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Executive summary:
Is knowledge management one of the most critical components of modern society? Yes, as evidenced by organisations' reactions when they recognised the critical role knowledge management plays in ensuring the required competitive advantage.                                               
In this way, Amazon uses the principles of Knowledge Management to enhance their strength in making decisions and solving problems. Strengthen the company's resource-based view and improve the company's market worth. The company's product value boosts its client index. The company's weaknesses are also concealed through various technical solutions designed to safeguard the company's information. The employee training system assists them in comprehending the company's knowledge management system and equips them with the skills necessary to utilise the information effectively. 
Over the years, people's lives have been characterised by innovation, creating a new form of economy. In today's world, the abundance of subjects arising from this new notion, an economy based on ideas and information, relies on the widespread use of innovation. Organizations have taken more interest in knowledge, which is increasingly seen to be critical for corporate survival.
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[bookmark: _Toc75978623]1.0 Introduction
This report presents information on the impact of knowledge management on the development, application, and dissemination of good processes. An organization's knowledge management system makes the organisation more productive and allows new information to be acquired for increased performance. In addition, it helps with learning, combining, and process alignment by getting that organization's data back and making it available for reuse. Fact is a fundamental component in relationships between data, information, and knowledge (fig.1). Data lack meaning altogether, whereas information gives one. Information that assists in the development of a meaningful objective for any setting has been gathered. The flow of information that includes all the relevant elements is called knowledge. Three crucial elements of every organisation are linked, and three such elements are essential for an organization's well-being. Peter Drucker, the noted management author, created the concept of the knowledge worker in the 1970s, and now we see all organisations using knowledge management strategies. The phrase "knowledge management" was first created in 1970, although it was not widely used for a decade after that. Knowledge management (often referred to as KM) was established in 1980 by a senior member of the organization's management system. At the turn of the century, KM's flaws were evident in the market, and therefore, all companies began to use KM. The KM technology was established to facilitate the growth of the marketplace in which it was used. As the global economy, social structure, and technology had not yet started to gather speed. It was only the rate at which things were coming together that made globalisation manifest. After competitors entered the market, the significance of the KM system was evident. Knowledge management helps decision-making at the top levels of an organisation. A KM system enables a business's management team to come to a favourable conclusion about the information for the organisation using a knowledge system. The main drivers of KM include ensuring that an organisation gets the most out of itself, saving money for the organisation, leading in the market, and managing one's intellectual capital. This study disclosed information regarding the KM system at Amazon, and it also unveiled certain information about Amazon.
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Figure 1
[bookmark: _Toc75978624]2.0 Organisational Profile of Amazon.com

[bookmark: _Toc75978625]2.1 History of Amazon

Jeff Bezos founded Amazon.com in 1994. His garage in Bellevue, Washington, was where he ran his business at the time. Nick Hanauer funded his project. Tom Alburg's $100,000 contribution was used to build a better user interface because of the initial investment of $40,000 (Armstrong, n.d.). The company's name, Amazon, begins with the first letter of the alphabet and alludes to the Amazon River in South America (Hall, 2020). Initially, Jeff Bezos intended to call the business "Cadabra” (from Abracadabra). Todd Tarbert, Amazon's first lawyer, persuaded him that the name sounded suspiciously close to "Cadaver," particularly over the phone. (Bezos preferred the moniker "Relentless." Today, if we visit Relentless.com will be sent to Amazon.), (Hartmans, 2021).
Amazon is the world's largest internet-based corporation in terms of revenue. Before setting up his company, Jeff Bezos believed that the greatest way to thrive on the internet was to develop as quickly as possible. Today, the firm carries on diverse activities, including selling anything from books to groceries to shipping container dwellings. It has turned into a one-stop shop and has many future aspirations (McFadden, 2021). Additionally, in 1998 it has initiated a commercial strategy that utilises it globally, and it is operational in the United Kingdom and Germany. Amazon Web Service (AWS) made its debut in public with enthusiasm and rapid growth. Data storage services begin in 2006 when the company's website starts hosting it. The Kiva system is essential for Amazon's inventory management. Therefore, this introduction to Amazon is a necessary step. For the next five years, it was nothing more than a one-stop-shop for all kinds of goods.

