




KNOWLEDGE AND INFORMATION MANAGEMENT SKILLS FOR AMAZON



Executive Summary: 
The given report aims to provide complete knowledge on Knowledge Management in an organization. It also gives brief details about the Importance of KM organizations' use in satisfying customers and achieving competitive advantage. This report also describes the importance of KM for Amazon and also discusses the Knowledge Management Principles adopted by Amazon. Also, this project aims to provide a brief discussion on Knowledge Management Theories. Additionally, this project discusses the Knowledge Management Theories used by Amazon in producing knowledge assets and managing customer relationship management. Last but not the least, potential knowledge management challenges for Amazon are discussed in the final. Lastly, this project provides some conclusions on the whole topic as well as provides some recommendations about how could Amazon achieve a proper Knowledge Management System in their business. 
Amazon uses the three KM theories in as per the situation and structure of the business such as Techno-centric, Ecological and Organizational KM Theories. Knowledge management helps companies like Amazon utilize the feedbacks of the customers in their own benefits. The good reviews are added on the front-page of any product allowing it to increase the demand of that product. Amazon depend upon KM systems to execute a number of information management functions – data storage is an evident example, but technology systems may also contribute, amongst other goals, to teamwork and community learning.



Table of Contents:
Introduction:	4
Overview of Amazon:	4
Knowledge Management:	5
Importance of KM organizations use in satisfying customers and achieving competitive advantage:	7
Importance of Knowledge Management for Amazon:	8
Knowledge Management Principles adopted by Amazon:	9
Knowledge Management Theories:	11
Knowledge Management Theories used by Amazon in producing knowledge asset and managing customer relationship management:	12
Potential knowledge management challenges for Amazon:	14
Conclusion:	16
Recommendations:	16
Reference List:	18





[bookmark: _Toc70159595]Introduction: 
Knowledge management is the method of structuring, defining, sharing, and retaining the experience and knowledge of employees in an organization. The real target of it is to develop efficiency in an organization and restore knowledge (Abualoush et al. 2018). Most of the time, the concept of Knowledge management refers to the learning and training process of employees or relationships with customers (Tang, 2017). It includes a cycle of generating, contributing, structuring, and finalizing knowledge to gaining effectiveness in an organization and its collected knowledge.
[bookmark: _GoBack]This current research work aims at evaluating the different Knowledge Management (KM) Theories used by Amazon. First, this research paper focuses on providing an overview of Amazon. Also, definition of KM aims to be explained in this report along with its importance to e-commerce business. In addition, this present study highlights the importance of KM for Amazon. Several principles of KM also emphasizes to be provided which have been followed by Amazon. Moreover, different theories of KM aim to be evaluated which have been used by Amazon. Also, this current piece of paper focuses to illustrate the potential challenges of KM face by Amazon. In addition, suitable mitigation strategies also require to be provided to mitigate the KM challenges face by Amazon. 

[bookmark: _Toc70159596]Overview of Amazon: 
Amazon is a massive Internet-based company headquartered in Seattle, Washington. Amazon sells house wares, gadgets, books, clothing, music, movies, appliances, toys, and a variety of other items directly or as an intermediary between other stores and Amazon millions of consumers (Shavarani et al. 2018). Its Web services sector entails renting data storage and computational facilities over the Internet, also known as "cloud computing." 
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Logo of Amazon
The total number of workers working under Amazon last dated at December 2020 is around 1,298,000 (Kordrostami and Rahmani, 2020)). The operating income in December 2020 is US $22.9 billion (Kordrostami and Rahmani, 2020)). Amazon comes second in the list of largest private employer in United States.

