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                               Executive summary

As new CEO will take lead on the company and because the artificial intelligence increased its presence within the organisation strategy to increase its performance in order to maximise profits, its knowledge management needs to be analysed. This analyse includes the company’s SWOT analysis regarding to its knowledge management and also RBV and VRIO framework will be implemented. Through the analysis, the company’s Knowledge management value chain will be examined and also supported by typologies, such as Quinn, Nevis, Amidon& Skyrme. Also the SECI model will be conducted implemented by Nonaka and Takeuchi.
At the end of report, by the conclusion will be identified the key support for its success, but also recommendation regarding to its weaknesses and threats will be given.
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1.0 Introduction


   This report regarding to the Knowledge Management System of Amazon has been submitted by Anita Kis on 2nd July 2021 by the request of Amazon’s new CEO, Andy Jassy. The purpose of this report is to analyse the organisation’s knowledge management system by defining the difference between data, information and knowledge, also by conducting a SWOT analysis regarding the organisation’s KM system. In this report will be examined if Amazon adopts the Resource- based View (RBV) including VRIO attributes and how they do this. Within this report also the organisation’s Knowledge Management Value Chain will be critically evaluated by including relevant typologies, such as Nevis, Amidon & Skyrme, Wiig and Quinn but also within the KMVC system the SECI model and the KMVC support system will be discussed.
   At the end of report a conclusion will be complied and depending on it, also recommendations will be provided.
   The main source of this report is the organisation’s websites and also books, internet resources and journals will support the findings.







2.0 Findings

2.1 Amazon’s KM system examination
    
Amazon is well known about its innovation and its presence in technology science researches. The reasons why Amazon needs to examine their knowledge management system is that Amazon strives to structure its production process more efficiently unlike its industry rivals in order to maximise profits. For example, Amazon states that the presence of artificial intelligence and robots within its fulfilment centres doesn’t replace the human employees but the robots took over heavy jobs to help employees to work easier. (About Amazon Staff, 2021) 

2.2 What is a KM system?

      Knowledge management is the deliberate method of establishing, organising, maintaining, and spreading a company's workers' knowledge and experience. Alex Birkett, marketing manager states that any IT system that store and collect knowledge in order to improve the understanding, collaboration and alignment of process is a knowledge management system. While knowledge management systems can occur in organisations or teams, it may be used to pay attention to the users or customers' level of knowledge.
The main advantage of knowledge management systems is that employees have best practices to achieve successful and happy customers. Happy and successful customers remain loyal and buying more than the other customers and telling their friends to become enthusiastic brand supporters. Other benefits of knowledge management could be the decrease of support cost.  
         The term "knowledge management" (KM) was popularised throughout the 1980s by knowledge "expert" Peter Drucker, but it has been accepted also as practise since the early 1990s. Some claim that this has existed for a long time and also that the acquisition of knowledge was and still is essential to human behaviour and attitude. Technological advances started to evolve in reaction because of the need to obtain, hold, and transmit more efficient knowledge. Each advancement in learning and interaction innovation enlarged the potentials for knowledge acquisition and dissemination. It used to be standard procedure to record everything, however, this system ended in failure for a range of factors, such as the record wasn’t important information or it became outdated. The important challenge was that the emphasis was too much on innovation and not enough on the company and, more crucially, its employees. Fortunately, businesses recognised their initial missteps and started to experiment with new methodologies to knowledge management. Their attention turns from innovation remedies to people and how they interacted and did work inside the organisation and then far more importance has become inserted on integrating KM into an organisation’s culture, as then the transfer and creating more knowledge became more routine tasks.
Knowledge management is important for improving a company's judgement effectiveness. By ensuring that its employees possess direct connections to the company's core knowledge and experience, an intelligent labour force is created that's also capable of making fast, intelligent decisions which benefit the company. As the market is very competitive, one of the effective methods to tackle these challenges is to develop the organisation in a smart, dynamic manner. According to Karl M. Wiig (1997) earlier, the emphasis has been on fears about how to create much use of limited funds (productivity interest) and later, the focus moved to developing smart goods (quality interest). Nowadays, to assist clients to achieve success, innovative institutions are now focusing on building sustainable solutions and diverse connections (customer oriented). He also stated that the current accentuation on knowledge management has naturally resulted from financial, commercial, and cultural advancements. This concept is based on the current accentuation and clear and specific reliance on introducing additional challenging value to the products through the implementation of clear or incorporated human intelligence, experience and understanding.
The difference between data, information and knowledge can be the facts that data is made up of segmented symbols and characters arranged together, whilst the information is perfected data and knowledge is valuable information. According to Davenport and Prusak (1997), data becomes information when its developer contributes sense through various techniques such as the 5 C’s contextualization (identified with a particular purpose), categorization, calculation (mathematically or statistically), correction, and condensing (summarized). Computer systems and technologies that help the procedures along, but they can't fix the problem of circumstances, categorizations, and overview without human assistance. Humans also engage in knowledge-creating practises that aim to convert information into knowledge using various methods such as the 4 C’s comparison, consequences, connections and conversation. 
Knowledge is divided into three types: explicit, tacit, and implicit. While explicit knowledge is based on documented facts, tacit knowledge is based on individual abilities or on-the-job perspective which can be difficult to share. Implicit knowledge or information obtained through unintentional actions and without being conscious that learning has taken place and that is not initially measurable but can also be exchanged into a tangible form, like as transcription of a conversation. All of these types of knowledge are captured and disseminated by knowledge management. Users must comprehend three key aspects of it: acquiring knowledge, storing knowledge and sharing of knowledge.

