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[bookmark: _Toc116668464][bookmark: _Toc117371289]Introduction 
The knowledge management approach is the procedure for implementing, utilising and idealising the gathered knowledge in the organisation. The play in the success of knowledge management comprises managing information in points where the learning is accessible. The report will include a case study depending on the evaluation of the future development of Amazon and Deliveroo. The structure will consist of an introduction of the organisation following their weakness, threats, opportunities and strengths because of knowledge management. It will also include the value chain method of knowledge management and the emphasis of the factor on the business. The structure of the study will discuss the areas which need to be developed. The structure will compile a recommendation process for improving knowledge management in the organisation's business.

[bookmark: _Toc116668465][bookmark: _Toc117371290] Background of the companies 
[bookmark: _Toc117371291]Amazon Background
Amazon is American-based e-commerce, online retailer and electronic book manufacturer company. The company's headquarters is situated in the areas of Seattle, Washington. Amazon is an internet-based multinational enterprise renowned internationally for selling books, music, movies, electronic goods, grocery products and many more (Amazon | AMZN Stock Price, Company Overview & News, 2022). The company was started in 1994 and was the second company to sell books with the help of the internet platform. The company’s CEO is Jeff Bezos, and it initially started as an online book-selling company. The company's primary aim was to provide readers and knowledge seekers with books at affordable prices. In 2002, Amazon introduced Amazon Web Services, and again in 2006, the company introduced their Elastic Compute Cloud, also known as EC2 (‌Markman, 2022). These advanced and excellent services and facilities helped the company enhance its business activities and sustainability in the challenging international online business platform. The company entered the grocery market in 2017 by acquiring Whole Foods Market. Slowly and gradually, the company started to provide customers with a one-stop solution in the form of online shopping experiences. Amazon is one of the largest online retail companies in the global market, and the company functions in the market with the help of several experienced and influential employees. The company employs 3 million people worldwide, and to manage this successfully, Amazon implements and follows a hierarchical corporate structure.
[bookmark: _Toc117371292]Deliveroo Background
Deliveroo is one of the significant eCommerce companies based in the United Kingdom. The company was founded in 2013 by Will Shu and Greg Orlowski in London, United Kingdom. One of the primary missions of the founders for the establishment of Deliveroo was the transformation of the way that the globe thinks about the outcome of the delivery process. The company majorly deals in food delivery, which is significantly growing in the domestic nation of the United Kingdom (Deliveroo, 2022). One of the primary objectives of the foundation of Deliveroo was the poor and slow delivery system in London; hence, the company was formed by Will Shu. Together with the help of his friend, they successfully established the company and worked together to build something better for the consumers. The company significantly made growth in the market of the United Kingdom. The company became one of the giants in food delivery from just a company that was idea hungry at the initial stage (Cant, 2019). The CEO played a significant role in the company's development in the United Kingdom market. From being one of the analysts in banking, he played an essential role in the establishment of Deliveroo with the help of his friend.  In the current marketing era, Deliveroo is one of the largest food delivery companies in their nation of the United Kingdom and is almost worth around 2 billion pounds. Since the company’s establishment, it has continuously delivered food to its consumers in the most seamless manner possible. The company’s application provides food from various restaurants to customers as quickly as possible (Cant, 2019). The company's primary goal was not just to deliver the food speedily but also to avoid home cooking for most people. The company has also been listed on the London Stock Exchange due to its enormous growth in the market of eCommerce in the United Kingdom.   


