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1. Introduction 
The phenomena of creating, sharing, using and managing knowledge within an organisation are called Knowledge Management. Also, it can be defined as the creation of knowledge for transfer and exchange to acquire benefits. Thus, Knowledge management is the process of generating value and from knowledge-oriented assets. In an organisation, the most essential is the creation of knowledge and information after its creation organisations seek its transfer and exchange for the creation of value (Abubakar et al., 2019). The success of an organisation relies on the soothing process that adequately develops the asset through knowledge management which is based on productivity and cost-efficient. When an organisation needs the right knowledge and information at the right time then better management of the knowledge is required. After, an efficient knowledge management organisation male accurate decision making and acquire innovations along with success and development (Abualoush et al., 2018). 
Reliable knowledge management in an organisation can effectively run the business and deals with the clients which increase the revenue and assets. For instance, if a company fails to manage the knowledge and information it means that the organisation failed in the creation of value or either failed in sharing and exchange of the value. However, the organisation sustains and present itself in the business environment to create value and revenue. Thus, for better success and development knowledge management in the organisations is necessary (Shongwe, 2017). Amazon is a reputable organisation and had to remain vigilant in the hatch covid environment through efficient use of business strategies and knowledge management. This report encompasses the knowledge management, models and principles of knowledge management and the use of knowledge management in amazon.com. 
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Knowledge management can be defined as the collecting (eliciting) and creation of knowledge and exchanging and transferring after converting (codifying) it to generate value.  This is a process through which tacit knowledge is collected and converted into explicit knowledge that can be valuable and helpful for the consumers (Yap, and Toh, 2019). In an organisation managers and engineers are knowledge icons that carry knowledge about the process in the organisation. The management of the human resource is also knowledge management. For instance, if some experienced employee leaves the organisation it means that the knowledge is leaving (Zahari, Salleh, and Baniamin, 2020). 
Knowledge management deals with the knowledge within the organisation which can be a document, team data. Organisational data, organisational news etc. (Chisita, and Fombad, 2020). As knowledge in an organisation is the most valued asset to the creation of the knowledge and sharing it for the value is the main objective of the organisation (Sousa, and Rocha, 2019).  Knowledge management in the organisation is based on the creation of knowledge to generate value, it can be of three types like explicit knowledge, implicit knowledge and tacit knowledge. Explicit knowledge is a type that is easy and understandable and can be shared easily. Implicit knowledge is the one that is applied knowledge whereas tacit knowledge is gained from personal experience (Baláž et al., 2019). Amazon uses the KM, practices and strategies to cope in the tough environment posed by the pandemic and hard times when organisations fall, Amazon stand tall with its effective and efficient strategies of Knowledge management (Palmer, 2020). 

