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EXECUTIVE SUMMARY
Amazon.com is a big tech giant company that deals in the sales of music, books, housewares, electronics, movies, toys and all the other day to day stuffs through direct online selling or act as a platform for the other retailers to sell the products to amazon's customer base of millions of people. It has a dedicated Amazon web services platform for all the other internet-based services like cloud storage and cloud computing. The company is a titan which is reflected by the fact that 1 % of the total internet traffic from all of North America travelled through the data centres of the company.
The company also ventures into the tablet market with its kindle line-up designed specifically for e-book reading. This one device has led to a revolution in the e-book market with more and more books being released online which has propelled amazon’s growth. 

Offering a large variety of goods can potentially enhance the appeal of the company but the most profitable business of amazon is of services which have also gained it the loyalty of the customers. The Personalization Tools recommend the customers other products by analysing their purchasing history and reviews from other customers. Amazon has built a community of consumers who put forward their reviews for each and every product and heap the other customers to make the purchasing decision.

The report tries to identify the opportunities which the company provides for its stakeholders to benefit along with analysing the challenges for amazon in the market with recommendations for their mitigation. The report performs SWOT analysis and uses knowledge management theory to work on the weakness and threats faced by the company.
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Amazon.com is a big tech company that has its headquarters in Seattle, Washington, USA. The company was founded by Jeff Bezos on 5th July 1994. The main operations of the company include e-commerce and Cloud services along with Digital Streaming services and AI-based technologies. Amazon belongs to the group of Big Five companies in the IT industry based in the USA along with Apple, Facebook, Microsoft and Google. It is the most valuable brand in the world and one of the most influential corporations on the whole planet.   

The company in its initial days sold books through an online platform and slowly expanded and diversified its offerings to include software, furniture, food, jewellery, etc. The company surpassed Walmart and became the most valuable retailer in the US in 2015. The company completed the acquisition of Whole Foods Market at US $ 13.4 billion to increase its footprint in the physical retail market. Amazon's 2-day delivery service, Prime surpassed 100 million subscriber landmarks in 2018.

Over the years, the company has built an image of a disruptive force in well-established industries through innovations in technologies and targeting the mass market. It is the largest online retailer on the globe and the largest company in AI, Online streaming, and Cloud Computing when measured in revenue and market capitalisation. It is the largest company in the world by revenue and is the 2nd largest employer in the US private sector. The company had the largest global brand valuation in 2020.

Amazon has a diverse portfolio of distribution platforms like video downloading and streaming through Prime Video, music through Amazon Music, audiobooks through Audible and live streaming through Twitch. The company also has Amazon Publishing for publishing, Amazon Studios for film and television and a cloud computing subsidiary which is AWS (Amazon Web Services).
The company produces electronics goods like Kindle e-reader, Fire TV, Echo devices, etc. The company has also made acquisitions of Twitch, IMDb, Ring and Whole Foods Market. The company has also been criticised for anti-competitive behaviour, demanding work culture, tax avoidance, technological surveillance overreach.

Knowledge Management 

“Knowledge is Power”, the analogy is never so true than when it comes to running a business.  

All organisations rely on knowledgeable employees for success irrespective of industry or product. Companies should consider knowledge as their biggest assets, but this is not limited to just hiring employees with skills. The companies should focus on building processes for storage, growth and sharing of knowledge to increase the overall knowledge base of their workforce.

Amazon has mastered the process of knowledge management from when ventured into e-commerce industry in 1990s. It uses user experience and core- knowledge management principles for satisfying the needs of its workforce. One of the principles is housing a single interface to satisfy the needs of all the users. This makes all the products easy to index and find. This has allowed Amazon to diversify its product line from books to include all the products imaginable but also introducing in the house product line which competes with other products available in the market like foam rollers, Bluetooth speakers, etc.

Every business applies a different approach to knowledge management. The things which are common across all the approaches are a commitment to knowledge management practices and finding out the ways in which they can be applied to the business.  
Hardware, software and Database have been considered the core information system technology for a very long time but Dave Bourgeois, a researcher has suggested adding another component of communication to the list.

Early computers didn't have the technology of the internet and they were stand-alone machines that did not communicate with each other. But today it is extremely rare for a computer to not have other devices connected to it in this hyper-connected world.

People and processes need to be added to traditional software, hardware and data components for integrating communication into the information system. Business heads in all the industries found that information system is irreplaceable form the processes like "as-a-service" cloud analytics. 

