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Information management refers to a management system that focuses on determining, organising and retrieving data that deals with figures and facts. Knowledge management builds ideal conditions for people to learn using other individuals experience and information. It relies on the successful transition of an individual's experiential and learned expertise into useful information and utilised by others for the organisation benefit. Knowledge management also provides an integrated method of capturing and deterring, sharing and evaluating all the information assets of the company.  Such information assets include documents policies, databases etc and uncaptured experience in the individual staff. Several types of global organisations are significantly investing in knowledge management initiatives and utilising them in their everyday business strategies (Abubakar et al., 2019). The concept and ideology of knowledge management were evolved in the 1970s due to the paper posted by practitioners like Paul Strassman and Peter Druckr. The paper emphasises how knowledge and information can be utilised as a valuable organisational resource. It further focused on the cultural dimension of managing knowledge.  Later in 1980, there was an increased understanding of how knowledge can be used as an organisational asset.  Knowledge and information management plays a crucial role in the organisation as it assists in facilitating the decision-making abilities by eliminating several data to abstract the information to enhance the strategic choices and simulates organisational innovation and cultural change by ensuring collaboration and seamless flow of ideas.  It also assists the organisations in enhancing the efficiency of business processes and organisational units (Abualoush et al., 2018).
The aim of this report is to describe a critical analysis of knowledge management in Amazon.  The report presents the organisational; background of Amazon followed by its location, significant practices etc.  The report further describes a SWOT analysis of the knowledge management of Amazon followed by the four areas of the KMVC along with its interconnection with the support system. 
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Amazon is one of the leading and renowned American multinational technology organisation headquartered in Seattle, US. The company was established in 1994 by Jeff Bezoz. The company specialises in cloud computing, e-commerce, and artificial intelligence. It is known among the major largest five companies in the US in the industry of information technology.  The products and service provided by the company include Alexa, Amazon Prime, Amazon Drive, Appstore, online delivery of products such as household products, electronics, clothing, food items etc. The organisation is further categorised as one of the most influential cultural and economic forces across the world.  The mission of Amazon is to provide the best available selection at the lowest prices and with the utmost convenience to their customers (Adaji and Vassileva, 2017).  The vision of Amazon is to be the most customer-centric company in the world where customers can easily define and find anything which they intend to buy online.  The core objectives of the company include introducing innovations and building new acquisitions, providing maximum satisfaction to the customer while attracting the new ones, maximise market share and growth through diversification and improvement in the services. The company generated over $386.064 billion in revenue in 2020 (Amazon, 2020).
The company was founded by Jeff Bezoz in July 1994. The company was established in Seattle due to technological innovation in the city. In 1997, the business went public by providing video and music. In 1998, the company approached online booksellers in Germany and UK and began to sell electronics, toys, apparels etc.  In 2002, the organisation launched Amazon Web Services that provided data on the website popularity.  In 2012, the company brought KIva Systems to automate inventory business management. The company is known as a well-established company because of its mass scale and technological innovation. The company is the AI assistant provider, online marketplace, and cloud computing. The other industry in which the company operates includes consumer electronics and e-commerce. The primary activities of Amazon include managing supply chain and logistics, design, development and platform optimisation, merchandising of physical and digital goods etc (Amazon, 2020).
In addition to its main headquarters in Seattle, the global offices of the company are present in Canada, Germany, India, Australia, Slovakia, Japan, Poland, Spain, Italy, Czech Republic, UK, Brazil, Mexico and France. The company provides its services in over 100 countries outside the US. In the geographical regions, the company provide the same sort of activities (Amazon, 2020).
Amazon has a workforce from varied diversity and culture which ensures to promote the team and meet the needs of the customers. A total of 1,298,000 employees were recorded in all the major global offices of Amazon. The employees are recruited on the basis of their qualification, skills and knowledge. As per gender, it is found that there are over 31.4% women and 68.6% men working in the global offices of Amazon. The employees are from different regions including America, UK, and India etc. The age of the employees is between 18-55 (Amazon, 2021). Moreover, Amazon has a complex hierarchy. The organisational structure of Amazon allows extensive top-down control over the world e-commerce operations. It further adopts a functional organisational structure that focuses on varied business components and functions. The three significant components include global groups depending upon the functions, an overarching global hierarchy and Geographic divisions with their own sub-divisions. The top position of the organisational structure at Amazon is of President, CEO and Chairman is Jeff Bezoz. Then it is divided into CEO-electa and senior president that is Andy Jessy and Brain Olsavsky respectively. It is then divided into directors and board of members including executive and non-executive officers. There are 7 directors in Amazon along with 10 board members. The operations are further divided into several business functions including marketing, HR, IT, etc which comprises both managers and employees (Amazon, 2020).
