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Executive Summary
The current report is based on the knowledge and information management skills of Amazon in the global marketplace. In this report, a brief overview of Amazon services is discussed clearly. At the starting time, this business industry has started its journey by selling books. That is why Amazon is leading one of the International book stores in the Global marketplace. In this report, the Knowledge management system of Amazon is also elaborated. Amazon has added 36,400 people in 2020. Therefore, it indicates an enhancing economic growth of Amazon. The Covid-19 situation does not affect the economic growth rate as well as marketing shares of Amazon on a basis of the global marketplace. The employees joining rate has been increasing near about 34% every year. Even Amazon has bought new 175,000 warehouses in the middle of March to April that also implies an enhancing business growth. That is why they have started to manage this information with the help of an effective knowledge management system. Information system managing different datasets that include marketing management, sales management as well as ERP.  
To improve the information management system, Amazon has used Nonka's model as well as System theory. Three steps have been maintained by the information to provide a clear recommendation as per the client's requirements. These three steps include input, processing as well as outputs. There are potential knowledge management challenges that are being faced by Amazon, which are regular updates of the challenges, improving employees’ engagement and customer satisfaction level, data accuracy as well as measuring the performance level of the employees and systems. At the end of the report, a clear recommendation that includes updating the KMS system regularly is also discussed. At the end of the report, a profound conclusion has been drawn. 
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[bookmark: _Toc68885568]Introduction
The basics of leadership skills are the key foundation that develops the company’s business strategies in order to run the business successfully. In this report, the leadership skills and management in the workplace will be described with the reference of Amazon – an online marketplace and the largest internet company by revenue in the world. This report will briefly introduce an overview of the company and its success details. Amazon is an American online business and cloud computing company that operates globally founded in the year 1994, by Jeff Bezos (Amazon, 2021). The company has successfully created its customer-base by giving its best effort in customer experience. Amazon provides the best experiences to the customers by providing a large selection of products with low price and fast delivery of the products. 
Being a successful global organisation, Amazon follows such leadership and management theories that give the company experience to be the best in the global context. The management theories are categorised as organisational, ecological and techno-centric. In the case of Amazon, the company follows the principles of scientific management that allow the company to operate in the online marketplace. Management theories are used in the organisation to recommend management strategies that may include some tools and framework which need to be implemented in the workplace. Management theories are implemented in the organisation based on the organisational culture which indicates the particular theory or theories suit within the workplace. In this report, advanced knowledge management-technique theory will be explained as Amazon uses this theory in its workplace. Amazon uses this theory in a personalised way that adds the significant value for their customers in various ways. The organisation here introduces standardised workplace rules and required highly skilled employees who are familiar to operate through internet with one portal and one interface.  

[bookmark: _Toc68885569]Knowledge and Information Management System in Amazon
[bookmark: _bwplbps19e2u][bookmark: _Toc68885570]Company Overview 
Amazon is a giant online retailer which provides retail products, electronic books readers and web services. The concerned e-commerce business is headquartered in Washington, the U.S was started by Jeff Bezos (Amazon, 2021).  The business initially started the journey by selling books and after gathering a huge response from the audience, the business expanded and attained a huge consumer base. In present times, the business offers a wide variety of services and products to the consumers which include daily groceries, digital content, electronics and computing services. The net revenue of Amazon was 386.06 billion U.S. dollars as recorded in 2020 (Statista, 2021). Moreover, the concerned business leads the list of leading e-commerce businesses having a market share of 13.7% of the global retail e-commerce market as shown in the below figure (Magenticians, 2021).