Figure 1.Types of Knowledge   
Source: Baláž et al., 2019
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People, process, content/IT, and strategy are the best four components of Knowledge management. Despite the endeavours for success and development organisation fail to acquire success when they are lacking knowledge management. It is evident from the four core components of knowledge management that every almost all components are enclosed in the knowledge management (Luhn et al., 2017). Every organisation has people as employees that work, lead, support and sponsor knowledge sharing. Typically, there are two types of people the senior leaders and the stakeholders. Further, the organisation is dependent on a certain process to manage and measure the knowledge flows. The process may include the creation of new Knowledge, identity, collection, review, share access, and usage of knowledge. Organisations need knowledge content and IT tools which effectively connect with people to the right content at the exact right time. Lastly, organisations need a lucid and documented strategy used in the Knowledge management strategy which is essential to meet the needs of the corporate (Gunjal, B., 2019). 
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Organisations typically practices and use knowledge management for success and development in the business environment. The prolific practice of knowledge management in organisations robust and boost the efficiency of decision making in the organisation. Certain reasons for Knowledge management are; any acquisition or merger can demand the organisation for the codifying knowledge and encouraging the teams of the organisation to share the expertise. The employment retirement or leaving of the key employee can result in the need to recapture the knowledge.  And the recruitment of the new employees requires the sharing of the knowledge for their development and understanding of the business (North, and Kumta, 2018). Organisation ambiguously believes that they practice knowledge management when they focus on the people and technology. Only focusing on people and technology is not knowledge management and even it does not give the organisation ability to survive and cope in the competitive business environment. However, the interaction between the technology, techniques and people in the organisation can enable an organisation to manage the knowledge. By creating and grooming of learning-by-doing type of atmosphere a firm can acquire competitive benefits (Bhatt, 2001). For instance, Amazon through the usage of KM gained growth in the covid-19 the organisation is not anticipated slow the growth due to blockades however, Amazon’s sales had increased in the pandemic especially in the holidays. Successfully, Amazon is projected to increase $100 billion in quarterly revenue for the first time that’s how amazon included very few American firms ever to exceed from the threshold (Palmer, 2020).
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The guiding principles for successful knowledge management include total knowledge management, value-based knowledge management, personal interaction and codification and knowledge market value. The total knowledge management comprises the integration of all process. Further, total quality management claims the quality in the products and services along with quality in creating, protecting and using knowledge in businesses (Yusr et al. 2017). Valued based knowledge management affirms the management should be based on the prime objectives and aims of the company. The purpose of such a management is prolific utilisation of the resources to gain values of the knowledge. Further, the organisation should share, learn and codification to lift the organisation personal relations experience and knowledge should be transferred personally (Hussinki et al. 2017). Amazon should identify the identity and the information requirements if needed focus on personalisation strategy such as communities of proactive to assist people (Rosenberg, 2014). As everything an organisation owns is the assets and the knowledge thus knowledge has a market value (North, and Kumta, 2018). 
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Knowledge management is the conversion of information to knowledge in an organisation. Organisations practice knowledge management to enhance business productivity and growth. The knowledge spiral model is a widely practised and adopted model however the extension of the model took place to deal with the changes and complicated dynamic nature of the environment of the knowledge (Sensuse et al., 2014). There are several models and frameworks used in the business firms however some of these are effective and efficient. Models of knowledge management include the DIWK model, knowledge assets valuation model, Nonaka and Takeuchi KM model, Choo Sense-Making KM model, WIIGS KM Model, Boisot I-Space, ZACK Knowledge Management, Complex Adaptive System Models, and Von Krogh and Roos Model. The frameworks of Knowledge management include The Intangible Assets Framework, The KM Cycle Framework, The Knowledge Flow Framework, KM Process Framework, KM Framework and Knowledge Asset Framework (Sensuse et al 2014). According to Rosenberg (2014), amazon uses the knowledge management practices enhancing the business and add value for the customers. The organisation uses tactics such as one portal one interface, means everything is bought from the same portal. The organisation uses consistent presentation, modular content, distributed upstream content creation, efficient personalisation of the portal, crowdsourcing, and feedback, mobility and getting online help for the consumers. Thus, it is concluded that the organisation uses the KM practices to add value to the customers. 

[bookmark: _Toc69849250]2.5.1. Nonaka and Takeuchi KM Model
The Nonaka and Takeuchi knowledge management model is regarded as the best model for the knowledge creation process. Nonaka and Takeuchi KM model; four different modes of knowledge conversion in the modes of knowledge management; the indirect approach which is socialisation, the tacit to tacit (Meyer, and Sugiyama, 2007). The direct way approach is the combination and explicit to explicit the other two are direct to indirect way and indirect to direct way the former is internalisation while the latter is externalisation. In the socialisation technique of the KM model employees of the organisation share tacit knowledge through the use of monitoring, imitation, implementation and participation in communities, teams and groups to boost the traffic. This can happen in the workshops, apprenticeships, seminars, and conferences, as well as at the canteen. Externalisation is a podium to convey knowledge tacit to explicit concepts.
The innovative platform of the KM model plays a pivotal role in the interaction and sharing of the knowledge and creative process because the tacit knowledge is internalised (McAdam, and McCreedy, 1999).  
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Figure 2 Nonaka and Takeuchi KM Model
Source McAdam, and McCreedy, 1999

In combination, the organisation nifty and smoothly integrate the knowledge into an efficient knowledge system.  For instance, reports, reviews, analysis and executive summary for management and the last internalisation is the responsive behaviour to merge explicit into tacit knowledge (Meyer, and Sugiyama, 2007).
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The data information knowledge and wisdom pyramid are used for knowledge management and data value extraction. The model explains the process or way to move forward from data to information, knowledge and wisdom with effective actions and decision making (Hoppe et al., 2011). 

Figure 3 DIWK Model
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Knowledge assets in the organisation are affiliated with the organisation's core business and it defines the competition and competitive edge. Further, it transforms valuable knowledge to the goods, products and services. Once the organisation understands the value of the knowledge assets the organisation retains the knowledge and utilise it for the cause of the organisation. However, contrary to the other physical assets knowledge is intangible. There is an inadequate process to estimate and measure the knowledge asset.  The value of the knowledge asset depends on human cognition and awareness (Wilkins et al., 2008). According to Edwards (2020), Amazon uses almost 2000, 00 robots in the warehouse that work along the humans and add value to the organisation. 