[bookmark: _Toc73635433][bookmark: _Toc73635299]Task-2
[bookmark: _Toc73635434]SWOT Analysis of Knowledge Management System in Amazon
Knowledge management system
A knowledge management system refers to an IT system that retrieves and stores knowledge to enhance collaboration, understanding, and process alignment. It also helps the organisation to organise frequently asked questions, documentation, as well as other information into easily available formats for both external and internal customers. It further assists the customers in managing knowledge access, looking for their own answers and permission across the user groups (Zhang, 2017). The knowledge management system has several features including language controls, analytics and reporting, multimedia and rich text editing, feedback collection, customisation and view ship control. In the case of Amazon, it has been excelling in knowledge management systems since its plunge into e-commerce in the late 90s. The company applies several core user experience and knowledge management principles to cater for the requirements of both the customers and the employees. Here is the detailed SWOT analysis which helps to evaluate the strengths and weaknesses of knowledge management systems Amazon along with the opportunities and strengths so that it can successfully meet the requirements of the customers (Castelli et al., 2017).
	Strengths
· Extensive utilisation and availability of knowledge management resources in Amazon such as knowledge maps, mentoring, communication technologies etc. 
· Effective organisational structure
· Implementation of the multilingual knowledge management system.
· Modular content for easy to read sections
· Distributed upstream control creation (Arnett et al., 2018).
	Weaknesses
· Non-adoption of the research-based view
· The knowledge management system at Amazon suffers from several buzzwords and failed branding.
· Difficulty in measuring the knowledge management value (Arnett et al., 2018).


	Opportunities
· The implementation of automation and artificial intelligence.
· With the increase in remote work that needs virtual solutions, the value propositions of knowledge management continue to grow 
· The increasing use of digitalisation has made knowledge management strengthen leadership support (Ferreira et al., 2018).

	Threats
· One of the significant threat associated with knowledge management includes the risk associated with cybercrime and outdated software.
· The other threat includes knowledge hoarding and inadequate competencies in the members of Amazon.
· The threat of merger and acquisition




Strengths
One of the significant strength for Amazon in the knowledge management system includes the availability of varied resources which assists in supporting the overall effectiveness and capabilities of the company. The main resource includes proven practices and tools, social network analysis, skill directory, portals etc. which assists in felicitating several knowledge management activities. The efficient organisational structure further enables the formal allocation of work roles as well as administrative mechanisms for effectively integrating work activities. It helps in dictating the formal channels by which the knowledge can effectively flow among the leaders and employees (Rosenberg, 2014).
Weaknesses
Certain weaknesses of knowledge management at Amazon can create a negative impact o the company.  The non-implementation of resource-based view won't enable Amazon to gain a competitive advantage. without the implementation of this tool, the firm is unable to present the strategy, culture, structure, and technology as the primary sources for its enhanced competitiveness and business growth (Ferreira et al., 2018).
Opportunities
The value proposition of knowledge management continues to evolve as remote workers need virtual solutions; this is where it will prove to be the greatest opportunity for the company.  Moreover, digitalisation enables to automate quick projects, cut cost etc. This is where knowledge management assists the digital teams to better manage changes and understand the user needs. The digital capabilities can effectively amplify the value (Rosenberg, 2014).
Threats
A number of threats associated with the knowledge management system of Amazon include cybercrime, knowledge hoarding and cybercrime. In terms of threat related to cybercrime, it has been observed that knowledge management systems have the risk of cyber-attack related to malicious software which can either destroy or lock the computer systems in Amazon. Moreover, the outdated software can lead to a system mismatch and results in high recovery time and high cost. The increasing usage of algorithms has high chances of being repurposed, manipulated or deleted which further builds the risk of exploiting unreliable and disinformation information. Improper communication may lead to a lack of knowledge exchange and misunderstandings. This thus leads to attrition of crucial knowledge in Amazon.  Furthermore, knowledge management can result in knowledge hoarding where the knowledge may or may not be shared on a specific date.
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Knowledge management emphasises the structured development, application and dissemination of knowledge within the company. It increases the capability of the organisation to learn from its environment and implement knowledge into its organisational processes (Ferreira et al., 2018). The figure below illustrates the knowledge management value chain. The value chain is followed by four stages and each stage in the value chain adds value to information or raw data as they are converted into useful information. 
