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In the twenty-first century, information is the single most important factor that can change how a company is run and managed as a whole. In a market as competitive as this one, it's essential for major corporations like Amazon and eBay to ensure that their customers get their products and services on time and with all the necessary information. Companies like Amazon and eBay have been serving customers all over the world for decades. Both corporations use knowledge management on a massive scale in their respective online commercial endeavors. This study introduces both companies' knowledge management systems, analyses them critically, and offers constructive conclusions and ideas for improved knowledge management activities.
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Amazon is the most successful online store in the world. It has become one of the most well-known companies in the world as an internet-based retailer, web service operator, and maker of e-book readers. It is estimated that Amazon's market valuation will be $1.215 trillion (Mohamad Halim, 2022) in October 2022, placing it fifth among all companies in the world. For all of 2021, Amazon's net revenues totaled a staggering 469.82 billion USD (Mohamad Halim, 2022).
[image: Business Model Canvas of Amazon]
Figure 01: Business Model Canvas of Amazon 
Source: Business Strategy Hub, 2017
Since Amazon is a nationwide marketplace, it serves as a meeting place for consumers and sellers alike. As a company, Amazon has a very dedicated consumer base. The Amazon website serves as the company's primary distribution method. The site, which serves users all around the globe, is available in several different iterations. 
Here are some of Amazon's most important functions (Borić et al., 2020):
1. Selling both digital and physical versions of its products.
1. The process of creating, designing, and optimizing its platform.
1. Controlling logistics and stock levels
1. Achieving a stable relationship with its vendors and suppliers.
1. Encouraging the creation of media for its flagship streaming service.
1. Buying up new companies to strengthen its ecosystem
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eBay, founded in 1995, is a website that facilitates online auctions and trade all around the world. When it comes to connecting customers and sellers online, eBay was one of the first organizations to do so. eBay's success stems in large part from the measures it has taken to ensure that its marketplace is open, reliable, and secure for buyers and sellers worldwide (Chowdhury et al., 2022). 
The market value for eBay as of October 2022 is USD 21.10B (Chowdhury et al., 2022). Since most of the action takes place online, the demand for actual value is quite small. eBay earned $10.019 billion (Chowdhury et al., 2022) in the twelve months that ended June 30, 2022, a rise of 2.93% from the previous year. In 2021, eBay's yearly revenue was $10.42 billion (Chowdhury et al., 2022), up 17.16% from the previous year.
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Figure 02: Business Model Canvas of eBay
Source: WallStreetMojo, 2016
eBay's reputation as a trusted marketplace has been well-established for some time now. Additionally, eBay has created and provided a variety of community features, such as client assistance sheets, to maintain customer loyalty. 
When it comes to the future of the online retail industry, eBay is the company to watch (Eisape, 2019)
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Strengths 
Amazon's e-commerce expansion relies on the company's ability to make good use of the expertise it has gained in its many industries via the application of KMS. Amazon's stellar reputation as a global leader in the industry reflects the company's success and fortune. That's why the brand is so well-known and respected; it has a solid reputation. (Chen, 2022)
The corporation has a presence in over 200 countries, and its activities and choices about its products and services have enabled it to increase its worldwide sales and fortify its knowledge management (Sadq et al., 2018). 
Weaknesses
Implementing KMS is difficult since the company's product and service catalogue is so extensive. Employee integration with technology might be challenging as well. 
It's not uncommon for product quality to lag the collective intelligence of several systems. As a result, the firm will not gain from an upgraded system alone. Because Amazon's model is easily repeatable (Flamand et al., 2020), competitors now have a chance to compete with the retail giant. Amazon hasn't invested enough in expanding its presence in developed nations, so it hasn't reaped the benefits of the robust growth occurring there.
Opportunities 
Amazon may expand into new customer bases in emerging countries. With a larger number of warehouses in each location and a more robust delivery network, a KMS-based distribution system may be expanded into less-connected regions (Luo, 2020).
Amazon's infrastructures will also allow for the growth of the company's knowledge management systems. Amazon can future-proof its KMS by integrating AI, blockchain, augmented reality, and high-tech robots.

Threats
Cybercrime is on the rise, which might compromise Amazon's security measures or perhaps its whole infrastructure, with subsequent repercussions on brand trust and client retention.
Difficulty in the effective implementation (Sadq et al., 2018) of knowledge management systems may be imposed in various places due to differences in regulatory frameworks and government policies of different nations. Pandemics, natural catastrophes, wars, and so on have a significant negative impact on the business and pose a variety of dangers to the KMS.
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Strengths 
The main strength of the company is that it has the largest internet marketplace globally. So, the KMS of the company is broadly connected and produces great power in online retailing. 
eBay spent a lot of money to acquire IT infrastructure, customer relationship management software, knowledge management systems, and other expertise-based tools (El-Ebiary, 2021). 
By accepting payments using PayPal's own system of the company, it has the exposure to manage and evaluate knowledge intensively.  Not only have costs been cut, but the groundwork has been laid for more thorough knowledge management integration.
