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This report is to critical analysis of Knowledge Management in Amazon. This report contains the Knowledge Management System of Amazon, SWOT Analysis, Knowledge Management Value Chain. Also look at Resource based view and VRIO does Amazon attributes these in the organisation.

The process of knowledge management is to identify, defining, structuring, retaining and sharing the knowledge and information of the organisation (Valamis, 2019). 

To possess the knowledge management system the terms of data, information and knowledge are required. The three may sound the same but are differ. Data is a set of facts such as numbers, words, measurements, observations, or simple descriptions of objects, it can be qualitative which is a descriptive information or quantitative is a number information (Mathisfun, 2021). 

The idea of data as it is utilised in the syllabus is usually described to as 'raw' data - a collection of meaningless text, numbers, and symbols. Data must therefore be processed or given context before it may have significance When data it is understood, it only takes on meaning and becomes information. Data is made up of basic facts and numbers. When such data is processed into context-specific sets, it provides information. The information that has been generated is then to be used to create the knowledge for the organisation (Elearn, 2012).

Peter Drucker was a world-renowned management consultant whose visionary management theories served as the foundation for corporate America. Drucker felt that managers should be leaders. Rather of imposing rigid hours and restricting creativity, he chose a more flexible, collaborative approach. He emphasized decentralization, knowledge work, management by objectives (MBO), and the SMART method (Caramela, 2018).

Organisation knowledge management is important as it boost the efficiency of decision making ability. The drives of the knowledge management – organisational learning, technology, Innovation sharing and knowledge merging (Valamis, 2019).  
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Amazon was initial set-up in 1994 by Jeff Bezos, who was graduated in computer science and electrical engineering. Bezos who started Amazon in the garage in Seattle, Washington, United States, by selling books which was then the leading online bookstore. Few years later amazon started to sell computer games and music which then the product categories grew to comprehend computer software, toys and video games. Amazon is the leading retailer which now sells everything that a customer wants from kitchen accessories, electronics, clothes, pets accessories and groceries (Capitalism,2020).

Amazon is ecommerce retailer, manufacturer of electronic book readers and Web services provider. Amazon is a huge internet-based enterprise which sells all sorts of products. These products are “either directly or as the middleman between other retailers and Amazon.com’s millions of customers”. Web services business is a cloud computing which is a data storage and computing resources. Amazon has the market-leading e-book reader which is Kindle. The appliance has resulted in the dramatic increase in e-book publishing (Hall, 2021). 

Amazon operates in three business segments, North America, International and Amazon Web Services (AWS). North America - retail sales of consumer items and subscriptions through the internet focused on the website which is included in this segment. Amazon Web Services – engages in global sales of compute, storage, database, and AWS service solutions to start-ups, enterprises, government agencies, and academic institutions (CNN Business, 2021).

There are about 175 Amazon fulfilment centre around the world, majority located across North America and Europe (Amazon, 2021a). The Amazon in EU operations network includes more than forty fulfillment centers, with seventeen in the United Kingdom. Because of the European network, Amazon consumers in the United Kingdom have access to millions of goods held in the fulfillment centers around Europe (Amazon, 2021b). 

Amazon demographic workforce of gender for 2020 there was 44.6% women working globally and 55.4% of men, these re the figures for all level of employees. To work in amazon the are different level of employment for warehouse to managers, which are required specific level of education. The qualification to work as warehouse operation no experience required, full training will be provided (Amazon Jobs, 2021).

Amazon organisational hierarchy structure (see below). The organizational structure of Amazon may be described as hierarchical. The senior management team consists of three CEOs and three senior vice presidents who are in charge of different critical parts of the business and report directly to Amazon CEO Jeff Bezos (Dudovskiy, 2020).