Information system performs multiple roles with varying degrees of importance in businesses depending upon the need of the company when all the elements are integrated to it.

Julie Davoren writes on Chron.com regarding amazon's use of information systems in the following ways:

Analysing and storage of information:
The storage and analysis of information relating to business function, transection data, customers and employees are done with the help of Sophisticated and comprehensive databases which are sometimes cloud-based. This analysis gives an insight that helps decision making for solving present and future issues.

Assistance in decision making: 
Information systems are capable of comparison of in house analysis with any external source like comparing insight information regarding the state of the economy or analysing compotators financial statements, etc. People can use these insights for reviewing the accuracy and quality of the strategic decision they had made. 





Providing assistance for the business process:
Value-added systems are developed with the help of Information systems. Information systems that are adapted for general business activities like supply chain management and manufacturing, helps to simplify the business processes and streamline unnecessary activates. 

A business head is expected to familiarize themselves with Information system thoroughly as it is becoming more entrenched in the business world. Many MBA courses now have included information systems into their curriculum.  


Capabilities of Management Information Systems: Departmental heads needs to be at paring with the capabilities of business intelligence system, data analytics and IT. All the capabilities of the management information system are tailored for executive decision making. 

The capabilities of the information system are broken down by Ian Linton in an AZ central’s article:


· Information access: Fast and easy access to information like sales data, financial records and other business-related should be available to the managers for making an informed decision.

· Data collection: Data is collected from outside as well as inside by the management information system. The data is pooled and stored at a data warehouse which is connected together for performing analytics.

· Collaboration: The ease of collaboration for decision making if not the most then one of the most important functions of an information system as large volumes of data is available from all the different sources, departments and industries.

· Interpretation: Information system also helps business heads to analyse the potential implications of the decision after it is made by the constant update of the data and predictions of future benefits and issues.

· Presentation: The information system used by the managers are integrated with the tools designed for creating easy to understand reports for the purpose of review by the higher level of management in any organisation.


Managers also take advantage of information systems specially designed according to business functions that influence the position or the department. Invaluable information for the managers is generated by product design system, product subsystem, Marketing information systems and sales forecasting.

A number of systems are used in amazon for e-commerce activities. As mentioned above it is the biggest e-commerce MNC with a large customer base. It uses an information system for the business process and built competitive advantages against the competition by improving efficiency in collecting, storing and performing analytics on the personal data of the customers. 
The report tries to assess the MIS used in amazon and analysis its impact on business process analysis by information collection and value chain management. The report will focus on the information system and its description by means of seamless connectivity with other devices. It will analyse the means for improving the business processes for promoting competitive advantage. The report will also study the opportunities and threats for the implementation of business information systems. 

System Description

One of the biggest reasons for the success of amazon is its advanced information system implementation. The decentralisation of the decision-making process which has been achieved by integrating information systems and business processes analysis has increased the efficiency of the important business process. The company operates two-part software for managing the data which consist of Simple Storage Service which is connected to an integrated database and AWS which enables the online platform for the access. The web services enable the customers to the creation of accounts and customise their profiles to efficiently process the transactions. AWS comprises a variety of systems with many functionalities for the improvements in the efficiency in the management of the information and business process delivery. It is a very advanced system with high levels of supportability with the entire internet-enabled device to communicate effectively between sellers, customers and Amazon employees (Al Imran, 2014). The robust web services combine different features like scalability, reliability, security, and efficiency to make them highly effective in the delivery of business processes with the help of a CRM (Customer Relation Management) system. Optimal security for user data and customised consumer service base on the profile of the Customers is ensured by an integrated Smart Analysis Search system (Al Imran, 2014). Service decentralization is promoted by the system built on Service Oriented Architecture (SOA) for improved scalability of the system.

An important part of BIS is the Amazon Transaction processing system. This enables customers to efficiently and securely make purchases. The Information management system is made easy and reliable by features like credit card payment, 1-click purchase, etc. Special functionalities like the intelligent recommendation are integrated into Amazon information management systems to analyse past search data of the customer and make a recommendation for items that are similar to the data mining processes (Adaji and Vassileva, 2017).  The system thus becomes very interactive and improves customer’s satisfaction. The order information is processed through a supply chain management system which is integrated with the payments system and other web services. The data collected by web services is sent to the Enterprise Resource Management system. This operates on an Oracle database management system. The ordering process is automated by this system with accurate scheduling and tracking (Al Imran, 2014).


