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Executive Summary
This report finds the importance of knowledge management in terms of Amazon's management as well as their knowledge assets perspective. For the purpose of organizational development, this report focuses on the key knowledge management process with the help of the various theories and framework such knowledge management value chain as well as resource-based framework. 
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[bookmark: _Toc76125408]1.0 Introduction 
This report has been requested by marketing manager of amazon and delivered by senior assistant manager Monika Owczarzak on 2nf July 2021.Knowledge management is the method of sharing, managing as well as using the knowledge of information of a business organization. In other words, the KM process considers a as a multidisciplinary approach to obtain the organizational objectivise by making the best use of knowledge and further working as an enablers of organizational learning.
In the general term, data are different characters as well as symbols whose meaning only become clear when they attach with the surroundings. Measuring as well as collecting observational data helps to create data which machines receive, sent as well as process. Data transforms into information by allocating a context or meaning to a date. Moreover, collection of data can also be presented as information. Knowledge is the collection of information which is obtainable about a specific fact and helped to solve a problem in an effective manner.  
The concept of knowledge management is relatively new as started around the 1970s and published by the renowned management theorists Paul Strassman as well as Peter Drucker. “Dorothy Leonard-Barton of Harvard Business School” has appropriately given to the development of the theory of knowledge management by investigating in their different publications as well as works related to managing knowledge. Leonard-Burton published the usefulness of the knowledge management strategy in the year 1995 through a Chaparral Steel case study.
The core reason to manage knowledge by the organizations is that it assists individuals to encourage innovation and incorporate the cultural changes required to develop the organizational needs. Furthermore, across the organization, knowledge workers can act in a quick manner by festering access to resources and information. The second reason to manage knowledge drivers by the organization is to enhance the satisfaction level of the consumers. The sharing of cross collaboration as well as knowledge is assisting to enhance the value which is offered to consumers. In order to enhance the service or product, by managing knowledge, an organization is capable of providing the shortened answer within a short span of time. 


[bookmark: _Toc76125409]2.0 About Amazon organisation 
Main activities
Founded in 1994 by Jeff Bezos, Amazon initially started as an online book store. With gradual business growth, Amazon started involving in other business areas like selling household products, electronic goods, clothing’s, and many others (US About Amazon, 2021).
The chosen business organisation is the largest and most popular e-commerce site that offers artificial intelligence, digital streaming, along with cloud computing. It also offers diversified ranges of products starting from various electronic gadgets to clothings, household products to baby products.
Some of the primary activities executed by Amazon include collection of superior quality of resources, utilising and converting them into desired products, as well as delivering the finished products to the customers for fulfilling their respective needs (US About Amazon, 2021). Various effective sales as well as marketing activities can also be included within the primary activities.
Online retail is the industry where Amazon operates. However, recently, various reports claim that Amazon is aiming to enter the automobile sector by introducing a new electric car.
Location of the organisation
The primary location of Amazon is in the United States (US). Although being one of the largest organisations in the world, Amazon operates in 200 countries along with territories. It also has at least 18 global "marketplaces" in different countries (US About Amazon, 2021). 
The main and only head office of Amazon is located at Seattle, Washington that is within the United States. In addition to these, Amazon has different offices or sites in 30 countries across the world. The major responsibility of these sites is to ensure that the overall supply chain management is executed in an efficient manner.
Amazon has its existence in various geographical locations as mentioned above. Various geographical locations hold different cultures due to the difference in values, beliefs, as well as tradition of the people (US About Amazon, 2021). Hence, Amazon is responsible for identifying the different demands of the customers who reside in different locations and belong from various cultural backgrounds for reducing the chances of potential conflicts.
Staff profile
The workforce of Amazon consists of individuals belonging from various age groups. These individuals are working together under the same workplace irrespective of their difference in culture, gender, race, and many others. As per certain reports, it has been recorded that 42% of the total workforce comprises female employees whereas 58% of the total workforce are male. Considering the racial backgrounds, Amazon employs more than 32% white people, 26.5% black people, and 13.6% Asian people (US About Amazon, 2021). The remaining number of workforce belong from multiracial, native American, as well as Latin. On the basis of education, it can be said that 50% of the total employees are graduates whereas 26% of them hold master's degrees. The remaining number of employees have surpassed high school successfully.
