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Executive Summary
This report looks at the different knowledge and information management models and principles and their importance in developing the business of a modern organization. Amazon’s growth during the pandemic will be evaluated by examining its  Knowledge management infrastructure and principles, and how this helps the company in achieving customer satisfaction and enhancing customer experiences in purchasing Amazon’s  products  and services.
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[bookmark: _Toc68798267]Introduction 
In this academic report, the exceptional business performance of Amazon during the pandemic will be evaluated by examining the company’s information and knowledge management infrastructure, compare and contrast it with current key knowledge management theories.
Amazon as a company has a brand value US$254.2 billion as of 26th January 2021 (Brand Finance, 2021) only coming second to Apple after five years on top.
The Knowledge Creation model of Nonaka and Takeuchi (1995) (Maund, 2018) will be mainly used for this report although other models like the DIKW model(Data,Informatiom, Knowledge. Wisdom) exists. Nonaka’s model describes the creation and dissemination of Knowledge throughout an organization as embodied in its products, services and systems. According to this theory Knowledge moves on four dimensions, Individuals to organizational, then tacit and explicit. Tacit knowledge is often tied to action and experience and is therefore characteristically more difficult to formalize and communicate whereas explicit knowledge is often documented in words and easy to transfer.               
 Knowledge Management increases the efficiency of the employees of the organization and improves their work quality by enabling them to acquire information in faster ways. The report hopes to show that knowledge management increases the productivity of the workplace employees  which will in turn help the employees to accomplish their work with better. In this study, the knowledge and information management of Amazon will be discussed.  
[bookmark: _Toc68798268]Main Body 
[bookmark: _Toc68798269]Section 1: Knowledge and Information Management 
[bookmark: _Toc68798270]Background of Amazon 
Amazon.com is one of the largest multinational technology companies which is based in Seattle in Washington DC, in the United States. The company’s business mainly focuses on cloud computing, e-commerce, artificial intelligence, and digital streaming. Along with Google, Microsoft, Apple, Facebook, the company is one of the top five Information Technology companies in the US (Burke, 2020).The company was established on July 5, 1994, by Jeff Bezos, and after that, the company never looked back on making their organization one of the world’s top brands (aboutamazon.co.uk, 2021). The company is mainly a customer centred company and focuses on its consumers with great attention. The projects, goals, programs, and actions of the company revolve around the various requirements of the customers. The company started their business as a retailer and then expanded its business in software, electronics, apparel, furniture, food, video games, and toys (Amazon, 2021). 
The company proved and established itself in the global marketplace through the innovation of new and various technologies on a mass scale which is very essential for the common people. Presently, Amazon is the world’s largest marketplace where people across the whole world are purchasing their products from this online marketplace (Gilbert, 2017).
Along with this, Amazon is one of the largest live-streaming platforms, cloud computing platform, and Artificial Intelligence assistant provider in the world. According to the survey, Amazon generated the largest revenue in the world in the year 2020 and also in the same year amazon got the highest brand valuation globally.  In recent times Amazon has expanded its business and created a web platform named Amazon Prime Video where people across the whole world can subscribe and watch different kinds of videos, movies, sports matches of the different countries around the world. This expansion of business added a large amount of revenue to the main business of the company (Amazon, 2021). In 2020, the company generates revenue of USD 1233.4 billion and becomes the largest company in the world in terms of revenue. The company also introduces different consumer electronics like fire TV, kindle e-readers which makes them unique from the other companies and Amazon has become successful in different fields of its business in a significant manner (Amazon, 2021). 
