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“Knowledge management system” is the method of creating, managing, using and sharing the information as well as knowledge of an organization. The overall process demonstrates a multidisciplinary move to obtain organizational objectives with the help of knowledge.  
In terms of the views of Webb, (2017) data is a fragmented piece of characters or information which is possible to translate into a form for processing or movement. Information provides background to data while knowledge brings depth sympathetic to such information. In this connection, it is crucial to note that data is unintelligible separately, but the result of information is understood while the result of knowledge is appreciative.
Historically knowledge managed unreservedly and eminent author Ducker supported the changed in the sense of knowledge which had always been seen as applying to being, almost overnight came to be applied to doing and became a resource and a utility”
The reason to manage knowledge is to boost the efficiency of decision-making capability of an organization. An effective knowledge management helps to ensure that all employees have the capability to access the overall capability held within the organization. As per the study, drivers of knowledge management are mainly divided into six crucial factors such as culture of an organization, framework of an organization, personnel, innovation, knowledge strategy and information technology.
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Main activities
In 1994, Jeff Bezos established Amazon as an online bookstore which gradually expanded to various sectors such as electronic goods, household products, clothing, and others.
In the present time period, Amazon is the popular site for the merchants as well as shoppers and   pioneers of customer led innovation-based practices. This giant e-commerce organization is offering a wide range of services from household products to electronic to clothing products (Wadhwa et al., 2020).
The primary activities, inbound logistics are a crucial part that highlighted short term relationships between Amazon and vendors. For that reason, Amazon does not assure the specific payment terms. The overall operation of the Amazon is normally divided into three sections such as “North America '', '' Amazon web service” and the “International”. Under the primary activities, outbound logistics is also one of the pivotal sections where Amazon is mainly dependent on the different ranges of the transpiration organization to make the delivery on time.
As per data, Amazon generated maximum revenue from the online retail sector and retail e-commerce sales global level amounted to 4.28 trillion US dollar as well as expected to grow around 5.4 trillion US dollars in the coming year. In 2017, market share of Amazon in the industry was around 37% while within 2021 increased to 50% of the entire e-commerce retail sector. 
Location(s) of organization
Amazon initially located around the United States of America but now expanded the business in multiple countries including both developing and developed countries. Along with the territories, Amazon is presently located around 200 countries and also has 18 global marketplaces in various nations such as Canada, France, China, Mexico, Germany, India, Ireland, France and so on (Aversa et al., 2017).
The head office of Amazon is located in only one place which is called Seattle, WA in the United States of America but the global headquarters of such a big brand is located around 40 places that spread across Seattle nearby Downtown, Denny Triangle and South Lake Union. Over the last few years, Amazon has rapidly expanded the business which created a dozen offices in more than 32 countries around the world (Statista, 2021).
In the business domain, difference in geographical locations is important as it helps to understand the people, their culture, behaviour, values, and consumers. For that reason, the focus of Amazon is country wise, different from each other such as the taste and preference pattern of the UK’s consumers are different from the South African people that are further influenced through their financial aspects.  
Staff profile
In terms of the official data, the total number of workforces of the American multinational e-commerce company at present is around 1,298,000 including both full time as well as part time workers. The rapid growth of the leading e-commerce work force is dependent on various factors but the major one is the demographic of the workforce. In Amazon, individuals are working under the same roof which work domain irrespective of their differences in race, gender, culture, and others (US about Amazon, 2021).
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Fig1: Amazon Workforce
Source: (US about Amazon, 2021)
In terms of the views of the Amazon management, gender diversity is crucial to build a better team as well as a better level of representation of the global consumer base. As per the recent report, 58% of the overall workforce is made with male employees while 42% are female. By considering the racial aspect, it can be stated that among total workforce, 13.6% people are Asia people, 26.5% people are black people, and 32% people are white people. The notable fact is that the remaining number of workforces are mainly coming from the Lain, native and multiracial sections. From the perspective of the educational factor, it can be stated that 50% of the total staff members of the organizations are “graduates” while the rest of the employees hold higher degrees including master to other specializations. 
The organization structure of Amazon can be categorized as a hierarchical structure where the senior management team consists of vice presidents as well as 3 CEOs who are directly reporting to Jeff Bezos. Amazon CEO. The three crucial features of the structure are hierarchical corporate structure; stability in the top management and the last one is the flexibility of the business (Shavarani et al., 2018) Organizational structure of Amazon is made with a small team to deal with the “two pizza rules” which introduced Jeff Bezos in the business place. 
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Knowledge management is known as the group of interrelated activities utilised for generating, organising, and sharing the required knowledge of a company. By using a knowledge management system business organisation can ensure proper accomplishment of competitive advantages for their business (Zhang, 2017). KMS is sometimes also designated an information technology that helps organisations to store, search required knowledge in enhancing collaboration, process alignment and proper understanding within organisations. The importance of a knowledge management system is to enhance the organisational efficiency and ability of making informed business decisions (Hebibi et al., 2019). By using the system, organisations make sure that all employees have the proper access of organisational information in making the workforce smarter and bringing advantages for the company. 
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By using SWOT analysis framework, the KMS of Amazon will be analysed critically by which they can work on their weaknesses and utilise opportunities to reach the level of competitive advantages. The SWOT analysis of KMS in terms of Amazon is as follows:
	Strengths
	Weaknesses