[image: ]
Figure 1: Global Market Share of Amazon from 2016 to 2019
(Source: Statista, 2021) 
The pandemic of Covid 19 has disrupted several businesses and disallowed them to provide services to the consumers due to the nationwide lockdown resulted in the decline of the revenue margin of several businesses. However, the pandemic of Covid 19 could not affect the revenue margin of the concerned business. In the second quarter of the pandemic, the business received enormous online orders which helped the business to augment the revenue margin. Moreover, the pandemic of covid 19 also adversely affected the personal lives of people by enhancing the unemployment factor which resulted in the poor financial condition of the society and nations. In regards, Amazon invested a huge amount in its workers for the betterment of their existence like the business invested in safety gears for the employees and other projects like Project ultraviolet. Amazon has expanded its functionality during the lockdown period by opening 175,000 warehouses and also hired 36,400 candidates from April to June 2020 (Cnbc, 2020). This helps the business to enhance its CSR values which allow the business to become the talk of the town.
[bookmark: _bqq1lf820am3][bookmark: _Toc68885571]Significance of information system in Amazon for attaining high competitive advantage
Information systems refer to a unified set of elements that are mainly used to provide, process, collect and share information. According to Luftman et al. (2017, p. 28), these systems are highly effective in handling huge information. In regards, Amazon handles huge data sets in every day's activities and therefore huge data sets are generated daily. Therefore, information systems help the concerned business to handle such huge datasets. The information systems that are used in Amazon are Sales management, marketing management, knowledge management. CRM, ERP and others (Cnbc, 2020). These information systems help the business to handle the customers by clarifying their queries, tracking their orders and customer-related information. The data handling process and the significance of such an information system are mentioned below:
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Figure 2: Application of information system for Knowledge management in Amazon to gain competitive advantage
(Source: Created by Author)
· Creation: Knowledge management in a business is significant for ensuring a highly sustainable business environment. In regards Beck et al. (2017, p.56), information systems are effective in creating the information within a certain period. Therefore, Amazon uses these information systems for creating information such that the customer’s orders and other details can easily be generated and accepted. 
· Storage: After the generation of data, the data are required to be stored in the database of the concerned business. Moreover, as per Bhaskar (2016, p. 100), the generated data should be stored in a secure environment for avoiding vulnerable threats like data leaks, data theft and others. Therefore, the information system in Amazon plays a crucial role in storing the data in a secure environment for avoiding data theft risks. Amazon also locates the data in an accessible location such that the employees can share and access the data efficiently. Ease in accessing the data helps the employees to conduct their daily operation feasibly.
· Sharing: Information sharing in Amazon is an important part that helps the employees and the business managers to access the data easily. This helps the organisation to provide an effective communication channel such that the transfer of data is carried out in a proper manner. This also helps the organisation to avoid conflicts and data error.
· Application: The data are processed and analysed. The knowledge management process uses these data for further processing. This helps Amazon to know the characteristics of the customers by analyzing their preferences and many more. 
· Integration: As per Holotiuk et al. (2017, p.5), the processed data is required to integrate and store in a unified location. In regards, the information system in Amazon helps the business to locate the data in a unified location. Moreover, this also helps the employees and other business stakeholders to easily access the data. The method of integrating data in Amazon also assists the business to handle the organisational knowledge in a collective form. 
Therefore, the above discussion delivered the key essentiality and effectiveness of knowledge management systems in Amazon. Therefore, it has been identified that the information systems are effective and also helps the business to handle the organisational knowledge efficiently.
[bookmark: _4bk548a9xcag][bookmark: _Toc68885572]Evaluation of Knowledge and Information management Models and Theories
[bookmark: _7megkuiyifyw][bookmark: _Toc68885573]Knowledge Management Theories and models 
Knowledge management is effective in an organisation for helping the stakeholders to access the data efficiently by creating, sharing, using and managing the information. As per Santoro et al. (2018, p. 25), knowledge management in a business refers to data management techniques. In the modern world, information systems are used by the business to handle huge data sets efficiently. They help the organisations to analyse the customers and the market effectively. In this aspect, Nonaka's model and system theory are described below for analysing the knowledge management theories used by Amazon.