[bookmark: _Toc75978626]2.2 Work of Amazon.com

The business holds hundreds of patents related to electronic commerce procedures, which critics believe should stay in the public domain. The Amazon Marketplace, or more precisely, the Amazon.com website, is Amazon's primary source of income, with millions of users visiting the site to purchase goods. Amazon Marketplace (amazon.com) is a world-class e-commerce platform where customers may purchase goods from Amazon and third parties. Third-party merchants that sell Amazon products are classified as Fulfilled by Amazon (FBA) or Fulfilled by Merchant (FBM). FBA items are stored at Amazon's fulfilment facilities, where Amazon also manages delivery.



By contrast, FBM products are kept in the inventory of a third-party seller and delivered by a third-party merchant. Additionally, Amazon earns a sizable profit by charging its sellers to promote and advertise their goods (Sheen, 2020).
Apart from its massive product selection, Amazon takes every effort to personalise the consumer experience. In Amazon's approach to sales, its tactics for individualising the customer's experience are one of the most significant examples. Amazon knows customers intimately. Amazon is a stronghold when it comes to customer tracking. Suppose we allow the website to place a cookie on our computer. In that case, we will have access to various valuable services that enhance our shopping experience, such as suggestions based on previous purchases and lists of reviews and guidelines written by users who purchased the goods we are considering (Layton, 2021).

[bookmark: _Toc75978627]2.3 Logistics

Amazon Logistics infrastructure positively or negatively impacts third-party merchants, who can service consumers or reduce their customers' feedback. Amazon Logistics is designed to complement traditional providers like UPS, USPS, and FedEx, rather than offering an all-in-one shipping and delivery solution. It provides delivery services on a 7-day and same-day basis, utilising various third-party logistics partners around the nation. This is a logistics provider contract between Amazon warehouses and sorting centres and Amazon's independent logistics providers. They are hired to collect deliveries from Amazon warehouses and sorting centres for distribution. They utilise Amazon technology to assist with their deliveries, but they want to have the freedom to arrange their work schedule as they see fit (Johnson, 2018).

[bookmark: _Toc75978628]	2.4 Operations

Amazon's OM initiatives guarantee that they fulfil the ten critical strategic business decisions:  1) Design of Goods and Services, 2) Quality Management, 3) Process and Capacity Design, 4) Location Strategy, 5) Layout Design and Strategy, 6) Job Design and Human Resources, 7) Supply Chain Management, 8) Inventory Management, 9) Scheduling, 10) Maintenance for its e-commerce enterprise. Amazon.com Inc. is increasing its activities both online and in the real world. Thus, the company must use a different operational style to accommodate these shifts (Ferguson, 2017). The international sector focuses on a global operation, as an expression of worldwide usage, based on an international website. Amazon Web Services (AWS) marketplace for selling, managing and managing large scale computers. In addition to the traditional "pay-as-you-go" resource options, AWS also offers "pay-as-you-go" computer resources, cloud storage, cloud computing services, and networking.
	
[bookmark: _Toc75978629]2.5 Amazon Marketing and Sales

An array of online marketing channels, including the Associate's programme, sponsored search, social media, and online advertising, are used to develop an effective Amazon marketing plan. Amazon's marketing approach follows a few concepts, primarily based on these (Dubovskiy, 2020):
* Product and location factors are critical components of Amazon's 7ps of marketing.
* Targeting the most comprehensive consumer segment may be linked to Amazon's segmentation targeting and positioning techniques.
* Amazon's unique selling proposition includes a great product range, reasonable prices, and rapid delivery.
* The Amazon Marketing Communication Mix consists of print and media advertising, sales promotions, public relations, and direct marketing.