[image: Text

Description automatically generated]

[bookmark: _Toc76112052]2.2 Task 2: SWOT Analysis of Amazon’s Knowledge Management System

Strengths:

· Succuss in E-commerce – Amazon being the world’s online business, starting with books online to having all in one online shopping.
· Expert Teams in knowledge – The teams are experts from range of different knowledge and experience that has been put forward Amazon.  
· Big Data – Having the information of what users purchasing and browsing for has strengthen Amazon.
· Technology – Amazon having their own software such as AWS and Amazon S3 which has enable to be strong in technology.

Weaknesses:

· Resource Based View 
· Products flops and failures – Amazon products failures can hugely be impacted to which can lead to customer losing trust.
· Losing margins in few areas
· Easily imitable business model - Online retail enterprises have grown extremely widespread. As a result, other businesses may easily replicate Amazon's business model. A few firms are even giving Amazon a run for their money. These include, among others, Barnes & Noble, eBay, Netflix, Hulu, and Oyster.

Opportunities:

· Resource Based View
· Expand more physical stores - Amazon can boost its competitiveness versus big-box shops while also engaging people with the brand.

Threats:

· Fake views - Amazon has a massive quantity of false reviews, and the problem has been worse in recent years as a result of the pandemic. Product reviews are an important sign of quality and authenticity, and buyers largely depend on them when making purchases (Sweney, 2021). 
· Consumer data leak – In 2018 Amazon was hit by data breaching days before Black Friday, which has leaked the customer emails and names on its website (Brignall, 2018)
· Fake Products - Amazon's earnings are under jeopardy due to a rise in counterfeiting and fraudulent items. The business recently sued a New York-based online shop for allegedly copying Valentino shoes, a luxury Italian shoe brand sold by Amazon (Amazon blog, 2020).
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The resource-based view (RBV) is a concept that emphasizes the importance of resources in achieving better company performance. If a resource possesses VRIO characteristics, it helps the business to achieve and maintain a competitive edge. RBV is a strategy for gaining a competitive edge that formed in the 1980s and 1990s, following the significant works published by Wernerfelt, B (Jurevicius, 2013).

A resource is defined as everything that might be considered a firm's strength or weakness. In more formal terms, a business's resources at any one time might be described as those (tangible and intangible) assets that are semi permanently linked to the firm (Wernerfelt, 1984).

Examining whether Amazon adopt the RBV, as to the researcher knowledge and the resources that has been complied, Amazon does not adopt the RBV, this becoming the weakness to Amazon for competitive advantages. If amazon were to adopt the RBV, which the provides an analysis below, this study was produced by Uzair Anwer:

Tangible – Amazon's tangible resources include its storage facilities, distribution locations, workers, and offices. However, because this is an internet firm, these tangible assets are not as importance. These tangible resources support in operation, but they do not provide a source of distinguishing core competency for Amazon.

Intangible – The intangible resource of reputation has aided the success of online businesses such as Amazon in globalising, which was stated by Kotha, Rindova and Rothaermel (2001).

Heterogenous – Amazon having the expertise in knowledge and IT that has enable Amazon to build software’s of their own brand, which has encourage customer to move over to Amazon.

Immobile – RBV resource are not mobile and do not move from company to company (Jurevicius, 2013). Amazon Knowledge, brand, technology and software are not immobile.

The VRIO framework is a strategic analytical tool that assists businesses in identifying and protecting the resources and skills that provide them with a long-term competitive edge. The framework should be implemented following the development of a vision statement but prior to the strategic planning process (Smith, 2021). The VRIO framework is a method for analysing a firm's internal resources and skills to determine whether the firm may be a source of sustainable competitive advantage.

Barney (1991) created the tool in his study ‘Firm Resources and Sustained Competitive Advantage.' According to Barney, a resource must have four features in order to be a strategic asset and a source of sustainable competitive advantage:

Amazon’s VRIO analysis by simple answering the four question to find out the value, rarity, imitability and organisation.

Value – Yes - Amazon values their customer and shareholders, lowering the prices on products and the profits are given to the shareholders (Innovation, 2018). 

