








KNOWLEDGE MANAGEMENT SYSTEM AT AMAZON




Student name: Natalia Dedu

Student ID: 1816782


Executive Summary
Jeff Bezos starts the Amazon business in Washington. This online retail service becomes one of the largest online retail stores around the world. Amazon uses the principle of Knowledge Management service that helps the company to increase its strength in decision-making and problem-solving technique. Strength of the company base on the Resource-based view and increase its market value. The product value of the company improves the customer index of the company. The weakness of the company also covered up by introducing different kind of technological tools to secure the information of the company. The training system of the employee helps them to understand the knowledge system of the company and also provide them with the knowledge to use the information properly.
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[bookmark: _Toc72116173]Introduction
Knowledge management system of any organisation improves the productivity of the organisation and improve cognizance of new information to increase performance. It also improves understanding, combining, and process alignment by restoring and storing data of that organisation. Data, information, and knowledge are related to each other by facts. Data do not provide any particular meaning while information provides a particular meaning. This has happened because the information is the collection of data those help to create a meaningful goal for any context. Knowledge is the flow of information that contains the details. These three items are related to each other and important for any organisation. Peter Drucker first coined the term knowledge worker and it became a knowledge management system for any organisation in present days. In the year 1970, the term knowledge management was coined, though it was not utilised for the next decade. Knowledge Management (KM) was started utilised in the year 1980 by the professional of the management system. In the year KM showed its flaw in the market and every organisation started to utilise the KM system in it. KM technology was started to develop in the way its use increased in the market. In the beginning, it is only the gathered pace as the globalisation in the economy, social, and technology did not start to begin globally. The importance of the KM system was understood by the organisation after competition in the market increase dramatically. An organisation manages its knowledge to improve the efficiency of the organisation that makes the decision making of the organisation easier. KM system of any organisation helps the management team to make a favourable decision for the organisation concerning the information via the knowledge system of the company. The key drivers of KM are maximising the potential of an organisation, efficiency of an organisation, competitive advantage, and managing intellectual capital. This report shed light on the KM system of Amazon and few details about Amazon.
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Figure 1: Relation
(Source: Chenavaz et al., 2018)
[bookmark: _Toc72116174]Organisational Profile of Amazon
[bookmark: _Toc72116175]Main activities
History
The founder of Amazon is Jeff Bezos. It was founded in the year 1994 as Microsoft established its business in the area Amazon started and started selling books initially. After three years it started selling product to the public (Amazon, 2020). In the year 1998, it started to sell music and videos. It also started its business internationally this year and started its operation in the United Kingdom and Germany (Chenavaz et al., 2018). Amazon also started selling electronic goods, toys, software, and home improvement items in the same year. It introduced Amazon Web Service for the public and it gains popularity rapidly. Storage service initiates in the year 2006 to store data on the company’s website. Introducing Kiva System in Amazon is a vital step for the inventory management of the company. After five years it started to operate as the supermarket of different types of products.
Work of Amazon
Amazon starts its business by selling books to the customer and afterwards it started selling music CDs, video DVDs, software, and videotapes (Shubair et al., 2018). As time passed and Amazon started to achieve popularity internationally then it started to sell a different kind of product to increase the number of customers. It started to sell food items, groceries, health care product, baby product, and electronic items. Sport items, kitchen items, and automotive items are also stated to sell by Amazon worldwide (Woo and Mishra, 2021). Amazon delivers different types of items as per the requirement of the customers and products variety depends on the area in its operated. For example, Amazon delivers liquor in San Francisco according to the demand of customers in the city. In the year 2020 Amazon started to deliver online medicine according to the prescription provided by the customers (Lei et al., 2017). It also started international shipment for few products. It delivered a product to a different country as per the customers’ requirement.
Primary Activities
Inbound Logistics
The agreement of Amazon with its vendors is not a long-term agreement. That is the reason Amazon does not provide any guarantee of particular payment to its vendors. Fulfilment by Amazon is the main policy of inbound logistic of Amazon (Castelli et al., 2017). The economies scale helps for value creation for Amazon inbound logistic. Amazon is bound to operate every step for an item and has full responsibilities for that item.
