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Knowledge and Information of Management

Knowledge management is a category that represents solutions used to streamline the process of capturing, distributing, and effective use of knowledge. The ability of organizations to easily access, share and update business knowledge makes it more productive and cost-efficient. The ability of organizations to get the right information at the right time through a robust knowledge management system leads to accurate decision-making, which stimulates innovation and collaboration. Research indicates that a robust management system knowledge reduces information search by 35% and increases organization productivity by 25% (Becerra-Fernandez and Sabherwal, 2014). Knowledge is one of the most valuable assets in an organization; growing, sharing, and storing knowledge is critical in every organization. Examples of knowledge management systems include document management, content management, databases, data warehouses, intranets, social networking, and wikis. Knowledge management assists in fast decision-making, leading to optimized training, enhances communication within the organization, and increases collaboration among generations.
In most cases, data, information, and knowledge have been used synonymously, but they have different meanings. Data is different symbols and characters which get a clear meaning after connecting with context. Collecting and measuring observation generates data. Data is processed, sent, and received through machines and is interpreted as facts in the context of everyday meaning and is regarded as information. Information is structure and collated data to further its meaning and contextual usefulness. The information provides expertise about a person or facts. For example, the information about the date of birth has no value when it is unknown to which person it belongs. Information is processed data; therefore, information cannot exist without data. It is measure in units like quantity and time. Finally, knowledge describes the collected information. Knowledge is used in problem-solving and in making an informed decision; it influences the thinking and actions of a person. Machines are also used in decision-making based on the new knowledge generated by information. To gain knowledge, one has to process information.
[bookmark: _Toc76733403]Knowledge management

Knowledge management (KM) is a multi-disciplined approach used in achieving organizational objectives by the best use of knowledge. The term KM was first utilized in the 1980s by knowledge expert Peter Drucker and has recognized discipline since the 1990s. Knowledge management was driven by the need to capture, store and distribute more efficient knowledge. This led to the development of new technologies, each technology advanced in communication with the possibility to capture and distribute knowledge. KM gathered pace in the mid-late '80s as a result of social, economic, and technological changes (Gourlay, 2017). Globalisation created opportunities for many companies, which led to increased competition, and many organizations responded by downsizing. Drivers of organizational knowledge management include helping organizations in decision-making through integrated company knowledge that enhances business process performance. Secondly, technology drivers improve the organization’s performance since technology is vital for every business. Thirdly, human resource drivers include the need for improved communication and cross-functional collaboration within different departments helps in collective knowledge transfer and enhances flexibility among workers. In addition, process drivers focus on improving the work process. Organizations should be proactive and anticipate the force that will the market they operate in. The final driver is more security for intellectual property.

[bookmark: _Toc76733404]Aim of the Report

The study aims at analyzing the knowledge management system at Amazon. The report will focus on Amazon's organizational profile, SWOT analysis of Amazon's Knowledge Management System, and critical evaluation of Amazon's Knowledge Management.
[bookmark: _Toc76733405]Organizational Profile of Amazon

[bookmark: _Toc76733406]A Brief History of Amazon

Amazon was founded in 1994 in Washington by Jeff Bezos. Amazon. Com became active first in July 1995 and became the largest online retailer globally to offer the world's largest selection in less than two decades. Initially, Amazon started life as an online bookstore, but Bezos recognized that the only way to succeed online was to expand the company ventures so that they would grow big and fast. As a result, Bezos took full advantage of the impending internet boom and expanded Amazon products and services over time. Today Amazon sells everything from books to electronics, car parts, and clothes. In 1997, Amazon.com became public and continued to increase its product line, including movies, toys, and CDs in its inventories (Aćimović et al., 2020). Amazon was continually profitable until 2001 when the company reported fiscal loss, and over several years, they laid over one thousand workers. This setback did not discourage the founder; he instead developed an idea of joining forces with other retailers who would sell products online through the Amazon website. Bezos has turned a simple online bookstore from its early beginning into a global phenomenon through hard work and determination. Amazon.com was first incorporated in July 2005; Bezos was a wall street hedge fund executive during this time. In 2006 the company expanded its AWS portfolio with elastic compute cloud, followed by their simple storage service. Amazon has its headquarters in Seattle, WasWashington.
[bookmark: _Toc76733407]What Does Amazon Do