[bookmark: _Toc75978630]2.6 Amazon Service

Four reasons Amazon is different from many organisations (McGovern, 2014): - 
1. Be ever-present: Anyone may phone the contact centre at any time and get assistance from Amazon. This continuous availability of conversations, reviews, and blogs offers consumers real-time access to relevant information from peers.
2. Get personal: Amazon.com using purchase data to recommend items that consumers may enjoy. Amazon looks at everything consumers purchase or look at and uses that data to uncover items that compliment customers' interests and prominently in customer searches. It is neither obtrusive nor counterproductive.
3. Make it easy: Customers, most likely, purchase more, and therefore like the business even more because of Amazon's simple one-click purchasing process.
4. Be kind: Amazon puts customers’ best interest at the centre of every transaction by making it simple to return an item or cancel a service. Returning an item poses no inconvenience for the business, and the consumer knows what is best for them. (It is simply to make sure whether the merchandise was faulty or not.)
Err on the side of Amazon when it comes to consumer choice. Kindly and graciously accepting customers' returns helps develop the confidence that Amazon is renowned for.
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[bookmark: _Toc75978631]2.7 Location of the Organisation

The headquarters of Amazon in Seattle is located at Amazon Tower II, also known as Day 1 Building or Rufus 2.0 Block 19 (Sawe, 2019).
[bookmark: _Toc72116177]Amazon operates in 16 countries at least. A business works in a nation if it has any presence there. Currently, Amazon sells in 10 countries:  U.S., Canada, UK, Germany, France, Italy, Spain, Japan, China, India. While the company's fulfilment facilities are found in 13 different countries: U.S, Canada, UK, Germany, France, Italy, Spain, Czech Republic, Poland, Japan, China, India. Call centres for the business are in 5 countries: UK, Germany, Ireland, Italy, Morocco. (The data comes from a European amazon website, but we can assume that call centres exist in the United States, Canada, Mexico, India, Japan, and China as well.) Although customers from 185 countries purchased items from Amazon's marketplaces, simply delivering an item to a nation does not indicate that Amazon operates in that location (Jurevicius, 2015).



[bookmark: _Toc75978632]2.8 Staff Profile

Based on the information provided by Market Watch (Sumagaysay, 2020), the fact that COVID-19 has contributed to the growth of Big Tech and, notably, the Amazon workforce has more than doubled in size. To increase the size of its staff, the company is looking to hire over 140,000 additional people in the next several months. Amazon's worldwide workforce — including permanent and temporary hiring — may reach around 1.2 million people with these new roles (Cain and Peterson, 2020).








 It should be no surprise that Amazon is yet another major technology company to provide employee demographic data, and the findings, as expected, are mediocre (fig.2)
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Figure 2


42.7 per cent of Amazon's worldwide workers identify as female, while 57.3% identify as male. Globally, 27.5 % of managers identify as female, whereas 72.5% identify as male. 15.4% of Amazon workers in the United States identify as Asian, 26.5% as Black/African American, 18.5% as Hispanic/Latinx, 1.3% as Native American, 3.6% as two or more races, and 34.7% as White. In the United States, 20.8% of managers identify as Asian, 8.3% as Black/African American, 8.1% as Hispanic/Latinx, 0.6% as Native American, 3.0% as multiracial, and 59.3% White (Our workforce data, 2021). According to these figures, Amazon's percentages are comparable to those of Apple, Twitter, Yahoo!, and Google, who have about 50% to 61% white employees in the U.S., and whose Black and Latino employee populations range from 5% to 18%. As far as women are concerned, the four worldwide workforces above are from 21% to 37% female (Lin, 2014).
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[bookmark: _Toc75978633]3.0 SWOT Analysis of Knowledge Management System of Amazon

A resource-based view (fig.3) is critical to improving business performance and as a means of achieving competitive advantage. In other words, if an organisation has a competitive edge over its rivals, it will attempt to withstand industry dynamism and transform its weaknesses into strengths to retain that advantage. 	
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Figure 3