[bookmark: _Toc68798271]What is KM or Knowledge Management
Knowledge Management (KM) is a deliberate, systematic business optimization strategy that selects, distils, stores, organizes, packages, and communicates information essential to the business of a company in a manner that improves employee performance and corporate competitiveness. (Bergeron, 2003; )

Knowledge Management or KM mainly suggests a system or a process that assists the people or employees of any organization or company to create the knowledge and information, access it, update the knowledge, and distribute it among the employees for understanding their responsibilities towards the job and accomplish the job in an easier and effective way. Within the management consulting committee, the concept of the KM can be sprouted (Caruso, 2017) 
The right assessment of the knowledge and information is very important to distribute it among the employees for accomplishing the task in any organization (Gilbert, 2017). However, the organization implements the KM management in their business process to achieve a better result and profitability. KM uses assets like databases, documents, policies, procedures (explicit knowledge) and previously un-captured expertise as well as experience in individual worker’s(tacit knowledge) to promote an integrated approach to identifying, capturing, evaluating, retrieving, and sharing all of an enterprise's information assets. In a dynamic process tacit knowledge is continually being converted to explicit knowledge as the company develops its KM archive and databases The Different Stages of the KM are discussed below- 
Information Technology
Information Technology or IT is the first step of the KM and the KM is initially driven by Information Technology. Different information is accessed and distributed in the KM with the help of Information Technology (Burke, 2020) 
HR and Corporate culture
This is the second stage of the KM and this stage is very important as the corporate culture helps the employees of the organization learn and acquire the knowledge and information and analyse it.
Taxonomy and content management
This is the third stage of the KM which helps the employees of the organization to increase the awareness of the information so that the employees can access it and complete the task (Caruso, 2017)
[bookmark: _Toc68798272]Why KM is so important for any organization, including Amazon 
Knowledge Management or KM is very important for an organization for developing its business as it helps the employees of the organization or company for creating different problem-solving skills, new ideas, and better communication skills that will help the employees in accessing and accomplishing their task in an easier way so that the productivity of the organization can be increased and the business can be developed of the organization (Burke, 2020). By implementing the KM, the task is accessed and distributed among the employees, so that the task can be accomplished faster in an easier way. Below, some of the reasons why KM is important for any organization including Amazon will be discussed-


Minimization of unallocated cost
By implementing the Knowledge Management in an organisation, the unallocated costs of the products will be minimized. By implication, this will also minimize the manufacturing and selling costs of the products which will attract customers to the company (Amazon, 2021).
Data-driven system design
The system of business of the organization can be designed data-driven so that the company develops its business by the analysis of the data by implementing the KM or Knowledge Management system. This will improve the quality of the products and the business of the company will be developed (Gilbert, 2017). 

Figure 1: Importance of KM
(Source: Self-Created)
Decision Analysis
By implementing the KM, the decision can be analyzed by the management of the organization so that the management can take proper decisions in its business process. Big companies like Amazon who are successful in their business use Knowledge management in their business processes (Caruso, 2017). 
[bookmark: _Toc68798273]How KM helps the organizations in satisfying customers and achieving competitive advantage 
Different organizations implement the KM in their business processes which helps them to satisfy their customers and achieves competitive advantage in the competition of the global marketplace (Burke, 2020). Amazon also implements the principles of the KM in their business processes to add significant value to the customers. Amazon uses the KM principles in the following ways-
One portal, one interface
Every business that is conducted by Amazon is through the same portal whether it is electronics, book, clothing or food. KM principles are implemented in making this one portal for every business of the company enhances the user’s or customer’s experiences in purchasing their products from the portal across the globe (Caruso, 2017). A lot of problems would be created if there would be different portals or websites for the different products of the company. The employees of the company get a familiar, common, and easy gateway for workplace knowledge by this one portal, one interface system of the Amazon company. Thus, the customer experience will be enhanced by this and the market will be increased for the company (Amazon, 2021). 
Reduced Servicing 
The calls of the customers in the customer service department have been reduced significantly as the websites are made more user friendly for the customers by the implementation of the KM principles in the business process of Amazon. Thus, it reduces the employee cost for the company and enhances customer satisfaction which will increase the sale of their products. 
Consistent Presentation 
By the implementation of the KM principles, the website or display of Amazon produces a consistent presentation to the customers from the specification of the products to its reviews. The process of this consistent presentation of the products is accomplished by excellent content management where the information is composed and published very well in a systematic manner (Burke, 2020). This consistent presentation of the products enhances the customer satisfaction and experience of purchasing the products..