Amazon is a manufacturer of electronic book readers, an online retailer, and a web service provider. Amazon.com is a large internet-based company that sells music, books, houseware, movies, electronic toys, television, and many other goods directly to the client or as middlemen between other retailers. Amazon has millions of customers. Additionally, Amazon is into the web services business, including data storage, computing resource, cloud computing, and renting. It has a considerable online presence such that in 2012 1% of all internet traffic in North ("The formation and collapse of the Amazon company, 1619-21", 2018). America travelled in and out of Amazon.com data centers. Amazon also makes the market leasing e-book leader called Kindle. The use of these devices has led to the growth of e-book publishing and turned the company into a disruptive force in the book publishing market.

[bookmark: _Toc76733408]What Are Amazon's Primary Activities?

Amazon's primary activities are involved in obtaining raw activities, converting them, and delivering them to consumers. The five primary activities for Amazon are inbound logistics, operation, outbound logistics, marketing, and sales, and services.
[bookmark: _Toc76733409]What Sector/Industry Does Amazon Operate within?

Amazon is a retail company that operates in the industry of cloud computing, e-Commerce, artificial intelligence, consumer electronics, entertainment, and digital distribution of the self-driving car.
Amazon was founded in Washington, United States. The headquarters are in Seattle; currently, Amazon operates in three segments: North America, International, and Amazon Web Services. The company has over one hundred and seventy dive fulfillment centers globally in more than one hundred and fifty million square feet of space. Most of these centers are located in Europe and Northern America. Different geographical areas of Amazon have the same focus and carry out the following activities: merchandising, development, design, optimization, managing supply chain and logistics, and securing and building partnerships. The demographic workforce of Amazon is 31.4% women and 68.6% men in all the branches (Plotkin, 2020). To qualify to do a job with Amazon, employees should have a high school diploma. Still, lately, the company has started hiring employees without a Secondary Education degree to help them earn a GED diploma at the company's expense. 
[bookmark: _Toc76733410]Organization Structure

Amazon has a hierarchical organizational structure with elements of function-based structure and geographical division.
[image: ]
Based on the above structure, Amazon uses a hierarchical structure that consists of a senior management team. The management is divided into seven segments that include but are not limited to human resources and legal operations. The heads of the seven segments report directly to the CEO. There are 560,000 employees under the different segments serving over three hundred million customers worldwide (Moody, 2020).


[bookmark: _Toc76733411]SWOT Analysis

SWOT analysis is an incredibly simple, yet powerful tool used in developing business strategies, whether when starting up a business or guiding an existing business. SWOT stands for strength, weakness, opportunities, and Treats. Strength and weaknesses are internal factors in the organization; therefore, managers should control these factors (Dobrovic and Furjan, 2020). On the other hand, opportunities and threats are external factors that happen outside the company. Organizations should take advantage of opportunities to protect themselves from threats. This is a report on strengths, weaknesses, opportunities, and threats concerning Amazon's knowledge management system. The SWOT analysis will highlight skills assets that the KM team in Amazon brings and how to apply them in the organization.
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[bookmark: _Toc76733413]Relevance

Relevance: Knowledge management aims to give information and knowledge to the management to inform employees to empower them to make good decisions. Knowledge is power, and information is money. Relevant information is important when doing business. For the past two decades, Amazon has been in business and depends on and knowledge and information in their dealings. It is critical to get accurate information on your potential clients for the success of the company. Before developing products, Amazon gathers all-customer information necessary this has been made possible by their ability to adapt and use new technologies. Leaders can make a fast decision when faced with a crisis because of the availability of information.

[bookmark: _Toc76733414]High capability

High capability for rapid technological innovation, especially in online services: rapid technological innovation has strengthened Amazon conducting its business. They can gather information, share, and update the employees increasing the company's productivity. Amazon has rich information as a result of advanced technology; they share information regarding their products over the internet increases their customers globally. Amazon's success is largely due to innovative technologies and practices; the company can easily receive, consume and store information of the products sold.

[bookmark: _Toc76733415]Process

Process: Amazon had a strong Knowledge management process. There is a flow of knowledge, and people get it when they need it. The management can identify bottlenecks, measure the input and output of information and reroute the flow. Additionally, consumers get information about a product easily, and this has led to increased sales.




