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Executive Summary 
Amazon.com (2021) is the biggest e-commerce organisation worldwide, their knowledge management strength has progressed and evolved into a superior, technological online shopping experience.
Amazon.com has evolved from a small garden garage to a legendary online retailer. Their departments and employees maintain tight schedules and confront energetic and prompt techniques that help to develop exceptional knowledge and information.
Ensuring employees have the right coverage, connectivity and technology to keep the business connected and successful is a cultured necessity.  
“The most important contribution management needs to make in the 21st century is similarly to increase the productivity of KNOWLEDGE WORK and the KNOWLEDGE WORKER” (Drucker, 2007, p.116).












Introduction
The purpose of this report is to conduct a thorough analysis of Amazon.com and its global network to Rachel Cook on Friday 2nd July 2021.
The research conducted is a brief history on how the organisation had started, where Amazon.com categorise and operate within the Industry sector and the company’s primary activities that capture their audience. It defines Knowledge Management, Knowledge Management drivers and where in the world the locations that Amazon.com, have set up their business structures and fulfilment centres. Relevant tools and typologists will be used to demonstrate and define the Knowledge Management Value Chain, the process of sharing knowledge and why it is shared.  The typologists used, are:
Quinn (1993)
Nevis (1995)
Armidon and Sykrme (1997)
Nonaka and Tekuchi (1995)
Draker (2007)
The tools and models used within this report are:
Valuable, Rare, Imitable and Organised (VROI)
Resource- based View (RBV)
Socialisation, Externalisation, Combination and Internalisation (SECI)
 Strengths, weaknesses, Opportunities and Threats analysis (SWOT)







Knowledge Management, Information and Data
Koenig (2018) describes Knowledge Management (KM) as the process of capturing, distributing and effectively using knowledge, whilst Cross (1998) defines KM as the discipline and focus of the value and personalisation of products, data and sharing information. 

According to Sanchez (2003, p.4) Data is the representation of events that stakeholders notice and bring to the attention of others. He describes it as a qualitative and quantitative approach, some are presumptions, some are facts. Whilst Surbhi (2018) explains that Data and KM are important concepts of Knowledge Management Systems (KMS), relevant data is collected and processed (refined Data) then formed into information. Once filtered, it is known as knowledge (useful information). Processing Data improves the representation of an organisation and the knowledge increases understanding.
History and development of Knowledge Management 
Drucker (2007) briefly explains the history of Management, he goes on to say that Taylor (1915) was the inventor of Science Management. Following on to Fayol (1920) who coined the phrase “One right way, for organisations” he founded organisational strategy.
Haradhan (2017) commented on the fact that decades ago, knowledge resided within the memory of workers, then it moved on to storing knowledge in filing cabinets and then to written and typed formats of storing the Data. During the 21st century, technology has drastically evolved and KM has become an essential and sustainable development. Koenig (2018) points out, that KM erupted in the management community, with the establishment of the internet. Organisations realised the internet could geographically disperse information and share Data, to effectively enhance business needs.
 





 Knowledge Management Drivers 
Skyrme Associates (2011) claims that drivers are strategic priorities. Strategies are implemented in a business to make them communicatively successful, this starts during the initiation stages of business planning, other drivers used to continue success are:
Improving levels of customer service
Improving product and quality (sharing best practice)
Using know-how approaches (training staff with experienced hierarchy)
Achieving faster deliveries and services (Networking and communities of practice)
Motivation and providing best tools to employees (incentives and portals for job role information)
Carbon footprint (Waste and environment)
Risk Analysis’ (minimising risks, adhering to regulations and laws).















 Organisational Profile of Amazon
Amazon History
Armstrong (2021) reports, Amazon.com was founded by Jeff Bezos in 1994. His small company sold books and was run from his garage in Washington USA. With investments from two sources to help with technology systems, he was able to create an online community of retail to customers worldwide. Armstrong (2021) went on to say that in 1997 his company went public and demand jolted Bezos to earn the company $54 million dollars in the first three years of trading. Fast forward to 2021, statistics from Sabanoglu (2021) show that Amazon.com has more than 800,000 employees all over the world by 2020.  

What does Amazon do and what are the Primary Activities?
Amazon.com (2021a) manufacture, sell and deliver a diversity of products and groceries to customers all over the world. They use over 1.7 million small businesses under the umbrella of the company name in order to offer a variety of products that customers want, making this convenient and personal, with a fast efficient delivery time. 
Jassy (2021) reported that the primary activities at Amazon.com, involve a variety of roles such as:
Merchandising 
Development, Design and Optimisation
Manage supply chain and logistics
Secure and build partnerships
Supporting Production Platforms
Acquiring new venture to support its ecosystem.






