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1.Introduction
The organization, capture, utilization, and analysis of the effect of a group's collective knowledge is defined as knowledge management. In the corporate sector, knowledge management also involves the upkeep of a knowledge base or portal where particular knowledge about the firm is kept.
When an organization's business information can be quickly accessed, shared, and updated, it may become more productive and cost-efficient. The capacity to access the appropriate knowledge at the right time, enabled by a strong knowledge management system, informs accurate decision-making, and encourages cooperation and creativity.
Knowledge management is the prepared management of an organization's knowledge assets for the purpose of creating value and meeting tactical and strategic requirements; it includes the initiatives, processes, strategies, and systems that support and improve knowledge storage, assessment, sharing, refinement, and creation.
As a result, knowledge management (KM) entails a close connection to organizational goals and strategy, as well as the management of information that is valuable for a specific purpose and adds value to the company.
(Hajric, Emil 2010)
Data are various symbols and characters in their most basic form, whose significance is only revealed when they are connected to context. Data is created by collecting and measuring observations.
By integrating data into a context, data becomes information at a higher level. Expertise on facts or people is provided through information.
As a result, knowledge refers to the information that has been gathered about a certain fact or person. Knowing what is going on allows you to make educated decisions and solve challenges.

2. Organisational profile of Amazon
- Main activities
Amazon is a worldwide recognized American e-commerce and cloud computing firm founded in the mid-1990s, more than 20 years ago. Initially, the firm started off as an online bookshop. Later, Amazon expanded its product line to include CDs, Blu-rays, and video games. Amazon's history is littered with acquisitions; such a strategy helped the business become the biggest online retailer not just in the United States, but also in the world. When the e-commerce business was highly relevant, growing, and lucrative in the early 2000s, the firm focused solely on its online market. Amazon purchased Zappos.com in 2009, and it is now one of the largest shoes and clothes retailers (Hsieh, 2010).
-Locations
Amazon is headquartered in Seattle and has 235 office locations around the world in 36 countries.
Amazon fulfilment centres have sprouted up in nearly every part of the United States in the last two decades, as the firm has sought to bring products closer to customers to enable speedier deliveries. Last April, Amazon stepped up its efforts by announcing that it will reduce Prime's two-day free shipping plan to one day.
Amazon claims to have over 110 operational fulfilment centres in the United States and over 185 worldwide.
(CNBC, 19 Jan. 2020)


-Staff profile including hierarchy
The American global e-commerce firm, based in Seattle, Washington, employed 1,298,000 full- and part-time workers in 2020. Amazon is the largest e-commerce retailer in the United States, with 2020 net revenues of over 386 billion dollars.
The company's revenue growth has been consistent, and the company's success has necessitated the hiring of an ever-increasing number of people. Amazon has much more workers than Google and its e-commerce rival eBay, with 798,000 employees in 2019. As the holidays approach, online e-commerce companies will need to find a method to keep up with the rising sales volumes.
Typically, Amazon responds to Christmas demand by hiring more people. Amazon hired an additional 200,000 employees for the 2019 Christmas season, primarily in backrooms to assist with receiving and stocking deliveries.
(Sabanoglu, Tugba, 2018)
Hierarchical is the best way to describe Amazon's organizational structure. Three CEOs and three senior vice presidents report directly to Amazon CEO Jeff Bezos and are responsible for different critical parts of the business.
Because of the company's enormous scale, Amazon has established a hierarchical structure. The world's largest internet retailer by revenue employs over 647,00 employees globally.
It is worth noting that, despite its size, Amazon, unlike many other firms with hierarchical organizational structures, is extremely adaptable to changes in the external marketplace. Amazon's organizational structure is made up of numerous small teams that work with different parts of the company. Jeff Bezos, the founder, and CEO of Amazon, is credited with introducing the "two pizza rule." Meetings should be arranged in small groups so that everyone may be served with only two pizzas, according to this guideline.
(Dudovskiy, John 2020)


