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[bookmark: _Toc116977639]Introduction
Knowledge management is a body of knowledge represented and shared in order to provide organizations with the ability to inform, collaborate and make decisions. The success of knowledge management lies in the ability to exploit its potential benefits both within and outside organizations (Santoro et al., 2018). Amazon and eBay are two of the most well-known online marketplaces in the world. They have been in operation for several years, but many people are still not aware of their existence. In this case study, we will discuss how Amazon and eBay utilise knowledge management as a way to improve their business processes as well as the process they follow as part of their knowledge management system. It also includes the areas to be improved within the KMS and some recommendations to the both organisations.



[bookmark: _Toc116977640]Task 01: Organizational overview of Amazon and eBay
[bookmark: _Toc116977641]Amazon
Amazon is an American multinational technology company that was founded in 1994 by Jeff Bezos with the goal of selling books online. Since its inception, it has expanded into many other areas, including video games and cloud computing, as well as its own streaming service and a suite of voice-controlled home assistant devices such as the Amazon Echo (de Brito et al., 2016). The company is headquartered in Seattle, Washington, in the northwestern United States. It also owns data centers around the world. In 2012, Amazon surpassed Walmart as the most valuable retailer in the United States by market capitalization. Amazon's core retail business offers consumers the opportunity to buy a wide variety of merchandise over the Internet, with no minimum purchase required. The company also provides cloud computing services through Amazon Web Services (AWS). The company also operates retail stores under the names Amazon.com and Amazon Fashion in the US, the UK, European Retail Marketplaces (including Austria, Germany, and Switzerland) and Japan. It is the world's largest Internet company by global revenue and second-largest after Alibaba Group in terms of total market capitalization (de Brito et al., 2016). 
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Figure: Amazon logo (de Brito et al., 2016)
Amazon's main activities include retail operations for third-party sellers; cloud computing services; IT services; digital media sales; advertising sales; and logistics services. The company also operates its own AWS cloud computing service and a publishing platform for writers who want to publish their books on Amazon. The company has a sales force that helps sell products to customers through its website and app for smartphones and tablets called Amazon Prime—which gives members access to unlimited two-day shipping on many items sold by Amazon.com (Almarabeh et al., 2009).
[bookmark: _Toc116977642]eBay
eBay is a worldwide marketplace where sellers can buy and sell online. eBay was founded in 1995 by Pierre Omidyar and his wife, Pam. eBay is headquartered in San Jose, California, and has operations in North America, South America, Europe, Australia and Asia. It facilitates users listing items to sell and buyers finding those items by displaying listings of other users' items with auction-style listings (such as fixed-price or best offer sales) and bid. The website can be searched for items by text, voice, or image (Dushnitsky and Klueter, 2011). 
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Figure: eBay logo (Dushnitsky and Klueter, 2011)
They have three main organizational activities (Smalley and Herman, 2005):
1. eBay Marketplaces: These are the websites that buyers and sellers use to post auctions and search for items. The Marketplace sites are divided into categories such as "Clothing" or "Collectibles," which allow users to find specific types of items they want to buy or sell.
2. eBay Enterprise: This is where companies can run their own fully functional eBay businesses, including selling products directly to customers, organizing sales events that attract new customers and other aspects of running a business on eBay's marketplace platform. 
3. eBay Enterprise Solutions: These are services provided by third parties that help companies manage their operations on eBay's marketplace platform in addition to providing other services like analytics tools and marketing programs designed to help them grow their businesses on eBay's Marketplace Platforms especially during peak time.


[bookmark: _Toc116977643]Task 02: Amazon and eBay’s SWOT analysis in relation to their KMS.
[bookmark: _Toc116977644]Amazon
Amazon’s business model and strategy are defined by an intelligent appreciation of the importance of knowledge management system (KMS) in understanding the implications of new developments and trends on the organisation. The Knowledge Management System of Amazon is based upon the production and delivery of all information, knowledge and data from the company's employees to customers. The various types of software programs available for this purpose include CRM (customer relationship management), customer support, product information, warehouse inventory management and human resources. These programs are designed to be easily integrated with each other and as a consistent experience for customer activities across all Amazon sites globally (Choi et al., 2020).
Amazon has a strong knowledge management system that not only allows them to capture and store information, but also makes it easy for employees to search that information. This allows for efficient access to knowledge within the company and helps them to perform tasks more efficiently. The company have developed its internal approach to KMS within different units of Amazon to suit their needs (Yee, Tan and Thurasamy, 2019). 
