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1. [bookmark: _Toc70952003]Introduction


This report presents the knowledge management of Amazon.com, the world’s largest online web store. Amazon is an online web store that was created in 1994 and where people in all categories can shop worldwide. Amazon is giving sellers this online platform where they can sell under certain conditions. Amazon’s first profile was book sales, which has been unbroken ever since, expanding with the sale of ebooks and audio books. Today, Amazon is active in several areas (music, filmmaking and distribution, Alexa), so its services are diverse. This has created the creation of a very serious information network that makes it unique in the world not only among other online companies but also among customers. As a result of the COVID19 pandemic since March 2020, online purchases have skyrocketed, which has also been reflected in Amazon sales. This information flow also justifies changes and improvements both inside and outside the organization.
Through Nonaka’s model, Amazon’s information system and its efficiency or possible flaws are examined. The protection of privacy is also a constant source of concern, as evidenced by the GDPR enacted by the EU and the CCPA consumer protection law also enacted by the State of California. Amazon uses important and useful systems like SOPs (Standard Operating Procedures) to help sellers with the day-to-day tasks of their business. The main results and shortcomings of this system are magnified. Where to improve in the future and what are the challenges you face. Because a lot of data and information flows in the online space every day, it is important to protect and organize it properly. Proper use and analysis of information is one of the keys to the continued success of a business.

2. [bookmark: _Toc70952004]Knowledge Management and Amazon.com

This section gives a more detailed description of Amazon.com. It will then analyse the concept of knowledge management and its importance in an online marketplace like Amazon, and how knowledge management helps organisations to meet the needs of their customers and achieve competitive advantage.
[bookmark: _Toc70952005]2.1 Introduce the Amazon.com
Amazon.com was registered on 1st of November 1994 by founder Jeff Bezos in the USA, and at that time it only sold books. It got its name from the fact that Bezos was going to build the world's biggest online store, just as the Amazon is the world's biggest river. The reason he decided to sell books at that time was because it seemed simpler, easier to buy, pack and deliver. Amazon wasn't the only company selling online even then, but the way they did it was more convenient and user-friendly than others. For example, online orders were delivered directly to the customer's address anywhere in the world. This was groundbreaking at the time, something that other online companies didn't offer. Bezos' goal from the beginning was to make online transactions as easy as possible for customers.
Amazon started selling computer games and music 4 years later in 1998, and then began to expand internationally in the online book market by acquiring other online stores /UK, Germany/. By 2000, they started selling consumer electronics, software, home furnishings and other products, and then launched Amazon Web Service, a technology service.By 2006, they expanded this to include Elastic Compute Cloud /EC2/ and Simple Storage Service /E3/. These digital services have greatly increased the company's AWS revenue. In 2007, thanks to the launch and success of Kindle e-book readers, Amazon entered the ebook publishing market in 2011 with Amazon Publishing. In the same year, it was announced that sales of e-books would surpass those of traditional ones. Its listing on the stock exchange in 1997 accelerated Amazon's rise in the market. It launched its Affiliate program, where other companies advertise Amazon products. This has been an unbroken success to this day, with many people building their own businesses from it and earning their own income from commissions. That's about 350,000 affility affiliates in about 3 years by 1999. Since then Amazon has its own Print on Deamand /POD/ service, shipping fresh produce, Alexa, dron delivery and many other services.
But what is Amazon's secret that has brought it this growth?  Not only is it everywhere, like a one-stop shop, but a big part of the secret is that it leverages technological innovations to serve more customers as efficiently as possible. This includes using artificial intelligence /AI/, drones and robots to fulfil and deliver orders. While in the early days convenience was the main reason Amazon became popular with book buyers, as well as home delivery in just a few days. As their product ranges grew, they were able to extend this convenience to more target groups, which contributed greatly to their growing popularity. Another clever marketing tool was the introduction of the upsell, where a product was offered with a related product. This is still a very profitable feature today. The product review options for customers also created a community, which makes the platform popular with people, as potential buyers get feedback on the product they are looking for from those who already have it. The Prime service has also increased the number of orders with next day delivery, which is also a plus. It's fair to say that Amazon has become a $1 trillion market cap company for the second time in its 25 years of existence.