Operations
Amazon operations have three segments and those are North America, International, and Amazon Web Services (Almiron-Chamadoira,2018). The North America segment is operated through the North America based website that increases its popularity every year. The international segment is focused on an international operation based on the international based website. Amazon Web Service (AWS) is the segment that deals with the global database, storage, and global sales of computing. AWS provides pay-as-you-go computer resources, cloud storage, computing services, and networking. An innovative approach for problem-solving is one of the sources of value creation for Amazon-related with Amazon operations. The commercialisation of the cloud services is made once its benefits for Amazon became evident.
Outbound Logistics
Amazon outbound logistic is associated with a fulfilment centre that uses robotic technology for its internet operation for a product. It also associated with the co-sourced and outsourced arrangement (Smith and Linden, 2017). Digital delivery avails to download of the products and services for customer on its website. Amazon provided an overnight delivery system by making the delivery partner with UPS, TNT, AND FedEx.
Amazon Marketing and Sales
The marketing and sales of Amazon increased dramatically in past years. Marketing and sales are the core value of Amazon (Heng et al., 2018). It spends its money on marketing rather than spent on Wal-Mart. The marketing messages are always based on the largest number of services and products.
Amazon Service
The customer service of Amazon is an exception for the source of value creation for cloud computing. Amazon is a customer-centric company and it always provides the best option for its two types of customers (Kordrostami and Rahmani, 2020). These two types of customers are seller group and buyer group. The selling coach programme is available for the seller group and they got the opportunities to provide a large selection of product to customers.
Operational Area
Product advertising, product sales, cloud service, and subscription service are the operational area of Amazon. This is the world’s largest online retailer and it grew up rapid throughout the world.
[bookmark: _Toc72116176]Location of the Organisation
First Amazon starts its business in Seattle, Washington and it is work as an online retailer, e-book provider, and web service provider. Afterwards, it started operations internationally. It is the world’s largest online market platform that provides its service to several countries (Chandra and Chen, 2019). After Washington, it started to serve in Germany and the UK. After that it started to operate in France, Ireland, Italy, Australia, Japan, China, Mexico, Canada, Spain, India, and new countries are always added to its area. In the present situation, it operates in multiple countries to provide better service to its customers. It started its business in one country and in the present situation; it has 185 centres around the globe. These sites help Amazon to operate properly and provide its service to the customer. As it started its business in Seattle, Washington, so, its headquarter is also located in this city (Marathe and Gawade, 2020). Different geographical area has demanded of different types of products. For example, the countries that have always winter season always demands warm cloth and on the other hand, the country lies in the summer co-ordinates dos not a demand for warming cloth. Different sites in the different country operate the service of the Amazon in that country.
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Besides the growth of the business, the number of employees in Amazon is also increased. According to data December 2020, the workforce of Amazon consists of male and female employees from a different country (Koo and Park, 2017). 44.6% of female employee is working in Amazon globally and 55.4% of male employees are working in Amazon service. There are several conditions in the hiring process in Amazon and it is considered as entry-level to experienced employees.
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Figure 2: Workforce
(Source: Amazon, 2020)
The senior leaders consist of 22.1% female and 77.9% male in Amazon. The department of People manager also consists of 29.3% female employee and 70.7% of male employee around the globe. The global corporate employee for Amazon consists of 31.4% women and 68.6% male candidate globally. At the field and customer support operation, there are seems to approximately equal number in the number of a male and female employee. The percentage of a female employee in this group is 48.5% and the percentage of male employees is 51.5% (Amazon, 2020). The minimum educational qualification to work in Amazon is the high school education and understanding ability of English. 
