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[bookmark: _Toc49594812]Introduction 
[bookmark: _GoBack]This report consists of the characteristics of Amazon’s knowledge management system.I chose Amazon because it's my work place. At the initial phase of this study, the relationship between data, information, and knowledge, the process by which individual learning can be converted into organizational one, the techniques by which organization knowledge can be identified have been delineated. The second section deals with the way by which KMS can create, store, and manage knowledge have been shown along with the benefits of the intellectual right property for the firm. The last part evaluates the company’s existing knowledge sharing framework and recommends some strategies that will generate more value for them.


[bookmark: _Toc49594813]Company profile 
Amazon.com, Inc. is an American company operating in the e-commerce and cloud computing sector with its headquarter in Seattle, Washington. In 1994, the company was founded by Jeff Bezos who is still the CEO of the firm. From its inception till now, Amazon.com has acquired 65 subsidiaries. It offers retail services throughout the world. In distant places, it delivers products through shipping them. The aggregate number of employees of this company in 2019 was around 798,000. Individual shareholders hold very insignificant ownership of this company. 
[image: History Of The Amazon Logo Design Evolution & Brand Story | by Inkbot  Design | Medium]
Figure 01: Logo of Amazon.com
Source: (amazon.com, 2020)



[bookmark: _Toc49594814]LO1 
[bookmark: _Toc49594815]a) Explaining the relationship between data, information, and knowledge from the context of Amazon 
Data simply refers to the scattered and raw figures, statistics, and details on a specific subject collected using both online and offline methods. When these figures and facts are arranged in a presentable and meaningful way from which relevant conclusion can be drawn on the subject matter, it turns into information. On the flip side, knowledge is cognitive and results from the understanding and deep learning of the subject. To acquire knowledge of an area, information acts as the main foundation. Knowledge may vary from person to person and it is influenced by the perception differences, cultural variety, and emotional intelligence of an individual. 
Collection of data: Amazon has to deal with millions of customers each day. It is continuously working on the concept of knowledge management and trying to make the relationship between data, information, and knowledge more articulate to acquire value from their customers. While a potential customer visits the page of Amazon, it keeps tracks of the time he/she utilizes on a specific webpage and accordingly gives them a recommendation. The company collects data from its customers by taking individual records of each customer while they purchase anything. Reviews of feedbacks given by them are also used as qualitative forms of data (Ritala, Golnam and Wegmann, 2014). 
From data to information: Scattered data from millions of customers cannot be brought about any use unless it is rearranged in a meaningful way. That’s why Amazon processes their big data by process them to find out average purchase behaviour if a specific group of customers. The company presents the processed information through graphs, charts, figures, etc. and get an insight from the observation of the produced information. 

Figure 02: Data, information, and knowledge of Amazon
Source: (Self-made)
From information to knowledge: People can get hundreds of products at one platform of Amazon but what comes before as the hindrance of making the right purchase is the puzzle of the potential customers about which categories of a particular product will best serve their purpose and maximize their utilities. Amazon assists its customers and making the right purchase decision through its knowledge management system. Using the information regarding purchase behaviour of different categories of customers, knowledge regarding similar types of customers' buying habits is developed, and accordingly, recommendations for appropriate products are sent to them (Erickson and Rothberg, 2015). One example of Amazon’s application of knowledge is that it estimates customers’ monthly income from the information of their residential address and status. 
[bookmark: _Toc49594816]b) Explaining the relationship between individual knowledge and organizational knowledge
“Knowledge is power”- this statement is only true when knowledge can be used at the right time using the right approach. This is why the knowledge management process emerges for dealing with the challenges that today’s competitive business environment creates. Amazon is not exceptional from this. In fact, in the area of accumulating knowledge, it has been showing its excellence remarkably (Phelps, Heidl and Wadhwa, 2012). Whether it is the individual knowledge of any employee, customers, or any other entity, the company transforms its significance based on its organizational viewpoint and thus can produce value-adding as well as relevant knowledge management process using the following steps. 