2.3 Organisation profile
Amazon.com, headquartered in Seattle, has been founded in 1994 by Jeffrey Bezos, CEO of Amazon until July 2021 (Bezos. J. 2021). The company initially started as an online book store which hasn’t been so profitable in the first years but years later it became the biggest e-commerce in the world as the company changed its profile and started selling worldwide through its website from book to construction materials almost everything, as it is providing opportunities for other businesses to sell their product through its platform.  
Amazon's primary operations rely around the innovation, preservation, and advancement of its complex systems. The company besides online retail is investing in webpage and app operation and implementation, supply chain strategic planning storage and transportation, software development across all operating systems (such as e-commerce, broadcasting, cloud services, and many more), cinema, movie franchise, and other product lines from its video sharing site, and advertising of all its goods and services. The company operates through three segments: North America, International, and Amazon Web Services (AWS). The company own numerous strategic business units (SBU) such as Amazon Prime, Amazon Kindle, Alexa (the voice control software) and many others, but in this report Amazon Web Services and Amazon Marketplace will be deeply examined regarding its knowledge management system.
Because of the company's massive size, Amazon has constructed a hierarchical organizational structure as it employs almost 1.3 million people worldwide (Soper, 2021). According to About Amazon blog (2020), Amazon is paying attention to its employee diversification, as it employs people from different culture regardless of age, gender or ethnicity as in the US 32.1%  of workers are white, 26,5% black, 13.6 % Asian and just 1.5% native American.