[bookmark: _Toc76733416]Strategy
Strategy: Amazon has a clear, documented knowledge management process. This is because of having the best technology tools and a super-smart team. This has resulted in a great flow lot of information globally, which has increased their product popularity and sales.
[bookmark: _Toc76733417]Resource-based

Resource-based review: Amazon used this as a strength. The resource-based view analyses and interprets the company's internal sources and emphasizes capabilities and resources to formulates strategies to achieve sustainable competitive advantages. Companies may use tangible or intangible assets to gain competitive advantages. In this case, Amazon uses intangible assets like its brand and trade name as a source of sustainable advantages. Amazon has VRIO attributes that give it long-term competitive advantages. Amazon offers resources that add value to customers, and it is in control of its resources. Amazon has a high brand image that is unique and has been recognized globally. Also, the company had high financial strength and cultural exposure, which is a competitive advantage.
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[bookmark: _Toc76733419]Invisible

Invisible: Despite knowledge management doing a great job, it is sometimes overlooked. It suffers from a lack of awareness. Amazon should create awareness on knowledge management.


[bookmark: _Toc76733420]Inconsistently applied.

Inconsistently applied: Amazon has strong knowledge management systems but at times suffers from a pocket of excellence. When knowledge management is inconsistently applied, there is no free flow and information, which prevents fast decision-making in case a problem arises. Inconsistencies create confusion among managers and employees, leading to mishandling of valuable company information.
[bookmark: _Toc76733421]Misunderstood

Misunderstood: Not all employees understand knowledge management in Amazon. Sometimes the team has failed to communicate and outline a compelling business case. Training workers to understand and use this process is expensive there the company fails to benefit from the system since employees cannot collect and input data in the Knowledge management system properly.
[bookmark: _Toc76733422]Opportunities
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The growing need: capturing, distributing, and effective use of knowledge has made Knowledge management a necessity. An increase in technological innovation globally increases the need for using Knowledge management systems. Amazon needs to venture into different markets and should promote knowledge management since they need rapid decision-making and innovation.
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Automation and AI: The development of new technologies has made it possible to address the gaps in knowledge management. Amazon will use this opportunity to deliver more information to the consumers and improve the flow of knowledge within the organization. With the use of the right digital capabilities, Amazon will amplify the value of knowledge management.
[bookmark: _Toc76733425]Integrated solutions

Integrated solutions: The presence of integration in Amazon will strengthen the partnership between knowledge management with functions such as learning, human resource, and information technology. Moving forward, there is a possibility that these departments will join forces leading to more cohesive cross-functional services.
[bookmark: _Toc76733426]Threats

[bookmark: _Toc76733427]Budget cuts

Budget cuts: knowledge management is likely to suffer from budget cuts; it must fight hard for an equal share of resources; if not, this process will not survive.

[bookmark: _Toc76733428]Short-term thinking

Short-term thinking: If leaders in Amazon have a narrow focus, they are likely to take off their eye from long-term sustainability within the organization, which is likely to affect Knowledge management.
[bookmark: _Toc76733429]The Knowledge Management Value Chain

Knowledge management is the set of business processes developed by an organization to create, store, transfer, and apply knowledge. Knowledge is treated as a production factor and develops the knowledge value chain model. In this model, knowledge increases from level one to five the model. Organizations should manage and organize certain processes so that the efficiency of production factors will increase as a consequence. Knowledge management enables organizations to learn from their environment and incorporate this knowledge into the business process. Every stage of the knowledge management value chain adds value to raw data and information since it is a process that transfers data to usable information (Pouloudi et al., 2003).
Amazon uses the Knowledge management value chain. The four stages of the value chain include acquisition, storage, dissemination, and application. These stages will be elaborated on below.
[bookmark: _Toc76733430]Knowledge acquisition

Knowledge acquisition: Amazon acquires knowledge in different ways depending on the type of knowledge they need. The first knowledge management systems try to build corporate repositories of documents, presentations, best practices, and reports. Employees are encouraged to create documents based on their experiences; this effort has been extended even to unstructured documents. An organized, coherent knowledge system also requires data from transactions like sales, inventory, customers, payment, as well as data from external sources like legal opinions, scientific research, government research, and news feeds (Ceil, 2019).