Figure 03: Organizational knowledge from individual knowledge
Source: (Self-made)
Producing individual knowledge from individual information: For building any perceptions, intuition, or knowledge over a subject matter, information, statistics, and facts on that topic constitute the rocks. Amazon collects individual information of its customers in detail by making them registered before purchase. Besides customers, information from all of the stakeholders, other external parties, etc. are accumulated. Then the significance, relevance, and proper processing of this information are made by Amazon’s employee using many software and information system. The results of this system beget individual knowledge. 
Transforming individual knowledge into organizational learning: Amazon does not just sum up all of the separate information from all employees, or departments. Rather it systematically integrates them after customizing them based on the environmental and other social issues. For example, the knowledge or recommendation of the customer management department will not be the final recommendation for developing a specific strategy. Rather Amazon will look for suggestions from marketing, strategic, and other operational departments also to come up with some plans that will reflect the vision and main goal of Amazon. Similarly, information from different categories of customers will have to be transformed and they need to be rethought based on the unique working styles, cultures, values, external and internal requirements and societal needs of Amazon. The learning after considering these issues will be regarded as organization learning (Connelly, 2012). 
Organizational knowledge form organizational learning: Before finalizing any particular intuition or knowledge, Amazon shares its organizational learning in different platforms especially in the target audience who are directly connected with the learning area. This process is known as the dissemination of learning. In this stage, the reaction of the audiences is examined after applying the concepts of organizational learning. Based on their feedback, Amazon finalizes its organizational knowledge on a specific subject matter. 
[bookmark: _Toc49594817]c) Application of analysis and modelling techniques to identify Amazon’s knowledge assets
Using diverse information from different sectors and stakeholders and developing them into the appropriate mode and base of knowledge requires the processing of available information in the right approach. That is why Amazon uses different modelling and analysis techniques to identify this distinct resource. The followings are some of these techniques used by the company. 
Hashed Dynamic Blocking approach: Amazon uses this technique in working with a dataset consisting of millions of rows. The main objective of this process is to identify the duplicate data recorded in a specific data table and then eliminating it from the table to make the table ready for more sophisticated analysis. All of the companies can have access to the same level of data by anyway. But how they use their available data and to what extent they properly know and what valuable resource or piece of information they know are the factors that matter. Amazon is trying to achieve the right knowledge from its big data and therefore the use of the HDB technique assists them in reaching this goal (Hara, 2018). 
More investment in technological innovation: The company prioritizes companies with enriched information systems while comes the question of acquiring a business or investing in a project. Till now Amazon has acquired 64 companies. Its recent investment in Ionic Security has provided the firm with greater access to more real-time data. Using these advantages, the company is being more expert in data mining and search engine optimization. 
Use of state-of-the-art technology: Bu using state-of-the-art technology Amazon is trying to narrow the gap that exists between the marketing and branding department. These departments should work together keeping in mind the same goal. By tracking the purchase behaviour and frequency of purchase of the customers, the company tries to know the reason for a product being purchased so frequently or the reason of some products not being liked by the customers at all. From this information, they try to conclude with some strategies that will make customers purchased from the company. 
Feedback, reviews, and ratings of stakeholders: Amazon keeps its website simple and easily understandable to make it a customer-friendly shopping platform for the targeted audiences. The company is looking at the feedback and reviews given by customers to find out the operating and strategic problems existed in the business model (Ritala, Golnam and Wegmann, 2014). Also, they look for reviews of their employees, suppliers, and other stakeholders to gain more ideas about them and their satisfaction level with Amazon. 
[bookmark: _Toc49594818]d) Evaluation of Amazon’s actual and potential knowledge assets
Amazon has invested substantially in the intangible knowledge assets compared to its tangible assets as of today’s business environment demand for an online business model. The COVID-19 has proved that businesses need not pay for thousands of dollars for office rent and other fixed expenses associated with the physical platform rather they can conduct their entire operation online. And Amazon is doing the same for a longer period. Knowledge has been triggered as their source of competitive advantage. The followings are some examples of knowledge assets achieved by this company. 

Figure 04: Actual and potential knowledge assets of Amazon
Source: (Self-made)
Actual knowledge assets: Knowledge assets are the intangible assets of Amazon that can be perceived only through deep learning and requires expertise in that area. Amazon has constantly focused on their artificial intelligence and data mining related area to add value in the way they operate their businesses. Shopping recommendation related tools through the algorithm, improvement in the application of drone technology, investment in technology, state-of-the-art technology, use of advanced information systems, etc. are examples of knowledge assets. Their actual knowledge assets also include approximately 5000 patents registered in the name of amazon.com in data mining, process, and development related works (Maheshwari, 2013). These knowledge assets are difficult to imitate by other peer companies overnight and as a result, it is providing Amazon with the benefit of unique and competent resources. 
Potential knowledge assets: Potential knowledge assets differ from the actual one in the sense that they are too difficult and uncertain to achieve. The long term capital expenditure made by Amazon in intangible sources, the outcome of which is still very uncertain, are examples of potential knowledge assets. Amazon has recently invested in Ionic Security using which the company is trying to get more benefits in its research and development segment. As a result of the project is not certain yet, it can be considered as their potential assets. “Pay by selfie” method is a recent practice of Amazon which is introduced to make the purchase process of the customers speedier. But the ultimate benefits from this new business practice is not still achieved. That’s why it will be regarded as an item of potential knowledge. The company has been investing in knowledge management at a significant rate by introducing machine learning and artificial intelligence in managing data and developing knowledge or perception. 