	· KMS of Amazon uses a one interface and website portal in which employees get a common communication channel and access to different information and knowledge. The website consists of job tools, learning facilities, customers’ data and more (Sharma et al., 2021). 
· The KMS of Amazon provides some modular contents which help employees in accessing necessary contents and obtaining only needed data. Therefore, it saves time and makes the overall process faster.
· KMS also has distributed content creation features that allow employees to distribute data from source to required destination and understand their customers accordingly. 
	· KMS creates a problem for employees and due to the huge amount of data they face problems in figuring out how to access the relevant data. 
· The presentation strategy of Amazon’s KMS is poor as it may sometimes hinder connections between employees and customers.
· Lacks in meeting customers’ demand as Amazon has huge data and they deal with more customers from different brands (LESTARI et al., 2020). Therefore, customers’ waiting time is higher for getting proper responses from the KMS of Amazon. 

	Opportunities
	Threats

	· It offers crowdsourcing features to build effective knowledge for Amazon’s employees by considering their customers’ data, feedback, and comments over the online portal. 
· It can increase opportunities for Amazon and its customers to get more awareness about products and services (Cupiał et al., 2018).
· It helps employees in managing communication and transactions for users through “Easy-to-use” feature. 
· KM can offer personalised services for users that can lead to higher productivity for Amazon. 
	· Vast amount of customers’ data in a single online interface shows poor performance of Amazon’s KMS. 
· Employees face problems in differentiating essential data from all customers’ data. 
· Pandemic situation hinders communication between customers and Amazon as all customers want to interact with them simultaneously, which leads to poor understanding of customers’ requirements (Bashir and Farooq, 2019). 


Table 1: SWOT analysis of Amazon’s KMS
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Resource-based view is a framework that helps organisations to oversee how both tangible and intangible resources are capable of enhancing efficiency and performance of organisations. By using RBV framework, organisations determine their valuable and strategic resources that can be utilised in the business operations to achieve sustainable competitive benefits (Khana et al., 2020). The importance of this framework is to exploit some external opportunities by applying existing strategic resources without incorporating new skills to use these opportunities. The framework enables organisations to find the right way of its strategic direction (Chatzoglou et al., 2018). Moreover, it also analyses and interprets internal resources and emphasises management skills, capabilities to formulate strategy in accomplishing sustainable competitive benefits. In the case of Amazon, RBV model is going to identify its resources and capabilities with implication by using VRIO analysis framework. 
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VRIO analysis stands for valuable, rare, imitable, and organised, which means it allows organisations to check these factors to reach the criteria of its competitive advantages. It also defines which resource is tangible or intangible and how they are capable of gaining competitive advantages for Amazon through its KMS.
	List of resources
	Valuable 
	Rare
	Imitable
	Organised
	Types of competitive advantages

	One single portal with interface
	Yes
	Yes
	Yes
	Yes
	Sustainable competitive benefits

	Modulation in content
	Yes
	No
	No
	Yes
	Temporary advantages

	Distributed system in content presentation
	Yes
	Yes
	No
	Yes
	Competitive parity