Organisational structure can be defined as an effective framework that helps in maintaining the flow of work within the workplace. The chosen business organisation tends to follow a "hierarchical organisational structure". This kind of framework assists any business organisation in managing the different levels of management within the workplace along with maintaining an effective "chain of command". This effective "chain of command" helps in interlinking the different levels of management, hence, ensuring the successful flow of work from top authorities to lower subordinates. As a result, this organisational framework also contributes in executing the various business tasks, hence, contributing to the successful achievement of different business goals and making Amazon one of the largest businesses in the global market.
[bookmark: _Toc76125410]2.1 Knowledge management system (KMS) of Amazon by using the SWOT framework
As per definition “knowledge management system” is a type of Information technology system which assists to restore as well as store knowledge for improving process alignment, collaboration and understanding (Jain and Gupta, 2019). Within organizations like Amazon, KMS exists as well as used to center knowledge base for loyal consumers or users. 
 SWOT 
‘SWOT ''  a model is used to examine the competitive positives of an organization as well as to develop strategic planning by effectively assessing the external and internal factors of the organization (Vlados, 2019). SWOT analysis of the KMS of Amazon has been done on the fact based, data driven information. 
· Strengths of the KMS of the Amazon
Amazon is a diverse organization from the perspective of Geographic location and KMS helps to make policies to adopt at the headquarters (United States) to the rest of the organization. 
Due to the largeness of the organization files are huge that are further organized with the help of KMS and helps to create a reference library for the Staff of amazon to upgrade their skill and knowledge (Bloodgood, 2019).
The KMS system enhances the agility of Amazon that supports employee’s development and growth. Furthermore, specialists of Amazon share their expertise with the wide number of employees which helps to enhance the level of productivity and level of profit of the organization. 
By using the RBV framework, Amazon successfully as well as strategically recognized the right resources as well as developed its capabilities in key and crucial target areas. As a result of that, Amazon achieved personalized features for loyal consumers on its websites, developed top customer relationship systems, developed art warehousing  and implemented sophisticated online retail technologies (Nisar et al., 2019). 
· Weakness of the KMS of the Amazon
KMS is a time consuming process which imposed difficulty on the Amazon experts to enter their information as per requirement rather than being required to go back and update the information in a regular manner.
KMS of Amazon affected the training procedure due to the time consumption process (Nisar et al., 2019).  
Opportunities 
The KMS can create opportunities for the retail giant, Amazon by improving the success driven areas of the business such as on boarding procedures, learning management as well as customer support operation. In other words,  KMS improves Amazon's team work, pinpoints knowledge origins which ultimately helps to improve the overall operational functions.
The KMS is capable of creating a culture conducive to the  creativity and innovation process which  worked as an opportunity to Amazon by sharing, leveraging and creating tacit knowledge for the organization. In the present time period, “tacit knowledge” is important in the e-commerce business to navigate the requirements of the consumers or skill required to handle the situation in an effective manner (Hadjimichael and Tsoukas, 2019). 
· Threats 
The major threat to using KMS is the possibility of copyright infringements as KMS helps to provide a complete accessible and up to date source of information but failed to identify the copyrighted work distributed, reproduced or performed by the system. As a result of that, Amazon can face a costly lawsuit which declines the profit level and brand image in the global domain (Diefenbach et al., 2018). 
RBV framework and How Amazon use the framework for the beneficial purpose
As per definition, “resource based view” is a model which considered resources as a key to enhanced performance of the firm and developed in the 1980s by the renowned experts Prahalad and Hamel, Werner felt and Barney to achieve competitive advantage, As per the framework, it is more suitable to utilize the external opportunities by using the existing resources to achieve the higher level of  organizational performance. 