CRM is another important part of Amazon information system which significantly contributed it the growth of the company. This accumulates customer information like information of credit card, transactional history, etc with the help of specialized sorting algorithms which stores data in the profiles of the customers. Sensitive data including credit card details are encrypted and customers order details are sent to the delivery system for delivery Catelli et al., 2017) CRM also gathers data like customer feedback, product reviews, etc for making improvements in efficiency and scalability (Al Imran, 2014).


Analysis of the Business Process
Efficient delivery of important business processes like order delivery, transections, etc defines the effectiveness of Amazon information systems. The company has integrated various parts of its information system with the database and CRM system for improving Business process analysis. This is accomplished by de-centralising the decision-making process resulting in improving transparency of the data.  The company is able to make use of business intelligence analytics for understanding the business environment and improving strategies for the system so that they are capable of processing more orders per unit time. A virtual copy of the physical market is created by Amazon information management system for enhancing the market understanding of variations of supply and demand (Hajli, 2012).  Automation of the business processes and quicker resolution of customer queries is achieved by integrating communication structures and information systems. Smooth flow of business is ensured by streamlining the delivery system with the order process and enhancing the real-time resolution of customer queries. If an order is placed through web services, the query is sent by the information system to the information storage facility to avail the product details on the console of the customer. If the potential customer is fully convinced for the purchase of the product and add it into the cart the customer is redirected to payment by the payment processing system where the customer adds location and does electronic payment.  

The payment notification along with product details is sent to the customer via e-mail and SMS. Payment details are recorded automatically and sent to the supply chain system by transection system, where preparation for the shipment starts. The customer receives a notification for the shipment of the product via SMS by the supply chain system. 


Customer attraction and retention

Amazon has been successful in bringing in more customer and maintaining high retention rate despite the increase in competition because of improvements in business process analysis. The customer personality and interests are analysed automatically with the help of CRM strategy for acquisition and retention of the customers by recommending them their favourite product.

 Value is created for the customers by automating the processes and sophisticated communication. The amazon information system has done this in the following ways:


· Improved customer care – Amazon's communication with the workforce has been significantly improved by the efficiency, scalability and security of the Information system. The user experience of the customers is enhanced by it as they are able to receive the solutions for various issues in real-time. Customer satisfaction attracts more customers to the website.
· Unlimited Inventory – Initially the company only sold books but since it has diversified into selling video games, movies, electrical gadgets, and the other entire product as their demand has swelled up.
· Low Prices and High Margins – This strategy is the key to build up competitive advantages resulting in attracting more customers and increasing customer retention. The low prices selling has enabled the company to sell more in less time and building long term profit (Claus, 2013).

Decision-making Decentralisation
Reduced managerial diseconomy is the result of a decentralised decision-making process which is a perk of having an information system. This is especially true for a company like Amazon who has a large consumer base. The core business processes flow smoothly because of the independence of operation of various functional units. The data from various business processes is collected by different components of the amazon information system and stored in a centralised database appropriately formatted for analytics in the process of decision making (Zhu et al., 2017).  The decision-making process is promoted by the information system in the following ways: 

· It provides secure success to the data: 
Fast access to reliable data related to financials, marketing, employee performances, etc is required by the managers of the company. The data helps in the identification of strengths, weaknesses, and opportunities for improving strategic decision making and business processes. The data is easily accessible for analytics and retrieval as an information management system promotes access to the data by automation of the collecting, sorting, and centralized storing of the data.
· Interpretation:
Data interpretation is facilitated by the specialised data analytics algorithms which are integrated with the amazon information system’s architecture.it is important as it helps the management in understanding the influence of their decision on business processes. The trends and patterns are identified easily with the help of specially formatted reports formed by collecting processed data from orders, customer's profile, payment processes and deliveries (Papathanasiou and Kenward, 2014). This helps management in coordinating actions at different managerial levels.
· Decision Support System:
Amazon information system not only allows data access and interpretation but also enables central decision support. The information system also plays the role of the decision-support system by its use in the context of unstructured and structured decision making processes. Decision support system builds models and frameworks to analyse underlying data by interactive decision aid (Papathanasiou and Kenward, 2014).



Amazon information decision support system (DSS) is divided into the following classes:

DSS which is driven by Communication:
This type of DSS targets internal groups and partners. It helps in conducting meetings and user collaboration. This DSS is deployed using web and client servers. This includes instant messaging software, net meetings, chats, etc.