[bookmark: _Toc68798274]Section 2: Evaluation of Knowledge and Information Management Models/theories
[bookmark: _Toc68798275]Tacit knowledge embedded in product/service concepts 
Tacit knowledge is one of the essential elements of the human psyche that plays an intrinsic role in the positivism and popularisation of various products, besides services. The primary objective is to instil the informational significance of a product into a potential customer's normality and extract product preference from them systematically. Knowledge management is essentially the backbone of any marketing strategy of an organisation as it influences the flow of information both in and out of the company. The basic focus is that the organisation builds a mutual trust with consumers to build a stable bridge of exchanged information and knowledge regarding necessities, demands, experiences and reception (Altun, 2019) It also speculated upon the decision-making capability of a concerned firm or organisation. Knowledge is appraised as the root of everything innovative and futuristic, leading to the birthing of a powerful literature frame surrounding product development, together with product introduction, speculating upon the up-to-date variables of organisational learning, customer feedback, knowledge management, or varied perspectives regarding market orientation. A grudgingly harmful flaw of this structure, however, is the divulging difficulties surrounding product development. It often fails to draw a stable connection between the necessitated information expected by the customer and the solution information provided or developed by the management.  
As far as traditional means are concerned, the manufacturers and management are responsible for gathering all required information from consumers through surveys, questionnaires, following customer reviews and taking into account the influence of contemporary trends and obsessions. Nevertheless, what rises as a critical issue is the growing and ever-changing demand of a varied range of consumers. This creates unstable and unreliable data sourced from patrons. Thus even with knowledge management gathering all the available and probable information, the risk factor is extremely high and unpredictable. The foremost purpose must be to thoroughly grasp the context and then proceed to find any probable solutions. Firstly, companies such as Amazon with customers ranging between all age groups and all geographical settings, knowledge-based view and development of strategies, is considered to be the epitome of NPD (Amazon, 2021). Amazon follows a knowledge-based marketing and product development policy where the main focus is on customer ratings on their website and mobile app. New products only find their way into the shape if they abide by the beneficiary schemes of both customers and the company. The majority of the knowledge extracted for the perception of NPD is delivered to the organisation through external sources in the formation of tactics, comprising not just customers but also stakeholders, management, governing heads, material suppliers, competitors, and business partners. A misconception exists in the inception of accumulated 
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Figure 2: Nonoka’s Tactics
(Source: (Bhatt, 2020)
knowledge which enables the idea that the data is already available, ready to be collected and does not essentially provide with newer approaches. However, it must be noted here that knowledge indeed is not readily available and organisations have to undergo copious strategies and market reforms to extract that non-existent data. The market is liable to establish engaging towers of data development and set the perimeter to stabilising business ecosystems.
The basic format of the structure can be devised through Nonoka’s Tactics. Accordingly, knowledge is devised in two basic setups, explicit and tacit. The above-mentioned category is tacit knowledge. In this structure, the knowledge gathered is often inexplicable and irrefutable for it lacks quantitative matter and is dependent simply upon the objectivity and individual preferences of both the knowledge supplier and the collector. 
The basic plan of embedding tacit value to product and services to extract knowledge can be explained through the abstraction that customer only believe what they wish to believe and thus the necessity of knowledge building is predominantly invested on, by the manufacturer or involved firm to ensure that the products appeal to the consumers and that they engage with the products and the ideas behind those on a personal and receptive manner. 
[bookmark: _Toc68798276]Representation of systematic approach in an organization’s knowledge base 
Systematic approach is determined as a large-scale determinant within companies that navigate and instigate the most optimal results out of systematic and factual data extraction. It is extremely different from tacit knowledge in the manner and area in which it concentrates (Bhatt, 2020). The purpose of the systematic approach is to examine complex perception models and factual documentation of complexities to devise solutions through the thus acquired set of knowledge. It fails to consider comprehensive analysis to be informative and is extremely calculative in structuralisation. Systematic approach is intrinsic to knowledge base management of any organisation or firm due to the credibility of exact data or knowledge. It enables one to dismiss any risk factors, concentrating only on assessment, management, extraction and designing of influential and significant information. Knowledge management is considered much closer to systematic extraction than the dependency on unreliable tacit techniques. Owing to the disturbance created in knowledge-gathering from impulse and trendy customers, knowledge is often misplaced or misrecorded, with a system feeble to any strategic response; discarding that, if knowledge is approached through systematic stimulation of explicit knowledge, there is very likely to be a way out of unnecessary complications. Explicit knowledge is beneficial to the corrective approach to data and knowledge. The entire approach happens through the gradual and despective collection of data and transforming them into stored knowledge to be applied in probable situations and objectives. The purpose of these systematic observations and collection is the relevance of the factual basis of every firm and the availability of coordinated planning for devising new plans and products. This data is not subjective to individual approaches and cannot be refuted with a change in personal tastes and interests (Peprah, 2021).