The weakness of this system is that it does not include any sort of scoring or feedback system, which means that employees cannot be properly evaluated based on their performance. Another weakness that could be seen in this knowledge management system is its inability to keep up with new trends and changes in technology. This can slow down processes such as updating customer lists and creating new products/services. 
The opportunity for Amazon is that they have an established platform that they can use in order to expand their knowledge management system. The threat could be if they do not implement a feedback system or if they choose a less effective platform than those currently available (Cerchione and Esposito, 2017).
It is critical for them to understand how best to use their knowledge management systems so that appropriate decisions can be made, along with strategies for how ongoing business processes can be applied; this is essential for further development and maintenance in their business model.
[bookmark: _Toc116977645]eBay
At eBay, the knowledge management system is framework that helps them determine what information they need and how to get it. They have a number of different ways to keep track of this information, including: a knowledge repository, knowledge management processes, knowledge management tools etc. eBay's knowledge management system is designed to make it easier for their users to find and access answers to questions about the site. This is accomplished by allowing users to search for answers on the site, and then finding those results in a search engine (Liu et al., 2020).
The biggest strength of eBay's Knowledge Management System is its ability to connect people with information. This means that if you're working on a project at eBay, you can use their Knowledge Management System to find information about products in your area and connect with other people who might be able to help you out. They also have an established brand name, which means that people trust it when they share information with it (Natek and Lesjak, 2021).
The weakness of eBay's knowledge management system is that there are two different systems: one for internal use and one for external use. For example, if you're an employee at eBay, then your team will be using the internal system. However, if you're an outside contractor, then your team will most likely be using the external system. This creates confusion for people who aren't familiar with both systems and causes grief among employees as they try to figure out where certain pieces of information should go (Chaurasia et al., 2020).
eBay's biggest opportunity lies in integrating its knowledge management system with other systems like Salesforce or Microsoft Excel in order to create a seamless experience across multiple platforms and devices (Ali et al., 2016). There are many opportunities for growth within this area if eBay can get their act together by investing more money into improving their knowledge management systems which would include better training programs for employees on how they can use the system better. Threats include not implementing a feedback system or choosing a less effective platform.
The similarities/differences of both companies’ KMS
In the eBay and Amazon examples, we see that both companies leverage several knowledge management systems. These mean that eBay and Amazon are able to share expertise and knowledge with their employees, partners or customers. As such, these two companies have built a case for their success of being information-driven companies. Both eBay and Amazon share one major similarity in their knowledge management systems: they both use EMMS (Electronic Markup & Manipulation System) which is implemented using XML. This means that all customer data entered by customer is in XML format. EMMS allows companies to store the data offline and work on it whenever the user wants (Abdul Rahman and Selwyn, 2019).


[bookmark: _Toc116977646][bookmark: _Hlk116969649]Task 03: Critical evaluation of Amazon and eBay’s KMS through KM Value chain and other supporting systems.
[bookmark: _Toc116977647]KM Value chain
The knowledge value chain is an integrated model of the processes, organizations and technologies needed to create Value. It is mainly the set of practices that facilitate creation, sharing and applying information, ideas and other resources to meet a company's strategic objectives. The process begins with a company’s inventory of human resource skills, knowledge bases, and their related data, tools and processes (Zouari and Dakhli, 2018). This initial inventory forms the foundation upon which the decision-making authority can be deployed to address organizational change needs. In a nutshell—you start by identifying what you don’t understand (Knowledge Inventory) how your organization knows what it knows (Knowledge Development), how to share that knowledge at scale (Knowledge Sharing) and then make sure you get buy-in from everyone involved on how to apply that knowledge (Evaluating Knowledge) (Beigi Rrizi and Shahtalebi, 2012). 
[image: Knowledge Management Value Chain model - Toolshero]
Figure: KM Value Chain (Beigi Rrizi and Shahtalebi, 2012)
Knowledge management is a very important part of the Amazon and eBay KM value chain. They both have different approaches to knowledge management, but they both use the same tools and processes.