[bookmark: _Toc70159597]Knowledge Management: 
Knowledge Management is the deliberate method of identifying, structuring, maintaining and exchanging an organization’s employees’ knowledge and expertise (Yee et al. 2019). The primary aim of knowledge management is to increase an organization's productivity while still preserving its knowledge. It sometimes refers to teaching and learning within a company or among its customers. To optimize the efficacy of an organization's mutual expertise, it consists of a continuum of generating, exchanging, organizing, and auditing knowledge (Liang, 2020).
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Knowledge Management
The process of Knowledge Management is done in three steps which are: gathering knowledge, restoring knowledge and transferring and utilizing knowledge. Every year, the value of knowledge management grows (Yee et al. 2019). In case, the world gets more dynamic, one of the better ways to remain ahead of the competition is to develop the company in a smart, agile way. Organization has to be able to recognize problems from afar and respond rapidly to new knowledge and developments.
Knowledge management helps any organization to increase its adaptability to new changes and makes them more rapid in solving their problems (Liang, 2020). Decision-making becomes easier for the workers of the organization as they would have required amount of knowledge and thereby this increases their invention pace. But sometimes figuring out the effective way to collect and record market intelligence becomes a challenge for many organizations. The management team should monitor that knowledge management should be in line with company’s strategic goals and policy (Liang, 2020). 
[bookmark: _Toc70159598]Importance of KM organizations use in satisfying customers and achieving competitive advantage: 
Knowledge management is a significant part of an organization because it evaluates the efficiency of the decision-making ability of an organization. With the help of good knowledge management tools, an organization can build a smarter workforce that is more efficient and fast in making a decision. Also, it ensures the overall expertise of the employees in an organization that benefit the business. Knowledge management is an important business tool that promotes innovative ideas within the organization. Also, it creates advantages for the consumers and promotes access to the best practices (Castagna et al. 2020). Knowledge management is the key to take up a company from the bottom line and secure a better marketplace. 
Additionally, it reduces employee turnover. The significance of knowledge management is developing every year. The best way to stay to overcome the curves to make an organization a smart and flexible place is by applying knowledge management. The marketplace is getting competitive day by day and knowledge management became the main way to overcome the challenges and barriers. Organizations can act quickly from a distance to any issues spotted to make innovation or decision. 
Amazon begins the process of knowledge management for various reasons and some of which are mentioned below (Durst and Zieba, 2019)-
· The merger of companies can encourage the need of codifying the knowledge as well as motivates employees to share their experience with their work.
· The forthcoming retirement process of many employees might illustrate the requirement to detain their knowledge.
· Knowledge management encourages the upcoming equipment drive to support the training of interns. 
· Knowledge management creates a more efficient and smart workplace.
· It is possible to make a faster and better decision with the help of Knowledge management tools.
· Knowledge management builds organizational knowledge and boosts collaboration.
· It promotes job satisfaction among employees with the help of proper training, knowledge sharing, and innovative ideas.

[bookmark: _Toc70159599]Importance of Knowledge Management for Amazon: 
A business that operates online definitely needs to accept knowledge management for electronic commerce. There are three basic reasons why Knowledge Management is essential nowadays in Amazon, such as-
Growth in Profit and Drive Revenue
Amazon has been expanding its e-commerce business with the help of high-quality knowledge management tools. Amazon uses data to find out new market products and launch them efficiently into their marketplace. Also, the company amplifies those products to the huge consumer base. A high level of knowledge management provides data to find out features and characteristics and of products that can help to drive sales (Athayde et al. 2017). It also helps the company to have a positive influence in efforts of marketing like selecting the images to apply into banner ads or email campaigns. Amazon can have correct analysis while making those decisions. 
Amazon has been performing trend analysis for advertising, on-site merchandising, and emails after applying high-level knowledge management into the system. This act offers re-pins and a higher number of pins on social media sites like Facebook and Pinterest. For a rapidly growing business like Amazon, this set of information is much more valuable to stay focused on future growth and offer significant marketing experience to consumers (Castelli et al. 2017).
Managing Variable Expenses of Customer Service
With the help of high-quality knowledge management tools, Amazon maintains its quality of customer service. The company focuses on reducing the cost per call. It needs to be the top priority of the company. Knowledge management tools in E-commerce helps Amazon to follow-up hiring and training representatives and also monitoring calling systems. Amazon adopted integrated call center software. Additionally, Amazon optimizes different tools of business for communicating with consumers and enable a line-wise call-back system.

Targeting Consumers More Accurately
Controlling and managing customer retention and acquisition expenses are the main priority of any electronic commerce business like Amazon. High-level knowledge management helps in aligning Amazon's marketing and advertising efforts. It also helps in capturing a broad market and assuring a satisfying marketing experience of existing customers and also in catching a new customer base. Amazon polishes its email campaigns from time to time and gives more focus to its consumer base to earn more notice from the target consumer base (Castelli et al. 2017).
Additionally, Amazon offers bigger discount offers to their repeat customers who shop more frequently. Also, KM helps in protecting the existing customer base. Based on the specific base of consumers, Amazon has been developing consumer profiling retention campaigns especially for the customers with high purchase tendency. Also, the company providea larger discounts to the consumers who purchase the same product continually and less likely to try a new brand. On another hand, the company offers a moderate rate of discount to the consumers with moderate purchase tendency. 