	Performance-based approach
	Yes
	Yes
	No
	Yes
	Comparative parity

	Crowdsourcing feature
	Yes
	Yes
	Yes
	Yes
	Sustainable competitive benefits


Table 2: VRIO analysis on Amazon’s resources
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From the above-mentioned table, some tangible and intangible resources in terms of KMS in Amazon have been identified. The illustration of these resources is as follows:
One single portal with interface
The feature or resource of Amazon's KMS is a tangible resource and according to the analysis it is a more valuable, rare, and unique resource that cannot be copied by other organisations with ease. Moreover, Amazon has an organised structure to manage the resource. By using the resource Amazon can store both customers’ and employee-related information in one place. It is also helpful for the company in keeping the information summarised. Through one portal, Amazon can bridge the relationship between employees and their customers and employees reach them and access their information without any hassle (Leung et al., 2018). Therefore, it can bring sustainable competitive benefits for Amazon and employees get everything from the single online portal. 
Modulation in content
The modulation in content is known as a tangible resource of Amazon’s KMS. It is valuable however it is not rare and copied by others. The resource enables employees to read the customers’ data and workplace information with ease. It also provides additional data regarding customers’ requirements and barriers of Amazon can be faced by employees. Employees do not have to read the entire dataset to reach the particular one. As the implication of the resource, Amazon can get temporary competitive benefits for its KMS. 
Distributed system in content creation
The type of its distributed system during content creation is an intangible resource by which Amazon can set business policies, regulations, and standards to maintain ethical practices and business standards in its KMS. The efficient management of their content leads to accuracy, relevance, and completeness within its KMS (Santoro et al., 2018). Therefore, it brings competitive parity for Amazon by its KMS and the respective resource.  
Performance-based approach
The performance-based approach is an intangible resource of Amazon, and it enables them to give services by considering the personalised factors such as their requirements, interest and more. It is helpful for employees as they can easily understand what customers need and how they can gain knowledge from the same. The resource is valuable and rare, and it is easily maintained by other organisations like Amazon in an organised way. Therefore, it only brings competitive parity for Amazon’s KMS to increase organisational efficiency and performance of KMS. 
Crowdsourcing
By using crowdsourcing resources Amazon builds knowledge and product awareness for both customers and employees. Moreover, the resource also allows them to collect customers; feedback, ratings about products and other data in ensuring efficient community services for them. It is a unique, valuable, and organised resource that helps Amazon to gain sustainable competitive advantages through its KMS (Devece et al., 2019). 
From above-analysis it is understood that RBV framework could be adopted by Amazon to bring more efficiency and higher business performance by using its identified tangible and intangible resources. Moreover, the capabilities of resources indicate that the company can easily incorporate the model to acquire competitive advantages and create more opportunities to communicate with customers and optimise their KMS in improving productivity, efficiency as well as its performance. 
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The major benefit of using knowledge management is that it helps in gaining highly competitive advantages against the various existing competitors in the operating market. Various business organisations are required to mobilise their acquired knowledge, hence, assisting as well as promoting their respective business strategies. “Knowledge management” is also helpful in ensuring connectivity between the IT and the various business processes, that in turn ensures that the business organisations are able to store, transfer, as well as develop knowledge for developing the employees both personally as well as professionally (Girard and Girard, 2015). Considering this report, Amazon is said to incorporate the four-stage value chain model through which the business organisation has been able to monitor as well as operate its various activities in an effective manner. The four major stages associated with the value chain model mainly include "knowledge storage", "knowledge acquisition", "knowledge dissemination", and "knowledge application". 
"Knowledge acquisition" refers to the process of creating certain necessary knowledge within the workplace with the help of different learning processes along with acquisitions associated with the external knowledge. This is also performed through effective business consulting and other effective actions with other business organisations (Orna, 2017). "Knowledge storage" is considered as the "memory formation process" of any business organisation through which the obtained knowledge is stored within the physical system, thereby, retaining the same as a value, belief, and rule. "Knowledge dissemination" refers to an interactive process through which the stored knowledge is being communicated with a large population. "Knowledge application" is indicated as the process of using the acquired knowledge as well as capacity of the overall workforce in accessing, using, as well as locating data and knowledge within the workplace for ensuring the improved productivity of the business organisations. 
This report will be focusing on the "knowledge acquisition" stage of the value chain model performed by Amazon for ensuring its effective knowledge management within the workplace. As mentioned above, this strategy is mainly responsible for creating effective knowledge within the business organisation by conducting suitable learning programs for the employees as well as ensuring the connectivity with other business organisations. 
