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[bookmark: _Toc72190388]Executive summary

Knowledge Management is a tool essential for any governmental organisations and for all firms, the goals of this report is to highlight the main objectives, the Amazon Organisation use Knowledge management to provide ability to deliver the knowledge to store, share, transfer, collect and re-use data and information constant and accurate. The report explains different tools and stages in the Knowledge management as well as SECI Model by Nonaka that will highlight the objectives, it provide a portal of knowledge share using the tacit and explicit share of information, how it managed, this will provide a clear understanding of the IT Department of improving the quality of service, employees and stakeholders satisfaction by improving the quality of the knowledge management.
[bookmark: _Toc72190389]Introduction 
[bookmark: _Toc72190392]History of Knowledge Management 
Development to 90s and remains a corner stone even now, the term was first introduced by Drucker in 1970 (Mclnerney and Koening, 2011) wonderful tool to make information easy to use and access, to share in the Organisation. Peter Drucker has been studied in depth on identifying the organizational and cultural environmental requirements to lead successful the firm goals (Koenig, 1900).
[bookmark: _Toc72190391]Knowledge Management 
Knowledge Management is the sum of activities of creating, sharing and using and managing the data and information’s of an Organisation in order to achieve the Organisation objectives, Davenport (1994), the aim of this report is to promote an integrated approach to identifying, capturing, evaluating and share knowledge in Amazon Organisation in Newport, South Wales region, to highlight the Organisation profile, this include the main activities, location, staff, to conduct a SWOT analysis of the Knowledge management IT system at Amazon, relevant tools and typologies will be applied in this report to critically draw a conclusion to outline the main areas for development in the KM in IT system for Amazon.
Organisations manage knowledge because it boosts organisations decision-making, problem-solving, time management to ensure employees efficiency in data access, overall expertise, a fast and smart work environment to take informed decisions for the Organisation benefit.

[bookmark: _Toc72190390]Findings 

TASK 1.
[bookmark: _Toc72190395]Organisational Profile of Amazon
Amazon was first build by Jeff Bezos in 1994, Amazon first started to sell books online this was the ground-breaking, after 1998 the firm started to expand into selling computers and music, from there further products had been added into selling electronics, software, toys, home-improvement items and much more. By mid 200s Amazon had launched Amazon Web Services (AWS) the storage system make Amazon a tech company rather than an online retailer, by 2006 the IT System expanded with Elastic Computer Cloud (S3) the purpose of this IT improvements is to boost the company revenues and safety for customers and employees. The Main activities is retail, subscriptions, online store, Amazon key activities are Digital and physical goods to supply chain and logistics and to secure and build partnership with suppliers and sellers.
Amazon Organisation Structure can be classed as hierarchical, Senior Management team  includes three CEOs, three senior vice presidents responsible with vital aspects of the organisation who report directly to Jeff Bezos. The Hierarchical corporate structure has developed due to the large size of the business the retail employed more then 840,000 workers worldwide Kim, E. (2019).
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Amazon is a vast region across eight countries: Brazil, Bolivia, Peru, French, UK, overseas, USA, the organisation is a global international shipping to over 100 countries worldwide, Amazon headquarters is located in Seattle, WA, with a large corporate campus to manage the worldwide business, Amazon global headquarters have more than 40 owned and lease buildings spread across 8 countries with more than 75,000 employees.
Demographic
Globally Amazon reported 840,000 employees in 2021 annual report, making one of the largest private-sector employers worldwide, the demographic report by age, gender household income, education this allows the brand owners to assess employees this shows:




Amazon Newport originally started with only 30 people, those numbers grow fast and now the site employees around 1.500 people full time and this number grow again in the Christmas time, the warehouse is divided in three areas: stock come in from suppliers, packaging area and the final stage label and delivery.
Task 2
Swot Analysis is used to highlight aspects of the Knowledge Management System in the IT department in Amazon, the system aim is to implement tools and techniques in order to improve the organisation effectiveness.
	S
· VRIO Resources- knowledge management
· Tacit knowledge
· Fast and effective system to share knowledge within the Organisation
· Fast collection and storage of data