The preliminary question rising out of the subject is the consequential and advantageous stability of the above-mentioned approach. The main objective of knowledge management is to increase the data asset of the concerned or engaged firm, such as documents and database and marketing plans and other brief structure into informative paperwork. Another goal is to create and maintain a conversational balance between the company and customers through foolproof and thorough customer service. Knowledge gathering is also responsible for the creation of business value. Systematic knowledge also manifests the various strategies for maintaining relations amongst business partners and competitors. It can be imagined as a regularly updated accounts book but of all devised and implemented strategies and utilising newer experimentations for maximized results. It has been found to be extremely difficult to align the remedies implemented by the management and the assumptions pre-formed by the consumers. 
Amazon focuses its trust and energy on devising an in-depth production of product management through the informative strategic administration of systematic processing to determine the ruling factors of successful product launching and ultimate customer delight (Peprah, 2021) The present atmosphere prevalent in the consumer market is tremendously personalised and the productivity of any firm rests upon the readiness of client reception. The focus of the organisation is to bring forward a productive index of authenticity and fruition; to reflect their ideals and mottos upon selling products to the customers to create an airy flow of product reception and address their lucidity. Aspects crucial to information collection are externalisation, combination, socialisation and internalisation. Externalisation ensures the external execution of tentative asserts extracted from tacit methodology into developing links between external and internal knowledge exchange. One of the major breakthroughs of the broached firm is algorithm, knowledge management through a systematic exertion of algorithms in providing the right supplies to the right customers. A company worth customer data of almost 2 decades, Amazon is exponentially utilized as a guideline to people's personal choices and newer and updated recommendations on a daily basis (Hänninen, 2018)
[bookmark: _Toc68798277]Section 3: Investigating KM techniques used by Amazon.com 
[bookmark: _Toc68798278]Increasing significance of knowledge in Amazon's Standard Operating Procedure(SOP) 
The procedure of Standard Operation can be explained as the descriptive and structural explanation of the varying forms of processes devised for workers within a definite organisation to assist in habitual operative efficiency. It enables an establishment to ensure a quick, faultless, informative, speculative and attentive workforce, including communicative stability and empathy. The objective is to apply the efforts of documentation in every adopted procedure for future reference and relevance. SOP is significant in record keeping and standardisation of products based on the job specification and quality remands. It has been discerned by customers that their insistence is more fluently met when the company subcategories products in regards to sources and specified services (Altun, 2019). 
Through research, it has been observed that, as far as they are concerned, dwellers on Amazon follow the 80/20 rule to invest upon their profit and loss margins. The 80/20 signifies an arrangement of systematic approach that enables sellers to analyse their product demands and the market's expectations to formulate 80% low demand and 20% high demand graph of the entire stock of products. Also perceived as the Pareto Chart, it is an influential and tremendously triumphant examination and self-reflective cycle that ensures minimum loss and maximized attempts at profit. In totality, the establishment ensures the damage countering profitability of sellers and buyers, both, through scrutinized application and risk management of accumulated statistics. 
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Figure 3: The Pareto Chart
(Source: (Altun, 2019)
In order to execute paramount success, the establishment applies a fluid hierarchical format that rests only upon the cardinal regulations necessitated by the nature of work. The step-by-step maneuvering structure motivates working efficiency and a mutual sense of security and discipline (Wang, 2021).