[bookmark: _Toc116668466][bookmark: _Toc117371293] SWOT Analysis 
[bookmark: _Toc117371294]Strengths: During the initial stage or period, Amazon was an online book-selling company, and later the company enlisted many small and large companies and increased its product portfolio. This strategy helped the company gain a considerable market customer base. Market research has also helped the company develop another advanced service form by developing Amazon Prime (Sadq et al., 2018). This will provide the users with a refined and better shopping experience and enhance the relationship between the company and customers. This policy of introducing Prime services has helped the company boost its loyalty and customer base and increase its revenue. Amazon is also focused on bringing several changes in online services and is responsible for several changes in the online market. The company’s brand value will also help it gain success with its new and advanced technology. Deliveroo, on the other hand, is one of the top online food delivery companies which have made significant growth in the market of the United Kingdom. One of the company's major strengths is the CEO of the company and a former banking sector analyst who played a significant role in the development and growth of the company in a short period (Woodcock, 2020). The listing of the company on the London Stock Exchange is also a considerable strength which helps the company to establish a competitive advantage in the market, and the brand value has been significantly increased.
Per the reports, the company’s annual increment of Gross transaction value was approximately 70 per cent. The annual increment of the company in the fourth quarter of 2021 was almost 11 and 36 per cent compared to that of the third quarter. Even the share in the market had grown enormously during the period of 2021. Another major strength of the company is the presence of Ghost Kitchen (Ovetz, 2020). It is one of the best delivery models for food and puts its significant focus only on the items that can be delivered effectively to the customers. The partnership programme is also a considerable strength of the company; it has partnered up with almost 160000 restaurants (Deliveroo, 2022) and grocery stores which plays a significant role in providing the best services to their customer segments. 
[bookmark: _Toc117371295]Weaknesses: Factors impacting a company's brand value and revenue are an organisation's weaknesses. The weaknesses focus on these factors to enhance the business and image of the company in the market. The business model of Amazon is limited, and the company is unable to penetrate the potential international market platform. Amazon should expand its business in developing countries and provide customers with advanced facilities (Baboolal-Frank, 2021). This factor and activity will assist the company in improving its sales and productivity in the long term. Another factor which impacts the revenue and performance of Amazon is the limited expansion of the company in terms of the offline market. The company should plan effectively and enhance its business activities for the betterment of the company in the future. The company should also focus on their services and aim to provide customers with better and more advanced online shopping services. Deliveroo, on the other hand, possesses several weaknesses though being one of the leading food delivery companies in the global and domestic market. Gaps in Human Resource Management are one of the company’s major weaknesses.  Various cancers have been raised for the company’s poor treatment of their employees and their lower wages (Cant, 2022). It can play an adverse effect in damaging the reputation and image of the company. Inefficiency during the pandemic is also a significant weakness for the company, resulting in huge losses. The results of the lockdown played a substantial role in the cause of challenges and dealing with the crisis caused by Coronavirus. 
[bookmark: _Toc117371296]Opportunities: Factors that support the business activities of business organisations are opportunities for the company. Amazon should focus on enhancing and increasing its international market presence. This process will help the company to improve their business and productivity. Developing business in developing countries will help the company function smoothly in the market and help to gain a competitive advantage over its market rivals. It can also venture and partner with other firms and organisations and help the company to grow in the market (Leena and Mahak, 2021). This strategy will be more beneficial for the company in the international market and provide the customers with a better and more advanced form of services and facilities. Deliveroo, on the other hand, is one of the growing businesses in the market of the United Kingdom. Due to the intense growth of the company and the enlistment in the London Stock exchange, the company can significantly make growth in the delivery of various other products (Pang et al., 2022). One significant opportunity for the company is the delivery of grocery items. They have launched the service of delivering grocery items to their customer segments, which has enhanced the scope of growth for the company in the global and domestic markets. Another significant opportunity for the company is the growth of the market share. The company’s market share has significantly grown in the past few years (Vandaele et al., 2019). The company has the intense potential to deliver services which is a significant opportunity for the company to compete against the top rivals in eCommerce.  
