected from them clearly in each stage of the operational activity (Rao and Daim, 2010). Amazon has not only met their quality standards essential but also assured safety in the perspective of employees and customers which has helped them to maintain customer satisfaction. They always publish their safety and quality assurance essentials along with the maintenance of ISO 14001, ISO 9001 and ISO 27001.
Save Time and Money
Greater profitability has been achieved by Amazon by using SOP in their workforce. It has cut their fat by eliminating frequently performed tasks which has improved their organizational productivity by optimizing their costs.
Simplified Employee Management
As Amazon has set a framework using SOP for measuring the performance of its employees, it has simplified its management of the employees because its employees know about the exact expectation of the management from them (Vaidya, 2010). So, it has become much easier to evaluate employee performance and provide feedback for their improvement. Also, it has streamlined its onboarding process in terms of new hires. 
Avoid loss of knowledge
Also, the good structure SOP of Amazon has facilitated them to retain their knowledgeable employees in the organization. In the retention rank, they are in second place among their competitors with about 73% of retention rate which is satisfactory (Amazon.com, 2022).
Simplified Audits
Finally, the well-structured SOP of Amazon has provided them with a clear procedure for conducting internal audits of the procedures of the company (Rao and Daim, 2010). Also, the effective diligent review processes of the company have enabled the managers to identify improvement areas of the company consistently. 
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Amazon is facing different challenges to select their knowledge management system and they have a verse area of improvement which will be best suited to their overall planning context and encourages the workforce in order to use the system and share the information (Lotti Oliva, 2014). So they should take some necessary steps to overcome upcoming challenges:
· They should contain clear and precise planning to eliminate their waste by taking different steps such as addressing the poor performing areas and the reason for it by troubleshooting and taking necessary steps to eliminate them.
· They should gather input from the employees while taking a decision which will make them more motivated and can ensure a greater retention rate by satisfying them (Peters, Maruster and Jorna, 2010).
· Amazon should have used a digital and effective system for their data management and should update it over time so that it helps them to automate the development of the SOP of the company.
· Though their present SOP is providing them with good results, they should experiment with updated frameworks and review them so that they can update them into the best-fitted SOP framework when required (Vaidya, 2010).
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Planning for knowledge management in an organization involves corporate goals survey and the examination of the technological and traditional tools so that they can address the company's needs. Also, the companies have to ensure the effective implementation of it in their organization so that it facilitates their organizational knowledge and skill sustainability. Amazon is taking different steps to manage its internal knowledge and skills and acquire external knowledge from different sources and make it available to all the employees. There are some procedures and techniques that can facilitate effective knowledge management while implementing them in the workforce by using essential tools for them. So effective management of the organizational skills and knowledge ensures organizational sustainability by building organizational productivity.
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Considering the knowledge management culture of Amazon there are some recommendations to make an effective knowledge management framework for the company so that they can attain effective functioning.
	Component
	What to improve
	Timeline to Develop
	Timeline to Implement 
	How it can be benefited

	People
	Should put the right person in the right place according to their knowledge and skills.
	1/10/2022
	15/10/2022
	It will provide the highest productivity to the organization and optimum use of employee knowledge (Murali and Kumar, 2014).

	Process
	Should optimize the flow of organizational information and make it accessible to all (Awad and Ghaziri, 2013).
	1/10/2022
	20/10/2022
	It will help their employees to know what is going on and what should do in a different situation.

	
	Should make it user-friendly and provide essential security (Laybats and Tredinnick, 2019).
	15/10/2022
	1/11/2022
	It will build trust and effective use of the framework that will provide a better outcome for the company.

	Content
	Should make a proper guideline in a document format along with the existing knowledge of the workforce.
	1/11/2022
	1/12/2022
	It will make the task for the management easier as they do not have to repeat their command again and again (Awad and Ghaziri, 2013).

	Strategy
	Should bring all the knowledge components such as quality content, employee and technology altogether (Peters, Maruster and Jorna, 2010).
	1/12/2022
	15/12/2022
	It will create value proportionate to the company’s knowledge management procedures and will improve the overall organizational productivity and effectiveness.
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Introduction

Considered the number one world’s leading online retailer and cloud computing services provider, Amazon. com is currently recognised as the most valuable worldwide brand, comparable to Facebook, Apple and Google. With a primary business focus on e-commerce, cloud computing and digital streaming powered by artificial intelligence, the company uses sound KM systems and robotics deployment to manage its base operations. The resulting technology enables ease of end user access and single utiliser getaway for all its services range and products (Demir, 2016)
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Main aim of poster:

The purpose of the poster is to illustrate the key Knowledge Management framework aspects used by Amazon in managing its business operations and list potential limitations.

Currently used KM framework by Amazon

Amazon creates and disseminates knowledge by using the Knowledge Management Lifecycle This consists of collecting, sharing and storing information technology, in Amazon’s case. Amazon uses Cloud computing storage and management of information systems (Helsing, 2011). Integrated Software configuration management and makes use of customer relationship management modules (Demir, 2016). By using integrated marketing and communication approach the company has been able to promote operations and increase its profitability on the market.

Limitations of the current framework

Continuous need of improved Customer relationship management and Information management systems.

Continuous need of improved Knowledge Management Culture within the organisation. 

Proposed KM framework

To maintain its competitive advantage Amazon must place increased emphasis on perfecting the adopted SECI model currently used practices and place special attention on social interaction and externalisation. (Raghuram, 1996) Some of the tacit knowledge built within the e-commerce current practices may not be able to be codified therefore, increased attention has to be given to context and relationships socially based networks deployment- in what the human resources and e-business development of Amazon is concerned. (Tibben et al., 2006)

Benefits of proposed KM framework

The internet and communications technology (ICTs) in e-business has shifted the market place to market space where the customer is at the start of the value chain, as opposed to traditional commerce settings. Therefore, context and relationships are the fundamental basis of using tacit knowledge in a productive approach to innovation as it is strongly related to customer’s needs anticipation. (Tibben et al., 2006)



Challenges in the implementation of the KM framework

Dealing with tacit knowledge and utilization of information technology as well as adaptation to socialisation and externalisation of KM frameworks complexity calls for an increased focus on developing consistent and sound KM Culture frameworks within the organizational structures of Amazon.

How proposed framework can be implemented

A resource-based approach and emphasis on the organisation’s capabilities and core competencies is desired in implementing the proposed framework by Amazon.

Conclusion

In the process of constantly refining its Knowledge Management frameworks for continuous business improvement and the conversion of tacit knowledge and externalisation, Amazon must acknowledge its current strengths and define its strategy around its intangible resources. In the case of Amazon that is the competency of people, technology and practices in the organisation.  
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