[bookmark: _Hlk116970050]Knowledge Inventory
The first step in this process is inventory management. Inventory management is crucial to any business that sells products online because it allows for better tracking of inventory levels and sales figures. Each product sold on Amazon or eBay must be registered with its corresponding SKU number, so that when a customer places an order, the seller can provide them with accurate information about the item they ordered (Wang and Wang, 2016). Amazon and eBay uses the Knowledge Inventory (KI) tool to track their knowledge assets, which includes information on products, customers, suppliers, and employees. KI is a structured database that stores this information in a systematic way. The data is organized according to topics or areas of expertise. This makes it easy for Amazon and eBay employees to find relevant information when they need it. 
[bookmark: _Hlk116970058]Knowledge development
The knowledge development part of the process involves creating new knowledge based on existing data so that employees can be trained to use new technology or processes efficiently without having to wait for someone else to do it first. eBay as well as Amazon use the Knowledge Development Process (KDP) tool to manage their knowledge assets. KDP has three phases: initiation, development, and maintenance. During initiation, a business unit needs someone from another business unit to help them develop a new area of expertise or knowledge domain. This allows each business unit to learn from each other's experiences in order to improve their own processes and systems. After development has been completed successfully within one business unit, it is then ready for maintenance where all necessary steps are taken toward improving quality across all areas of expertise within that particular domain(Daaboul, Bernard and Laroche, 2016).
[bookmark: _Hlk116970069]Knowledge sharing 
Knowledge sharing is a vital part of a company's KM value chain. The goal of knowledge sharing is to create a culture where every employee understands how their unique expertise contributes to the overall goals of the company (Mayasari and Chandra, 2020). This means that knowledge sharing involves communicating ideas and strategies that are relevant to all employees, regardless of title or department. eBay and Amazon's KM value chain thus continue to share the knowledge that have been developed in the previous stage from information collected, which is when an Amazon or eBay employee records information about how they do things. This information can then be shared with other employees, who use it to improve their own processes.
[bookmark: _Hlk116970079]Applying knowledge
 Amazon and eBay, companies well-known for their customer service and customer satisfaction, uses a 4th process value chain analysis to manage their knowledge assets. This approach involves applying knowledge to problems and situations in order to solve them. This part revolves around using that information to create products that meet those needs. For example, if an employee saw a process that needed to be improved in order to help customers quickly find what they were looking for, they might implement it into the system so that it will always be available (Ph and Nejad, 2014).
[bookmark: _Hlk116970088]Evaluating knowledge 
Evaluating this information is essential for companies like Amazon and eBay: they must be able to identify what works with their customers and what doesn't before they can continue building new products that will help them grow as an organization. In evaluating knowledge, Amazon uses research on its own website to determine whether or not a product is worth buying; if so, it will purchase it from the third party seller and add it to its inventory. In evaluating knowledge, eBay also conducts research on its own website and follow the same procedure as Amazon. This approach involves evaluating new information and trends in order to determine if it should be used or discarded. In other words, eBay uses its knowledge to make money by making decisions based on new data points or trends that come up throughout its operations (Dei, 2021).
[bookmark: _Toc116977648]Other supporting systems
In order to maintain a competitive edge, Amazon and eBay have implemented KM Value Chain that allows them to track and analyze customer interactions, as well as their own employees' productivity within the company. This system is made up of various supporting systems, including information technology systems that interact with Amazon and eBay's knowledge management system.
The supporting systems include (Yee, Tan and Thurasamy, 2019):
- The search engine located within the Amazon website. This particular search engine is designed to provide users with relevant information about products or services that match their query. The search engine also analyzes the user's browsing history in order to determine what products or services are most popular among customers.
- The search engine located within the eBay website. This particular search engine is designed to provide users with relevant information about items they are searching for or browsing around their site. The search engine also analyzes the user's browsing history in order to determine what items are most popular among customers.
- The internal IT department at each company which maintains all of its databases and applications.


[bookmark: _Toc116977649][bookmark: _Hlk116971073]Task 04: Areas to be developed in the KMS.
Amazon and eBay's knowledge management system consists of a number of different areas that must be developed in order to fully develop an effective knowledge management system. These include (Kassel et al., 2005):
1. knowledge content management - This is the process of keeping track of all the content that is being stored in a knowledge management repository, so that it can be accessed by users and search engines. This also includes making sure that the correct content is being stored online, and that it is not outdated or inaccurate.
2. knowledge management repository - A repository is where all the information that is gathered by Amazon and eBay's knowledge management tools and applications can be stored. It should include all documents, emails, files, images, videos, etc., as well as any other type of data which may be relevant to the company's operations or products (Smalley and Herman, 2005). 