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Figure 3: People Managers
(Source: Amazon, 2020)
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Strengths
The biggest strength of Amazon is that it uses the resource-based view (RBV) for its business process. It helps to attain sustainable competitiveness in the market. The resource of Amazon is gathered from different merchandise. That way it provides different types of product of the same category and it also includes the product those are valuable to the customers. The customers always buy a product that has a useful value. Valuable products always have less competitiveness in the market. They're also less competition for rare products that are present in the market (Majed et al., 2018). The product immutability is also essential to draw the customer attention toward using the company site. Amazon uses the RBV framework to achieve sustainability in the market. Organised products always draw the attention of the customers toward a product that increases the sustainability of the company. The strength of the KM system of Amazon improves its awareness about a different source of new information that helps to get positive feedback from the customers. It improves the organisation’s agility and also improves decision making. The business process of Amazon also improves as it applies the principle of the KM system in it. The improvement in quick problem solving is also improved due to the application of the KM system’s principle. The KM system of Amazon also helps to improve communication to improve customer support. That also helps to improve the customer satisfaction index of the company.
KM system of Amazon is also provided with the one business platform that makes it easy for the customer. The customers can find information about a product in the same interface. The availability of different product on the same platform makes it easy for the customers. The customers do not feel any pressure while searching for different types of product. The information on different types of product is available on the same site (Wadhwa et al., 2020). The information pages for different products also look alike while the customers enter into a different page. Using the principles of the KM system strengthen the path to achieve the customer-centric goal of Amazon. It also improves the business process that helps the customers to find any kind of product that is available on the company site in one platform. The customers’ feedback information is also available on the same site that also helps the customer to choose the better option for the product. 
Weaknesses
The KM system of Amazon also has weaknesses and also the reason behind a few misleading in the Amazon service. A proper understanding of the KM system is essential to understand its importance in the company (Castelli et al., 2017). The average worker in Amazon does not understand the KM system properly. The lacking of the company strategy to utilize the principle of the KM system is also made it difficult to handle new information from different sources. Extracting information from different sources are also seems to be complicated as the employees have lack details knowledge about the KM system of Amazon. The average worker in Amazon does not understand the profitability of the KM system in the company. KM system in Amazon also has a disadvantage as the employee of the company fails to collect new information from different sources and does not input the information properly in the information warehouse of Amazon. KM system of Amazon creates confusion among the managers and employees. People are not used to sharing, reuse, and apply their knowledge consistently in the company (Mousavi et al., 2021). It is also a weakness of the company that affects the growth of the company. The alignment of the KM system and business goal does not seem to be aligned properly that slower the process to reach the goal for the company. The company try to implement the KM system to an existing system of the company that makes the company weaker as the customers are already made them comfortable with the previous process of the company.
Opportunities
KM system brings different opportunities for any company and it also does the same for Amazon. It reduces the support cost of Amazon service and increases the profit of the company. The company may increase the customers’ interest in a product by showing its benefits of using it (Delfanti and Frey, 2021). Proper information about a product is essential, as it draws the customers’ attention towards a product. The feedback system of the KM system is also helpful for the customers. It also increases the customers’ happiness as the customers are satisfied with the customer support system of the company. KM system of Amazon also brings the opportunities to increase its business in other countries. The advanced tools of the KM system also bring the opportunities to collect the data from the different source about the existing company in the market (da Costa Doria et al., 2018). Amazon can easily evaluate the performance details of other company that helps to introduce its business in the new market place. KM system of Amazon also helps to find out the lacking that is present in the company and provide the opportunities for the management team of the company to improve it. 
Threats
The threat to Amazon is the presence of other company in the market and they also use the same KM system in their function. Amazon shows the valuable product to the customer and the price of the product is also increase according to the merchant’s rate. The other company provide the same product at a lower cost and it has harmful effects on the business growth of Amazon (Baird, 2021). The biggest threat of Amazon is knowledge theft and the company needs to protect the information of the company as well as of the customers.
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Knowledge acquisition is about extracting, structuring, and organizing knowledge collected from different sources. Amazon extracts data from a different source and stores it in its database. Amazon collects new information and adding them to the existing knowledge base (Delfanti, 2019). It increases the capabilities of the system that help it to improve the KM system of Amazon. Amazon introduced the knowledge acquisition process in its KM system to increase the process that helps to improve the performance of the company. It depends on the way Amazon collect the information and the source of the information is also important for the company. The first step of the KM system of Amazon is to collect the information to build corporate repositories (Bogusevschi et al., 2019). The information collected by Amazon is either in the form of the document, reports, and best practice. These are extended to include the instructed documents in the knowledge system. Amazon creates new knowledge by analysing the existing data stored in the database (Young and Gilmore, 2017). Knowledge acquisition of Amazon is performed by collecting the payment details, product details, customer details, and inventory of the company. The information collected from other sources such as the news feeds, legal opinion, industry reports, scientific research, and government statistics. The reports of the different industry are also provided valuable information that gathered by Amazon and it helps to understand the market situation of that company.