	W
· Internal communication quite poor
· Explicable knowledge is often implicit form
· Informal training
· Limited are of expansion and development in IT department
· Lack of expertise
· Maintenance of equipment/ damage/failure
· Poor automation


	T
· Budget- limited
· Short-term thinking 
· Data and information safety 
· Competition 
· Strike and connectivity 
· Increasing unemployment


	O
· More job opportunities and training in IT education and IT management 
· Rapid market growing
· Cheaper informed raw material
· Automatization 



Table 1. SWOT Analysis 
Amazon Knowledge Management strengths, weaknesses, opportunities and threats is a technique to identify the knowledge is important because it highlight actions that need to be improved in the organisation to achieve sustainable competitive advantage, using the Resource based view (RBV), using the framework in the IT department will increase the information flow within the organisation, this drive a significant increased recognition of the importance of data and information in IT and in Amazon operations general system. Amazon is using the AWS hybrid software the aim of this technology is to have a better change of taking the right decision, can compare thee cost of better information and the fast and effective share of data with employees, customers and stakeholders Deiricks &Cool (1989).

Resource-based view 
Resource- based-view (RBV) is a knowledge management tool used to demonstrate strategic resources a firm can exploit to achieve sustainable competitive advantages, Barney (1991), citate RBV as a pivot framework in long-term performance.  The RBV highlight the importance of the internal resources among the firm when competing in the same industry (Wernerfelt, 1984), the resources contribute to the Organisation Success and are valuable, rare, appropriate, these form the firm competitive advantages, these can be intangible include staff, skills, organisation culture, brand image, reputation, history ( Itami Roehl, 1992). The RBV reach high importance in the Knowledge Management, because it point the firms performance, referred as being the most important stakeholder to the Organisation success (Grant, 2002) and this reflect in the managers and staff.

· Tangible Resources (documents, digital statements, meetings, training)
· Intangible -customers feedback, based on tacit knowledge Nonaka, I. & Takeuchi, H. (1995) to improve the serve within the Organisation to outcome the competition -eBay. 
· Nonaka uses the story of tacit knowledge that was necessary to understand the share of data within the Organisation, the storage of information and the importance of the IT department in the Amazon digital retail.
· Heterogeneous is by having different tasks, types of knowledge to competitors
· Immobile, companies cannot replicate, Amazon is known as flexible working hours, increase customers loyalty, retain staff, unique sale point.
Amazon IT department have the ability to allow the employees and stakeholders to add knowledge in customers value chain to develop new products and to expand on the marketplace, however not all resources are strategic and a positive source of competitive advantages, VRIO Resources in order to sustain competitive advantages, (1991-1995), and to increase knowledge value, to serve the purpose, to help the organisation to increase effectiveness, having different rewords and flexibility for employees, the Amazon introduced the AWS platform for employees and stakeholders easy access and fast flow of information, data and share of knowledge in Amazon organisation, however, the heterogeneity and immobility aspects are at risk of competition. AWS platform that Amazon is using in store and tacit knowledge, share of information is also used by Google, Microsoft and eBay make it vulnerable of high competition also retaining employees is a hard aspect in Amazon due to long working hours and no opportunity for employees to progress.
Task 3
[bookmark: _Toc72190407]Values interact with IT Department
Understanding how employees interact, communicate in the Organization based on their beliefs, values, behaviour are fundamental and crate the core principals in code of conduct necessary to introduce initiation in Knowledge management. The Amazon IT Department include the following values in the firm: customers satisfaction, respect, team work, goals and objectives, act-fast, high performance and quality, security and data protection, employees efficiently, avoid conflicts of interest, handle confidential information. Culture of the Organisation (Amazon) Knowledge Management, during the product development process, employees seek data from the IT Department for application of knowledge to be used on problem-solving tasks, or to generate new knowledge, this can be used to develop ongoing processes, KM and environment influence organisation culture and Amazon policies and procedures.
Knowledge Management Value Chain (KMVC) 
[bookmark: _Toc72190405]Value chain
Value chain is using to capture the knowledge and it satisfy the VRIO framework make Amazon a sustainable competitive firm on the market Wernerfelt (1991). Porpoise of KMVC is to demonstrate understandings of different characteristics that will help you to succeed within the Organisation and on specific position, this will ensure productivity, collaborative, and healthy work environment. Five typologies apply to the knowledge management: KMVC is an important tool in Knowledge management, a strategic action to support the competitive advantages of the firm, KMVC is build on Data, Information, Knowledge and Wisdom a succession of cognitive activities to transform data to add value to the firm this is based by four areas:

1. [bookmark: _Toc72190401]Knowledge Acquisition
Refer to the knowledge that an organisation can obtain from external sources, such as artificial intelligence technology to real business problems.
In the IT department in Amazon the organisation transforms the raw data into knowledge to be shared and used appropriate, data gathering is collected from customers from website and AWS platforms, the IT team rearrange the raw data, from customers from specific geographic area and demographic, personal data, credit card, and stored in AWS databased. The aim of knowledge acquisition is to convert the, recognised as the most effective tool in understanding organisations culture it suggested that companies are based on two acts, focus and stability, based on Quinn’s (1977) framework, four types of organisations (clan, adhocracy, market and hierarchy),in Amazon organisation the Hierarchy structure is recognised as procedural and formalised workplace, with clear and formal policies.

2. [bookmark: _Toc72190402]Knowledge Storage
Involves the soft and hard knowledge easy-access, Amazon Knowledge storage use hardware and software in an organisation for later retrieval (Nanoaka and Takeuchi, 1995) allows employees and stakeholders to search, information that can be used further to analyse and synthesizing, Amazon is using knowledge acquisition to make the appropriate decisions Porter (1985). In 1983 Robert Quinn create a value framework retrieve information without having to contact the IT department, the aim of this software is to safe time, improve performance and safe organisation resources.
Nonaka and Takeuchi (1995) divide the KM in two, tacit knowledge and explicit knowledge also Quinn (1996) suggested that knowledge is based on purpose and use :how, where, when, experiences and procedures that is important to know the correct behaviour, communication, data in order to show the link between external data and internal to enable product development and decision-making.
3. [bookmark: _Toc72190403]Knowledge Dissemination 
Is important to apply Knowledge Dissemination component of the KM, Darroch (2003), because in the IT Amazon department, this stage can use information in the hope that employees will improve skills to make better decisions, information is disseminated in order to educate, explain, build,and learn. The ID department use advertising, feedback from employees and customers buy using the digital technology, public meetings, speeches a way to look at dissemination knowledge in Amazon. Knowledge sharing offer employees to access information fast, easy and effective among the staff and the Firm (Bartol, 2002).

