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EXECUTIVE SUMMARY
This report is about the Knowledge Management system of Amazon.com as the organisation type. The focus has been given in knowledge and how to better implement that knowledge within the organisation.
As businesses are moving from the industrial era to the knowledge era, significant change should be seen by the way that people use their experiences face to the upsurge in technology exploring process, tools and techniques for their successful implementation.
That is to say that the report will give an overview of knowledge and explaining elements constituting knowledge, its brief history and some rules on how data can be transformed in information and information to knowledge. In addition to that, the report will briefly retrace the history of knowledge, talk about an overview of the organisation to be analysed. 
Furthermore, some concepts and typologies will be explored to better understand terms to be used and explore some tools and types of knowledge. Doing so, examples linked to the organisation will be given following the progress of the report.  
The report will then analyse the implementation of KM system and SWOT analysis of the organisation before drawing a conclusion and proposing some recommendations to the organisation but also to the university on the way that this module should be arranged during its term for a good use of the knowledge that students acquires and its implementation to the real workplace life.
Due to the counting words, the workforce structure and the analyse of VRIO of the organisation phare have been put in appendices.   












1.0 INTRODUCTION	
This report will be investigating the Amazon’s knowledge management system as part of the requirements of the studied module.
The actual new age of business relates to the information economy with the uninterrupted tracking of information technology (IT) and marked by concepts such as supply chain management, electronic commerce, virtual corporations, and many others. 
This new economy depends on the ongoing expansion of data and information but also the need for knowledge. 
Knowledge is neither data nor information, howbeit it is connected to both, and the differences between these terms are often a matter of degree. It is important to point up that data, information, and knowledge are not undifferentiated concepts.
1.1 Data, Information & Knowledge
At Amazon, data are collected from customers as they navigate the site like the time spent browsing each page. In addition, they also use external datasets like census data for gathering demographic details. Amazon’s core business is handled in its central data warehouse that consists of Hewlett-Packard servers running Oracle on Linux. The customer’s big data collected is gathered and used to build up a 360-degree view.
To transform data to information, an added value should be required in various ways and should be:
· Contextualized: Amazon knows in for what goals the data were collected and gathered.
· Categorised: data collected by Amazon is then analysed and selected
· Calculated: the use of statistic is used with data gathered and analysed mathematically.
· Corrected: They correct data by removing errors in order to use it as information.
· Condensed: data collected and gathered by Amazon are then summarised.
According Davenport & Prusak, information is a message, usually in the form of a document or an audible or visible communication which has a sender and a receiver. 
However, information becomes knowledge when transformed by one or more of the following processes:
· Comparison- Based on Amazon’s experience, comparison is made on how the information is seen from one to another. 
· Consequences-Which action to be taken by decision makers, their implication included.
· Connections- how this particle of knowledge involves other pieces of knowledge 
· Conversation- What do others think about this information? This particular activity emphasises the importance of social interaction for the knowledge creation process.
Knowledge on the other hand, is a fluid mix of framed experience, values, contextual information, and expert insight that provides a framework for evaluating and incorporating new experiences and information. It originates and is applied in the minds of knowledge of knowers. In Amazon, knowledge becomes driven not only in documents repositories but also organisational routines, process, practices and norms. (Davenport and Prusak, 2000). 
That is to clarify that knowledge is not well ordered but it is a mixture of various elements; it is fluid as well as formally restructured. In addition, it is intuitive and hard to capture in words or understand completely in logical terms.
Knowledge derives from information as information derives from data. 
The complexity of knowledge has to do with where it lives as the majority of it is “tacit” and resides in people’s heads in the form of instinct and values. Tacit knowledge is passed on mostly through informal and formal conversation. It can also live-in documents, databases, processes, and corporate culture, but it is rarely elucidated.
1.2 Historic of Knowledge