[bookmark: _Toc49594819]LO2 
[bookmark: _Toc49594820]a) Explanation of Amazon’s requirement to create, store, apply and integrate knowledge
Amazon is trying to increase its capacity in dealing with knowledge and using the perceived knowledge in maximizing net benefits. The ever-changing business environment requires experience along with skills in operating business. But employee layoff or many other issues makes it difficult to find human resources with superior knowledge and experience in the fieldwork. To resolve this issue, there emerges a knowledge management system. The system will allow Amazon to create knowledge and continuously developing and updating them. The followings are the ways by which a knowledge management system can do this. 

Figure 05: KMS in managing Amazon’s knowledge 
Source: (Self-made)
The knowledge management system of Amazon in creating knowledge: Finding out whether Amazon knows everything it needs to know is the most challenging thing for the company.  This is the reason why Amazon is putting so much emphasis on data mining. In the e-commerce sector, it is the most successful business in dealing with millions of customers per day. The knowledge management system takes the data of each customer as input and analyses their purchase behaviour. The system also monitors the frequency of errors or product return by a customer or the number of times a customer comes back to them for buying products. Knowledge is created by taking the assumption of what will be best fitted for a potential customer by looking at his/her background and comparing it to similar types of customers from the previous sales history. It saves the time of both customers and the firm (Weichselbraun, Gindl and Scharl, 2014). KMS also generates knowledge from the inventory system, supplier management and distribution management system. It tracks the browsing history of customers and provides them recommendations and updates continuously which also falls under the creation of knowledge. 
Amazon’s KMS in storing knowledge: Amazon has been continuously working on making the purchase decision for the customers easier when there are lots of alternatives available out there. Its goal is customer-centred. To boost up this goal, what the company does is to recommend the products that go with their choices, preferences, and lifestyles most. The company determines it by taking knowledge of the customers’ lifestyles, by seeing their browsing history and previous purchase records. If the previous knowledge couldn’t be used, then it would be impossible for the knowledge management system to make thousands of recommendations for customers per day (Wettinger, Andrikopoulos and Leymann, 2015). It implies the connection of KMS with storing data. The company uses advanced services of the cloud system and maintains a data warehouse with peta-bytes of information. 
Application of knowledge through KMS of Amazon: The company applies its knowledge in deciding on any operational or capital budgeting related projects. KMS system produces knowledge graphs that represent the recommendation of the system using thousands and millions of organizational data and knowledge. These knowledge graphs present a complex relationship of data more simply. Most of the application of KMS concentrates on easing the buying process for the customers. The website of Amazon is kept as simple as possible which has been user friendly for the customers. The KMS system can easily apply their knowledge for products of all categories because the manufactures of the products sold through Amazon by following the same web page structure (Bhargava, 2013). 
Integration of knowledge through a KMS system: The KMS allows consumers and other stakeholders to integrate more than one knowledge graph. But here the problem is seen due to the variances of the time frame for a specific entity. To solve this problem, Amazon is recently using the DeepMatch system that can create relationships among different databases quickly and accurately. 
[bookmark: _Toc49594821]b) Considering the significance of Intellectual Property rights for Amazon 
Innovation is the essence of sustaining in the competitive market. Amazon has now more than 5000 patents indicating its creativity and innovation in doing business. The followings are the benefits that Amazon is getting due to its intellectual property rights. 
i. The company can concentrate on its research and development department fully as due to copyrights and other intellectual property-related rights, there is scope for making introducing non-imitable innovative methods. 
ii. Amazon is now in the retailing market that is crowded in nature. There are thousands of large and small competitors in the industry. Though products of the firm are mostly standardized for the firm, it innovated its business process, buying practice of consumers and acted as a pioneer to include all the necessary things in one platform. It is the protection offered by patents that helped it to reach at today’s stage (Fesenko and Kovačević, 2017). 
iii. Due to the protection of Amazon’s innovative artificial intelligence and KMS, people are getting a reliable brand with quality products, payment systems, and excellent services. Echo is the most valuable brand of Amazon providing 24/7 AI Chatbot services to potential customers. 
iv. Besides protecting the rights of businesses, intellectual property right protects the interest of general customers by making them differentiate between the actual brand and fake ones. Also, it is protecting the business environment from being erratic and unpredictable. 