What sector/industry does Amazon.com operate with?
According to Kambhatla (2020) Amazon.com is a giant of logistics, payments, hardware, data storage and media. Their main source of income is online subscriptions, deliveries, music and many web services they provide.
Amazon.com have developed their business through their Primary (raw materials), secondary (manufacturing), tertiary (service sector) and quaternary (technology knowledge-based) industries which include: 
Cloud Computing
E-Commerce 
Artificial Intelligence
Grocery Stores
Advertising
Amazon.com operate through two of the above sectors, tertiary and quaternary, but mainly deal with quaternary sectors due to their E-commerce organisation. McClelland (2020) and BBC (2021) refer to tertiary sector as transportation, retail and tourism. Quaternary is associated with substantial growth, both sectors go hand in hand at Amazon.com as labour productivity, improves because of technological advancements. They also say that quaternary sector involves information, communication technologies and science research, it stipulates certain education programmes, which link to the employee training and how employees rely on systems to improve their job role performances.  Within the Knowledge Management Value chain dissemination is used to share the knowledge within the relevant departments needed to convey certain roles of work and tasks involved.










Locations of Organisations
They engage and operate through three major segments:
North America
International
Amazon Web Services (AWS) (Kambhatal, 2021). 
Amazon.com has a main head office is Seattle, Washington D.C but have many fulfilment centres around the world that are held in:
Czech Republic
 Germany 
France
Italy
Poland 
Spain 
UK
Each country holds, a main logistics site, hubs for warehouse stock, delivery services, distribution depot, goods in warehouse and services.
Diversity Inc (2014) reported that the company’s global workforce held 37 percent women within the workforce. In 2020 Amazon.com (2021b) had reached a percentage of 44.6 UK based and 46.9 in the United States. All ages of work are from 16 years old, but Amazon has a preferable ages of generation education within the workplace for ages 18-35.
The Objective outlook (2020) lists the Hierarchy is within 12 levels. Bezos (2021) being 12. 
Levels:
11 CEO’s
10 Vice Presidents 
9 Board of Directors 
8 Directors 
7 Senior Managers 
6, 5 & 4 Managers 
3,2 &1 support staff.

VRIO, RBV and SWOT Analysis of Amazon’s Knowledge Management System
Using a SWOT analysis identifies main areas of capabilities within Amazon.com. It is a framework that simplifies their strengths, weaknesses, opportunities and potential threats. The Knowledge Management System is used as a strategic tool that can help to operate the workforce structure (Total Assignments Help, 2020; Vishwal, 2021).

Valuable, Rare, Inimitable and Organised (VRIO) (VRIN -Non- Substitutable) Framework
Smith (2021) and Thomas (2018) both describe the VRIO four question framework as a strategic tool that provides sustained competitive advantages to organisations. They say it is used towards implementing a value, creating strategies that competitors are NOT using which can create superior performances.


Fig. 1, (Smith, 2021 and Thomas, 2018).




Resource Based View (RBV)

RBV was recognised in the early 1900’s and was served to, internally and externally focus on Tangible and Intangible resources. RBV focused on the activities and human factors that result in organisational behaviours. RBV helps to structure knowledge management, culture and the information shared within an organisation (Wilkinson and Johnstone, 2016, p.377). 
Thomas (2018) and Bhasin (2020) both mentioned that heterogeneous is the first primary assumption of a RBV theory. It refers to work structured capabilities and skills that is transferable from one place to another. Data and information can be passed or shared, which will result in a competitive disadvantage for Amazon.com.
Thomas (2018) continues to say that Immobile assumptions cannot move from Amazon to any another organisation. This secures all knowledge and technologies from competitors as they would be unable to rapidly replicate or imitate them (Non substitutional).
The limitations to using this method would be new or evolved technology. The technology systems can be upgraded, but with a major cost to amend products, employee training and keeping internal and external stakeholders up to date. Therefore, organisations rely heavily on internal sources and employees with their knowledge and information that has been taught using the know-how approach. 
Fig2, Thomas, 2018 and Bhasin, 2020).
SECI MODEL
The Socialisation, Externalisation, Internalisation and combination (SECI) model is made to be a continuous process that should take place within an organisation. Knowledge is transferred and converted to help with collaboration and interacting whilst learning (Nonaka and Tekuchi, 1995).
Socialisation (tacit to tacit) is the primary process between individuals, it is experimental in the fact that new knowledge can be created and converted through shared experiences and communities of practice with employees it can be known as a rare and imitable process (Bhasin, 2020).
Externalisation (tacit to explicit) is when tacit knowledge is codified and placed into documents (Amazon.com website, aps, social media, emails,) so it can easily be shared through organisations and to stakeholders. In this case, systems capture the relevant data from customers and Amazon.com use this through each department to personalise the customers shopping experiences, this can also be classed as valuable and non- substitutional information (Nonaka and Tekuchi, 1995).
Combination (explicit to explicit) many sources of stored information are combined to create new knowledge/upgrades within the organisation (Nonaka and Tekuchi, 1995). It is helpful within a company as big as Amazon.com, as their departments differentiate, but come together to get the goals intended. By communicating and disseminating relevant information needed within Amazon.com and using the VROI and Quinn’s (1993) know-why approach it will be classed as an organised ‘systematic’ process.