Nonaka’s Model
This model is a conceptual framework usually used for generating the knowledge processes in an organisation. According to Matsumoto et al. (2019, p.5), Nonaka's model differentiates the knowledge into two forms which are tacit and explicit. Tacit knowledge refers to experience-based and subjective knowledge while explicit knowledge refers to objective and rational based knowledge. This model of knowledge management consisted of a base in the universal model of knowledge creation and the management practices of the coincidence (Bratianu, 2016, p.15). The model described four modes of knowledge conversion which are as shown in the below figure:
[image: ]
Figure 3: Different forms of knowledge conversion in Nonaka’s model
(Source: Bratianu and Bejinaru, 2019, p. 15)
· Socialization: This is the practice of sharing tacit knowledge through participation, imitation and observation in informal or formal groups or communities (Bejinaru, 2016, p. 525). In regards, Amazon interacts with the customers on a high societal level by providing them superior quality products. In addition, the business invested in the safety concerns of the employees during the pandemic for ensuring a healthy workplace. The business provided safety gears to the employees such that they can operate with good physical and mental conditions. Moreover, the concerned business hired a huge number of candidates as explained in the above discussion. This also helps the business to enhance CSR values. Therefore, it has been identified that Amazon utilized social knowledge for assessing staff management in the workplace. It is also identified that Amazon utilizes highly efficient communication channels which help the business to communicate with the employees and customers. This enables the business to develop high customer engagement and satisfaction factor.
· Externalization: Externalization refers to the transformation of tacit knowledge to explicit. In regards, the customer demands are well attained by Amazon and based on the key requirements of the customer, Amazon delivers superior quality products to them in enhancing the satisfaction factor (Learning solutions, 2020).  Moreover, Amazon analyses the market trends and the offerings of the competitors which helps the business to attain a high competitive advantage in the operating marketplace.
· Combination: This process deals with transferring explicit knowledge. In regards, the knowledge management of Amazon is effective in documenting the demands of the customers. This helps the business to malaise the buying patterns of the customer as help to keep records of the employees, customers and their respective orders.
· Internalization: Internalization refers to the practice of absorbing and understanding explicit knowledge. In regards, Amazon uses the information systems for processing the information which helps the business functions to conduct their respective roles and responsibilities. Therefore, in this aspect knowledge management systems are also effective in managing the organisational structure. This helped the business to recruit several candidates during the pandemic of covid 19.
Therefore, knowledge management in an organisation helps in maintaining business sustainability in the operating marketplace. In regards, the knowledge management systems helped the business in attaining a high revenue margin from the marketplace. Hence, this theory is effective in implementing the knowledge management system for augmenting the profitability margin in the market.
System Theory
The implementation of information systems in a workplace should be incorporated with system theory. According to Rakhmonov et al. (2020), the theory treats a business as a unified system where the business acts as an open system. In regards, Amazon acts as an open system as the business interacts with the surroundings and the business environments. The market trends are analysed by the concerned business which helps to provide superior quality products to the customers. Amazon prioritizes customer demands with high value. Furthermore, the knowledge management systems also help the business to keep the customers engaged with the business functionalities. Moreover, the interactions with the customers also help the business to develop its functionalities.
Feedback and the ratings of the customers are analysed by these knowledge management systems for gauging the performance level of the business. In regards, the negative response from the customers is examined by the authorities of Amazon for developing their future experience.
[bookmark: _dxfxmdfbvra][bookmark: _Toc68885574]Implementation of Information system in Amazon 
Amazon utilizes several information systems like marketing management systems, knowledge management systems, CRM and so forth. In regards, these systems are effective in elevating the business performance. The different aspect of such information systems in Amazon are discussed below:
Input: The input of an information system refers to the data of the customers like the details and their preferences. The market demands and trends are the key input for the knowledge management systems of Amazon. According to Pesurnay (2018, p. 012037), market demands and the key market trends are significant for businesses to consider for meeting all the customer requirements. 