[bookmark: _Toc75978634]3.1 Strengths

One of the most substantial assets of Amazon is its resource-based business view (RBV). Amazon gathers resources from various products. It enables a variety of product categories to be offered and contains essential products. Amazon is achieving sustainability using the RBV framework. Organised items always attract buyers to a product that boosts the company's sustainability. Amazon's KM system strengthens the company's awareness of a fresh stream of positive feedback that encourages more customers to buy. It also helps in decision making. Amazon's business process also improves, using the KM system as a framework. Amazon's KM system serves to increase communication and assist customer service. That serves to increase client satisfaction.
 Customers may discover product information in the same interface. With several items on the same platform, customers have more choices. Customers feel no pressure while looking for numerous sorts of products. All the information about various goods may be found on the same website (Wadhwa, Vashisht and Phutela, 2020).  It also lets the buyers find any product on the firm website in one place. Customer feedback is provided on the same website that helps buyers make the best choice for their goods.

[bookmark: _Toc75978635]3.2 Weaknesses

Most Amazon employees do not grasp the KM system. Unable to manage new information from diverse sources, the corporate plan for utilising the KM system is also missing. The workers seem to be lacking essential understanding regarding the KM system of Amazon. Amazon workers have no idea how profitable the KM system is for the corporation. As Amazon.com has a KM system, corporate employees are not logging new information from diverse sources, and they are inputting it improperly into the information warehouse. Amazon's KM system generates misunderstandings amongst managers and employees. People are not accustomed to using information regularly in the workplace. Weaknesses of the firm also impact the growth of the company. The procedure for the corporation does not appear to be fast enough because of the KM system alignment. The firm implemented the KM system on top of an existing corporation system that had already made consumers complacent.

[bookmark: _Toc75978636]3.3 Opportunities

The KM system provides new chances for every firm, as well as for Amazon. It saves Amazon service costs while generating profits for the firm. It increases clients' interest in a product by demonstrating the benefits of utilising it (Delfanti and Frey, 2020). Understanding a product is critical since it grabs buyers' interest. The KM system's feedback system is also suitable for customers. The company's customer care department also helps consumers be happy with their purchases. The KM method that Amazon employs also helps them expand in new markets. It also offers the opportunity to acquire data from many sources on the market regarding current companies. Amazon can simply examine the performance statistics of other businesses that assist them to enter new marketplaces. Amazon's KM system serves to uncover any deficiencies in the firm and give management chances to improve such deficiencies.



[bookmark: _Toc75978637]3.4 Threats

The emergence of other companies in the market, all of which utilise the same knowledge management system in their operations, represents a challenge to Amazon. In addition to showing the desirable consumer goods, Amazon also raises the product's price following the merchant's commission rate. The other firm offers the same goods at a lower price, which harms Amazon's ability to develop its business and profits. The most serious threat to Amazon is intellectual property theft, and the business must take steps to safeguard both its own and its customers' information, among other things.

[bookmark: _Toc72116180][bookmark: _Toc75978638]4.0 Critical Evaluation of Amazon`s Knowledge Management System
	
A knowledge value chain is a series of reasonable missions that knowledge personnel do to create the organization's unique competitive advantage. The Knowledge Management Value Chain Model devised by Mathieu Weggeman is one of the most often referenced models of knowledge management value chain (fig.4)
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Figure 4
The inventory of knowledge and skillsets held by an organisation at a certain point in time is known as the knowledge inventory. Service-oriented businesses have a complicated job-readiness training problem owing to the complexity of their staff members' skills (Cheng, Chen, Lee and Li, 2021).


[bookmark: _Toc75978639]4.1 Knowledge Acquisition

Typically, the term "knowledge acquisition" refers to the act of acquiring, processing, comprehending, and recalling information by one of a variety of techniques. This is frequently a research subject related to cognition, memory, and how human beings comprehend their environment. Amazon collects and keeps data from another source. They are collecting new information and incorporating it into the existing database (Delfanti, 2019). This improves the system's capability to assist in enhance Amazon's KM system. To boost performance, Amazon incorporated the knowledge acquisition process into the KM system. It depends on how Amazon obtains the information, as well as the source of information. Collecting information is the first phase in the KM system used by Amazon. Amazon analyses previously stored data to produce new knowledge (Young and Gilmore, 2017). The firm gathers Amazon's payment and product information and their customer and inventory data. The data obtained from news feeds, legal opinions, industrial reports, scientific studies, and government statistics. Amazon gathers information from numerous industries to assess the market position of that firm.