[bookmark: _Toc70159600]Knowledge Management Principles adopted by Amazon: 
Amazon follows some Knowledge Management Principles which help them to facilitate customers are as follows:
	One Portal, One Interface:
	Everything a consumer buys from Amazon are on the same website. Be it books or clothes or appliances, they are all available on a single web address. This One-stop shopping helps in re0ducing confusion and anxiety among the customers (Kordrostami and Rahmani, 2020). They do not have to go through different websites for finding products. Employees of Amazon have a standard, accessible, and convenient access to all types of workplace information with a single portal and software.

	Consistent Presentation:
	The website of Amazon present details for each product in a similar listing format displaying their characteristics in a similar manner, wherever possible, from product descriptions to ratings. This is due to excellent content management, in which they write material and then publish it in a clear way to customers (Farah, and Ramadan, 2017).

	Modular Content:
	Amazon tends to arrange every page of their website in a way which becomes convenient for the customers to read. There are no monotonous PDFs to read through (Farah, and Ramadan, 2017). In case of any addition details they provide a spate link mentioned as “click here” rather than creating a fuss about it.

	Disrupted Upstream and Content Creation:
	While Amazon claims to have complete leverage of what we see, the content is mostly created by the product companies, who have the real experience. The material feels like it comes from the same source thanks to Amazon's design guidelines, writing patterns, and other practices and rules, making it more accessible (Ferraris et al. 2019).

	Almost Magical Personalization
	The longer any customer uses the website, the more it learns about them. It will then remind them of their past searches, make suggestions for items they would enjoy, and link them to additional knowledge it thinks they will need (Voigt et al. 2017). That is why, because customers understands the importance of this program, they willingly register on the web so that Amazon can get to know them.

	Crowdsourcing:
	Amazon creates awareness and understanding of consumers through services like customer-provided rating, feedback and photos, as well as an analysis of what other customers recently purchased, or bought together. Amazon, the prototype of all of these social functions, has been imitated by a slew of online shopping pages (Kordrostami and Rahmani, 2020).

	Insanely Easy and Consistent Transactions:
	Buying anything from Amazon websites is vehemently easy and less time consuming. All the options like adding to cart or wish list or buy later list are all available in this website. All commands are clearly mentioned in a highlighted box which links directly to the payment portal after just one click (Voigt et al. 2017).

	Subscription, Alerts and Reminders:
	Amazon website provides the customers with an option of subscription which will provide the customers with new updates and launches of new products (Ramadan et al. 2020). 

	Feedback:
	Amazon values what customers have to say and it knows that feedback provides value back to customers. It places feedback right on the product’s front page and gives readers many ways to parse and sort the information to their liking (Wang, 2021).

	Reduced servicing:
	Amazon's contact centre receives fewer calls and the company works tirelessly to make the website as consumer-friendly and informative as possible (Voigt et al. 2017). This saves the business a lot of money while still increasing customer loyalty.

	Performance-centred:
	In case customers want to cancel or adjust their order, change delivery or payment form, refund an item, or see what has been ordered a year ago Amazon offers them a straightforward and convenient guide to action (Ramadan et al. 2020).

	Great Online Help:
	Customers needing any help can simply visit Amazon.com and click on "Help" (Ramadan et al. 2020). It's easy to use, read, and obey. This improves the user service by increasing loyalty and efficiency while still lowering Amazon's costs.

	Mobility:
	Amazon.com and its related applications are accessible from any smart phone, at any time (Wang, 2021). There are no working hours to be concerned with.




[bookmark: _Toc70159601]Knowledge Management Theories: 
There are three types of Knowledge Management Theories. They are discussed as below (Shujahat et al. 2019):
	Organizational KM theory:

Organizational KM theory mainly focuses on organizational dynamics and how an organization's information and knowledge systems are operated socially and hierarchically. The ability of corporate members to exchange knowledge becomes one of the most critical facets of organizational culture in the millennium of the knowledge society, which is marked by a tremendous increase in the amount of accessible knowledge and information sources and very limited knowledge. Organizations that are concentrated on information the presence of a society that embraces and promotes information and knowledge exchange is critical. The corporate culture describes the continuum of autonomy, confidence, and ideals that have a significant effect on an organization's connectivity, information sharing, and inventiveness. 