Weaknesses
Over time, eBay's seller fees have increased dramatically. Commissions on items sold, listing fees, fees for various accessories, and transaction fees from services like PayPal all contribute to the company's bottom line (Bogenschneider, 2021). Due to eBay's excessive fees, many sellers lose money on the low-priced items they offer for sale. Hence, the knowledge management system may become biased.
Opportunities 
PayPal, eBay's payment method, is widely recognized and utilized by both sellers and buyers due to its convenience and ease of use. As a result, PayPal's IT infrastructure will boost the business's ability to manage its accumulated body of knowledge.
As the largest online platform in the world, eBay is in a good position to enter the retail industry. Therefore, with the right KMS, IT, and CRM system combination, the firm has the potential to glide by other online merchants (SHI et al., 2020).
Threats
Online thieves target services like PayPal because of the sensitive information they contain, such as customers' bank account information. The more PayPal's client base grows, the more desirable it is as a subject for information theft in the knowledge management processes. These fraudulent activities and cybercrimes are making the integration of systems tough.
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Both organizations are large and have plenty of opportunities. Because of the extra size benefit, Amazon has a bit more opportunities. eBay is a step ahead when compared to the investment in IT things, and KMS, as the main proposition, is online based. Amazon invested later, but the rise is quite significant and regular compared to eBay.
Amazon's weaknesses relate to employee management and a repeatable business model, whereas eBay's weaknesses are extra payment and lower exposure for innovation.
Both companies have different opportunities. But the opportunity of Amazon is higher. In terms of threats, both have similar types of threats. But eBay is facing more threats for using PayPal, and Amazon itself is a threat to eBay.
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At Amazon 

The KMS of the company offers a single portal interface for all activities. The workers now have a common, comfortable, and simple-to-use access point to all types of workplace information, thanks to that one portal and layout (Umar, 2022). They provide data, such as features and customer ratings, about each item in the same style and in the exact sequence for all their offerings. Therefore, the clients benefit from the constant display of the site, which relates to the information gained from them.
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Figure 03: Auto Knowledge Management at Amazon 
Source: Chen, 2022
Amazon's knowledge management is organized into modules, so employees can rapidly obtain the information they need without having to go through unnecessary material. The accountability for the KMS of the company's clarity, relevance, and correctness (Perz et al., 2021) increases when content generation is transferred to the person or people most responsible for such qualities. Also, the systems impact the personalization of overall internal and external activities in an integrated manner. 
Amazon has largely invested in machine learning and data mining activities to integrate information and knowledge management. Knowledge management may benefit from graph neural models (Caballero-Serrano et al., 2019) by suggesting relevant items to customers. In addition, the technology supports network training operations that merge the clusters. Amazon's Zoox Robotaxi (Eyng et al., 2022) is a useful tool for making forecasts in the KMS. With the use of knowledge graphs, Amazon was able to undertake research on COVID-19. 
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Figure 04: Knowledge Mapping during COVID-19
Source: Amazon.com, 2021
At eBay 
The knowledge systems of the company are primarily focused on mitigating three challenges (Wood Jr and de Morais, 2022) – blindness, primitiveness, and ignorance. Blindness is the inability to see how a structure changes over time, resulting in problems like weak dependencies, unnecessary services, repetitive functions, etc. Undeveloped AI (Silva et al., 2018) is characterized by faulty diagnostics, development, and automation that limit its progress, causing primitiveness. Insufficient metrics, which are critical for enhancing operational efficiency, are linked to ignorance. 
The development of the knowledge system of eBay began with the determination of optimal application measurements and the implementation of machine-learning techniques (Lehyeh et al., 2021) for automated application clustering. Using real-time traffic patterns and program dependencies during runtime, the business established metrics to evaluate app effectiveness.
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Figure 05: eBay AI Knowledge Framework
Source: eBay Blog, 2019
Using this strategy, eBay developers could structure their service infrastructure in groups depending on how involved they were. With this opportunity, we had the first shot at using this innovative method to boost the quality of our service to customers. Other factors investigated by eBay's architectural knowledge management frameworks (Nicolas-Sans and Díaz, 2022) include interdependence between operations and criticality. As a result of the frameworks, comprehending interactions across several dimensions is a breeze.
eBay largely sources information (Senadzo, 2019) from the supporting system, review analysis, PayPal database, and other active and social platforms. Hence, the combination and reliability of data are quite positive and engaging. Also, there is a continuous updating of the systems.
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The implementation of KMS in both organizations starts with different objectives and preparation phases. Amazon has different objectives in different operations activities. Hence, multiple numbers require multiple knowledge management systems. eBay here focuses on transaction activities and the integration of PayPal inside the works. Thus, the objectives here are less complex than Amazon's.
Both companies follow an implementation roadmap (Perz et al., 2021) to integrate the KMS with other services. It is also essential to follow up on improvement measures for the outcomes. Hence, both companies have a powerful controlling mechanism in the KMS implementation program.