Rarity – Yes – Amazon brand image, data collection and software technology which only use for Amazon.

Imitability – Yes – Amazon software technology is not easy to be made as this product was made by the expert with years of experience. New companies would not be able to imitability the software as Amazon has the capability to keep record of customer previous purchase. 

Organisation – Yes – Amazon has organisation management system, customer focus, expertise leadership, the process of delivering is at high and Amazon is constantly adapting the innovation.

Amazon is sustained competitive advantage, there is disadvantage of the VRIO, most organisation will not implement VRIO to their organisation such as it is extremely difficult to apply to smaller businesses and startups since they may not however have sufficient resources or capabilities to find any sustainable competitive advantage (EPM, 2021).
Although it has been widely disseminated in the literature, it is unclear if VRIO has had a significant influence on management practice. Manager surveys frequently refer to core competencies or competency analysis (Rigby and Bilodeau, 2007; Hodgkinson et al., 2006).
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According to Rosenberg (2014a), Amazon applies Knowledge Management concepts in their organization. Amazon adds value to its customers in a variety of ways by collecting the KM.

Mathieu Weggeman has developed the Knowledge Management Value Chain model for an organisation to manage the knowledge (Van Vliet, 2011). According to Mathieu Weggeman, Knowledge Management Value Chain has five processes which are Knowledge Inventory, Knowledge development, Knowledge sharing, applying knowledge and Evaluating knowledge. For this report KMVC that will implement is the four stages which Nevis et al (1995) mentioned are Knowledge Acquisition, Knowledge Storage, Knowledge Dissemination and Knowledge Application.

Knowledge Acquisition:

Knowledge acquisition can take several forms, such as consumer knowledge. Knowing about the customer, knowing about the customer, and knowing about the customer. When they are applied to data and information, they can generate knowledge (KM Tools, 2010).

Amazon collects all of their data, allowing them to better understand their customers through the use of Big Data. When a customer or user navigates the site, Amazon gathers information such as how much time they spend browsing and what they are looking for (Marr, 2020). Amazon tailors its search with recommendations to assist users in finding what they are looking for.

The significance of Information Management is that it supports the continuous exchange of data across all users within an organization. “The knowledge and skills that management possesses are easily available to employees and create a good and supportive work environment. Effective knowledge management promotes the production, distribution, and use of knowledge in order to assist an organization accomplish its goals (Indeed, 2021).

Knowledge Storage:

Knowledge storage involves both soft and hard type recording and preservation of both individual and organisational knowledge in an easily retrievable format. Knowledge storage makes use of technological infrastructure, such as current informational technology and software, as well as human procedures, to locate knowledge in an organisation, then code and index the knowledge for subsequent retrieval (Caroline, Mugun and Loice, 2015).

Amazon store their knowledge by using the big data, the more Amazon learns about each users, the better it will be able to anticipate what the users want to buy. And, if the shop knows what a customer might like, it can expedite the process of persuading the user to buy it – for example, by suggesting other goods rather of forcing the users to browse the whole catalogue (Marr, 2020).

Amazon S3 is an object storage service that provides industry-leading scalability, data availability, security, and performance. Customers of all sizes and organisations may use it to store and secure any quantity of data for a variety of use cases, including data lakes, websites, mobile apps, backup and restore, archiving, corporate applications, IoT devices and big data analytics. The benefit of the Amazon S3 is the performance, scalability, available and durable. Scale up and down storage resources to suit shifting demand with no upfront expenditures or resource procurement periods (AWS, 2021).

Knowledge Dissemination:

Dissemination is the interactive process of sharing information to specific audiences in order for it to be used to effect change. The problem is to make desirable information items more accessible to people who need them. This entails making the product physically available to as big a proportion of the target audience as feasible, as well as making the product understandable to them (Serrat and Ordonez, 2017).

