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Company overview

Online retail giants Amazon and eBay have been operating for over two
decades. Both have experienced immense success in their respective areas

Amazon

Found in 1994 in Seattle by Jeff Bezos.
Operate around 50 counftries

Organisational activities

E-commerce, biggest online retailerin
the world.

Cloud computing through Amazon Web
services

Digital streaming services through
Amazon Prime Video.

Arfificial intelligence. Leader in using
artificial intelligence to power products
such as Alexa, and Amazon recognition
(Bernstein, 2015)

eBay

» Found in 1995, in California by Pierre
Omydiar. Operate around 20 countries.

Organisational activities

= Online marketplaces, where people buy
or sells products

= Online bidding and trading of goods

= Payment processing between sellers and
customers through PayPal (Clausen et
al., 2010)

» Auto-trading

» Customer services for buyers and sellers
through different channels, phone, email
or livechat




Amazon Strengths and Weaknesses, in Relation to
Their Knowledge Management System

Strengths Weaknesses
Market dominance in many of its » | ack of understanding of
categories (Wu and Gereffi, 2018) customer preferences
» Strong technology infrastructure » |imited access fo customer data
and an experienced team outside of Amazon
» Multi-faceted pricing and product » Data privacy and security
offering concerns (Amazon, 2021)
» High volume of customer data » Clinical purchasing experience
» Existing customer base, loyalty = Cannotf generate customer
and relationships loyalty through a user-friendly and

personal experience
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Amazon Opportunities and Threats in Relation to
Their Knowledge Management System Cont.

Opportunities Threats
» Expanding fechnology » |ncreased government regulation
infrastructure of data usage

» Combining existing customer base » Potential reputational damage

» Creafing partnerships with retailers
and ofther brands.

» Contfinuous innovation (Robert et

al., 2017)

= Developing stronger
understanding of customer

preferences

due to security breaches or data
privacy violations (Amazon, 2021)

» Threats from new technologies
such as blockchain

» |ntense competition from
products offered by other
companies
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eBay Strengths and Weaknesses in Relation to
Their Knowledge Management System Cont.

Strengths Weaknesses
» Weak mobile presence

» Strong customer service support ®» Fragmented customer experience

» Comprehensive platform and because of multiple platforms

convenient marketplace » | ow rate of converting visitors to
customers (eBay, 2021)

» Access to a wide range of products
and services (eBay, 2021) ®» |imited selection of products

» Highly successful in targeting
customers due to personalization
features

®» Sfrong relationship with customers
(Comberg and Velamuri, 2017)
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