DSS driven by Data:
These target Employees, Managers and Suppliers. Its main purpose is to query a database for solutions to specific problems. The mainframe system and client link are used for its deployment. These include a computer-based database that features a query system.


DSS driven by Document
These are more commonly used DSS which target a broad base of the user group. This DSS is used in searching web pages to find documents for specific keyword sets or search terms. These are generally deployed using the technologies like client systems and the web.


DSS driven by Knowledge: 
This DSS is sometimes also referred to as the knowledge base. These include catch-all category system which has a broad range of system which covers users inside the company. This may also include outsiders who interact with the company. The examples include consumers. It provides advice regarding the management and selection of products and services. The DSS is deployed using the technologies like Client systems, dedicated software and the web.


DSS driven by Models
These are very complex systems that are used for analysing decisions and selecting various options. These are used for various purposes by the management and employees or the outsiders who interact with the company depending on the configuration of the model which includes decision analysis, scheduling, etc. This is deployed using the technology of client-server, software and hardware in particular system and web.



CONCLUSION AND RECOMMENDATION
The knowledge management process gives a competitive advantage to any company using it and this is a blessing to have in today's competitive global marketplace, this cannot be denied. However, this is only true if the data collected is used by the company for meeting their strategic goals along with having an updated knowledge management tool with the latest tech and the flow of data between the employees is smooth and organised. Management can be relaxed in their reaction to changing market scenarios if they are not able to access the data required for decision making. Knowledge management faces many challenges. The challenges along with the solutions to these challenges are given below:   

Out-dated Technology
One thing which constantly keeps changing is technology. The tech which worked smoothly yesterday can become obsolete in future. Let's take the example of a cell phone. In the past, they were very bulky and less mobile, but today the phones can easily fit into even our pockets and they are evolving to become slimmer and lighter.  

We can’t think of a knowledge management system being bulky.  However we will be impacted by it if: searching for the required data is unwieldy, The storage of data is more time-intensive than it is expected to be or the workers do not use the system because it's obsolete.
A big challenge for knowledge management is the older system which operates on the basis of decentralised architecture. This situation creates confusion regarding the storage location of data whether it is located in cloud storage, database or network drive.

As one can imagine, this confusion takes away the benefits of using a knowledge management system from the company. This suggests that the company needs to have the correct knowledge management tool if it wants to benefit from all its benefits. 

The motivation of the Employees
Motivation presents another challenge for knowledge management in a company. Employee’s choice in the sharing provides the knowledge management value in the company. for example, if the employees do not create the document for lessons learned after each assignment is finished, the benefits to the company are not materialised.  

This is the reason why the organisational heads need to explain the objective and review the status along with forcing the compliance for the sake of knowledge management. Basically, implying expectation and then employee evaluation of this expectation is the key to success.  

Overall the burden of the expectations of employees hangs on the shoulders of the knowledge management system which the organisation uses. Employees start to avoid the use of the knowledge management tool if it is outdated, complex to use and require a lot of time which can be used otherwise. 

Managing the Engagement of Community 
The problems of the organisation will not be solved by just having a platform for internal knowledge sharing. The natural instinct should be to engage with the team and find answers to the question along with identifying the members whose roles are vital for the growth of the platform. They are the employees who dose the value added to the community after all.

Gamification is the best option when it comes to recognising the efforts and promoting engagement. This has been proven by many studies.

Making the Information Reachable  
There is no objective of having a knowledge management system if the employees are not able to reach the data which they require.

It is a knowledge management crisis when the functionality is outdated or incomplete. These crises can be dealt with with the help of the correct tool of knowledge management.  It is the technology that presides over the success and failure of any knowledge management system.

This is the reason why a company should invest in a robust and well-crafted knowledge management system that can help the company to overcome these crises. The manner of storing the data should provide the company with a competitive advantage ultimately not to restrict the firm from the achievement of its objectives and business goals. 
Searching for the data for a long time is painful for everyone. To solve this issue the management should make sure that the data is not only stored at a central location but the access to it is easy and secure. 
This will ensure the easy and fast accessibility of the data by the user. This will save the valuable resource of time for the user which they can divert to other meaningful tasks. 

Facilitate collaboration between the members of the team or different teams

It’s a great idea to have a physical place for the employees from various business functions to collaborate. With the increase in the numbers of remote employees, it has become a challenge for the knowledge management to facilitate collaboration between the team members nonetheless their location.  This problem can be overcome by customising the process of ideation through identification and clearly outlining the various stages. The team members are kept updated and engaged regardless of their team.
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