Amazon employees have daily chances to interact with leaders, raise problems, and offer ideas to constantly improve our workplace through all-hands meetings with general managers, stand-up meetings with direct supervisors and one-on-one meetings (Amazon, 2021).

Amazon users does not need to scour Amazon every day for a certain product or service. Request for the system remind you. Alternatively, sign up for a subscription list to receive frequent updates as they become available. Without even asking a question, users may be “in the know” (Rosenberg, 2014). 

Towns (2016) discussed Amazon's internal and external knowledge innovation, as well as how Amazon pushes the frontiers of innovation through investing in knowledge assets. Increasing visibility via collaboration inside the organization and with partners. By sharing information inside the organization, managers may respond swiftly and confidently to making decisions.

Knowledge Application:

When accessible knowledge is utilised to make decisions and accomplish activities through instruction and routines, this is referred to as knowledge application (Becerra-Fernandez and Sabherwal, 2010). 

Amazon has obtain the source of the users in this case, Amazon has applied the knowledge of understanding the customer by giving what customers want. Ordering by one click which enables the customer to purchase everything in one place. Amazon adapts new innovation to build the company, investing for new technologies, marketplace and investing in research and development.   

According to Klein (2009), Nevis et al (1995), has done a research on helping the organisations to become a better learning system. 
Organisational learning is defined as the ability or method inside an organisation to maintain or enhance performance based on experience. Nevis et al (1995) was making assumption of the organisation learning, the last assumption was the learning process that had identifiable stages. Following the literature reviewed by Huber the four steps in an organisational learning process, Nevis et al (1995) has arrived at three stage model which is knowledge acquisition, knowledge sharing and knowledge utilisation. In this case of the KMVC system this indicates to knowledge acquisition, knowledge dissemination and knowledge application.

According to Nonaka and Takeuchi (1995), individual knowledge can be more helpful when it is applied to the organizational environment and used to produce new knowledge.
However, in order to comprehend the knowledge management system, it is also necessary to comprehend the knowledge taxonomy (Dayan, Heisig and Matos, 2017). There are two types of knowledge: tacit knowledge and explicit knowledge. Individual understanding and interpretations that are not or cannot be articulated or communicated are referred to as tacit knowledge. Explicit knowledge, on the other hand, refers to information that is articulated and transmitted both vocally and nonverbally (Nonaka and Takeuchi, 1995).

Human Resources experts are hands-on generalists who operate tactically as well as strategically to promote employee engagement and growth. These important jobs are high-touch and customer-focused, necessitating close collaboration between HR and operations to assist our employees. Amazon's HR executives keep our employees motivated and pleased by being approachable and real, allowing our fulfillment facilities to remain the most inventive and nimble on the planet.

HR knows the business and supports its strategy and goals. It is an integral part of the business team, not a distinct corporate department. Amazon human resource generalists are specialists in everything from employee relations to performance management, talent management to succession planning, employee engagement to legislation compliance. As a result, they are prepared to work at the core of Amazon and serve as business partners to line managers in all aspects of the employee life cycle (Amazon jobs, 2021).
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Amazon does implement Knowledge Management System, analysing the outcome of the organisation and what innovation Amazon bring for the customers and supplier. Amazon starting up with online bookstore to being world largest all in one online shopping.  
As Amazon being online there is no physical contact, as Amazon provides all the information on internet and mobile apps to solve any problems that might occur.
By analysing the VRIO Amazon is a sustained competitive advantage which shows Amazon putting the knowledge in action to make Amazon to perform better. Having the value of customer, the products which are rarity, software which cannot be imitability and organisation having expertise knowledge to manage an organisation.  
Analysing SWOT of Amazon recommendation would be to adapt RBV which analyse the sustained competitive advantage.
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Implementing the RBV to the organisation by analyse the tangibles and intangibles, the importance of resources in achieving better business performance.

Modernisation the software technologies as the was a problem with data leakage of the customer names and email addresses, which will bring back customer trust.  
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