[bookmark: _Toc69849253]3. KM Practices in Amazon
[bookmark: _Toc69849254]3.1. Knowledge Management in Amazon
Amazon in the harsh times of the coronavirus remain successful and it provided services to the people in the crucial times and lockdowns during the Covid-19. The organisation managed all it processes and resource through better management techniques thus remain triumphant however other organisations in the marketplace face hurdles and shocks due to the lockdowns and virus social contractions. This is all about the effective working and knowledge management of the organisation. If we look at the website of the firm on the internet it is user friendly and easy to use. Even newbies and inexperienced can effectively shop and take services to form the organisation. The intranet of Amazon is well aligned as the primary access point to businesses, customer, technical, and product, training Human resource and other necessary knowledge and information. The accuracy, improvements, user demands fulfil, and efficient utilisation of the people reveals that the organisation had prolific knowledge management (Gibbert, Leibold, M. and Probst, 2002). 
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Data; Store, manage, and structure access to data demands the Understanding of the data, step 2 Information leads to step 3 Knowledge. Step 3 Knowledge, when understood and interpreted by a human, leads to step 4 Wisdom (Van Meter, 2020).
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4.2.1.1. Data 
Amazon transforms the data in a primary way like storing, managing and structure the access to the important data. The data at this stage do not provide the information rather it is easier. This is the initial phase the amazon deals with the data. It uses software and systems to store and manage the data of the company. For instance, the amazon company uses Amazon AWS (Ceccaroni et al. 2018). Thus, the company retain its data and acquisitions through storing the data and limiting its access also avoiding cybercrimes. Amazon manages the data through standardisation, customisation centralisation, decentralisation, context dependency. The leadership and those who are responsible for the decision making make strategies about the data of the company and use it for the betterment of the company.  If the organisation fails in the management and storage of the data then the organisation ultimately fails in the development goals as by failing in the data management and storage the organisation can fell into technical debt and loss of income (Borjigin, 2014). 

4.2.1.2. Information and Knowledge at Amazon 
At this stage, the organisation understands the data of the organisation. Amazon to understand uses various techniques to understand the data for instance the machine learning techniques and visualisation. The organisation uses the visualisation technique to remain sustainable and competitive. Through visualisation, the organisation a bridge the friction and hurdles in the understanding and viewing of the data (Nassiri, Nassiri, and Mohammadpour, 2007).  Amazon uses machine learning techniques for the analysis of the data. Thus after the analysis and detection of various patterns which have meanings. Thus, by understating the data the organisation can implement it for useful purposes. The machine learning techniques can provide knowledge of the stock marketing algorithms, probability of the buying of the product and frauds. Amazon used these techniques and earned a reputation in the world marketplace. 

4.2.1.3. Wisdom 
Amazon after the analysis of the data and acquiring knowledge which enabled leadership to have predictions and expectations are now turned into decisions in this phase. As it was evident that the organisation used machine learning for the understanding of the data which enable the company to have predictions about various factor and business. Now, the company leadership makes decisions according to the best predictions and probabilities abstained from the data (Ceccaroni, et al. 2018). 

[bookmark: _Toc69849257]3.2.2. Nonaka and Takeuchi KM Model and Amazon
Nonaka and Takeuchi KM Model is efficiently used by amazon for the knowledge creation process. 

3.2.2.1. Socialisation
The employees of amazon share tacit knowledge by using the monitored and implementation involvement in communities and groups. It would enhance traffic. This can happen in the workshops, apprenticeships, seminars, and conferences, as well as at the canteen (Tibben, Sangal, and Gonsalves, 2006). 

3.2.2.2. Externalisation 
	The tacit knowledge is explicit concepts through the innovative platform of externalisation. Thus through this Amazon shares the knowledge and creative processes as tacit knowledge. 

3.2.2.3. Combination 
In combination, the company effectively integrates the effective knowledge to a system for instance the reports reviews and new database for the content management (Tibben, Sangal, and Gonsalves, 2006). 