· The incorporation of this suitable strategy helps Amazon in using different typologies of knowledge for completing effective knowledge management stages. The chosen business organisation is said to interact with its customers through various digital platforms like social media, official application, and many others, thereby, collecting relevant as well as reliable external knowledge (Orna, 2017). 
· In order to perform internal acquisition, the employees of Amazon are given access to various online learning programs along with the use of effective job tools from the online portal of Amazon. This in turn helps in ensuring the improved process of understanding knowledge within the workforce of the chosen business organisation. 
· With the use of the same online portal, the employees of the chosen business organisation are also able to connect with the customers for gaining effective knowledge about the different needs and requirements of the customers along with their preferences as well as choices. 
· Amazon is also the first "ecommerce website" that showed the reviews as well as ratings given by the customers with respect to any product or service they bought. These effective reviews and ratings not only help in facilitating the workforce of Amazon with external knowledge, but also help the other customers to gain additional knowledge about the quality of the various products and services offered by Amazon (Liebowitz and Frank, 2016). 
· In addition to these, Amazon tends to use different internal as well as external sources for obtaining effective knowledge with the help of collecting big data from the external sources identified through PESTEL analysis. For example, within the span of a few years, various IT associated security risks are being handled by Amazon in an effective manner, that is being reflected on the rapid business growth of the organisation making it one of the largest businesses in the world. 
· The employees, on the other hand, play major roles in performing the various business activities including effective knowledge management. Hence, motivating and encouraging the employees should be considered as a major factor for Amazon. According to reports, Jeff Bezos, the owner of Amazon, is said to arrange storytelling as well as 2 pizza teams instead of using the same old presentation technique. 
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The SECI model refers to an effective conceptual model that was first introduced by Takeuchi and Nonaka in 1995. This model is mainly responsible for providing detailed description about the recreation, transfer, as well as generation of explicit and tacit knowledge within the workplace (Al Shobaki et al., 2018). This model mainly consists of three major stages namely combination, internalisation, socialisation, and externalisation. In the KMVS system, Amazon is said to obtain effective information from the acquired knowledge with the help of the employees in the storage stage. In the internalisation and combination stage, Amazon tends to distribute the obtained knowledge among the workforces. The socialisation stage helps Amazon in sharing various implicit knowledge among the participants through observations. In the externalisation stage, Amazon is responsible for transferring the tacit knowledge into explicit one.
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The support system has played a crucial role in interacting between factors like IT, HR, consumer department, and many others within the workplace. Considering the pivotal section of Amazon, the human resource department is mainly responsible for collecting relevant knowledge about the employees who have the capability to perform effectively, hence, contributing to the successful accomplishment of the business objectives. The IT department also assists the KMVC of Amazon by the incorporation of effective as well as innovative technologies. Use of these creative tools and technologies has helped in improving the overall accuracy as well as efficiency of the different business operations. As a result, Amazon has been able to mitigate its different business objectives and became one of the largest business organisations in the world.
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The KMS of Amazon utilises a single online portal to offer relevant information in one place and make an easy-to-use gateway for customers to interact with employees. Employees also get learning and job tools, customers’ information to reduce overhead of employees in getting appropriate knowledge. The IT team of Amazon designs information technology by which employees acquire more information and HR also helps to disseminate the information among employees in increasing their knowledge. However, some portions of the KMS should be improved such as the storage of knowledge and the transferring process of required information into specific knowledge. Huge data can create difficulties to store and manage appropriate data of customers and the distributed system takes more time to transfer data in appropriate places for good communication. The recommendations for Amazon’s KMS are as follows:
Incorporate centralised system.
For improving the KMS of Amazon and mitigating the limitations of its distributed system, Amazon is suggested to incorporate centralised system to manage huge data via cloud storage and offer efficient customer services without transferring any data into required sources (Schmitt, 2017). 
Setting collaboration between functional units.
The collaboration between functional units such as IT, marketing and HR team is required to make the KM process smooth. IT helps to build the system; the marketing department collects required data to add it in the system and then HR disseminates the same among employees for better knowledge and understanding. 
Make proper investment in analytics.
Proper investment by the financial unit of Amazon is suggested so that they can strengthen its analytics part and ensure collection of appropriate market and customer data added in the KMS (Ferraris et al., 2019). 
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