[bookmark: _Toc76733431]Knowledge storage

Knowledge storage: once information has been discovered. Amazon stores patterns, documents, and expert rules to be used by employees. This involves the creation of a database. Data management systems tag documents digitize and index documents based on a coherent framework.
[bookmark: _Toc76733432]Knowledge dissemination

Knowledge dissemination: messaging, email, portal, and search engines have been in knowledge and information dissemination (Ermine, 2013). Amazon has used these technologies to share documents, data, and graphics knowledge is disseminated to the people so that everyone can benefit from the knowledge value created. This knowledge has become an integral part of the company.
[bookmark: _Toc76733433]Knowledge application

Knowledge application: The application of knowledge is integrated into the organization. Employees familiarize themselves with the available information, skills, and experiences. After this, they can share knowledge within the organization. Knowledge application is important for decision support which brings a return on investment. New knowledge is built into the company business process and key application systems and helps manage internal business processes related to suppliers and consumers (Lee and Han, 2009). 
[bookmark: _Toc76733434]1SECI Model

This model was created by Nonaka e Takeuchi and demonstrates the four processes of conversion of tactic knowledge to explicit knowledge and back to tactic knowledge at an individual and organizational level. SECI model shows the combination and interaction of different types of knowledge (Zhang and Kosaka, 2013). The model is operated through multiple communication technologies and management techniques to enhance the learning mechanism and foster organizational performance and value creation. Below are the four modes of model conversions:
[bookmark: _Hlk76733337]Socialisation: Amazon uses socialization in sharing tactic knowledge through imitation, observation, practice, and participation. 
Externalisation: the process of articulating tactic knowledge into explicit concepts.
Combination: integrating concepts into a knowledge system.
Internalising: the process of embodying explicit knowledge into tactic knowledge.
Amazon uses a combination part of the SECI model. The company uses this part to integrate concepts into a knowledge system. Amazon strongly depends on external knowledge about customers, competitors, and technologies because they have little power to control their business environment and, at the same time, have limited internal knowledge resources. Amazon depends on feedback, subscriptions, alerts, reminders, crowdsourcing, and one portal one interface; they integrate this data into a knowledge system used in the company.
Knowledge management in Amazon does not operate in isolation. The following support systems support it. Firsts the Information technology has brought a modern change in the company computers, promoting innovation. Also, IT facilitates data management, storage, and sharing and increases efficiency in knowledge management. Secondly, finance supports knowledge management approving the budged aimed at promoting this process. The finance department provides money for purchasing modern IT equipment that promotes the efficiency of the knowledge management process. Finally, human resource management plays an important role in contributing to the management of the knowledge management process.
[bookmark: _Toc76733435]Conclusion

Amazon is doing well in knowledge management. Below are areas that the company is doing well. First, the company is doing well in accumulating knowledge. Amazon gathers data from the external environment from the clients and suppliers. They have become data-rich with many options from consumers; this data is used to build and fine-tune the company recommendation engine. Amazon uses its site to gather information from every customer, what was bought and looks at the items searched, shipping address, and reviews. The information has helped Amazon to be the top in e-Commerce. Amazon uses knowledge information to enable readers and viewers to rate the reviews; this has helped Amazon improve its products and services, giving the company a competitive advantage. Secondly, Amazon is doing well in storing information. After gathering knowledge, customers use data to shop at Amazon; therefore, Amazon should protect and keep consumers' data secure. Security is a top priority for Amazon; the company maintains a physical, procedural, and electronic process to safeguard data during the collection, storage, and disclosure of personal information. In most cases, they ask people to verify their identity before disclosing personal information. Finally, Amazon has done well in sharing knowledge with a strong knowledge management system; Amazon has shared knowledge with the employees and consumers. This is done through documentation, videos, collaborative activities, advertisements, and informal posts. Additionally, with advancement in technology Amazon have been able to share information effectively.
However, there is an area that needs to be developed. Amazon should improve on product review and seller feedback. The two plays a huge role in promoting consumers buying decision. New buyers and sellers may not understand the difference between the two. Products review should address issues directly like customer service and order fulfillment but should not address product-related issues. Additionally, Amazon has tightened up rules related to sellers by asking customers reviews and follow-up emails that are not sent after purchase. This has made it hard for sellers to get reviews for new products. Also, many consumers fail to leave a review after the purchase. Amazon should follow up on this matter because this gives the company a competitive advantage and increases sales.
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