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Figure1: “Resource based view” framework of the Amazon
(Source: Rodrigues, 2020)
Amazon implements this framework in the organization with the help of Bezos visionary leadership and a unique team of employees. From the perspective of Amazon, human resource has a huge unwavering impact on the performance of e-commerce and implemented the innovative thinking of human resource as another resource by following the disruptive rule of the organization (Mitra et al., 2018). The competitive advantage of Amazon has been created in various ways by using the knowledge management system to support what the management of Amazon is doing well as well as assisting to add value to the resources. For instance, Amazon has developed a unique infrastructure by focusing on the three pivotal areas such as organizational infrastructure, technology and the last one is organizational knowledge.
VRIO attributes 
By using the VRIO framework, competitive advantage providing resources of Amazon has been examined that is connected with the "knowledge management system of the e-commerce organization. As per definition, the core purpose to use the VRIO tool is sorting the resources on the basis of their traits or features (Ariyani and Daryanto,  2018), 
	Resources
	Valuable 
	Rare
	Imitable 
	Organized 
	Implication

	Shared content creation
	Yes
	Yes
	Yes
	Yes
	“Sustained competitive advantage”

	The practice of obtaining information 
	Yes 
	Yes
	No 
	Yes
	“Temporary competitive advantage”



Table 1:  VRIO of the “knowledge management system” of the Amazon
(Source: created by the learner)
· Shared Content Creation
By using this Intangible resource of the KMS, Amazon has successfully organized their standard of business policies that additionally assisted to manage the overall knowledge management system.  Content plays a crucial factor behind the success of an e-commerce firm and by using its resources, Amazon has successfully improved the quality of content by making sure the accuracy, relevancy and completeness of the content (Slack and Brandon-Jones, 2018). 
· The practice of obtaining information
By using this tangible resource of the KMS, decision makers of Amazon have successfully built knowledge and awareness for its pivotal consumers. For instance, from the website, Amazon is easily collecting feedback, reviews and rating of the products (Calabrese et al., 2018)  
[bookmark: _Toc76125411]3.0 Knowledge Management Value Chain 
As per the knowledge management value chain model, the value of knowledge related to Amazon increases as the knowledge moves from the forts stage to the last stage. In the KMVS, Amazon manages as well as organizes the wide number of processes in a method that the effectiveness of the production factor knowledge enhances as a consequence (Ferreira et al., 2018).
 3.1 4 stages of Amazon’s knowledge management value chain
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Figure 2:  Knowledge Management value chain
(Source: Dewagoda et al, 2020)
Knowledge acquisition in Amazon
In the success of the business, knowledge acquisition in the supply chain of the Amazon plays a pivotal role that elaborated in the following section
· By using Big data, Amazon adjusted and built its recommended system that was acquired from the consumer during the process of browning. 
· Amazon uses external as well as internal sources to obtain knowledge by using the big data to collect information as external sources played a very crucial role that revealed from the Pestel study. For instance, over the last few years, Amazon has been successfully handling IT security risks that reflected in the growth of the business. 
· In order to maintain the interest of the employees, Bezos is called 2 pizza team to the small meeting group and used storytelling instead of a PowerPoint presentation
· Amazon is the first e-commerce firm that showed feedback rating of the customers and acquired knowledge of customers from the direct customers (Jimenez et al., 2020) 
This element of knowledge management is one of the foundational elements and critical for a successful knowledge management infrastructure.
When it comes to, as previously identified in the KMVC attached above, the keyways in which the business of Amazon acquires knowledge involves making use of ‘Big Data’ technology as one of the primary sources of acquiring internal knowledge. When it comes to acquiring external knowledge, they make use of the macro-environmental analysis tools such as the PESTLE analysis (GALEA-PACE, 2021). They further use these methods to also acquire knowledge from their customers, and build relevant data using Big Data Systems. Critically looking, it can be observed that there are various advantages as well as disadvantages of acquiring data using the ways used by Amazon. One of the key benefits of using Big Data is that it gets updated on a much more constant level in comparison to other forms of data acquisition such as the PESTLE analysis for collecting external data. However, the key limitations of using ‘Big Data’ is the fact that it can get quite complicated while handling such massive volumes of data in an efficient manner.