The term KM was firstly exploited in the 1980’s by the expert Peter Drucker and has been documented a s a discipline since the early 1990’s. Some would claim that it has been around for centuries and that the mission for understanding knowledge has always been central to human behaviour.
Driven by the necessity to capture, store and distribute more well-organized knowledge, new technologies began to be developed. The expansion of communication and learning technology increased the opportunities for knowledge capture and distribution.
However, the lack of taking into consideration people with their experience while leaving and bringing with them their knowledge facing difficulties to be replaced. The awareness for organisations to begin looking ways to retain their knowledge for the last two decades helped them to start adopting the discipline.
The first method used to document everything failed for various reasons such as not essential information gathered, outdated information, a strong cultural resistance and was found difficult to convert theory about KM to practice.
As Companies understood their mistakes, they emphasise on embedding KM into the culture of an organisation so that sharing of knowledge and the creation of new knowledge become part of a normal day’s work.
2.0 Organisational Profile of Amazon
Amazon is one of the biggest online retailers in the world launched by Jeff Bezos in 1994 and headquartered in Seattle in America. Amazon first started as a bookseller. He then argued that to succeed as an online retailer, a company needed to “Get Big Fast,” a slogan he had printed on employee T-shirts.  Amazon uses the cloud technology platform and started by selling books, TV shows, and films during their starting year of service.
Nowadays, Amazon diversified its services to a wide-ranging product under one rooftop including electronics, food, grocery, clothing, and many more. It also provides a website and an app for its customers to make safely their online shopping by placing order, paying, tracking, refunding and returning if not satisfied.
Amazon operates through three business segments in North America, International and Amazon Web Services. The North America segment includes retail sales of consumer products and subscriptions through North America focused websites such as www.amazon.com and www.amazon.ca .  
Amazon operates more than 175 fulfilment centres around the world in more than 150 million square feet of space, most of them are located across North America and Europe. Fulfilment centres reflect the function of not only storing products but also serving as distribution centres where are associated picking, packing, and shipping orders quickly and efficiently.
Their Robotics, scanning machines, and computer systems in fulfilment centres can track millions of items in a day. In addition, the fulfilment centres also fulfil career paths for many associates who participate in the career choice program. They also fulfil the vision of engineers and developers who innovate every day to make the work in fulfilment centres more efficient and constantly improve the way Amazon gets products to customers.
Amazon’s operation technology teams are the technical engines that support Amazon’s mission of being Earth’s most customer-centric company. Amazon build the software and services that touch each Amazon customer globaly and innovate solutions for logistics, supply chain optimisation and transportation.
In appendices is dressed charts representing a three-year trend of Amazon’s workforce including race and ethnicity (demography) by the end of December 2020.
The statistic expresses the way that Amazon use its workforce, hierarchy included. However, depending on the application made, the start could be strange for newly appointed but their stored data could be used in future for one’s progress. Since June 14, 2021 Amazon has now centralised all recruitment process from USA using the application system called chime. Amazon cancelling the system of intermediaries that existed before.
3. Critical Evaluation of Amazon’s Knowledge Management System
Knowledge management is the formalisation of and access to experience, knowledge, and expertise that create new capabilities, enable superior performance, encourage innovation, and enhance customer value. (Beckman, 1997).
Managing knowledge involves three components’ people, content and technology. By blending each of the components into a cohesive unit whose main purpose is to understand the important content necessary to meet objectives, the key people who are the suppliers and users of the content, and the technologies appropriate to meet the KM objectives.
In order to allow readers to have a better understanding and a good implementation of this report, it is advisable to go over some concepts necessary for the further development relating to the object of this analyse on Knowledge Management Value Chain.
3.1 Knowledge Dimensions
 Various characteristics of knowledge can be examined such as storage media, accessibility, typology and hierarchy. In the typology section, the relationships between dimensions are explored and some principles about knowledge are offered for consideration.