Amazon has emerged as one of the promising software development industries with its innovative blueprint of cloud security which has not only attacked newer investors and a wider range of customers. It not only has followed through but also devised an operation to satisfy the inductive supply to different demands of pre-existing and potential consumers.  Another influential aspect is the complex yet futuristic review system available on their website. It enables buyers not just to comment on their experiences but also to add desired comparable ratings and self-clicked images. Customers are assigned the right to document product credibility and present it for viewing or other buyers. The review system of Amazon has received elevated praise owing to the unique feature of providing acknowledgement and praise for top reviewers, enabling buyers to resort to Amazon for motivational content composition (Peprah, 2021)
[bookmark: _Toc68798279]Main outcome achieved with these Procedures
The 80/20 selling rule yields extremely prosperous results for Amazon sellers. The establishment provides detailed documentation of probabilities and graphic representation of the profitable marketing efforts and challenges. A seller is benefited from a proper supply of knowledge and biodata of the sold as also marketed products. Pareto Chart is intrinsic as a procedure adopted collectively by both the corporation and the participants as the factor of algorithm seemingly resides in the tectonic success of the entirety. Amazon is popular and an element of the primary study of innumerable marketers, small businesses, economists and sellers, because of its exponential online acclamation and demands. Through extensive criticisms, documentations and exhaustive analysis, it has been observed that the usage of Pareto Chart has introduced minimal risk-taking and increased productivity and profitability. It ensures that the products exhibited by the sellers do not own up unnecessary storage space and paves the expanse for only sought-after byproducts (Hänninen, 2018)
The approach of hierarchical division fundamentals enables maintenance and supervision and workers remain motivated to compete for the hierarchical standpoint, influencing their working spirit and inspiration. Hierarchy is not essentially limited to the power balance but also to break down complexified procedures and enable a smoother system. SOP is the epitome of effectiveness. The worth of the force lies in the capable demonstration of variable outcomes along with a variety of solutions. 
The utilization of SOP has aided the company in innumerable ways. The major ones can be deliberated as follows: visible reduction in employee training periods, productivity enhancement and fool proofing of further errors. It has been speculated upon that programs concentrating upon SOP for training enhances quicker, stable and easily conceivable with prioritisation upon the efficient understanding of the employee rather than mandating training as simple procedures. Amazon has also influenced, within its workforce, the maintenance of absolute consistency and compatibility. The company has worked out an established succession of commands and easy transferring of availed work. It has also adopted the responsibility of meeting every legal requirement at every notable process (Wang, 2021).
[bookmark: _Toc68798280]Future improvement areas for prevalent/ potential challenges
Though the company has prospered in adopting influential and productive procedures there remains still an engulfing gap between knowledge collection and execution of the same. According to systematic reports and analytical observations, it has been noted that the ultimate has yet to be reached and customer trust is being put at risk. One of the leading reasons affecting their concrete jungle is the scarcity of updated data collecting, leading to knowledge being derived from primitive schemes and customer feedback being exclusively undermined. A company suffers an immediate breakdown in market stability and productivity if the customer reception is not prioritised. Amazon may lack the manpower and the labour skills to keep up with registering accurate data into their knowledge banks, thus losing investment and time management (Hänninen, 2018). According to recent research conducted to unscramble complexities, it can be established that multinational companies, such as Amazon, often neglect customer preferences, injecting unwanted products into consumption tactics, resulting in increasing disturbance and gradual increase in lowered ratings. A secondary, yet striking concern against the company is the unavailability of definite information regarding material suppliers and partnership industries. Systematic knowledge is interdependent in its profitability. If accumulated knowledge is not implemented well, the engulfing difference between provided knowledge and expected knowledge corrupts any hope for transparency, reliability and product confidence in their potential consumers.  It is to be expected that if the company fails to proceed with the revision and refurbishment of their prevalent procedures, they may expect the erosion of consumer trust (Bhatt, 2020). 
 The immediate goal of the company must be to form a revised structure of data collection and documentation and implement the general idea of their renewed motivation publicly. That would open up a channel for improvement and might even lead to the common mass urging clearer changes and providing motivation. 
The above-stated organisation has the aptitude, as a proprietor of all essential supplies. But it must also be taken into consideration that though the informative approach is significantly well devised and applicable at all times, the rigorous attempt at maintaining and frequently revising involved systems is to be taken into notice and good interests (Wang, 2021)
[bookmark: _Toc68798281]Conclusion 
Conclusively, it can be stated that Knowledge and Information Management skills are very important for developing businesses and achieving customer satisfaction. In present times, most of the big companies in the world implement knowledge and information management principles in their business processes. By implementing the information and knowledge management, the employees of the organization achieve different skills by which the tasks can be completed by them in an easier way. Amazon implements the principles of Knowledge Management  in their business processes which helps them in achieving customer satisfaction and to enhance the experience of the customers in purchasing the products. However Amazon may benefit from adopting the Knowledge cycle model(Demerest 1997) and the Holistic Theory(Yang, 2003) as a progressive move for their brand in the near future. Knowledge management is very essential in present times in the global business industry for the development of the business of the company and most multinational companies are using its principles to develop and increase their dominance and profitability. 
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