3.2.2.4. Internalisation 
Tacit knowledge is consolidated through a responsive manner in internalisation. 
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Amazon is a successful organisation of the status quo. The organisation has proved itself in the current panic business environment. Due to the covid-19 the business in the world marketplace crippled and some are crippling but amazon proved itself as a successful firm in distress situations (Fernandes, 2020). The organisation has distinctive knowledge management and policies for retaining the knowledge within the organisation (Belotti et al., 2020). The information system utilised by the organisation enabled the firm to have effective management of the information. 
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	It has been understood that knowledge management could be of immense usage and significance to businesses in the contemporary environment. While there are various benefits associated with it, there are also certain challenges linked to KM as well. Considering the case of Amazon, some of the most evident potential KM challenges could be identified to be keeping people motivated, measuring knowledge contribution, security, keeping up with the evolving technology, interpreting data adequately, overcoming shared leadership, ensuring relevancy and a few more. All of these challenges could be faced by Amazon, and so they need to be addressed in an adequate manner to be able to mitigate the outcomes associated with it. Ferriera et al (2018) have stated that while all challenges could lead to affect the organisation in an adverse manner, resolving the issues rightly may allow the firm to maintain its consistency and optimum operational efficiency. Further, every company may face varied issues and challenges related to knowledge management and these must be resolved in accordance to ensure work efficiency and performance objectives. 
	Lack of employee motivation could be one of the most evident challenges related to knowledge management for Amazon. Employees in the company may start feeling overwhelmed with the systems and processes that they are exposed to already, and this may cause them to feel less interested in further new systems. Knowledge management system may turn out to be another new process and activity for the employees, and so they may start feeling de-motivated to inculcate it on the whole (Dezi et al, 2019). If employees feel that they are continually being asked to learn and implement something new, they may feel fatigued and stressed about it, having their performance negatively affected on the whole. Also, the fact that employees are too comfortable with the ways they function in the company, that they may hesitate inculcating new ways and techniques further. While there could be many different reasons, it is considered to be critical to keep the employees motivated for sharing their knowledge in a collaborative portal. For effective implementation of KM, it is vital that human capital is involved and kept motivated at all times. When it comes to sorting and sharing data, bringing everyone at the same frequency may become highly challenging. Once employees start sharing their ideas and work the whole culture of the firm may become more holistic and KM may be implemented effectively (Yap and Lock, 2017). 
	One of the other major challenges could be measuring knowledge contribution. Knowledge is not something quantitative that it could be measured by an organisation, and it is very complex because it is deduced out of human relationship and experiences. It may become difficult for the firm to deduce how much knowledge it possesses, and what is the need to attain more knowledge and to what extent. While it has been understood that gaining and retaining knowledge is of immense significance to companies in the contemporary environment, assessing contribution of knowledge may be equally daunting (Zieba, 2017). Even though businesses have been involved in processes and techniques through which they could measure knowledge contribution, not much has been deduced effectively. Assessing such contribution, the focus should rather be on the shared purpose rather than the results deduced from it. If the purpose of the company or project is attained, then it could be deduced that the firm had effective knowledge attainment and management. Consequently, if there are difficulties in carrying out the required business activities, it may indicate otherwise (Gunjal, 2019). 
	Another evident challenge could be identified to be security. Security could be regarded as one of the most evident and serious challenged related to knowledge management in the contemporary environment. The fact that most of the data today is saved and secured online, the threats of breach and hacking have resulted in being serious issues for businesses. When it comes to sharing information, it has to be made sure by the firm that right levels of security are used to share the right information, through the right channels, and with the right set of individuals (Uden and He, 2017). The information sharing within the organisation could also be an area of concern today, as the particular data must only reach the designated individuals and no elsewhere. There is ample confidential information and data that is secure with certain individuals within the company and it does not have to be shared with other stakeholders. In such cases, it has to be ensured that the right techniques and mediums are used to transfer information from one end to the other. Also, certain information has to be shielded from most of the users, along with permitting easy access to those that have proper credentials (Dezi et al, 2019). 
	One of the other related challenges could be identified to be keeping up with the changing and evolving technology. Regulating and ensuring how knowledge within the company must be dispensed, sharing and transferring it quickly and effectively could be considered a huge challenge. The evolving structures within the organisation require the firm to learn how to be smart, agile, quick, and responsive. When it comes to the technology that is being used by companies, new releases and updates have started to become more frequent than ever (Mahdi et al, 2019). Even though it has been identified that technology is constantly changing, there is an evident need to keep up with the changing technology as well. Managing, storing, and sharing knowledge also requires technology by firms today and evolving with the technology may allow the company to effectively carry out the processes. Even though there are various benefits associated with it, businesses may require resources, training, behaviour, culture and more of such factors in support to implement the process. Also, while updates and changes may initially be difficult for businesses to carry out and implement, it does open new opportunities and doors for businesses to reap in varied benefits associated to performance and profitability (Novak, 2017).
	Interpreting data adequately could be considered as another challenge for businesses related to knowledge management. Within an organisation, information derived from one group could be different from that of the other. Once an individual gathers and shares certain information, it has to be ensured that it is rightly interpreted and understood by the others in the company. Knowledge management could be considered as an extra work, and it requires certain tools and techniques to be learnt by people. These tools are not only used by individuals to manage or share information, but it may also be used to rightly understand and interpret the data that has been shared (Khan and Vorley, 2017). In order to ensure that the gathered data is utilised and used in the most effective manner, it is necessary that it is rightly understood by the user. If there are ambiguities and problems in interpreting data, even the most useful information collected may not remain of use to the company. To be able to do this, firms often require certain tools and techniques, along with skilled employee who could understand information in the right manner. This may eventually become a challenge for companies as firms often lack resources and skills that limit the work efficiency on the whole (Abubakar et al, 2019). 
	With regards to potential knowledge management challenges at Amazon, overcoming shared leadership could be regarded as one of such challenges. To be able to make sure that KM takes place in the company in an adequate manner, it is necessary to have effective leadership in the firm as well. It is through the leadership that policies and strategies related to KM and its usage are developed and implemented. Having said this, shared leadership has turned out to become one of the challenges faced by companies in which people at different levels and stages take responsibility and authority for decision making. If responsibility is given to different individuals within the organisation, they would be keen in giving their approval for activities related to KM, and this eventually would create confusion and inefficiency on the whole (Novak, 2017). The fact that information attainment and sharing takes place in varied departments and business functions, retaining leadership control may emerge to be a big challenge for companies. In order to make sure that this issue is resolved. The senior management needs to come in and concisely define roles and responsibilities of individuals. Once the roles are defined and authority is rightly distributed, it may become more feasible and easier to carry on the related activities and avoid any sort of confusion (Nisar et al, 2019). 