Therefore, Nonaka and Takeuchi (1995) have divided accessibility into two categories namely tacit and explicit. Accessibility can be mapped to storage media. Knowledge gains in value as it becomes more accessible and formal.
-Tacit (human mind, organisation)-accessible indirectly only with difficulty through knowledge elicitation and observation of behaviour. For example, the HR has the duties to request an IT technician to repair a broken machine in another department that in order to use his knowledge for the purpose.
-Explicit (document, computer)-readily accessible, as well as document into formal knowledge sources that are often well-organised. For instance, transmissions are mainly made by emails between HR and employees to better implement their rules, safety for example. 
-Implicit (human mind, organisation) accessible through querying and discussion, but informal knowledge must first be located and then communicated. Once one’s has changed a department, he needs support for those people met in that department to support him by giving him informal guidance although things have been clearly written in the employee document. 
3.2 Knowledge Typologies
Typologies are defined, categorised, and described in terms of knowledge type-conversion, structural features, elementary properties, purpose and use, and conceptual levels. Nonaka and Takeuchi (1995) suggest the following types of knowledge but Quinn will be briefly explained. 
· Tacit knowledge: Knowledge of experience (body skills), simultaneous knowledge (here and now), Analog knowledge (practice).
· Explicit knowledge: knowledge of rationality (mind), sequential knowledge (there and then), digital knowledge (theory).
Nonaka (1995) has also developed a matrix for knowledge conversion based on accessibility
Knowledge conversion           Tacit knowledge               Explicit Knowledge
To:
From:
Tacit knowledge     Socialisation (sympathized K)   Externalisation (Conceptual K)
Explicit knowledge   Internalisation (operational K)  Combinaison (Systemic K
Collins (9) also relates knowledge types to their accessibility:
· Symbol-type knowledge (explicit)
· Embodied knowledge (implicit)
· Embrained knowledge (implicit/tacit)
· Encultured knowledge (tacit)
Quinn (25) suggests the following typology based on purpose and use:
· Know-what: People in packing know what kind of packaging to use for each due to their differences.
· Know- where: People in Amazon prime know exactly where to deliver items that they received from dispatch.
· Know-why: People working in each department should be aware of the purpose of their work and the importance to reach their targets.
· Care-why: Safety in each kind of department is fundamental for each one and taking care of their daily duties help to boost the organisation.
For Brooking (1996), there are four conceptual levels of knowledge 
· Goal-setting or idealistic knowledge
· Systematic knowledge
· Pragmatic knowledge
· Automatic knowledge.
In order to transform knowledge into a valuable organisational asset, knowledge, experience, and expertise must be formalized, distributed, shared, and applied. KM is considered a key part of the strategy to use expertise to create a sustainable competitive advantage in today’s business environment.
3.3 Knowledge Acquisition
The focus here is to obtain and characterise the detailed knowledge required to deliver the requisite work. 
The knowledge can be represented as detailed “rules” for incorporation in knowledge-based system (KBS) applications. It can also be represented “as reference cases”. It can be implicit in natural language statements. It can be embedded in drawings, procedures documents, and numerous other representatives.
In addition, knowledge acquisition refers to the knowledge that Amazon obtain from external sources. 
External sources are very important to Amazon. They should take a holistic view of the value chain (Gamble & Blackwell 2001).
From external sources, Amazon collect knowledge from suppliers, competitors, partners/alliances, customers, and externa experts. For example, Amazon use associates and build entire web sites based on Amazon’s platform and built on Amazon’s huge database of products and applications for their purposes. As explained previously that each time people are browsing their sites, it is a good occasion for them to collect and storing data, collecting feedback, marketing information, collecting suggestion, involvement and development.
Acquisition of personal or explicit knowledge involves processes in which a knowledge source-an expert, database, outside agency or information provider-is queried to elicit detailed information that describes the knowledge of interests.
Five conceptual knowledge levels are identified at this stage:
· Goal-setting or Idealistic knowledge-vision and Paradigm knowledge or “knowledge Why”: They know exactly why they are collection that information as organisation who possesses information has an added value of knowledge.
· Systematic knowledge-system, schema, and Reference Methodology knowledge or “knowledge That”; they know which system to use for collecting data and its methodology.
· Pragmatic knowledge-Decision Making and Factual Knowledge or “Know how”; they know how to collect data and how to make it valuable.