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Figure-1
(Source: Raudeliūnienė et al., 2018)
Knowledge Acquisition
Knowledge acquisition is defined as knowledge that an organisation intends to extract from external sources. External knowledge sources are crucial and organisations are required to take comprehensive views of the value chain.  The external sources comprise partners, suppliers, competitors, and external experts. In the case of Amazon, it collects data from the users when they navigate the sites like time spend at the time of browsing each page. The company further makes the utilisation of external databases like census data for collecting the demographics information and knowledge.  The company further acquires knowledge by building online expert networks so that the workforce can easily look for the expert in the organisation who is personally knowledgeable in the case of the customer. Knowledge is collected from three different forms which include knowledge for customers which is sourced from their own company, knowledge about customers which comprises expectations, buying activities etc. The last includes knowledge from customers which is a type of knowledge that deals with markets, suppliers etc. The reliability of such knowledge is examined with IT which is beneficial in building new knowledge. The company here uses tacit knowledge which is based on experience. The tacit knowledge in Amazon includes values, cultural beliefs, attributes, capabilities, skills, expertise etc.  It emphasises the processes and a person involved while uses IT in a supporting role. It is further transferred via mentoring, socialisation etc (Raudeliūnienė et al., 2018)
Knowledge Storage
Once the type of knowledge is discovered by Amazon, it stores patterns, documents and expert rules so that they can be easily utilised and retrieved by the workforce. Here, Amazon ensures to build a database. Its document management system index, digitalise and tag a document as per a coherent framework of large databases that ensures to collect and store all the documents. The expert knowledge also assists Amazon to preserve the knowledge which is obtained by implementing that knowledge into the effective business culture and process of Amazon. The entire management of Amazon ensure to support the development of the devised knowledge storage systems, rewards the workforce for taking the time to store and update the documents appropriately. For example, it rewards the sales force for providing the names of the prospects to a transformed corporate database of client where all sales personnel can effectively determine every prospect while reviewing the stored knowledge.  Amazon further uses explicit knowledge which is considered codified and formalised and known as know-what. Amazon uses such type of knowledge to facilitate the retrieval, storage and modification of the text and documents. It is further found in notes, databases and documents in Amazon (Al-Emran et al., 2018).
Knowledge Dissemination
Amazon uses instant messaging, portals, e-mail, search engine technology and social business tools to add a current array of collaboration for sharing documents, calendars, graphics and data. The contemporary technology used by Amazon builds a deluge of knowledge and information. Amazon further ensures to build informal networks, training programs as well as shared management experience which is interacted with a supportive culture that assists managers to focus their attention on the significant information and knowledge (Posey, 2019).
Knowledge Application
Irrespective of the type of knowledge management system utilised by the organisations, information and knowledge which is not applied and shared to the practical issues facing the managers and organisation does not add any business value. In Amazon, to offer a return on investment, Amazon ensures that its business knowledge becomes an organised part of its decision-making management and get situated in the systems for effective decision support. Alongside, it further ensures that new knowledge should be developed into the business processes along with the significant application systems including business applications for monitoring the essential business processes as well as strong relationships with the suppliers and customers. The management of Amazon further supports this process by building new knowledge based on the new business practices, new markets for the company and new services and products (Raudeliūnienė et al., 2018)
SECI Model 
SECI is known as a well-known and popular conceptual model which was developed by Nonaka in 1991 and further developed by Nonaka and Takeuchi in 1995. It presents how tacit and explicit is created, shared and recreated in the companies. This model consists of the significant four stages which include externalization (tacit to explicit), socialization (tacit to tacit), internalization (explicit to tacit) and internalization (explicit to tacit) (Adesina and Ocholla, 2019).
Socialization- it is considered as a method of transferring tacit knowledge via observation, practice, imitation, and active participation in informal and formal communities. In Amazon, the management uses this approach in knowledge acquisition where it shares knowledge by guidance and practice. It further allows the company to interact on a social level. 
Combination – it is a method of combing the concepts into the knowledge systems.  In the case of Amazon, it utilises the codified knowledge sources such as documents and integrates them to develop new knowledge (Adesina and Ocholla, 2019).