[bookmark: _Toc70952006]2.2 What is Knowledge Management /KM/?
"Knowledge management is a discipline that promotes an integrated approach to identifying, capturing, evaluating, retrieving, and sharing all of an enterprise's information assets. These assets may include databases, documents, policies, procedures, and previously un-captured expertise and experience in individual workers." (Koening, 2018)
﻿„The first step to understand knowledge management is to differentiate it from data and information. Knowledge is neither data nor information. However, knowledge cannot exist without them. New knowledge is created by taking existing beliefs of a person and combining it with information created on the basis of a data. Koskinen and Pihlanto define data as raw facts such as numbers and letters which are then given context to create information. Combining information with an individual’s existing beliefs, skills and perception create knowledge. Thus, data, information and knowledge are all distinct entities.” (Koskinen & Pihlanto, 2008) 
Knowledge management is a multidisciplinary science, which is an amalgam of many separate disciplines. It includes, for example: organisational science, cognitive science, information technologies, technical writing, education and training, communication, etc. It has the advantage that existing knowledge can be adapted to the available environment together with the relevant information. The acquired data is processed and transformed into information that helps the organisation to achieve the desired results. Knowledge management distinguishes between two main types of knowledge.  
Tacit knowledge
„knowledge that you do not get from being taught, or from books, etc. but get from personal experience, for example when working in a particular organization: 
There are forms of tacit knowledge that develop among the employees of an organization.
The team members reported that they learned a lot from each other, especially tacit knowledge.” (Dictionary.cambridge.org, n.d.)

Explicit knowledge
„knowledge that can be expressed in words, numbers, and symbols and stored in books, computers, etc.: 
Explicit knowledge can be articulated and easily communicated between individuals and organizations.” (Dictionary.cambridge.org, n.d.)


[bookmark: _Toc70952007]2.3 Why important the Knowledge Management for organizations include Amazon
Three perspectives on knowledge management in organisations are presented, each with a different purpose: 

1. Business perspective - focuses on what knowledge an organisation should invest in, why and how much. This acquisition of knowledge depends on the organisation's activities and is a strategic part of the organisation (products, services, alliances, etc.)
2. Management perspective - it contributes to the organisation's objectives and strategy. It is responsible for defining and organising the processes, practices and activities required to achieve this. This is the tactical part.
3. Practical perspective - This is the operational level, where explicit knowledge is used to achieve the stated objective.

The increased interest in and need for knowledge management is closely linked to today's fast-paced and globalised world, which has an impact on everyday life and therefore on business. Organisations are becoming more global, which means more locations and multicultural environments worldwide. People have to process more and more information in less time, which is no longer efficient above a certain level. Advances in information technology are connecting everything, speeding up the flow of data and information. For the knowledge-based workforce, this data dumping is too much and there is no time to acquire relevant new knowledge. Knowledge management, with the help of modern information technology, can ease these burdens and transform organisations into a more effortless and successful place to work. Knowledge management provides benefits not only for the individual but also for the organisation. It helps to get work done at an individual level, saves time, builds community within the organisation and develops professional skills. At the organisational level, it helps to develop strategies, solves problems quickly, improves the quality of products and services, increases innovation, becomes more competitive. 
It is important that management is supportive and stimulating to this process. An atmosphere must be created that allows employees to share their knowledge and ideas freely. (Dalkir, 2005, p. 17-21)
But how does Amazon use knowledge management and what does it help them with? Amazon.com is a great example of how to maximise the potential of knowledge management. The world's largest online store has managed to develop a system that is a user-friendly and convenient platform with access to almost all products. Amazon achieves this with its proprietary software, Amazon Connect. With trillions of transactions a month, which would be impossible to manage with live humans, Amazon has turned to artificial intelligence to help. It uses transaction data to tell the customer when the goods will arrive, using the database to answer frequently asked questions. For sellers on Amazon, the API provides the right information and assistance to help them be as successful as possible in their sales. Those who subscribe to a higher level of monthly service can also receive information such as when other stores selling the same product change their prices. You can see all this within 60 seconds of the change. For a large scale business like Amazon, coordinating and implementing this would be impossible without the right combination of knowledge management and IT technology.  




3. [bookmark: _Toc70952008]Nonaka and Takeuchi model

„Japanese model created by I. Nonaka and H. Takeuchi in the early 90s. The model indicates two kinds of knowledge: silent (hidden) and formal (available). The silent knowledge is the most important and the success of the organisation depends on sharing it. Therefore, some kinds of communication should be created. Knowledge management, according to these Japanese researchers, is based on a "spiral" as a repeating cycle of four knowledge conversion processes.
Knowledge is not only a collection of data and information, which can be stored in
computer databases, but it is consisted also of values and emotions. So a company is
a living organism and its employees are aware of organisation’s aims, responsibilities,
know about its future plans and objectives which have to be gained. Knowledge management itself is redundant, and what’s the most important is the creation of values which is not managed.” (Mazur, et al., 2014)
The Nonaka model combines the knowledge, experience and insights of the individual with the interests of the company, insofar as this promotes its growth and development. This requires that the company's management is open to employees at all levels sharing their insights and ideas. According to them, 4 methods are suitable for this knowledge:

1. Socialisation (tacit-to-tacit) when internal knowledge is shared through peer relationships. This is the easiest way to exchange knowledge, and can happen over a coffee break at work. The disadvantage is that it is not recorded and so valuable ideas can be lost. This is a loss because someone who has been working in a field and within an organisation for years has a more routine overview of things, so has relevant experience that the organisation can use. This is why many companies organise informal meetings outside the company where all employees can express their opinions and ideas freely.                                            
2. Externalization (tacit-to-explicit) when tacit knowledge can be turned into visible knowledge. Then tacit knowledge can be made measurable and describable, which results in it being easily adaptable with the right help.
3. Combination (explicit-to-explicit) When explicit knowledge is moulded into a new form. An example might be the creation of a course, where existing knowledge is organised into a more transferable framework. Another good example is when the POS system collects and analyses information about customers, which helps marketers develop their strategies.
4. Internalization (explicit-to-tacit) when new acquired knowledge becomes internal and transforms individual experience. A good example of this is when the way a sequence of operations or tasks is performed in a workplace changes. This transforms or overrides previous experiences.

3.1 [bookmark: _Toc70952009]Amazon and User Experience through the Nonaka’s model

Socialisation (tacit-to-tacit)
It's important that customers see product descriptions in the same style and order wherever possible, which also enhances the user experience and demonstrates the organisation's professional content management system. By developing a transparent platform structure for sellers to upload content, Amazon has created a platform that, although different from the company, appears to be uploaded by Amazon. This is another reason why people who shop on Amazon usually don't remember which seller they bought from, but that they bought from Amazon. This further reinforces Amazon's brand. Amazon is using this technique to make very good use, even if not consciously, of the daily social activities between people, where they discuss their shopping habits with each other. Word-of-mouth advertising works well.
Customer feedback is a good example of the social relationship between customers, where they help each other with information about products. In doing so, they share their personal knowledge and experience of the product, which builds a community of users they can trust

Externalization (tacit-to-explicit)
From the very beginning, Amazon has made it key to its success that shoppers can quickly and conveniently find the products they want from the comfort of their home, all in one place. This is one of the key aspects that drives their continuous improvement through knowledge management and IT technology. When Jeff Bezos dreamed up the idea of Amazon, he sensed its future success, which supports the Nonaka model externalization theory that tacit knowledge should be made explicit. Of course, there's a combination behind this, as gathering information with the right marketing tools and software that track customers' actions can lead to great further development and marketing start-up strategies. It all depends on collecting the right information and processing it. 
Feedback from customers gives a plus that reinforces a more conscious purchase, because if a product gets a lot of bad reviews, it protects other customers from failure. 
Thanks to feedback and good product information, there are very few live customer service calls, which is cost-effective. This proves how a well-written content management system can pay off for an organisation in the long run. 

Combination (explicit-to-explicit)
Using the right algorithms and software, Amazon gathers information about shoppers and analyses it to make them offers they might be interested in. This provides them with an experience of knowing them, and it elevates their personal positive experience. In other words, the data collected is transformed by Amazon into a more user-friendly and convenient experience for shoppers, which is also good for increasing profits.

Internalization (explicit-to-tacit)
Making the site accessible on other devices and making content responsive also enhances the customer experience. Initially, Amazon users only used the store from a PC, but the emergence and proliferation of devices such as smartphones and tablets has meant that it is now necessary to be able to shop conveniently on these devices too. This was also something new for users to learn, but today the majority of purchases are made on these mobile devices, often on the go. This new user experience is now part of everyday life.
(Rosenberg, 2014)
As see, Amazon is doing everything it can to harness the power of knowledge management to successfully run its business.

[bookmark: _Toc70952010]3.2 The personal privacy rights

The proliferation of digital technology and online shopping over the last decade has made the proper protection of digital privacy an important issue. When we make purchases, not only personal data and card details, but also all the information related to our shopping habits and interests are collected by service providers. By enabling the use of cookies, they can fully track the digital footprint of each person, based on which they can continuously display advertisements that may be of interest to that person. This data can also be misused or exposed to hacker attacks to obtain it. To further protect this, the EU GDPR Data Protection Act was created in May 2019, and the State of California created the CCPA Consumer Privacy Act from January 1st of 2020. The rise in e-commerce purchases, the increase in purchases made via mobile, and the popularity of social media use also raises the issue of data security. Purchases on Amazon alone account for 40% of all online purchases in the US. 
„Unlike social media advertising, e-commerce platforms like Amazon seek to prevent users from leaving their websites. If a seller even mentions their external website it can result in a terms of service violation. Repercussions can include a temporary suspension or even account deletion. On the other hand, sellers and shoppers alike have expressed concern Amazon may be working towards a digital monopoly. Because platforms like Amazon retain so much customer and seller data, it can afford to let sellers invest in developing products, listings, and keywords. Amazon can then use this data to divert shoppers to their own products.” (McKnight, 2019)
Amazon tracks your customers' journeys on the site and uses it to monitor what products you are looking for and/or buying, sellers' accounts to offer them upgrades or software or services. Customers also have access to certain information about their use of the site: order history, status of recent orders, personally identifiable information, shopping lists, etc. (Amazon.com, n.d.)
But does the individual have the right not to consent to these traces? Yes, there are ways to reduce access to certain data. For example, not allowing cookies, disabling the use of geolocation to prevent people from knowing where you are using the website, deleting cookies, avoiding public Wi-Fi networks.