· Tacit Automatic Knowledge-Routine Working knowledge or “Knowhow”: which knowledge they need and how it can be restored or stored.
· Tacit subliminal knowledge-Emerging or Not yet understood or “glimpsed knowledge”.(Liebowitz,1999).
In the transition from knowledge capture/creation to knowledge sharing and dissemination, knowledge content is assessed. Knowledge is then made contextual in order to be understood (acquired) and used (application). This stage then feeds back into the first one in order to update the knowledge content.
Nonaka and Tackeuchi (1995) and Quinn models can be used in these present studies as they both use tacit and explicit knowledge instead off The Nevis typology which does not include them knowing that they are crucial for business development. For instance, Amazon is constatntly hiring employees and sometimes consultants to gain external knowledge.
3.4 Knowledge Storage
Knowledge Storage is a phase to store explicit knowledge mostly an electronic database for storing internal and external communication. Much of it today is stored in paper-based documents, such as books and manuals. (http://www.nwlink.com>Donclark, 2004, visited 01/07/2024 at 23:30).
At Amazon, AWS is a support that provides a mix of tools and technology, people, and programs designed to proactively help one’s optimised performance, lower costs, and innovate faster. (aws.amazon.com).
AWS is used to support businesses as a secure application that Amazon uses to better support business connected to them. Using AWS helps to move faster, automate management of the environment, focuses on what matters, managing and mitigating risks with highly-trained engineers, large network of subject-matter experts.
The AWS storage gateway is a hybrid storage service that enables their premises applications to seamlessly use AWS cloud storage. Below are most of main storage services available on the AWS cloud:
Amazon Simple Storage Service (S3), Amazon Glacier, Amazon Elastic File System (Amazon EFS), Amazon Elastic Block Store (Amazon EBS), Amazon EC2 Instance Storage, AWS Storage Gateway, AWS Snowball and Amazon CloudFront. Lots of tools are applied by Amazon to store data which should be kept safely and transformed from information to knowledge.
3.5 Knowledge Sharing
The social nature of knowledge is predominant. Knowledge sharing groups such as communities of practice are situated in a historical context and their evolution in organization is described with particular emphasis on the development of social capital. (Dalkir, 2011).
Techniques and technologies such as social networks are presented as means of visualising and analysing knowledge flows during knowledge- sharing activities and some common barriers to knowledge sharing are described. The dimensions of social presence and media richness are introduced as means of characterizing knowledge sharing channels.
Once knowledge has been captured and codified, knowledge needs to be shared and disseminated throughout the organisation.
With the advent of personal computers and the world wide web, it seems to be implicitly assumed that web users are all good researches or searches.
Unfortunately, this has not been accompanied by any type of training or what is sometimes referred to as information literacy, defined as a set of abilities requiring individual to recognise when information is needed and have the ability to locate, evaluate and use effectively the needed information. (Ala, 1989).
At Amazon knowledge is shared in multiples ways, how to reach a target for example or how to use policies such as safety during this uncertain time to keep one’s safe and others.
Lots of ways of implemented sharing at Amazon for example, answering customers for items received or return back, frequently asked questions (FAQs),articles, interviews, presentations, statements of work, deliverables, taxonomies, graphics, images, procedures, techniques, code templates, spreadsheet templates, training experience, interviews , stories and so on.
3.6 Knowledge Application
The knowledge application refers to the actual use of knowledge that has been captured or created and put into the KM cycler (Dalki,2011).
The purpose of knowledge application is to reduce the time it takes to complete tasks as well as to help maintain higher standards regarding the quality of the work to be done.
In addition, the benefit to new employees is enormous as they are able to attain “day one” performance with the help of such a reuse library, that is, they are able to perform at a fairly high level on their first day on the job. Also, the work that is not done because it was possible to see that someone else had already done it.
At Amazon for example, policies, safety and health policies are good examples to the new managers engaged as they will use or apply what they have already found without reinventing the wheel.
In addition, sharing tacit or explicit knowledge can be implemented in a proper way for the effectiveness of the organisation, however the person who possesses knowledge can not share it cannot pass this on in full.
4. SWOT Analysis of Amazon’s Knowledge Management System 
The table below will highlight a bit what are Amazon’s KM system analysis;