3.SWOT analysis 
The popularity of Amazon can be found all around the world. It has a global user base of over 310 million active users and 100 million subscriptions. Amazon, as the world's largest online retailer, has a long list of accomplishments, record earnings, and successful launches.
As a strength Amazon has a solid market position and a good brand image as a worldwide e-commerce titan. For everyday necessities, Amazon serves a huge number of customers at low rates. As a result, it is using its knowledge about customers to become exclusively a customer-focused brand.
Amazon's logistics and distribution operations are extremely efficient. It even includes pre-determined prices for various delivery times. As a result, it delivers goods and products to clients in a dependable, secure, and timely manner.
Weaknesses are Amazon only has a few physical storefronts. This might make it difficult to get people to buy items that are not available in internet retailers.
In July 2018, Vox revealed critical revelations about Amazon's treatment of employees and working conditions. Employees have complained about poor air conditioning, scheduled toilet breaks, and continuous camera surveillance. Such things have an impact on Amazon's market reputation.
Unfair commercial practices erode confidence and expose businesses to legal liability. In the European Union, Amazon is facing antitrust allegations for collecting and exploiting data from third parties to compete against them. If found in violation, Amazon may face a punishment of up to ten percent ($28 billion) of its yearly revenue in 2019.
Opportunities. More e-commerce firm acquisitions can enhance the company's market share and lessen competition. Amazon could use their knowledge and feedback from customers to become more trustworthy and use only companies that are reliable and offer the right quality price product.
To minimize counterfeit sales, Amazon has the chance to enhance technical safeguards and organizational rules. When Amazon offered a phony My Critter Catcher, it exposed an instance of counterfeit sales. The item was sold for $1 less than it was originally.
Threats The US State Department is investigating three retail companies for maintaining supplier networks and labour sources linked to human rights violations. This puts the ecommerce behemoth at danger from a reputational, economic, and legal standpoint.
Amazon's earnings are being threatened by a rise in counterfeiting and phony items. The business recently launched a lawsuit against a New York-based online store for allegedly copying Valentino shoes, a high-end Italian brand that Amazon sells.
Fake reviews abound on Amazon, and the problem has gotten worse in recent months as a result of the epidemic. Customers rely significantly on product reviews to making purchases since they are a crucial indicator of quality and authenticity.
(Gupta, S.K. 2019)

4. Critical evaluation of Amazon Knowledge management

How can Amazon.com link so many consumers with product information so effortlessly? Part of the answer lies in the application of modern knowledge-management (KM) approaches. We in the eLearning sector can learn a lot from Amazon's approach to customer-information relationships.
Amazon recognized early on that the user experience—the capacity of its consumers to discover what they want, when they want it, swiftly and easily—was critical to success. That was not enough, though. It would add even more value to the experience if the system could assist consumers in achieving their goals in an intuitive and personalized manner.
Everything we buy from Amazon, as well as everything we do with them, is done through the same site. It does not matter if it is food, technology, literature, or apparel. Shopping at a single location. The portal is the same, as is the user experience. This creates familiarity and comfort for users, allowing them to explore new sections of the site with less worry
They show information for every product in the same style and order, from product details to reviews, if possible. This is due to their excellent content management, in which they compile material and then disseminate it to consumers in a consistent manner.
What most Amazon consumers find remarkable is how well the site seems to know them. The more we use the website, the more it gets to know us. It can then recall our past, propose goods we might enjoy, and connect us to further data it knows we are looking for.
Amazon is one of the most effective eCommerce sites in terms of eliciting significant feedback from consumers. Why? Because the firm respects what consumers have to say and understands that feedback delivers value to customers. It displays feedback directly on the product's main page and provides users with several options for parsing and sorting the information to their satisfaction.
One of the most effective ways to assess KM performance is through user input on the value of content. It has a far greater influence than, say, page hits or downloads. It also assists users in rapidly distinguishing significant and helpful material based on peer input.
[bookmark: _Hlk76051853]( Learning Solutions Magazine, 2014) 