4. [bookmark: _Toc70952011]Amazon’s SOP (Standard Operating Procedures)

„Standard Operating Procedures (SOPs) are the documented processes that a company has in place to ensure that services and products are delivered consistently every time. SOPs are often used to demonstrate compliance with the regulation or operational practices and to document how tasks must be completed at your organization.” (Pearce, 2019)
When a small business grows and outsources a task to some external company, it will prepare a description of the workflow it expects. This is especially true for a high-volume company like Amazon. Usually when a company has not yet reached a certain size, it is the management and its team that can control the tasks. But as it grows and the tasks become more diverse, it needs a tool to manage it. A very good tool for this is the SOP system, which describes to those working in each area what their tasks are and how they are to carry them out.
Why SOPs are needed is that they provide a structured quality system and processes, and support the cost-effective and successful completion of tasks in each area within the company. They are also a great tool when a new change needs to be introduced within the company. It gives employees the right information on what is changing and how step by step. The useful consequences of this are:

Consistency: the more consistent the description and execution of a process is from person to person, the less chance of quality problems occurring. 

Reduction of errors: providing and following written instructions for detailed tasks reduces the number of errors. 

Communication: it is also an easier and more effective way of communicating changes and improvements to work processes.
In the case of Amazon, there are many advantages to using well-designed SOP systems. Firstly, it leads through a workflow that always happens during the purchase process: the customer clicks on the item, adds it to the shopping cart, specifies the delivery method, pays for the item, Amazon delivers the item. The delivery also goes through a process: the information about the paid goods is received, the delivery time is set, the goods are collected at the warehouse, the goods are delivered.
Behind these processes is a well-structured description workflow, which is followed "To provide people with all the safety, health, environmental and operational information necessary to perform a job properly. Placing value only on production while ignoring safety, health and the environment is costly in the long run. It is better to train employees in all aspects of doing a job than to face accidents, fines, and litigation later." (Pearce, 2019)
It is important that the workflow follows the schedule and that customers receive their goods on time. That doesn't mean that there can't be challenges even if everything is done according to protocol. A good example of this is the global COVID19 epidemic that will start in March 2020, which has taught online stores, including Amazon, a lesson on many fronts. With the closure of offline stores, people started shopping online in droves, culminating in basic toiletries like toilet paper and hand sanitisers simply becoming scarce items in stores. This sudden surge in demand had to be met, but also the challenges of the epidemic. Amazon's response was to hire more warehouses and people to meet the increased orders. They had to completely reorganise product priorities, prioritising products with increased demand over others. Worldwide delivery times were a problem, and Amazon was not spared, which is one of its main strengths and strengths, especially for Prime members with the promise of next day delivery. They also struggled to meet the two-day deadline. 
„CEO Jeff Bezos acknowledged early on in the pandemic that the coronavirus upended Amazon’s operations. “The current crisis is demonstrating the adaptability and durability of Amazon’s business as never before, but it’s also the hardest time we’ve ever faced,” he said in April.” (Palmer, 2020)
This situation demonstrates the importance of having a transparent system in place to prepare for an unexpected minor and/or major event. In the present case, this was positive on the one hand because of the profit, but responding to the sudden increase in demand and the causes that triggered it was a challenge. This tsunami of events triggered by COVID19 will certainly lead to the creation of a more thoughtful and structured system.


5. [bookmark: _Toc70952012]Conclusion

This report explores the importance of knowledge management in the world's largest online store. The importance of tacit and explicit knowledge within the organisation was analysed using the Nanoka model. How important is it in making the customer experience positive, which is made as efficient and cost-effective as possible through a structured system such as SOP. The challenges posed by the COVID19 pandemic only reinforce the need to build even more thoughtful systems to prepare for unexpected sudden positive and/or negative changes. After all, a major positive change can cause problems within the system for which they are not prepared. Well-designed contingency plans are a solution to this.
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