Internalisation (explicit to tacit) is the concept of understanding the knowledge via systems and interpreting it into a personal tacit knowledge to the employee or individual that is learning a specific role. Depending on how the individual can learn and using methods such as visual, practical and theory and even socialisation, this can be classed as Heterogeneous within the RBV model (Nonaka and Tekuchi, 1995; Cook, 2021; Thomas, 2018). 
          


Fig 3, (Nonaka and Takeuchi – The SECI model, 1996) 






SWOT Analysis
Strengths 
Amazon.com have global trade and many different types of equipment and systems to accommodate the fast effective trade. Thomas (2018) explains that ‘tangible’ is to have physical resources, such as, buildings, warehouses and fulfilment centres, fleets of vehicles to ship and deliver goods, modern technology and operations equipment.
Thomas (2018) continues to explain that Intangible has no physical presence. This is where the organisation has taken time to develop. Their in-house operation strategy, has many skills and capabilities from experienced employees, sustaining a methodological framework as a cultural development used by Quinn’s (1993) Know How approach (Valuable are Rare Resources). Amazon.com use strategic and categorised methods extremely well within their departments.
Weaknesses
Nonaka and Tekuchi (1995) Model helps to focus on the KM creation for innovation and elaborate different types of knowledge. To have the quality of the knowledge shared, the employees need to be motivated, enjoy their work by having conversations and socialise (tacit to tacit). Without employee morale and with work production being too fast or busy, can have a negative influence on the systematic approach to tacit knowledge (Praxis Frameworks Limited, 2019).
Opportunities 
Introducing new industries within the organisation can take time to develop (intangible) but could enhance wider experiences to the organisation and external companies involved. New jobs would be created for the wider community and new integrated systems will be designed, delivering a cohesive relationship to primary sectors. If the right technologies are adapted correctly and the right employees have been assigned, this may amplify the KM’s value, presenting new apps and services (Inimitable) (APQC, 2021).

Threats
Employee turnover is a big issue within Amazon.com, due to fast work methods and possible inabilities to upskill and train effectively. To know the job well enough, Intangible resources, skills and knowledge should be implemented, without it, a high turnover of employees will continue.
With the current pandemic and customer’s wanting easier, quicker convenient service and delivery, the systematic procedures may become strenuous and not enough staff to deliver goods. 
This may lead to logistical errors or smaller businesses unable to keep up with the demand of the KM systems and Amazon.com, may lose their competitive advantages. 
Government, Law regulations and procedures have changed drastically, especially with Brexit and EU laws. This has had an effect on global markets everywhere, therefore will have stressful impacts on Knowledge Management Systems and future updates (tangible resources). Leading to knock-on effects to all stakeholder if systems are not corrected throughout their training and upskilling processes (intangible resources). 
Whilst Amaozn.com rely on KMS to succeed in capturing all data, information and confidential details about stakeholders, there is always a possibility of a breach in information or a system malfunction, which could halt the process of business. The systems will need to be expertly fixed and corrected as this system is unique and non-substitutable. 
The limitations of using a SWOT analysis within KMS is that it may be over simplified and data may be used as assumptions rather than facts. The SWOT may lack detailed structure for KMS and strategies, meaning key elements of useful information may be lost (CIPD, 2020). 


















Knowledge Management Value Chain (KMVC)
             
  Fig 5, Bennett, N. (2021) Knowledge Management Value Chain.

Acquisition 
Data acquisition is the secondary research process of examining potential value, that measure physical change. This Data can be obtained from external sources, such as books, stakeholders and communities of practice. Acquiring, processing, understanding and recalling new information can been gained from all different experiences using different systems and understanding the process. At this point a mission statement is made to plan out objectives and targets of goals in mind. For Amazon.com, transactional Data, trends and customer preferences are significantly researched (KMT, 2018; Wisen, 2021; The Knowledge Agency, 2010). Amidon and Skyrme’s (1997) framework; Know- that approach is used here. Pulling facts from learning and experiences and learning throughout the process of data given.
Storage 
Nonaka and Takeuchi (1995) discuss, that when information has been filtered and the relevant documents received, an electronic database is usually created to securely store the information. Information is analysed and relevant details are utilised into software and hardware for both human and organisational processes, as this way it is easier to be retrieved from anywhere within the company.  The stored documents create a framework for employees to follow, this will enhance knowledge building effectively throughout departments. Information is preserved for future employees for them to maintain performances with Amazon’s work culture.  Amazon.com use Amazon Web Services (AWS) as their cloud computing storage system. One of their back up systems that offers integrated solutions for primary storage, archive and general backup and restore, blockchain, cloud migration, containers and content delivery, is called the Simple Storage Service (S-3) (AWS, 2021a).