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Figure 4: Knowledge Acquisition
(Source: Young and Gilmore, 2017)
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Information collected from different sources must be stored in a particular place so it can be reused by the employees of the company. Amazon performed these steps accurately to store their data in the database and employees use this knowledge to produce different types of strategy best for the company (Onyusheva and Seenalasataporn, 2018). Knowledge storage is based on maintaining the database of the organisation. Knowledge stored in the database may be stored in different form and depends on the information collection. The knowledge management team of any company needs to maintain the database and provide the access to the team for use of the data in the database to perform well (Gil and Kim, 2019). The KM team of Amazon stored knowledge and provided them to the appropriate team that use this information to perform well. The knowledge management team separate digitize, tag documents, and index. The knowledge stored by the management team also needs to maintain accordingly after a new bunch of knowledge gathered from different sources. The knowledge management team of Amazon support the evolution of a storage system that is a planned knowledge (Cheng et al., 2021). Amazon gives reward to the employees those are stored the knowledge properly in the database. The knowledge management team of Amazon helps to store the incorporated data corporately and it reduces the risk of retrieving data in future. The information gathered by the management team of Amazon helps the employees of the company, especially the sales personal, and marketing personal to perform their job more accurately. As they understand the market properly and introduce new techniques of marketing for Amazon.
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Knowledge distribution is an essential part of any company to increase the performance of the company. The knowledge distributors of Amazon distributed their knowledge properly and it increases the business internationally. Different tools are used by the company to distribute knowledge to other employees (Bento et al., 2020). The employees can access the information through the particular database that is essential for them. The knowledge management team has also distributed some information for the customers that help the customers to know the details about any product and the information may consist of manufacturer details, merchant, and product value. That way customer can compare the product with other products. The feedback information of any company is also essential to show on the company’s site (Vieira et al., 2018). Amazon always got good feedback from its customers that help its performance in the market. The particular training programme also provided to the new employee to provide them with the proper knowledge and instruct them properly to use the knowledge database. The proper training programme of Amazon increases the relation between the employees and the manager of that particular site. That way the manager also concentrates n the important knowledge and information that are important for the company.
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Knowledge application is mandatory for every organisation otherwise there will be no value in storing knowledge. The KM system of Amazon always used its knowledge stored in the database and gives them business values. Knowledge applied to practical problems becomes valuable to the business (Sastry et al., 2019). The systematic part of management decision making becomes valuable for the business. New information always needs to be based on the core value of the business. Amazon used its knowledge to improve its decision making and problem-solving system. The new method of approaching a product to the customers is introduced by evaluating the information stored in the database of the company. The database management system of Amazon helps to find out the new path to attract its customers towards the new product (Midha et al., 2017). The products and services provided by Amazon for its custom-designed based on information of customers’ interest. The KM system stored the information of customer interest and provides it to the warehouse maintenance team to upgrade the inventory of Amazon. 
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Amazon is one of the world’s largest online retailer service provider based in Washington and spread its business throughout the world by building sites in different countries. Amazon uses the data warehousing system and data mining system to increase its knowledge collection to provide a valuable path to the company. The information-gathering in Amazon helps the company to improve its decision-making system and improve its problem-solving system of the company. Amazon also handled the content management system of the company very well and it also improves the service quality of the company. It also manages to secure the information of the customers and the information of the company safe and secure. The use of intranet and extranet in the company site makes it easy for the employees as well as for the customers to collect the required knowledge-seeking by them. There is a knowledge security threat for Amazon as it is the main competitor in the online retail market. The online retail markets are now high in demand in public as everyone requires daily usable equipment is available on the company website. The security threat to the database of the company increases as the popularity of the company increase. Amazon is lacking in artificial intelligence tools to save the information of the company as well as of the customers. Amazon needs to introduce artificial intelligence tools to fulfil secure the database of the company.
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