Knowledge storage
indicates the process associated with memory formation of any business organisation that helps in storing acquired knowledge within the physical system, hence, retaining as value, belief, and value. This stage of knowledge management helps Amazon in storing the obtained knowledge in a distributed manner, thereby, maintaining a high standard of design writing styles, along with design and policies for using the collected data more efficiently. The major systems that are mainly used by Amazon include Oracle database, Amazon Aurora, Amazon "Relational Database Service" (RDS), and Amazon Redshift. These databases are purpose built in nature for supporting diversified data models and use high scalable applications (Amazon, 2019). These databases are considered to be traditional, however, modern and operate in a user friendly manner. These databases also ensured the collection of the right amount of knowledge. These systems are connected within Amazon that in turn help in engaging individuals within the workplace on the basis of their respective experiences, skills, as well as observations. The cultural values and viewpoints of the workforce help Amazon in storing knowledge that in turn helps in providing reminders about the various previous products along with searching their history with respect to the cultural values (Amazon, 2019). The IT department of Amazon has been able to ensure effective "knowledge storing" by accessing these databases, hence, converting the various knowledge typologies through an effective encoding system for ensuring improved customer services along with overall business performance.
Knowledge dissemination is referred to as the most effective as well as interactive way to store the obtained knowledge and connect the same by interacting with the targeted as well as potential customers. In Amazon, the stored knowledge is shared through a "topic oriented approach"(Amazon, 2019). This approach helps Amazon in reducing the overall servicing overhead, hence, offering user friendly services to customers. The stored knowledge is pushed from the top down that in turn helps Amazon in using different comprehensive factors for making suitable decisions for the wellbeing of the business. The higher authorities are mainly responsible for deciding the typology of knowledge to be accessed by the employees. The basis of this framework is dependent on the approach of sharing knowledge within the workplace. The workplace of Amazon encourages the knowledge sharing culture that in turn helps the employees to maintain effective communication among them. Amazon ensures the accurate understanding of knowledge among the employees through explicit processes (Amazon, 2019). Explicit knowledge can be easily accessed, articulated, as well as stored, thereby, ensuring easy transmission to the employees. Amazon is said to implement the effective AWS for ensuring the accurate simulation as well as testing of knowledge obtained.
Knowledge application can be defined as the use of capabilities of the employees along with the stored knowledge that in turn helps in benefiting the business to a great extent. This is the vital stage where the actual internalisation of the information is performed. "Hands on experience" is extremely important for Amazon as it helps in gaining effective information as well as knowledge through practical implementation. Amazon uses virtual assistants for providing premium hands on experience to the employees within the workplace (Sadq et al., 2018). The knowledge obtained from sources like reviews and feedback of the customers, product ratings, and many others are being applied while determining the business strategy. For instance, Amazon changed its business approach to "performance based approach" for ensuring reduced customer overhead as well as high customer satisfaction. The application of the knowledge is evaluated effectively through "Amazon Web Services" (AWS). It helps in evaluating as well as migrating the stored knowledge from one place to another. The business organisation plays an effective role in reviewing the usefulness of the stored knowledge along with its impact with the help of AWS. Amazon is also able to ensure the effective use of knowledge. AWS plays an effective role in making certain policies as well as attaching the same with the IAM identities like users or groups (Amazon, 2019). These policies are helpful for assessing the knowledge stored and identify its effectiveness. This stored knowledge is also being utilised by employees for adopting the enhanced complications of tasks along with new business scenarios. Amazon is also able to revise the individual knowledge through effective learning processes for supporting the introduction of additional knowledge, innovation, as well as creativity. 


[bookmark: _i9lkc64vyzmg]The application of the SECI model in the KMVC of Amazon
As per definition, “SECI model” is a well known conceptual model that was introduced by renowned scholars Nonaka and Takeuchi in the year 1995 (Liberona et al., 2019). This process describes in which way tacit and explicit knowledge is recreated, transferred and generated in the business domain. SECI (socialisation, externalisation, combination, and internalisation) is applicable in each stage of the KMVC.
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Figure 3:  SECI model in the KMVC of Amazon
(Source: Liberona et al., 2019)
In terms of the views of Rojas and Ferro, (2019), internalization is the method of incorporating explicit knowledge into the tacit knowledge while combination is the method of amalgamating concepts into the system of knowledge. 