Understanding the market demands helps an organisation to escalate the performance and thus productivity which further contributes to increasing the customer satisfaction factor. Therefore, a knowledge management system uses the customer's demands and preferences as input. The input in the information systems helps the business to provide the demanded products to the customers’ time as well as help the business to enrich the profit margin. In regards, during the second quarter of the pandemic, the business received a flood of orders which act as an input for the knowledge management system of Amazon. This helped the business to manage the individual orders of the customers and also helped the business to provide superior quality products to the customer. Amazon has emerged stronger than ever with an increased market share of 40% during the pandemic period (Bbc, 2020).
Processing: According to Rainer et al. (2020, p. 56), the data attained by the information system are required to be processed using several knowledge management strategies. Some of these strategies are mentioned underneath:
· One interface for interaction: Amazon uses the knowledge management principle of providing the customer with one portal and interfaces for effective interaction. This helps the customers to clarify their queries potentially and also helps the business to track each customer. A unified interface also helps the business to access the data easily as this requires the employees to access the data from a single unified location. 
· Subscription and feedback: According to Park et al. (2019, pp.186-190), customer engagement is an important factor behind business success. In regards, Amazon offers a subscription platform for the customers where the customers are provided with various plans and beneficial aspects like Amazon prime. The subscription method also helps the business to engage the customers in the business. Furthermore, the CSR practices of Amazon-like providing safety gear to the people, recruiting new candidates after the outbreak help the business to enrich its reputation in the marketplace. In this aspect, Amazon seeks to gather feedback from the customer regarding their experience by shopping from Amazon. The feedback of the customers helps the business to develop its functionality. The customer feedback also helps the business to gauge its performance margin. According to Luo et al. (2018, pp. 3477-3486), Amazon provides high priority to the customers which help the business to focus on individual customers and provide them superior quality products. 
· Crowdsourcing: The knowledge management systems are also used in the marketing department where the business predicts consumer buying behaviour. The knowledge management system helps engage the customers by analysing their browning pattern in the website and also by analysing the most searched items in the portal. The knowledge management principle is applied in this case where the information systems help to suggest some products to the customers based on their browsing data. This helps the business to attract customers and to engage them in the consumer base. 
Output: The output of such information systems refers to the overall performance of the business after delivering the product to the customers. The key factor involved in the output of the information system is to identify whether the performance of the business has developed as compared to its previous performance margin or not. Furthermore, the customer's ratings and feedback are also analysed to attain a specific output regarding the business performance. 
The output of such systems is effective to gauge the service quality provided by the concerned business. In regards, the pandemic of Covid 19 has disrupted the global economy by adversely affecting the revenue margin of several businesses. However, during the pandemic situation, the business received a high response from the customers which signifies that customers are highly engaged with the business. Therefore, the information systems are effective in analysing the knowledge of both the customers and business.
[bookmark: _dlhbxrfo2a7k][bookmark: _Toc68885575]Knowledge management Techniques used by Amazon
[bookmark: _8mv34oyid9i9][bookmark: _Toc68885576]Significance of Knowledge in Amazon’s SOP
In a company like Amazon, there are certain knowledge management techniques are used for managing busyness functions in order to deliver superior quality products to the potential customers. It can be stated that with the help of proper knowledge management techniques, it is needed to focus on the operation of the organisation in the target marketplace. There are certain knowledge management techniques that can be considered in this regard: 
Helpdesk software solution 
It can be stated that in a company like Amazon, a helpdesk software solution is effective for the organisation to manage to consider knowledge management. It is helpful for the organisation to provide information to the consumers in the target marketplace. This CRM tool is quite helpful for the organisation to solve the query of the customers in a proper way (Santoro et al. 2018, p. 345). It can be stated that queries of the customers are submitted in the help desk software solution. The user of this software needs to track the queries for solving them effectively. 