2.4 SWOT Analysis of Amazon’s KM system
Mark Rosenberg (2014) called Amazon a “genius” about its knowledge management. He said that the opportunity of its clients to discover whatever they want, when they just want it, rapidly and effortlessly, was crucial to the success. That, however, was insufficient because if the platform might serve consumers in achieving their objectives in an instinctive and personalised manner, the perception would also be enhanced even further. 
Strengths
According to Rosenberg, Amazon have many strengths regarding to its knowledge management system. One of its strength is that Amazon's comparative advantage mainly comes from the use of IT (Information Technology) and e-Commerce as a highly performant and simple to use system, which benefits the business well forward with of its rivals. For its knowledge management system there is a partner company, named Amazon Web Services, which is managing Amazon’s knowledge management system and also offers cloud computing services for other companies as well (Amazon, 2018). On the other hand, everything people order from Amazon, from grocery to building materials, is done through same platform. Also, a singular platform and application empowers people with an obvious, acquainted, and comfortable hub to any and all research on workplace knowledge. (Rosenberg, 2014)
Weaknesses
As it is stated in the company’s Anti-Counterfeiting Policy (www.amazon.co.uk, 2021), the selling of fake products are restricted, but, however, there is numerous evidence, for example, Ganda Suthivarakom’s article from The NY Times that shows that customers are still complaining about getting deceived by Amazon sellers. However, the company’s policy is clear, it is aware and trying to deal with the issue, but it is proven that it doesn’t have the necessary knowledge to fix it.
Threats
As the company’s security & privacy policy states that Amazon are not selling and sharing customers personal information and they are using this information only to improve de company’s customer service and experience. Regarding to this policy, Amazon doesn’t share the information with it suppliers as they won’t be able to meet de customers’ needs. Also if the company can’t stop the sellers to sell counterfeiting products, the company will face many investigations and also its reputation will be compromised.
Opportunities
By not disclosing personal information of customers it will gain trust and also will increase profitability, as the company will increase its customer loyalty, in this way the company will gain much more information needed to improve its customer service. On the other hand, by stopping sellers to sell fake products will increase the reputation of the company.
RBV and VRIO framework
Amazon’s tangible assets regarding its knowledge management is its cloud computing segment (AWS) which is developing numerous IT services used by Amazon as well as by other companies, but also its fulfilment centres where the learning and development team are based.
Amazon’s intangible assets can be defined as its reputation, it is also well known about its innovation and customer- obsession, as their leadership principles also states. Their mission states that the want to offer hi- quality experiences for customers and also a place to find everything they might want to buy just from a single platform.
Its non- core competencies are its artificial intelligence (Alexa), this ability is worthwhile and adds to competitiveness, but it is easily replicated and not uncommon as other hi-tech companies are already using it.
On the other hand, its core- competency relies on its subdivision, Amazon Web Services. This ability is unique but also its services are available to use for everybody of course for not free of charge, so this also contributes to the company’s growth. 
2.5 KMCV
The set of business activities formed in an effort to develop, store, transfer, and apply knowledge is referred to as knowledge management. According to Toolshero (2013), Mathieu Paul Weggeman, management consultant and Eindhoven Technical University professor of strategic management, in 1953 dismantled the knowledge value chain into stages. He stated that unprocessed information and data are converted into usable knowledge, each stage of the value chain creates value to them. These stages includes the knowledge acquisition, knowledge storage, knowledge dissemination and knowledge application. He thought that this is important because it helps to improve a company's potential to learn from its surroundings and integrating knowledge into its organizational processes.
Knowledge acquisition
Based on the type of knowledge pursued, organisations develop knowledge in a variety of manners. In a competitive and unpredictable business world, the acquisition of knowledge by companies or people is recognized as critical to the organization's success. 
Amazon’s knowledge acquisition method can be related to Quinn’s Typology of four levels of knowledge (1993), which has been described that the knowledge has 4 stages, as Cognitive knowledge (knowing what data is needed) and Advanced skills (knowing how to get the information), Amazon is collecting data through its AWS cloud computing platform. Amazon builds and fine-tunes its personalised recommendations using Big Data collected from users while people navigate and in this way, the more Amazon knows regarding the customers, the effectively it will be able to accurately predict what they want to purchase.  
Systems understanding (knowing why it is needed) According to Amazon Web Services (2019), the Big data is the management of data which is collecting unprocessed data in a simple way and not just storing it but it also analyse the information which might give prediction, managing risk and creating agility while establishing a knowledge-sharing network associated with big data metrics observations. 
Self-motivated creativity (caring about the reason of collecting the information). As well known about its customer- obsession, as its leadership principles also states, the company always strives to give the best customer experiences.  
Knowledge storage