[bookmark: _Toc49594822]LO3 
[bookmark: _Toc49594823]a) Explaining the contribution of knowledge assets on Amazon 
Knowledge assets of Amazon are mostly consumer-centred. It is responsible for Amazon’s outstanding performance and increasing market size. The followings are some of the sectors where the mark of knowledge assets has put outstanding service and resulted in customer satisfaction. 

Figure 06: Contribution of knowledge assets in Amazon
Source: (Self-made)
One platform for all ranges of products: Amazon has only one portal for buying all of its products though they are very different from another. Also, the structure and design of each web page for different products are the same. As a result, consumers find it easy and understandable while going to ordering anything online (Martín-de Castro, 2013). The same portal or online platform helps employees of Amazon in gaining workplace knowledge from just one platform. They do not need to go to different official suites for collecting information and perceiving knowledge. 
Unique presentation style: Data regarding products are presented in the same manner on the online page for purchasing products from Amazon. As a result, employees do not need to use different graphs or processes for presenting and perceiving data of every customer. This structure minimized the time required to attain knowledge by workers and thus made the analysis process easier. 
Establishing an asset that cannot be imitated: Knowledge can be used as a distinctive and competent resource. Amazon is doing the same thing. It is using big data in such a way that maximizes services from all perspectives and thus being able to make the right decisions. Other competitors may have the same data but they do not have the same techniques and open access to real-time processing AI technologies. 
Achieving customer satisfaction at its best: As the customers are being reliable on the recommendation provided by Amazon, they are following this suggestion and reaping the benefits of the knowledge management system and AI systems offered by the company. What other retailers cannot do, Amazon has just achieved it through making substantial investments in emotional intelligence (Denicolai, Zucchella and Strange, 2014). 
Creating a strong competitive advantage: Knowledge is an asset for business as it is derived from years of experience, capability, skills, and information of different entities. It adds value in the firm by enabling it making a real-time decision using readymade information. Knowledge is available but the way Amazon uses it in its business model is unique. Their knowledge management system cannot be imitated by peer companies as it is protected by patents. In essence, it can be used as a sustainable competitive resource by the company. 
[bookmark: _Toc49594824]b) Evaluation of the knowledge requirements for Amazon 
Knowledge is used by Amazon in every phase of its business. Yet there are some areas where it still needs to introduce more advanced use of their knowledge management. The followings are some areas where Amazon will require to work on the application of their gathered knowledge. 
Partnership based on knowledge: The more articulate relationship Amazon will be able to draw among different stakeholders and itself, the more connected it will be with them and thus serve their purpose best. So the company can enter into a partnership with customers and suppliers, bring them in the same platform, and create an interactive knowledge management system with smooth supply and distribution practice according to the demand of the customers. 
Benchmarking knowledge: The company badly needs a benchmark against which all of the current knowledge-based performance will be evaluated. It will motivate employees in working more devotedly so that their thinking process and perception coincide with the benchmarking perception (Varia and Mathew, 2014). 
Managing community: Amazon needs to acquire knowledge regarding the perception and aim of people and entities who consist of its community. The company takes a stakeholder approach in running its business, that is, it thinks of the interests of every related party rather than just shareholders while coming up with new strategies. To serve their purpose, the company at first needs to know what they want. Only then it will find a way that will bridge among different objectives of different parties. 
Supporting Amazon’s culture: Amazon has established a working environment where sharing and transferring knowledge between one another has been made easier. To support its culture in full swing, the company needs more knowledge that will produce from the information collected in the upcoming periods to adjust the changes in the external environment with its business practices and thus make itself always ready to fight against the odds. 
Retention of organizational knowledge: Amazon has been using petabyte in cloud services for storing its information and knowledge. But in doing so, it must have to think about the privacy and security of this knowledge. Intrusion in the KMS of the firm can result in disaster and cause great costs for both the customers and businesses. So it needs to acquire more knowledge regarding how to retain this organizational knowledge safely (Borjigin, 2014). 
[bookmark: _Toc49594825]c) Evaluation of Amazon’s framework for enabling knowledge sharing