[bookmark: _Toc117371297]Threats: Factors affecting any individual business organisation's business process and activities are the threats. The company should focus on replenishing these—many online —many and eCommerce in the international market function in a competitive market situation. Online and offline firms will provide huge and remarkable competition to the company in the overseas market and impact the sales and productivity of the company. Another threat for Amazon is cybercrime or cyber security (‌Cheng et al., 2021). Due to this, customers and small business companies often get frightened of data and information loss. Deliveroo is also a company with a major cyber security threat due to its significant operations through the internet. Employees and drivers are also a major threat to the company as they mainly hire riders to deliver their food items to the customers (Khan, 2020). The company must significantly hire permanent riders for effective growth in the marketplace. It can be helpful for a higher rate of profitability for the company and in allocating the resources and benefits to the company. Covid-19 is also a major threat, creating significant losses for companies like Deliveroo (Meena and Kumar, 2022). Competition is one of the significant threats to the company in both the global and domestic markets. There are various food delivery companies in the United Kingdom, such as eBay, Amazon, Eat, Uber Eats, etc. This primary factor can significantly impact the company’s operations activities in the global eCommerce market.


[bookmark: _Toc116668467][bookmark: _Toc117371298]Critical evaluation of both organisations’ Knowledge Management systems 
Every individual business organisation functions differently and in a unique process in the market and gains a competitive advantage. They often implement different business strategies for the betterment and enhancement of the company. Large business firms use other types of advanced and modern equipment to enhance their business and profitability. Knowledge Management System is a tool for innovative technological advancements utilised by business organisations to strengthen and develop their business (Di Vaio et al., 2021). It is described as an IT system that will assist every business organisation in storing, organising and retrieving knowledge and information. It performs its job based on AI technology and will help business firms to improve and enhance their sales and business in the domestic and global markets. Every individual business company uses a different type and form of Knowledge Management System technology or software within the company.
Amazon is one of the leading and largest eCommerce and online retail companies in the international market. The company functions in the market with the help of SECI software for the Knowledge Management System at the organisation. The software assists the company in improving its management functioning in the online platform market. The advanced software will help the company collect and gather essential and relevant information. It will allow Amazon to improve and boost the production and quality of its products and services (Reddy et al., 2022). It assists the company in providing customers with advanced and new forms of assistance. Deliveroo, on the other hand, is also a leading online e-commerce platform that engages customers and business companies with their delivery of food products to their customer segments. The company functions in different parts of the international market with the help of an IT system to collect data and information regarding their customers and enhance services. The company uses its IT system data and knowledge instead of software to develop and improve customer services and maintain a healthy and robust relationship. 
Amazon and Deliveroo are the leading eCommerce business organisations in the overseas market, and the companies also have a vast customer base. These companies function in almost every part of the global market and are renowned for better quality services and products. Deliveroo tasks in the market with the help of IT systems and data and provides customers with one portal, one interface solutions. Customers are left with fewer complications regarding shopping. This helps Deliveroo maintain the KM value chain and allows the company to keep a competitive advantage in the overseas online market (Choi et al., 2020). 
On the other hand, Amazon has software to manage and develop its Knowledge Management System, and the advanced software helps the company build its Information Technology System.  The software is IT-assisted and will help the company store and manage data. The software will allow Amazon to develop different and unique shopping tactics. The Information Technology System has enabled Amazon to create a cashless shopping system (Nisar et al., 2019). This form of shopping has helped eCommerce companies improve and boost their sales. Deliveroo has effectively utilised AI as its Information Technology System to improve and enhance its sales and business activities in the market. They have used the technology to connect with hundreds of customers who make food orders worldwide. Delivery eCommerce company can provide the customers with the required information regarding the products and services of the company. This has benefited the company in boosting its customer base and market position. 
Introducing changes within the company is also a vital aspect and part of managing knowledge within every individual business organisation. The change process is a mandatory and compulsory process every business company must undergo to succeed in the market. The change process implemented by small and multinational firms is part of managing the knowledge of the company (Buntak et al., 2020). This policy will benefit business organisations by grabbing new customers’ attention and boosting their customer base. These types of change policies are usually implemented by Deliveroo when compared with Amazon. This policy and process will help Deliveroo to enhance and increase its customer base and gain a competitive advantage over its rival competitors due to the immense growth in the online delivery sector. With an average employee number of almost 3108, the employees of Deliveroo are considered to maintain a knowledge-driven culture within the company, which helps the company change process successfully. The company’s culture will help implement the change process within the company. Amazon should also utilise the Change Management Strategy, implement it with the firm, and enhance productivity (Di Vaio et al., 2021). Amazon is an online retail company, and thousands of small companies are linked; therefore, the policy will help Amazon attract a new customer base and enhance its sales. They should manage and train their employees effectively and efficiently to implement the change strategy. 