	Ecology KM Theory:

Individuals, partnerships, and educational groups are the subject of ecological KM theory, which incorporates connections between people and institutions as well as the internal and external forces that bring people together to exchange information. Knowledge influences an individual’s actions. Similar to natural ecology, which thrives on diversity of environment and species, knowledge ecology is concentrated on diversity of knowledge. In ecology knowledge management theory, knowledge creation is considered as dynamic evolutionary process where knowledge is created and recreated to be utilised at various aspects.

	Techno-centric KM Theory:

Technology and the method of developing technology enablers to further promote the transfer of knowledge and the storing of information are the subject of techno-centric philosophy. Information management encompasses the effects of individuals, method, and technologies on knowledge exchange, regardless of which principle of practice is used. The gathering and storage of data under Knowledge Management with most of the literature tending to represent technological knowledge is similar to Techno-centric Knowledge Management.





[bookmark: _Toc70159602]Knowledge Management Theories used by Amazon in producing knowledge asset and managing customer relationship management: 
There are different application methods of knowledge management. The main knowledge management theories which are followed by Amazon discussed as follows-
Organizational Knowledge Management Theory
This theory mainly targets on structure and design of an organization. It is relay on the cultural and hierarchical design of an organization to manage knowledge and the process of knowledge. The hierarchical culture of an organization focuses on the distribution of power and duties from upper-level person to lower-level employees of the organization. This structure follows authority and responsibility levels that are fixed (Castagna et al. 2020). 
Working with hierarchical companies like Amazon, employees feel secure. Employees are paid on time as well as they can stay in their role for a longer period. A sense of work satisfaction works with the employees of the company so they can focus better on their work. This structure promotes loyalty among the employees. Also, employees can gain specialism in their field with hard work and lots of effort.
Techno-centric Knowledge Management Theory
This theory mainly focuses on technology and its design. Amazon is a fully technology-based company. Therefore, Amazon needs to keep updating its application and other system technologies in order to sustain its business in the competitive world. It helps the organization to store and process information efficiently (Jaziri, 2019).

Ecological Knowledge Management Theory
This theory mainly focuses on people more likely relationships with people and communities. This theory includes interactions between organizations and individuals. Also, it focuses on external and internal factors which help the organization to bring people together to share their experience and knowledge. Any e-commerce company should apply this strategy to their work system as Amazon did. It ensures the satisfaction of both customers and employees (Castagna et al. 2020). 
Amazon organizes different activities to maintain a good relationship with their customers as well as their employees, retailers, suppliers and so more.  The company conducts many motivational activities like giving rewards, promotions, and additional benefits to the employees to cheer them up. Additionally, the company gives frequent discounts to their regular consumers to maintain the good terms. Also, the company organizes several quiz games for the customer through their app where customers can participate and win lots of prizes. It maintains its customer base. Also, the company arranges different plans and offers for their retailers and suppliers. 