Amazon is running businesses by focusing on mostly the interests of its customers. The customer-based view of the company goes beyond maximizing their satisfaction. Not only the top-level executives but each and every employee from all levels of the organizational hierarchy are made to think only how customers’ shopping experience can be made better. It is always obsessed with breaking its previous record in serving the best of its customers. Even the knowledge management system’s function of the company is mostly engaged with facilitating the experiences of its customers by providing the right to accurate buying recommendation. 
[image: KNOWLEDGE TRANSFER ENABLERS | CONCEPTS & APPLICATIONS OF KNOWLEDGE  MANAGEMENT]
Figure 07: Information sharing framework of Amazon
Source: (ScienceDirect, 2019)
It is the knowledge perceived from customers, suppliers, real manufactures of Amazon’s products, shareholders, and investors that are enabling Amazon in taking the “what needs to be done” strategy. The company is now operating on a global scale and the main branch’s executives can’t centralize all fo the knowledge and give orders (Trkman and Desouza, 2012). Rather knowledge is accumulated and distributed in the business in a decentralised approach. Sharing knowledge is the most appreciated task that Amazon’s employees perform. The company has to go through two separate sections when it comes to the question of sharing knowledge throughout the organization. 
Knowledge management enablers: First of all, Amazon attempts to create a strong knowledge base. It is used to acquire knowledge from artificial intelligence and machine learning-based technologies, its working culture, and organizational structure. The system captures the movement of the appropriate party and produces reports. Based on the recommendation of the system, employees take deep learning and understanding and accordingly update the knowledge management system. 
Knowledge management processes: After organizational knowledge is ready for the firm, the application phase starts. Customers are sent purchase recommendations while they search for a specific product or they are sent regular updates regarding the offerings and products that they prefer and search most through google’s search engine. Knowledge is also shared with suppliers and manufacturers by letting them know what the customers are demanding most and whether there is any market gap for a specific product (Krause, Collen and Nicholas, 2013). Knowledge is shared with the shareholders by keeping them updated regarding the insights and prospects of the company and by informing them about the performance and consistency in value addition for the shareholders. The creation, storage, and maintenance of this knowledge for an indefinite period is also part of this section. 
[bookmark: _Toc49594826]d) Recommendation for the improvements to the current  framework
Amazon is still on the way of introducing the most comprehensive and productive business model that indicates the scope of improvement in its current business framework. Knowledge management is also a part of the entire business framework and it also needs improvement. The scope fo Amazon’s business is wide in range and size. Designing KMS that would provide equal benefits to all parties throughout the entire service range has not yet been possible. The following are some factors where Amazon should give more emphasis. 
i. Being too much obsessive with the benefits of customers may deviate them from the path of focusing on the competent human resource department also. The firm should look for the interest of ist employees and invest more in terms of knowledge and other motivating drivers to make them organisationally oriented. 
ii. The role of each department and employees under those departments along with their chain of authorities and responsibilities in the knowledge creation, distribution, and management process needs to be defined clearly. Otherwise, the company will experience complexity and hassle in the workplace. 
iii. Amazon should not deviate itself from ist vision statement, that is, its final objectives. As a preventive and precautionary measure, the company should integrate its knowledge management system with the main goals and objectives of the business so that this distinctive resource can be used in fulfilling the main purpose of Amazon. 
iv. The company should introduce a role KMS system or a standardized model of KMS based on which all of the current and upcoming models’ performance will be evaluated (Kehoe, 2015). 
v. Amazon should develop an integrated communication plan to be connected with its stakeholders at all times. It would be better for the company to integrate its knowledge management system with its communication system so that its benefits can also be applied in developing relations with other stakeholders. 
vi. The organizational structure of the firm should be redesigned to make it simpler. The knowledge management system will act more rationally and logically in that organizational framework and all of the internal as well as external parties will be benefitted from Amazon’s knowledge sharing framework. 



[bookmark: _Toc49594827]Conclusion 
Amazon is following the right approach for its business development. It is working on machine learning, artificial intelligence, deep learning, etc. to derive a value that others cannot do. The economies of scale, superior financial ability have enabled it in making a significant investment in R&D and experiencing the benefits offered by its knowledge management systems. Its KMS can now be regarded as a source of competitive advantage that other industry players cannot be able to breach so easily. It is being more customer-oriented with an increasing market share in the e-commerce industry. 
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