	Strengths
	Weakness

	· Ongoing 
· Good application of knowledge sharing and knowledge application
· International network of affiliates that expand international market research.
· Possesses its own system electronic 
· Amazon robotics
· An electrifying collaboration that owes it owes its origins to a pig shed and so on.
· Support to small businesses
· Faster delivery process without ss
· Utilisation of high information technology and its use of e-commerce as accessible and easy to increase platform ensuring that the company is well ahead of its competitors
· VRIO

	· Imitable business
· Limited penetration in developing markets
· Limited brick-and-mortar presence
· Few qualities of products are compromised.
· RBV


	Opportunities
	Threats

	· Covid-19 has boosted the activities during lockdown
· Expansion in developing markets
· International brand
· Partnerships with other firms, especially in developing markets
· Brexit
	· Aggressive competition with online and non-online firms
· Cybercrime
· Imitation of business model and products
· Covid-19


Based on this Swot analysis, the expansion of Amazon will be constantly increased during the time as the pandemic of Covid-19 has brought significant change by increasing consumers to purchase online despite competitors such as eBay, Walmart and so on. 
Amazon’s core competencies are based on organisational capabilities and business resources that satisfy all of the VRIO criteria (value, rarity, inimitability and organisation) as demonstrated in the VRIO table in appendices.
However, an attention should be done by decision makers to regularly monitor products quality that come from their partners to avoid fake products tending to tarnish the Amazon’s image as returning products by customers always has a bad impact.
5. Conclusion
In conclusion, it is important to better understand that the implementation of Knowledge management system of an organisation depends on people linked by the process and technology as technology by itself cannot afford success and improvement.
However, evolving in a fast-paced and competitive environment, the organisation must quicky adapt and enhance the value of its employees through training to better respond to increased competition and acquire the appropriate experience and knowledge for the continuous growth of the enterprise.
6. Recommendations
Although Amazon is responding positively and implementing KM using the socialisation, externalization, combination and internationalisation; where knowledge is transformed within and between tacit and explicit knowledge forms; it is highly recommended to Amazon to have a look on quality of products coming from its associate partners to better satisfy its customers. This is in order to fully accomplish its longed-for goals and missions.
It will be important in the future that this module of KM be taught by joining a proper case study during lectures which will progress as the course evolves in order to allow students to have a clear and more concise vision as things people are studying should be implemented in their workplace.
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8. Appendices
Amazon Workforce (All Levels)
	[bookmark: _Hlk75691190]
	Global
	
	 United States
	

	Years
	Women
	Men
	Women
	Men

	2018
	41.9%
	58.1%
	44.5%
	55.5%

	2019
	42.7%
	57.3%
	45.4%
	54.6%

	2020
	44.6%
	55.4%
	46.9%
	53.1%



US Race/ Ethnicity
	[bookmark: _Hlk75696492]Years
	Native
US
	Multi-
racial
	LatinX
	Black
	Asian
	White