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Maximizing the investment return in knowledge management programs requires the development of value- and structure-conducive patterns of behavior. That's why KMS's supply chain is so important to the success of both Amazon and eBay.
Data from the company's transaction processing setups, which keep tabs on cash flow, purchases, inventories, and customers, as well as information from other streams, are essential (Sadq et al., 2018) for building a comprehensive and well-structured knowledge system. That's why both organizations pay little attention to expanding their knowledge bases. Recently, Amazon has been doing extensive research utilizing data mining and knowledge graphs (Flamand et al., 2020). Instead, eBay is concentrating on keeping the systems running and sharing PayPal information for future uses.
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Figure 06: Knowledge Value Chain 
Source: Wood Jr and de Morais, 2022
Digital and coherent methods for storing the data and establishing robust knowledge bases for further value addition are used by both firms' document management systems. They can transmit the information to the appropriate parties by using a variety of collaboration applications for synchronizing schedules, documents, statistics, and images (Silva et al., 2018). The management is involved in several crucial actions here that aid in the procedures.
Management decision-making process relies heavily on organizational knowledge, which must be included in decision support systems. Incorporating fresh information into their operational procedures is essential. Both companies, Amazon rely heavily on core application systems, such as enterprise approaches (Wood Jr and de Morais, 2022), for managing important internal business operations and interactions with consumers and suppliers. Therefore, by making use of crucial information, Amazon and eBay may have access to more evenly distributed wealth.
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Transaction processing systems and KMS are integrated for regular operations activities for both Amazon and eBay. Amazon has a greater scale of daily transactions. But the processing of eBay is way more complex for its bidding system for buying and selling activities (Silva et al., 2018). Amazon takes full advantage of the system to integrate with its knowledge management.
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Figure 07: Data Warehouse and TPS of Amazon 
Source: Umar, 2022
Both Amazon and eBay employ MIS procedures to sift through massive amounts of data and extract actionable insights that may be included in subsequent decisions. Business success in deploying an internet-based, interconnected approach (Flamand et al., 2020) is a direct result of well-maintained, smoothly running mechanical and operational systems and an effective information system. Amazon also sees MIS systems to be helpful for conducting experiments due to the quantity of raw data they gather.
With the e-commerce market being so competitive, Amazon has implemented a web based DSS to aid in strategic planning and corporate growth. When it comes to eBay's success, the company's decision-making procedure is not all that vital.
Information technology systems (El-Ebiary, 2021) have greatly helped eBay to implement its knowledge management systems. The company invested largely in IT systems and then facilitated the KMS. Amazon's use of data mining and knowledge graphs with the integration of information technology systems is helping the organization regularly.
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This report reflects the knowledge and information management of Amazon and eBay. There is an introduction to knowledge and information management. Vital information plays an important role in grabbing future opportunities and making a sustainable profit in business activities. The proper management of this vital information requires special knowledge and analysis. A brief discussion of Amazon and eBay is also discussed to make a clear understanding of the organization regarding information management. 
Amazon and eBay have focused largely on information management and conducting many analytical activities about the world economy. As both companies are heavily dependent on information technologies, it is very much necessary to develop an effective and efficient information management system. Then, the swot analysis of Amazon and eBay is discussed in this report. This analysis reflects the strength of these companies in the proper management of knowledge and information. Both companies have huge potential in the future as they are always concerned about adopting these technologies for better knowledge and information management. But the threats and weaknesses regarding this issue cannot be ignored.
Then, the knowledge management system of both Amazon and eBay is discussed with visual representation. This management will only be effective if these are implemented with proper techniques and methods. Empowering knowledge requires various efforts and the ability to adapt to changes. Then, the other supporting systems and KMS are also discussed with their effectiveness in information and knowledge management which are essential to ensure future proofing and knowledge development.
To make good coordination in the micro-environment of an organization, like employees, suppliers, marker intermediaries, etc., it is necessary to develop an effective, multi-dimensional, and efficient knowledge and management information system. This system will support the talent and advancement of using the information and applying professional knowledge, which is very important for capturing future opportunities.
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There must be certain steps those businesses may take to eliminate risks. As a first step, they need to evaluate the organization’s existing strengths and work tirelessly to enhance those areas. Unnecessary diversifications should be eliminated at this time. This activity might be useful for businesses since it encourages employees to use their creativity when navigating complex resources and knowledge management processes.
Expanding into new markets, such as cloud computing and augmented reality, is a bold strategic decision. It is common knowledge that cloud computing technology and big data are rapidly becoming two of the most talked-about trends in IT today. Because of this, businesses should put themselves in a position to lead in both markets.
Finally, they may include external service providers in their engrained and linked information systems to improve data management in terms of both security and precision. Companies may realign their attention to the market and integrate internal participants for data management. Thus, to achieve maximum output, businesses should also increase their use of multilateral KM models.
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