[bookmark: _Toc69849260]5. Conclusion and Recommendation
	Knowledge management has been considered to be an imperative aspect for businesses today. While it has been understood that there are various benefits associated to KM such as improved agility of organisations, better decision making, effective problem solving and much more, there are also certain challenges that have to be kept in consideration as well. The fact that organisations and the environment in which they are working have been becoming increasingly complex, there has been a greater need to implement effective KM holistically. It has been identified that even though KM has potential benefits associated to it, firms need to also make sure that improvements are made in terms of better implementation. Through working on related elements of KM, businesses may lead to optimise on the opportunity and maximise the results linked to it. Also, as there are various models and techniques of KM, businesses may utilise and implement their strategies in accordance with their particular requirements and needs, along with considering the nature of their work. Each model has its own dynamics attached to it, and they must be keenly assessed before implementation. Further, some of the recommendations related to KM and its implementation have been provided below:
· For better implementation of KM, it is imperative that the firm develops a culture of learning and adapting to new opportunities. It has been assessed that employees need to accept and learn regarding the evolving technology and put it to use for the benefit of the company. In this regard, if the company wishes to ensure effective usage and implementation of KM, it is necessary that every employee is willing and able to learn new things. In order to ensure this, a culture of learning needs to be developed by the business in which every individual is focused towards grasping and optimising on new opportunities. KM for many organisations is still a new concept, and in order to take the most use of it, firms focus on providing training to its employees through which they get to enhance their skills. The employee would only be interested in having such trainings and putting the knowledge to use if the culture of the firm influences them to do so. A learning culture would therefore positively impact the utilisation of KM on the whole. 
· One of the other recommendations is to initiate KM at the executive level first and then bring it down to lower levels. This would lead to create an environment in which employees would be willing to learn and grasp on to something which has been tried and tested by the upper-level employees. Also, initiating at the executive level would allow the company to understand the implications and dynamics associated to KM. Once KM is implemented by executives, they may be able to better guide lower-level employees regarding how to use KM and how to optimise the benefits associated to it. 
· Infrastructure and technology could be considered as other critical factors that could be used by businesses to enhance KM. The firm implementing KM must have adequate infrastructure such as support systems, collaborations, structures, and teams. Through the use of such infrastructure, the business would be able to better take use of KM and implement it effectively within the organisation. In the same way, technology could be regarded as another imperative aspect related to KM efficiency. Firms must focus on inculcating technology for better KM process and use the existing knowledge to improve the utilisation of KM on a broader level. Having said this, technology must not be misused, and its usage must be managed adequately. 
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