	2018
	1.3%
	3.7%
	17.3%
	24.8%
	14.6%
	38.4%

	2019
	1.3%
	3.6%
	18.6%
	26.4%
	15.4%
	34.6%

	2020
	1.5%
	3.6%
	22.8%
	26.5%
	13.6%
	32.1%



Field & Customer Support (Level 1- Level 3)
	[bookmark: _Hlk75696820]
	Global
	
	United States
	

	Years
	Women
	Men
	Women
	Men

	2018
	46.8%
	53.2%
	49.8%
	50.2%

	2019
	47.7%
	52.3%
	50.6%
	49.4%

	2020
	48.5%
	51.5%
	50.5%
	49.5%



US Race/ Ethnicity
	Years
	Native
US
	Multi-
racial
	LatinX
	Black
	Asian
	White

	2018
	1.5%
	4.0%
	21.2%
	31.8%
	7.5%
	33.9%

	2019
	1.6%
	3.9%
	22.6%
	33.5%
	8.6%
	29.9%

	2020
	1.7%
	3.7%
	26.4%
	31.0%
	8.7%
	28.5%



Corporate Employees (Level 4-Level 7)
	[bookmark: _Hlk75697268]
	Global
	
	United States
	

	Years
	Women
	Men
	Women
	Men

	2018
	29.6%
	70.4%
	29.5%
	70.5%

	2019
	30.1%
	69.9%
	30.0%
	70.0%

	2020
	31.4%
	68.6%
	31.4%
	68.6%






US Race/ Ethnicity
	[bookmark: _Hlk75697302]Years
	Native
US
	Multi-
racial
	LatinX
	Black
	Asian
	White

	2018
	0.5%
	3.0%
	6.1%
	4.9%
	35.0%
	50.7%

	2019
	0.5%
	2.9%
	6.6%
	5.4%
	36.2%
	48.4%

	2020
	0.5%
	3.0%
	7.5%
	7.2%
	34.8%
	47.0%



People Managers
	
	Global
	
	United States
	

	Years
	Women
	Men
	Women
	Men

	2018
	27.3%
	72.7%
	27.6%
	72.4%

	2019
	27.8%
	72.2%
	28.0%
	72.0%

	2020
	29.3%
	70.7%
	29.0%
	71.0%



US Race/ Ethnicity
	Years
	Native
US
	Multi-
racial
	LatinX
	Black
	Asian
	White

	2018
	0.6%
	3.0%
	7.5%
	7.2%
	20.6%
	61.1%

	2019
	0.6%
	2.9%
	8.1%
	8.3%
	21.1%
	58.9%

	2020
	0.7%
	3.0%
	9.5%
	10.6%
	19.5%
	56.4%



Seniors Leaders (Level 8+)
	
	Global
	
	United States
	

	Years
	Women
	Men
	Women
	Men

	2018
	20.0%
	80.0%
	20.8%
	79.2%

	2019
	20.4%
	79.6%
	21.1%
	78.9%

	2020
	22.1%
	77.9%
	22.8%
	77.2%











US Race/ Ethnicity
	Years
	Native
US
	Multi-
racial
	LatinX
	Black
	Asian
	White

	2018
	0.3%
	1.4%
	2.7%
	1.5%
	19.8%
	74.3%

	2019
	0.1%
	1.4%
	2.9%
	1.9%
	19.8%
	73.9%

	2020
	0.2%
	1.4%
	3.9%
	3.8%
	20.0%
	70.7%


Source: aboutamazon.com

VRIO-Amazon
	Amazon’s Organisational
Resources & Capabilities
	V
	R
	I
	O

	Growing brick-and-mortar presence
	√
	
	
	

	Growing diversity of online services
	√
	
	
	

	Growing portfolio of private label products
	√
	√
	
	

	Extensive delivery network involving domestic, regional, and international partnerships
	√
	√
	
	

	Expertise based on a considerable history    
e-commerce
	√
	√
	
	

	Strategic warehouse and distribution hubs
	√
	√
	
	

	Sustained competitive advantages:
	
	
	
	

	High global brand equity
	√
	√
	√
	√

	High market capitalisation
	√
	√
	√
	√

	International network of affiliates that expand international market reach
	√
	√
	√
	√

	Artificial intelligence capabilities
	√
	√
	√
	√
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