4.2 [bookmark: _Toc75978640]Knowledge storage

The information must be saved for corporate personnel to use in various ways by being acquired from various sources. Staff utilise this knowledge to create several sorts of strategies ideal for the organisation (Onyusheva and Seenalasataporn, 2018). The database containing the organisation's information is stored. Knowledge may be kept in many forms, depending on the information collected. Knowledge management teams in any organisation must maintain the database while providing the necessary access to it for usage by the knowledge management team. Amazon's KM team saved knowledge and offered it to the teams who need it to succeed. They segregate digitising, labelling, and indexing. The management team likewise retains the newly gathered knowledge. A knowledge management team from Amazon supports the projected evolution of a storage system. Amazon provides compensation to workers who store knowledge in the database. Amazon's knowledge management team incorporates integrated data and lowers the risk of retrieving data in the future. Amazon management team information, notably the sales and marketing team, helps the company's workers do their jobs more correctly. Amazon understands the industry and introduces new marketing methods to it.



4.3 [bookmark: _Toc75978641]Knowledge dissemination

Knowledge dissemination is critical to helping any organisation boost their overall performance. Amazon knowledge distribution helped boost business globally. The firm uses different information distribution tools (Fernandes Bento, Silva Gomes, Martins Guedes and Coelho, 2020). Accessing the database is crucial for the employees. Additionally, the team has also given some information for consumers that help customers understand specifics about any goods, such as manufacturer information, merchant, and product value. This will allow customers to compare goods. Any firm needs to include feedback information on their site. Customers are strong predictors of Amazon's performance in the market. The specific training programme also supplied to the new employee to ensure they are adequately educated and trained on the database. Proper training for Amazon results in better employee/site manager relations. Thus, the manager will focus on the vital facts and expertise critical to the firm.

4.4 [bookmark: _Toc75978642]Knowledge application

Knowledge application is necessary for any organisation. Amazon's KM system relies on the database's information and returns business values. The management decision-making process is critical for the firm. New information should always be based on the company's fundamental value. Amazon utilised its expertise to better problem-solving and decision-making. Using a database, the new approach to a product's marketing is initiated. Amazon's database management system allows it to determine which way to draw people towards the new offering. Amazon offers several customised products and services depending on consumers' interests. KM saved information on consumer interests and delivered it to Amazon's warehouse maintenance staff to update the inventory.








[bookmark: _Toc75978643]5.0 Conclusions

A future economy needs new ways of assessing assets because intangible advantages like information are gaining significance in the new economy and lend themselves to repossession.
Gathering information, particularly knowledge of many fields, has always been a core component of every broad-spectrum knowledge gathering process. Knowledge management is challenging to investigate from a real-world perspective since there are no generally recognised criteria for studying information. For knowledge management, the critical intangible characteristics that provide value for the company are at the centre of the discussion. In most cases, knowledge stored in an organization's database is connected to the acquisition, storage, and sharing or transfer of intangibles like trust, values, or expertise.
Amazon is a global online retailer that serves customers from locations around the globe by establishing websites in other nations. Amazon uses the data warehousing system and data mining system to build information to better help the business. Amazon's information collecting helps the business enhance its decision-making and problem-solving processes.  It keeps both the consumers' and the company's information safe and secure. Intranet and extranet on the business site make it simple for workers and customers to get the necessary info. Amazon has knowledge security issues since it is the primary online retail competition.  The level of danger to the database rises as the company's popularity grows. Amazon lacks artificial intelligence capabilities to preserve the information of the business and consumers. Amazon will need to use artificial intelligence (AI) to protect the database.
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