Carl Gustav Johannsen (2000) stated that the method of capture knowledge and retrieving it in collections such as archives, datasets, and digital files is known as knowledge storage and also focuses on sharing knowledge to individuals, organisations, or divisions which need to implement it. In the modern knowledge management as the technology advanced, organisations are storing knowledge in virtual databases which is more efficient because it is easy to organise and to keep it up to date. Amazon’s knowledge storing method is a good example of Amidon & Skyrme model of knowledge management, by answering the theoretical questions: how to store knowledge, where to store it and why? As the company is one of the most successful business in the world, its knowledge must be kept safe and secured and for this, the company is using the cloud computing company, Amazon Web Services where all the knowledge is organised, stored and updated through its Amazon Simple Storage, an object storage service that provides company optimization, information quality, protection, and efficiency as it can be used to store and maintain any quantity of data for a variety of purposes, including unstructured data, online platforms, smartphone applications, backup and recovery, storing, cloud solutions, IT devices, and business analytics. Amazon also using the AWS backup service which allows users to restore lost or deleted information.  Among these tools, Amazon is using Amazon WorkDocs which contains for example information regarding the company’s employees such as Terms of employment and different types of policies as well as within the intranet in its fulfilment centres it is using different platforms such as FC Portal which is an inventory data base which contains all the information about every product existing in its inventory and it can be seen by every employee, but it is only available from the company’s server. Also its Learning and Development department is storing the knowledge for training purposes.
Knowledge dissemination
Knowledge has to be quickly and successfully distributed with those who require it in order to accomplish tasks. Amazon’s knowledge dissemination is extensive as the company is using the AWS services even for this purpose. Amazon Web Services developed many tools regarding to knowledge dissemination, such as AWS Direct Connect, Amazon WorkDocs, Amazon AppStream 2.0 or Amazon A to Z hub. AWS Direct Connect is a similar tool as cloud computing but it allows the users to communicate from everywhere directly with AWS and it is also more efficient than the regular internet connection. Amazon WorkDocs besides storing the knowledge it is also sharing it with the employees as the employee can see the changes has been made or even to update it. Amazon AppStream 2.0 is also a tool which contains knowledge about software products and resources available from any supported devices from everywhere in the world. Also the employees can access and get knowledge about inventory and product details from the FC Portal and also work schedule, time off or other work related information from the Amazon A to Z hub, a portal designed for employees to have access to these kind of knowledge even from home. Also the communication within the company is through Amazon Chime, a messenger app which is used even for training conferences. The Learning and Development department are sharing the knowledge by training new and existent employees. Amidon & Skyrme’s Six knows typology (1997), can be integrated into the company’s knowledge dissemination through its Learning and Development training methods. 
Know- that: employees need constant training even if is not new hired 
Know- how: the training is taking place face to face, rarely online and also by repetitive processes
Know- who: the Learning and Development department is responsible for every employee’s knowledge
Know- when: in case of new hired employees the training is taking place in the first 2 days or existing employees in case of cross training.
Know- where: employees training is mostly on site 
Know- why: the knowledge must be shared with employees to achieve performance.
Knowledge can be disseminated in many ways especially that the technology advance, but in some ways employees might not embrace the modern knowledge management as of their fear of the employers become less dependent of them.    
Knowledge application
Knowledge application is the way that organisations can use the knowledge available to perform tasks also to improve the organisations growth. Amazon by collecting information about its customers shopping behaviour can easily adapt to it as many technologies are available. For example the company’s market platform are able to suggest products for customers based on their search history and also the customers are able to buy product by “1 click” and dash buttons are available for a high quality customer experience. Nevis’s seven learning orientation can be associated with Amazon’s knowledge application methods, as its knowledge source is external, collected from customers and competitors. Amazon has developed its own brand product, hi-tech products and also its own Artificial intelligence (Alexa) and it is highly competing with famous brands. Its knowledge comes from many researches and sometimes failures as Jeff Bezos stated to the Insider (2019). Its knowledge dissemination is controlled by AWS and Learning and development. 
2.6 SECI
Nonaka and Takeuchi first implemented the SECI model in 1995, which divides knowledge transformation into four stages: socialisation (tacit to tacit), externalisation (tacit to explicit), combination (explicit to explicit), and internalisation (explicit to tacit). Amazon’s knowledge acquisition can be defined as externalisation as it is using the Big data collection and analysis of knowledge to predict customer’s actions, while its knowledge storage is a combination as it is using different types of storage developed by its AWS segment. Amazon’s knowledge dissemination is socialisation by the way they are training its employees. On the other hand, its knowledge application is an internalisation as it is using the collected data to create new knowledge. According to the SECI mode implemented into Amazon’s KMVC it is proved that the company is transforming tacit and explicit information efficiently as it mostly managed by Amazon Web Services and the Learning and development department.  
2.7 KMCV Support system
Amazon’s AWS segment is playing an essential role in its KMCV system as it manage most of the knowledge from providing necessary tools and services from collecting the knowledge to applying them. Another support might be the Learning and development department of its fulfilment centres, as they are holding and sharing all the knowledge with its employee. These supports are essential for the company’s success. 
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3.0 Conclusion and Recommendations

To sum up everything has been stated, Amazon is really a “genius” regarding its knowledge management system. The e-commerce giant’s customer- obsession drives the company to meet the customer needs and also it is actually giving the customers high- quality experiences with the help of Amazon Web Services and its knowledge management methods.
On the other hand, Artificial intelligence is growing rapidly while more shoppers use the modern technologies for a number of purposes, the company must consider to invest more into its non- core competency to be more unique and also valuable. Another recommendation could be that the company must invest more to gain knowledge about stopping the suppliers selling fake products and it also must reconsider the fact of refusing to share information with suppliers as it could have bad influence concerning the company.
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