Externalization- it is the method of articulating the tactical knowledge into explicit aspects. As tactical knowledge is significantly internalized, this method is essential to knowledge creation and sharing. Amazon utilises this method in the knowledge application stage where it ensures to codify tacit knowledge into its manuals, documents etc. So that can be easily spread into the organisation (Raudeliūnienė et al., 2018).
Internalization- It is the method of embodying explicit knowledge into a tacit one. As explicit sources can be learned and used, the knowledge tends to become internalized. Amazon uses this approach in the knowledge dissemination stage where it ensures to modify the existing tacit knowledge of the user (Raudeliūnienė et al., 2018)
The SECI Model Knowledge Creation Spiral
Amazon utilises this model to continuously create and convert knowledge as s users practice, learn, communicate and collaborate.  The four categories utilised by Amazon include as following.
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Figure-2
(Source: Adesina and Ocholla, 2019)
Originating- Amazon uses its website as an interactive place where users can actively interact with each other. 
Dialoguing- Amazon uses this platform to transfer tacit knowledge among professionals to build knowledge. 
Systemizing – Amazon measures and determines its creative knowledge once it begins to apply it in the practice. 
Exercising- the company here ensure to enhance the best practices to create and build the best knowledge (Adesina and Ocholla, 2019)
Knowledge management value chain support system
The support systems including organisational business departments such as IT, HR, etc helps to effectively support the organisations in their knowledge management processes.  The role of the knowledge management value chain support system in Amazon is as follows.
Human Resources- It is considered as one the crucial departments of the organisation which ensures to manage people and resources at the same time.  In the case of Amazon, it has a broadly structured HR department where HR practices and processes which is aligned with the knowledge management system of Amazon. At the time of induction for the new executives into Amazon, the HR ensures to provide appropriate coaching and mentoring which are meant to share knowledge and with the exposure to functional units which assists in knowledge awareness. As Amazon is a networked company, there are several employees playing varied job roles and are a part of various teams.  This is where HR plays an important role in building a networked organization by facilitating knowledge committees, sponsorships etc. It further uses the knowledge dissemination method to share essential information to the employees via portals, and emails (Turulja and Bajgoric, 2018).
Information Technology- IT department in Amazon plays a crucial role in storing, managing and assessing the documents and databases. The IT professionals are well trained and experienced in various knowledge management processes. The professionals are required to appropriately select the knowledge management tools and IT requires to be integrated and balanced part to ensure overall success. The employees at IT in Amazon ensure to use IT as a medium flow of knowledge that helps in supporting collaboration and communication. (Turulja and Bajgoric, 2018).
[bookmark: _Toc73635437][bookmark: _Toc73635301]Task-4
[bookmark: _Toc73635438]Recommendations
The core areas of the knowledge management system at Amazon include a multilingual knowledge management system, and an internal knowledge management system. The company can improve this area by looking for ways to scale effective customer support. The company requires dealing with increasing complexity and contact volume.  The company requires hiring more customer support agent, onboard new customers quickly while keeping the translations up to date (Rosenberg, 2014). In order to have an effective knowledge management system, the company further requires to use Google analytics to know for customers are commonly looking at a site. The company can also utilise social tools to examine what the customers are saying about the company.  It is observed that 90% of customer service professionals agree that customers are more intend to share their experience about the service and products of a company on several platforms of social media. This is where Amazon can decrease this chatter by actively answering the answers of the customers and resolving their issues in its knowledge management system. The company can further emphasise effectively organise their knowledge management system by differentiating the most frequently-used element on its website’s homepage like most popular search bars and article. The organisation can also ensure to include a sidebar that connects out to varied resources such as courses, chat, and community. In order to optimise the knowledge management system, the company requires performing conversion rate optimisation in order to optimise its support pages and make fewer individuals reach out to support (Abualoush et al., 2018).
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Conclusion
 The report presented the concepts of the knowledge management system at Amazon. Knowledge management plays a significant role in the organisation by supporting the decision making abilities while increasing the efficiency of business units and organisational processes. Amazon is one of the leading e-commerce, cloud computing and Technology Company based in America. The report described the complete background of Amazon. The report further presented a SWOT analysis of the knowledge management system at Amazon, highlighting the major strengths and weaknesses of Amazon in relation to of knowledge management system. The report also discussed the overall evaluation of the knowledge management system at Amazon followed by knowledge acquisition, knowledge storage, knowledge dissemination and knowledge application. It further highlighted SECI Model followed by the Knowledge management value chain support system. In the end, the report described recommendation and ways by which Amazon can effectively enhance its knowledge management system.
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