[bookmark: _Toc70159603]Potential knowledge management challenges for Amazon:
There are different challenges and barriers to knowledge management in the e-commerce business. This part of the report contains some of the most common challenges and barriers of knowledge management that Amazon can face. 
Outdated Technology:
Nowadays, technology is rapidly evolving on daily basis. Every day there is some new and advanced technology available in the market where the old ones become antiquated soon. For example, the cell phone which is an essential part of our part of daily life regularly updates its software systems. In earlier days, carrying a phone was some matter of hazard because the phones then come in a bigger size which was uncomfortable to carry out (Durst and Zieba, 2019). On other hand, today's advance new generation smartphones are getting lighter and slimmer with time. In conclusion, Amazon needs to update its technology from time to time otherwise the company has to face some challenges such as-
· Old technology can be slow and annoying in the time of emergency.
· Storing information can be far more difficult and time taking than it should be.
· Employees can feel backdated and avoid using the old technologies altogether because it is outdated.
· Employees might get confused about where the data is storing.
· The system might stop working.
· Using an old system cannot store a large level of data which is necessary for an e-commerce business like Amazon.
· Ancient systems are dependable on decentralizing design which creates another challenge for the company that employees might have a problem dealing with it.
· New technologies mitigate the risk of errors and faults where old technologies might not have this feature.
Consequently, the company cannot reach its desired goals with those old technologies. So, Amazon needs to update itself from time to time. It will promote the efficiency of the system as well as provide more work satisfaction to the employees and also enhance the productivity level of workers. 
Motivating Employees:
Motivation is another main problem of knowledge management. If the employee is not motivated he or she might lose interest in work and it causes a reduction in their productivity level. Employees are valuable assets for any company (Garcia et al. 2017). So, Amazon needs to take care of their employees and motivates them with lots of activities and rewards.
 The knowledge management system and its value depend on the information shared by employees. For example, if the 'lesson learned' document is not created by the employees then there should be no benefits that last for Amazon. Therefore, the seniors of the company need to communicate well with their juniors and other employees and motivate and encourage them to report the work process on time and enforce compliance in the time of knowledge management. Also, the leaders can set some goals and expectations for the employees and guide them with that, and also evaluating the results. It is the key to keeping employees motivated in any organization (Garcia et al. 2017). 
In case, the knowledge management tools are not updated, then the employees may feel difficulties working with the organization. The acceptance of employees here completely depends on the KM tools chosen by the organization. If the tools are outdated, way too difficult, subsequent, and tedious, then it causes hamper in employee acceptance. 
Managing Information System and Make it Easy to Find:
Information is the most vital part of any e-commerce business as well as Amazon. If customers cannot find the needed expertise resources or information then having a knowledge management system is useless. This challenge may appear when the system is outdated, incomplete, and irrelevant. The company needs to use the correct KM tool to avoid this barrier. Technology is always the main reason; the business makes and breaks the success of a KM system. 
These are the reasons why Amazon needs to invest more in a well-designed and effective knowledge management system. It can help the organization to overcome all the challenges and barriers. Last but not the least, storing proper information can help the organization to achieve business goals with competitive advantages. 

[bookmark: _Toc70159604]Conclusion: 
According to this project, it is clear that Knowledge Management is crucial for development of any organization. Similar is the case with Amazon. Knowledge-management frameworks have developed into an essential part of KM itself from a practical method to improve KM processes. Similarly, Amazon has also build set of knowledge management principles for themselves for proper functioning of their company. Gathering knowledge along with updating them as per required to match the current desires of the customers is ultimately beneficial for the company. Amazon knows well how they should implement KM in their website so as to make it more convenient for the customers to shop through the website. They will be able to get whatever they want under one roof. 
Knowledge management helps companies like Amazon utilize the feedbacks of the customers in their own benefits. The good reviews are added on the front-page of any product allowing it to increase the demand of that product. Amazon depend upon KM systems to execute a number of information management functions – data storage is an evident example, but technology systems may also contribute, amongst other goals, to teamwork and community learning.

[bookmark: _Toc70159605]Recommendations: 
The following strategies can be used be Amazon in order to overcome the changes of its Knowledge Management:
· Understanding the information flow: Although there are different Knowledge Management Life cycle modules to observe, it just provide guidance. Amazon needs to use the current flow of information to organize the structured Knowledge Management process. Knowledge Management can only be beneficial to Amazon if they understand how the company naturally gathers, preserves and communicates knowledge.
· State the objectives and how to calculate them: Amazon cannot be able to assess their progress without well stated expectations in any project. Before implementing Knowledge Management, Amazon needs to decide on their goals and how they might calculate them in future.
·  Constantly generate new knowledge: Amazon needs to keep this in mind that knowledge management is about more than just preserving current knowledge. The company needs to create systems to handle the constant flow of new data. Consistently, cultivating new information within Amazon not only can provide a steady knowledge flow, but can also demonstrate to their workers that Amazon value new knowledge and their expertise as a valuable commodity. Staff would be more likely to follow KM as a result of this.
· Motivate social interaction: One way to promote a knowledge-transfer-friendly atmosphere within Amazon is to allow it to happen spontaneously by conversation and informal sharing. Amazon can enable their team mates to chat and form relationships in the workplace, making them more likely to seek information or support from one another, as well as learn new skills. This can in turn help the workers to bring out innovation and creativity in their plans.
· Implementing Technological knowledge: The technology can play an important role in standardization and organization of the KM operation within Amazon’s workplace. However, Amazon needs to keep this in mind that technology is just a tool to help them improve their operations, not information management. The workers can use technology to help them acquire information about feedbacks of customers and their desires regarding products, delivery services and customer care services.
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