3. knowledge management tools and applications - The knowledge management tools and applications can be used in different ways depending on your company’s needs. For example, if you want to keep track of all of your employees’ skills, you could use an online platform (Stansfield, 2004). In this case, your employees would be able to log their skills into the system and then share them with other employees so that they know what resources they have available if they need to fill an open position or add another skill to their resume.
4. knowledge management training and education - The knowledge management training and education are important because they will help your employees understand how to use the tools that you have set up for them so that they can gain valuable skills while working at your company as well as when they leave in order to further their careers elsewhere (Wang, Noe and Wang, 2014).
The Amazon and eBay must also develop the following supporting system in order to create a better integrated knowledge management system. These include: customer relationship management (CRM), supplier relationship management (SRM), sales and marketing strategy for each business unit within Amazon and eBay (Kaschny and Nolden, 2018).
1. Customer Relationship Management (CRM) is a process by which companies gather pertinent information about their customers and use it to improve their services. This is done through a variety of methods including collecting data from surveys, feedback forms, customer interviews, etc.
2. Supplier Relationship Management (SRM) is a process by which suppliers are contacted regularly so that they can provide relevant information about themselves as well as their products/services which can help Amazon or eBay make better decisions about how to interact with them. It involves regular communication between suppliers and customers using phone calls, emails, faxes, etc. (Kaschny and Nolden, 2018)
3. Sales and Marketing Strategy for each business unit within Amazon and eBay: This involves planning product development strategies for each business unit within Amazon such as pricing strategies, distribution strategies, marketing strategies such as advertising campaigns that will attract new customers.


[bookmark: _Toc116977650]Task 05: Recommendation
Amazon and eBay both have Knowledge Management Systems in place, but they could be made better. The recommendations are provided discussed below:
The first recommendation for improvement is to update the database of experts. There are many experts who have left these companies and are no longer available for further training. This can cause problems when a new employee needs to be trained on using the system, as there is no one there to train them (Stansfield, 2004). The knowledge management system should be updated regularly in order to keep pace with the changing times and the development of technologies. It should have a clear structure and be easy to follow along with, so that employees can easily access whatever they need through it.
The second recommendation is to add more categories of knowledge, such as supply chain management, logistics, and inventory management. These are all areas that are important to Amazon and eBay's success in their business models, so it makes sense that they would want to focus on their knowledge management system by updating it with more categories so that everyone knows what is important and has access to it easily. The organization should determine what kind of data will be collected from each project, so they can make sure they're collecting everything they need to do their job well (Almarabeh et al., 2009).
Another area for improvement is Amazon's ability to connect different departments within the company. Currently, there are many departments that have little direct contact with each other; this makes it difficult for them to collaborate on projects and ensure that their efforts are well-coordinated and focused on achieving results efficiently (Daaboul, Bernard and Laroche, 2016). By connecting these departments together, Amazon could better determine how best to allocate resources and make decisions based on what's best for all involved parties rather than just one individual department or division within the company (such as supply chain).
Another area for improvement is their ability to provide employees with access to the knowledge they need to do their jobs. This can be done by providing employees with access to a knowledge base, where they can find answers to specific questions and problems that arise at work (Beigi Rrizi and Shahtalebi, 2012). This would also allow employees to work more independently, as they would not have to rely on IT or project managers for assistance with tasks such as searching for information or reporting bugs in software code. This is to add more ways for employees to share knowledge with each other by creating a private forum where they can share ideas or ask questions about specific topics before implementing solutions into production environments (Maramba and Smuts, 2020)."



[bookmark: _Toc116977651]Conclusion
Amazon and eBay have developed a Knowledge Management System (KMS) that allows users to create, organize and share their knowledge. The system was designed with the intention of providing employees with an easy way to find relevant information. The KMS has several features that are designed to help people find and share information more efficiently. Employees can search for topics using keywords or tags, and then click on one of the links when they encounter something they want to share. They can also create folders for different types of knowledge, such as product manuals or FAQs. With the rise in popularity of e-commerce platforms like Amazon and eBay, organizations are increasingly using these platforms for their business transactions. This has led to a huge increase in the number of data transactions that take place on these platforms every day. The high volume of transactions requires organizations to have a reliable system for managing their customer data. And, the KMS within both the organisations help analyse the data to take optimised decisions regarding their business.
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