-KMVC
After major works by Wernerfelt, B. (“The Resource-Based View of the Firm”), Prahalad and Hamel (“The Core Competence of the Corporation”), Barney, J. (“Firm Resources and Sustained Competitive Advantage”), and others, RBV emerged as a method for achieving competitive advantage in the 1980s and 1990s.
Supporters of this viewpoint say that instead of seeking for competitive advantage in the competitive world, companies should look for it within their own walls.
According to proponents of RBV, it is far more possible to exploit external chances by repurposing existing resources then acquiring new skills for each opportunity. Resources are given a major role in the RBV model in assisting companies in achieving better organizational performance. Tangible and intangible resources are the two sorts of resources.
Physical resources are tangible and are readily available on the market, thus they provide little long-term value to businesses since competitors may quickly obtain the same assets.
Intangible ones are everything else that the firm owns but does not have a physical presence. Intangible assets include brand reputation, trademarks, and intellectual property. Unlike tangible assets, brand reputation takes years to develop and is something that other businesses cannot purchase on the open market. Intangible resources are generally kept within a firm and are the primary source of long-term competitiveness.
(Ovidijus Jurevicius,14 Oct. 2013)
The VRIO model is based on Jay B. Barney's internal analysis approach for determining a firm's competitive advantages. The competitive advantages of Amazon.com are built on a variety of resources and business skills. Nonetheless, the company's information technology assets, as well as associated resources and competencies, remain at its heart. The VRIO analytical model enables the company's decision-makers to develop the best strategic plans and strategic objectives in order to compete against Walmart, Costco, Target, Macy's, and Nordstrom as well as Google, Apple, and Microsoft.
The fundamental competences of Amazon are built on organizational skills and business resources that meet all of the VRIO requirements (value, rarity, inimitability, and organization). Many of the firm's resources and skills meet only one or a few of these requirements, yet they nevertheless help the organization develop. 
As more users use artificial intelligence for diverse purposes, the technology is gaining popularity. Amazon.com Inc. is already using AI technology into a variety of products and services. For example, high-efficiency e-commerce services, similar to how the company's e-commerce innovations impacted the retail and associated sectors, might be appealing in these areas.
(White, Lesley, 11 Jan. 2019)
The organized development, transfer, distribution, and use of knowledge inside an organization is the emphasis of knowledge management. This article treats knowledge as a production component. For the management of knowledge in a company, Mathieu Weggeman created the Knowledge Management Value Chain model.
This Chain consists of mainly five components:
-Knowledge Inventory: An organization determines what particular knowledge is necessary to accomplish strategic objectives using strategic objectives. There is a difference drawn between information that is already available and knowledge that has to be created. What (technical) talents are required, and what mindset (culture) should pervade the company? The required knowledge is then compared to the existing knowledge in order to determine the ‘knowledge gap’. Amazon can use knowledge inventory by taking into consideration feed-back given by employees and customers. The company has a culture of accepting feed-back positive or negative openly on their website and on the platform used by employees.
- Knowledge development. The knowledge gap is used to determine which areas of the company require knowledge growth. This might be accomplished in a variety of methods, ranging from educating employees to acquiring information from a third party. Amazon is providing for permanent employee’s various trainings and development opportunities. They encourage exchange of employees for example to new opened venues where experienced staff are needed. 
-Knowledge sharing. After information has been generated, it must be communicated throughout the business in order for everyone to benefit and a high level of knowledge value to be created. The ideal circumstance would be for knowledge to become an intrinsic part of a company's strategy and culture.
- Knowledge applying. Knowledge will be incorporated into the organization through applying it. It is insufficient to just apply knowledge. People should get familiar with the knowledge, experiences, and skills that are available to them. Only then will it be feasible to share information within a company. Amazon does successfully apply knowledge by repeating work processes for its employees.
- Knowledge evaluation. Evaluation is a continuous process. This allows for the growth of knowledge and possible changes. Evaluation needs to be constant, and Amazon does review trainings, skills, and knowledge for its employees regularly. 
According to Quinn Typology 1993, there are four levels of knowledge:
Cognitive knowledge or know what, for Amazon is represented in mission statement “We strive to offer our customers the lowest possible prices, the best available selection, and the utmost convenience.” This shows clearly what Amazon does for its customers and offers guidance for its employees.
Advanced skills or know how in Amazon is presented by procedures and work structure that is made clear for its employees through training and refreshers.
The training offered is then applied in day-to-day work, by actions that are repeated and executed practically.
System understanding or know why, in Amazon is represented by implementing the work procedures and realising that the correct way of doing things will achieve the best outcomes.
Self-motivated creativity or know why, in Amazon is created by sharing success stories with employees, motivating them through bonuses and extra pay.
 (ToolsHero, 11 Dec. 2017