[bookmark: _Toc116668468][bookmark: _Toc117371299] Conclusion 
The study has discussed the findings of the knowledge management approach in organisations. The issue of technology about the management of people and operations is a challenging factor for the e-commerce business of Amazon and Deliveroo. Further, given stations can necessitate proper utilisation by enhancing their AI programme based on technological services. Additionally, they must provide primary importance to the online services mode and enrich their web portal for the respective organisation. Amazon should also develop its KM value chain to provide customers with advanced and unique shopping facilities. Enhancing the KM value chain will benefit Amazon in maintaining a competitive advantage in the market and further assist the company in improving its business and position in the market. The KM value chain will also help Amazon improve and boost its employees' productivity and capabilities. It will benefit the company to remain competitive in the challenging market situation and maintain sustainability. 
The Knowledge Management System sometimes acts as a hurdle in establishing all business organisation’s objectives and goals. Every business firm should set its parameters before creating knowledge. It will help the companies to identify and document their centre of the problem regarding learning management. Amazon should establish its parameters to enhance its company knowledge and provide customers with better and more advanced services and products. The software and AI-based information and assistance are not capable enough to give customers better services and benefits. Amazon should improve its software and other AI systems and help the company provide customers with whole online shopping experiences. It will also strengthen the relationship between the company and the customer and help improve management knowledge. 
The major drawback of Deliveroo is the lack of interaction between the company and its customers. The customers are not provided with proper and regular feedback, which impacts the relationship and loyalty of the customers towards the company. Deliveroo is also unable to manage its inventory, employee, and drivers. During the recent decade, the company have sold many other companies due to a lack of business. Therefore, the company must focus on this aspect and help mitigate the issues and problems to enhance the company's performance in the international market. 



[bookmark: _Toc116668469][bookmark: _Toc117371300] Recommendation
The issues in the management of knowledge are the challenges in the field of information technology systems. Using technologically advanced techniques deals with problems that are inadaptable to cope with the adversity of technologies. Deliveroo and Amazon utilise this strategy to initiate their fast-paced space in technology which faces the minimum disadvantage of inviting the technologies. For this, the organisation can necessitate the effects of transformations in technological services and servers, which will offer the functionality of their AI processes. As it grabs the customers’ attention, attracting and strengthening the AI programme will provide general growth to the organisation. They can ensure technological assistance in their specialised fields for better services and products in the online portals of delivery services. Amazon faces the challenging factor of offering experience to the customers for which they can necessitate offers on their digital platform to drive the customer satisfaction rate in the organisation. 
One of the vital improvisations that Deliveroo can implement is hiring permanent for the proper maintenance of competitive advantage in the marketplace. The company has significantly lacked management of the employees as they engage the drivers and riders on contacts. Dependence on them can be a significant drawback for the company looking at giant rivals like Amazon; Uber eats, etc. 
The companies face the crisis of creating and developing parameters by contributing to the objectives and goals of the organisation of Deliveroo and Amazon. The management of Deliveroo meets the criteria of offering feedback to their customers for which they can necessitate a feedback section in their web portal so that customers can quickly get access to the feedback section to deliver their issues and problems faced in the services of the organisation which will assist in the developmental process. Technological advancement creates fatigue among the employees and the learners of the management of the process. This can be solved by initiating work schedules to deliver the productivity of the work. As Amazon believes that changing their technological operation results in employee issues, the company can generate the possibility of operation on a medium basis in the organisation. 
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