4. [bookmark: _Toc72190404]Knowledge Application
 
 Is used to make decisions to implement task, guide to the right directions and hold the effective procedures, Knowledge Application is an important key in the knowledge management, Knowledge application highlight the firm respond time to the technological changes, by using the skills and technology generated by new products and processes (Cohen and Levinthal, 1990), Knowledge workers vary different from personality, cognitive styles, behaviours (Hicks and Tochtermann, 2001) argue that knowledge sharing is more likely to happen when team players share the same values and beliefs based on Belbin Role Model in Amazon IT department the knowledge is based on the approach and interaction with a computer system to perform tasks.
· Electronic Performance Support Systems (EPSS) help Amazon to reduce cost of staff while increase productivity and performance.
· E-learning is also used in Amazon to learn high level of information transfer and application and this can be seen in EPSS system.
· Employees perform tasks with minimum on-site intervention.
· Knowledge Application in Amazon is implemented by employees to find quick and easy to answer to the organisation requirements.
· [bookmark: _Toc72190397]Knowledge Application involves braking-down documents by using concept indexes, sematic network, hierarchical knowledge departments.
[bookmark: _Toc72190409]Knowledge Management Benefits and Challenges in Amazon Newport
· Less time recreating knowledge 
· Reducing the communication between level of management 
· Spend less time on answering questions 
· Fast decision-maker and problem-solving
· Better environment for employees and stakeholders 
On the other hand, there are challenges 
· KM tools may be too complex or the need of training 
· lack of Employee motivation
· Lack of communication 
· Poor adaptation to unseen events such as Covid19
· Share of information ineffective
Stakeholders
[bookmark: _Toc72190398]Primary stakeholders in Amazon
Primary stakeholders in a small business are the owner’s staff and customers. Stakeholders are important because it gives practical and financial support these are interested in your company, employees and investors.
[bookmark: _Toc72190399]Secondary Stakeholders
· Creditor
· Government
· Communities
· Shareholders
Most organisations what to achieve:
· Attract and retain customers
· Build a strong Brand Image
· To maximize profit for owners and stakeholders
[bookmark: _Toc72190410]Cross-training program-knowledge Management in Amazon 
Is aiming to develop employees’ skills and understanding in order to improve the customers experience, it allows employees to learn new skills and knowledge to grow and expand in the firm job roles, in the IT Department cross-training is the practice of training that help employees to take different tasks outside their normal routine in order to learn new skills for example to teach someone from bill department to work on different software and data collection. Amazon see this Cross-training as an opportunity to appreciate team workers, higher productivity, better performance, higher efficiency (Porter, M.1985).
The purpose of using the SECI Model of Nonaka And Takeuchi (1994) is to know best the framework, to understand the Knowledge management process in the firm, the concept is designed by Nonaka, it highlights the explicit, Amazon is using (meetings, software documents) and tacit knowledge (customers feedback, values, beliefs, organization culture, skills, employee’s knowledge) to share and transfer of the information within the Organisation. The firm is using four stages to analyse and synthesis the information, by observing, a form of socialization, modelling of the current situation, and planning a better organisation structure, the Amazon framework based on the SECI Model:

The SECI Model (1996)
	Tacit.    Socialization


· Direct contact/ communication stakeholders, customers 
· Interaction
· Share experience/ Knowledge/ Data/Information 
· Feedback
· Apprenticeship
· observation 
· Informal processes (meetings) 

	Externalization 


· Effective dialogue 
· Formal Communication (writing report)


	Explicit. Internalization

· employees understand and absorb the information and use on the robots
· Taking the information on paper and applied on the organization 
· instruction machines 
· The knowledge is transferred throughout organization to groups to individuals 

	Combination
· Simplest form is a combination multiple documents into one (reading, reflections, is easy to understand, strength forward process)








Limitations of the Knowledge Management using the SECI Model
· KM tools in some industries can be to complex
· No training available 
· Old technology
· Employee’s motivation lost
· Cryptate access of data and knowledge


[bookmark: _Toc72190412][bookmark: _Toc72190413]Conclusion and Recommendation
This report established that Knowledge Management is important piece related to competitive advantage among the Amazon organisation, the IT department increase the data flow and the transfer of the information within the organisation and customers, stakeholders. Based on the findings of the study, the following recommendations are made: the firm need to invest more in equipment and technologies and employees, skilled knowledge workers that will further increase the knowledge sharing and transfer in order to sustain the Organisation competitive advantage. It is important to invest in modern, latest systems and to improve employees’ skills by introducing new trainings and retraining programs. Information sharing and transfer between employees, departments, this is to ensure that relevant knowledge are frequently made and used, IT department help the free flow of the information and build relationship among employees/ managers/ customers, the workers must learn to respond to the new technology, service and knowledge-based environment changes to enhance and sustain competitive advantage at all time.
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Amazon Global Race Employees 

American	2018	2019	2020	1.3	1.3	1.5	Multiracial	2018	2019	2020	3.7	3.6	3.6	Latin	2018	2019	2020	17.3	18.600000000000001	22.8	Black	2018	2019	2020	24.8	26.4	26.5	Asian	2018	2019	2020	14.6	15.4	13.6	White	2018	2019	2020	38.4	34.6	32.1	



Global Amazon Workforce


women	2018	2019	2020	41.9	42.7	44.6	men	2018	2019	2020	58.1	57.3	55.4	
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