Live chat software solution 
In addition to this, a live chat software solution is another effective way of managing knowledge in a company like Amazon. It can be stated that the live chat software solution is helpful for managing knowledge within the organisational workplace. It can be evaluated the customer's support is one of the essential aspects of knowledge management. As for this cause, consumers can address the live chat agent of Amazon for putting queries related to the products or service. The chat agent is the representative of the business of Amazon. It basically provides quality support to the customers in the market for improving the service efficiency. With the help of this knowledge management technique the mentioned company has to sustain the business during the time of the Covid-19 pandemic. 

Figure 4: Knowledge management techniques
(Source: created by the researcher)
Customer relationship management tools 
Furthermore, it can be feasible to explain that interaction with the consumers’ needs to be managed in a well manner. Amazon focuses on knowledge-based phone calls, chats as well as emails. Sometimes, the CRM tool also used for tracking the activities of the potential customers in the target market of the country. Sales support along with customer support both are possible with the help of this tool. It is required for the company to utilise this knowledge management technique for managing business functions (Martins et al. 2019, p. 490). 
One portal one interface 
In this aspect, it can be feasible to state that one portal and one interface is one of the important knowledge management technique used in Amazon for managing the business operation in the potential marketplace. It can be possible to manage the high-quality knowledge management process with the company in the market. 
Distributed upstream content management 
Moreover, it can be evaluated that the distributed upstream content management is another knowledge management technique that is effective for Amazon. Entries on the website can be analysed with the help of this knowledge management technique. Amazon uses this technique to manage its business by making a high level of profit in the market. 

[bookmark: _Toc68885577]Potential knowledge Management Challenges 
As discussed in previous parts, knowledge management systems are highly productive for Amazon as this helps the business to easily manage and handle organisational data which also allow the employees and other stakeholders to easily access the data. However, there are certainly potential issues regarding the knowledge management systems of Amazon which are described below:
1. Inadequate knowledge of organisational data handling: Some employees of Amazon often feel comfortable in manually handling the organisation data. Therefore, the implementation of such systems may not be supported by many employees. The importance and the benefits of such systems may not be known to every workforce. Moreover, the method of using such information systems might not be known by some employees which can result in huge complexities for the concerned business in implementing such information systems in the workplace.
2. Regular update of the systems: The modern advanced technologies are forcing multiple information systems to upgrade their functionality by adding some extra features within it. A backdated knowledge management cannot provide advanced services to the business which can affect the overall functionality of the business. As per the viewpoint of Betz et al. (2019, pp.137-147), technologies and applications are changing and updating aggressively which disallow many businesses to keep updating their information system regularly. Therefore, a backdated knowledge management system cannot give immense functionality for meeting the requirements of the customers. 
3.  Gauging the performance level of the systems: As per the study done by Lee et al. (2019, p.44), knowledge is a non-quantifiable variable. Therefore, the performance margin of a knowledge management system cannot be directly gauged. Furthermore, the performance of such information systems is highly dependent on consumer behaviour and hence measuring the performance of such systems is a complex process that cannot deliver a linear result to Amazon. 
4. Security: The knowledge management systems are used to handle the organisational data as mentioned in the previous discussion. Therefore, KMS are highly effective in providing access to several sensitive information like customer's order, their details and many more. Hence, this sensitive information should be secured in the proper way. As per the views of Li et al. (2018, p. 44), the advancements of technologies have enhanced the tendency of facing data theft. In regards to the knowledge management systems handle huge data sets which are highly vulnerable in modern times. These data sets contain a huge volume of sensitive information related to the customer details and their order details. Moreover, Amazon offers several payment options to the customers which involve huge transactional threats. Any sort of data leaks can adversely affect the business reputation. The business information is vulnerable to several data breaching attacks. The attackers can block the communication channels by including traffic in the channels. Any sort of channel trafficking can disallow the employees and the customers to access the data which can result in suspending the business operations. This can also result in lowering the communication speed among the employees and the other stakeholders of the concerned business. In addition, the attackers can also overwrite and replace the data from one location to another which can increase the probability of data error occurrence.