However, these systems that are classed as artificial intelligence systems, will reduce socialisation within the workplace. Meaning (Amidon and Skyrme’s (1997) know-how approach method) tacit knowledge will not be made explicit, therefore information can be withheld and not externalised to progress knowledge into codified documents.







Dissemination
Dissemination is when facts that are stored in Amazon’s data, are shared to the public at a large scale, directed to an intended audience. 
Effective information directs towards, social media and Smart Apps providing the most effective means of communications.
Amazon share this knowledge via their online sources, emails, portals, instant messaging and sharing calendars, using explicit knowledge is a valuable asset or organisations to have, as it can give them a competitive advantage against another.
Using the workstation portals, provides collaboration, consistency and flow, which is used for a cognitive understanding, this will prevent knowledge gaps from being present in the knowledge management value chain between stakeholders (Learning Solutions, 2020; Cross, 1998). 
Organising and delegating a chain throughout the company, using one portal of communication develops a framework to disseminate their knowledge. This adds to the culture that Amazon.com are committed to, providing a quality service by utilising data processes, internally and externally (AWS, 2021b).  
Nevis (1995) demonstrated that dissemination is communicating specific and relevant learning systems by experienced employees, using socialisation and Intangible form which can take time to develop, and valuable resources from 
 Information of the purchaser, the product, which small business they are buying from and when it will be delivered is a chain of experience that maintains a high-performance rate regardless of the change to their employees turn over.



Application
Knowledge Application is defined as making decisions and performing them through various tasks and routines. It is used as a purpose to create and capture information and categorised accordingly to what outcome is valued (Garfield, 2018). Once the knowledge has been shared, it is then applied and actioned to varieties of sources, implementing methods, discussions and negotiations to trade off business or try out new inventions. Specific wants and needs to perform and achieve goals and targets intended. Armidon and Skyrme’s (1997) Know-why is used as contextual knowledge and vision. At this point through the KMVC, Positioning strategies are in place and responses to stakeholder needs are actioned.
These actions demonstrate the success of failure of a project, new organisation or upgrade to a system that has come from a line of decisions, facts and resources (The Knowledge Agency, 2010). 












Conclusion
Reflecting each of the tasks within this report and researching Amazon.com, Knowledge Management and Knowledge Management value Chain, reveals a mass of strengths that Amazon.com have acquired over the years.
 With their unique, non-substitutional technology and logistical workforce, the organisation illustrates great competitive advantage against other online retailers. Employees are the backbone behind the company’s structure, they collaborate together, sustain incredible workflow and understanding of the tasks they carry out. Amazon.com use the KMVC throughout their everyday working life, the value chain is used as a continuous cycle. By storing customer information, keeping on top of trends and customer preferences, measures quantitative data. With their valuable, efficient customer service, communication skills and product delivery, reports a positive and qualitative measure, powered by customer satisfaction. Amazon.com mobilise a powerful culture and initiative, to continue their systematic cycle of work around the clock, accomplishing aims and objectives they set out.
Sharing best practice through a hierarchy chain and teaching system procedures from top down, can minimise risks within the workplace and build rapport. By using AWS, S3 portals and KM drivers, employees will demonstrate high performances throughout. Having a combination of tacit to explicit knowledge can implement further competitive advantages and build tangible resources.  
However, as market leaders within the e-commerce sector, their weaknesses are their employee numbers and annual turnover. This suggests that Amazon.com may not have the employee satisfaction or morale they should. Internalisation concept may be used within many areas of the company as artificial intelligence systems are the main source of data, information and knowledge.  
But due to explicit knowledge that remains within their systems and their profitability of the organisation growing exponentially, it may be deemed that staff turnover is acceptable, sufficient and sustainable.
















Recommendations
Providing better staff training and employing more staff, so that socialisation is encouraged. This may reduce staff turnover because, if employees are happy where they work, they will remain for a longer timescale, this will save money, time and effort to train new employees and build a stronger workforce. 
Morale needs to be uplifted and maintained by management, due to the type of structured and systematic work tasks that is involved.
To enhance knowledge value within the company, face to face customer services may be key to building better rapport. Whilst delivering products, generating conversation and acquiring feedback through community of practice may be essential. This will maintain human contact, improve social skills (even from a distance with the current pandemic), whist actively working on their general knowledge of the company. Bringing quality and value to, both the employee and the customer.
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