The SECI model (Nonaka & Takeuchi 1996) was introduced by Nonaka and Takeuchi and has since become the cornerstone of knowledge generation and transfer theory. They offered four methods for combining and converting knowledge categories, demonstrating how information is exchanged and generated inside an organization. 
Socialisation- Practice, direction, imitation, and observation are all methods for passing on knowledge. 
Externalization-This is thought to be a particularly challenging and frequently crucial conversion process. Tacit information is codified into papers, manuals, and other forms so that it may be more easily disseminated within the company.
Combination-Explicit to explicit combination This is the most basic version. To produce new information, codified knowledge sources (such as documents) are joined.
Internalization ranges from explicit to tacit. The information is internalized as explicit sources are utilized and absorbed, changing the user's previous tacit knowledge.
Rather than a static model, the process should be viewed as a continual, dynamic swirl of knowledge. It is essentially a graphic depiction of overlapping, continuous processes that occur – or should occur – in an organization.
(Hajric, Emil. 2011)
The model is notable not only for formalizing a theory of knowledge production based on the epistemological dichotomy between tacit and explicit knowledge, but also for providing a practical instrument for measuring knowledge development in organizational environments.

Amazon has implemented numerous measures that demonstrate its shift in HR management strategy. Its stance on underperforming staff has shifted.
Amazon lags behind in terms of openness and diversity. Amazon continues to underperform in terms of gender and racial diversity. However, Amazon's move to help underperforming staff may indicate that the company is ready to take the next steps in managing diversity and other elements of human resources.
In terms of human resource management, Amazon's track record is less than great. It is often seen as a white male-dominated institution. Despite its best efforts, the firm has been unable to control the high turnover rate. There are other issues that develop as a result of inadequate HR management. To maintain employees for a longer period of time, the emphasis must be on keeping them happy and pleased.
Such organizational cultures and cultural norms become a cause of unhappiness for employees, leaving them feeling discouraged. If Amazon employees leave, it is mostly due to the company's brutal culture and managerial tactics.
Rather than employing the rank-and-yank method, Amazon has invested in performance boost programs that will allow it to better manage its underperforming staff. Rather of dismissing them, Amazon is now assisting them in their performance through a new training program called PIVOT.
Amazon is therefore using its knowledge to improve its human resource system and increase employee’s motivation and satisfaction. This is a great step for Amazon, which has a reputation for rewarding top achievers and dismissing underperformers. Large employers would be advised to take a balanced approach.

5. Conclusion
In conclusion  customers' knowledge management is used by Amazon since it is more practical and creative. Amazon.com managers are clear that people are more informed than the firm realizes. Knowledge is essential for competitiveness. Amazon manages knowledge by encouraging consumers to contribute their expertise by offering product reviews, customer order history, and ideas based on previous orders. Rather than retaining information within the firm, Amazon permits it to be transferred through its consumers. This manner, information is not lost since the more clients the firm has, the more knowledge it gets.
What Amazon does well is the fact that they have a good system of retaining their customers and the large range of products offered. 
On the other hand, even if Amazon has an enormous amount of Knowledge stored, the way this information is used does not seem to help with employee retention. Feed back is done regularly for employees, there are regular meetings, trainings and is appears to be a good system, this does not seem to improve the employee satisfaction. 
In reaction to the outpouring of criticism, during the pandemic, Amazon has detailed the steps it has taken to ensure workplace protection and safety its employees, including instituting over 150 significant process changes, establishing testing stations in, and routinely sanitizing its facilities, and raising employee pay. The firm has also stated that it will spend at least $4 billion in Covid-19-related expenditures, including staff safety, in the future.
 It is difficult to ascertain how much of that money will go toward employee welfare versus customer and business growth initiatives like developing consumer home testing kits for the virus, improving a supply chain for pandemic supplies and treatments, and funding research for coronavirus vaccines and treatments.
(Forbes,2020)
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