In the knowledge management stage of KMVS, internalization as well as combination are implementable as it can assist them to distribute knowledge through the acquisition of the knowledge. In the storage stage, Amazon collects information from the provided knowledge by the employees and in the stage of application, externalization and socialization are implementable. In terms of the views of Nugraha and Wang, (2018), “socialization” is the method of sharing implicit knowledge through participation, practice as well as observations in a formal as well as informal manner. Socialization is implemented in the “knowledge dissemination stage” by creating virtual space between pivotal consumers and Amazon by adding emails, instant messaging, portals, search engine technology to the present area of collaboration. Externalization is the process of transferring tacit knowledge into the explicit knowledge which is made possible in the application stage of the KMVC. 
[bookmark: _65zrvn5ptdbm]

The support system of Amazon’s KMVC
At each stage of the Knowledge management value chain, the support system is interacted with and it can be easily understood with the help of the following example from the human resource, IT, consumer department of Amazon (Abid et al., 2017). 
This interaction helps to consolidate all HR knowledge, policies as well as information easy in the Amazon domain for anyone to update as well as access from anywhere. The knowledge management system of Amazon is also supported by the IT department and interacted at the Knowledge acquisition Stage stage by collecting unambiguous knowledge with the help of advanced and innovative information technology. Under the Amazon domain, the marketing department is one of the crucial support systems to achieve the business objective in an effective as well as efficient manner. This support system interacts with the knowledge management system of Amazon at the knowledge application stage of KMVS by guiding the consumers through declined the negative promotional risks and offering the quality products. Therefore, from various functional units, knowledge management of Amazon requires support (Jimenez et al., 2020). 
[bookmark: _Toc76125412] 4.0 Recommendations 
The various recommendations that will be provided to Amazon in this part of the report will help in improving the overall KMS activities within the workplace. The relevant recommendations are stated below.
Establishing a “centralised data system”
Amazon should ensure the incorporation of a “centralised data system” for eliminating the limited use of a distribution system (Shujahat et al., 2019). Incorporation of this recommendation will help Amazon for using cloud storage, thereby, ensuring better access to the various stored data. 
Focusing on socialisation
Amazon should focus on obtaining the various effective and essential “explicit knowledge” from the potential as well as existing customers, hence, ensuring improved socialisation. This information will help Amazon in understanding the needs of the customers, thereby, improving the various products and services.
Ensuring teamwork among the functional units
Amazon should focus on ensuring high collaboration among the different functional units within the workplace. For instance, the IT department will be responsible to acquire various technical information through the help of various digital instruments and provide the same to the HR department (Kane, 2017). On the other hand, the finance department will be responsible for making the budgetary plans. This teamwork among the units is required within Amazon.
[bookmark: _Toc76125413]5.0 Conclusion 
This report has been able to provide a detailed understanding about the basic concepts of Knowledge management. The effective system of Amazon associated with knowledge management has been discussed that indicated that the business organisation executes a highly performed "knowledge acquisition process". Amazon is said to operate by using one online interface that in turn assists the employees in accessing essential information associated with customers, identifying various learning opportunities, as well as understanding various new job tools. Amazon is also able to further organise the huge sized files with the help of KMS and helps to create a reference library for the employees of Amazon to upgrade their skill and knowledge, hence, contributing to high personal as well as professional development. With the help of an improved “information management process”, Amazon has been able to decrease the overall “employee overhead”. On the contrary, the major weakness associated with the use of knowledge management systems (KMS) is that it is a time consuming process. Amazon is supposed to obtain high business development opportunities with the help of KMS through improving the success driven areas of the business such as on boarding procedures, learning management as well as customer support operation.
Based on the above scenario, the importance of the knowledge management system from the perspective of the chosen e-commerce giant, Amazon has been cleared to achieve the organizational goal in an effective as well as efficient manner. By using the swot framework, it has been found that the major strength of Amazon's knowledge management system is its improved agility, quicker problem solving and faster decision making approach while a thread is the costliness and lengthiness of the infringement risk. 
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