5.  Data relevancy: As per Delsing (2017, pp.8-21), in an e-commerce business, the business should focus on the product details that are displayed to the customers. This helps the business to easily attract the customers and also to engage them. In regards, slow-performing KMS can disallow the business to provide effective and full product details to the customers (Lou and Li, 2017, pp. 299-302). Therefore, some customers cannot attain full details of the product which could adversely affect the consumer base of the concerned business. 
6. Data accuracy and interpretation: Inadequate standardizing and mapping of the product details can hamper the business operation. As per the report of Akhter (2017, pp.36-42), Amazon comprises several business functions and hence data flow from one function to another. Therefore, an inadequate flow or incomplete flow of data can hamper the operations of the business functions. Therefore, misinterpretation of the organisational data can lead to huge organisational complexities. In regards, Amazon comprises a huge consumer base and any sort of misinterpretation of data can hamper the business reputation as well as can disrupt the consumer base of the business. As per the views of Nowiński and Kozma (2017, pp.173-188), data are processed in autonomous form in a KMS. Any sort of unauthorized action on the data can decline the overall business functionality of Amazon. For instance, if inadequate product details are provided to the customers, then the business can face huge complexities in handling its operations. 
[bookmark: _t45dheup59ju][bookmark: _Toc68885578]Recommendation 
The following issues are significant to be considered for Amazon as these issues can adversely impact the business revenue margin. In regards, some recommendations are listed below:
1. The consumers and the employees of Amazon should be portrayed with the key significance and benefits of knowledge management systems. As per Santoro et al. (2018, pp.347-354), data handling becomes an efficient manner while processing the data through KMS. In regards, the advantages of these systems should be shown to the employees.  The employees should be known that handling data in a manual form consumes high time which decreases the productivity of the employees. The employees should realize that the use of KMS can increase their productivity by allowing them to complete their task quickly. Moreover, Amazon should organize several training sessions for enriching the performance of the employees as well as to educate them regarding the use of the KMS.
2. The KMS systems should be updated on a regular basis for ensuring that the employees and the customers can attain every advanced offering of the information system. Moreover, the update of such systems can help the business to enhance its performance margin. 
3. Firewalls and antivirus software can be effective in securing the sensitive information of the business. As per Gupta, Naik and Sengupta (2017, pp. 411-412), firewalls can disallow unauthorized users to penetrate the organisational database. In regards, firewalls in Amazon can help the business to avoid interruptions from unauthorized users. In addition, multifactor authentication methods should also be implemented for avoiding unauthorised access. In this method, the users should provide the demographic attributes before accessing the sensitive data. Therefore, this can enrich the security margin of the organisation and also can help the business to place the data in a secure environment. 
4. The issue of interpretation of data can be resolved by instructing the organisation groups to prepare a documentary. The documentary should contain the details of the data accessed by the group and the motive of accessing such information. The documentary should also have the instructions which will be operated by the further organisational groups. In regards, this can help the business to avoid misinterpretation of data. This can also help the business to provide an adequate product to the customer in an adequate delivery time. 


[bookmark: _sdrvyzdh61zc][bookmark: _Toc68885579]Conclusion 
Therefore, from the above discussion, it can be stated that the pandemic of Covid 19 has disrupted several businesses and disallowed them to provide services to the consumers due to the nationwide lockdown. However, the pandemic of Covid 19 could not affect the revenue margin of the concerned business. In the second quarter of the pandemic, the business received enormous online orders which helped the business to augment the revenue margin. The stable performance of the concerned business is identified as the effectiveness of the information management system. The knowledge system in Amazon helps the business to provide superior quality services to the customers. It has been identified that Nonaka's model and system theory are effective in illustrating the knowledge management aspects of Amazon. However, it has been identified that knowledge management systems are highly vulnerable to data thefts which can adversely hamper the business reputation like security, keeping the systems updated and many more. In regards, several recommendations are drawn to enhance the efficiency of such systems and can also enhance the product and performance margin of the concerned business.
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