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Amazon is a global e-commerce company, which was established in 1994 by Jeff Bezos (Lapoos, 2021).  Amazon has a market share of 49.1 percent of e-commerce sales in the USA (Financesonline, 2021) and is amongst the leading global e-commerce companies.


What is Knowledge management?
According to Thomas Davenport (Davenport H, 1994) "Knowledge management is the process of capturing, distributing, and effectively using knowledge."


Every company has knowledge that’s been acquired and the knowledge is used on a daily basis to run the company and be competitive.  Knowledge can include process and procedures on how to do things, customer details and buying habits, the most popular products etc.  This knowledge needs to be used in an appropriate manner.

Professor Mathieu Weggeman developed a model which represents the different stages of knowledge development in an organisation ( Toolshero, 2021).   His model is widely referred to as the 5 stage Knowledge Management Value Chain.  The model introduces different processes upon which the further you go into the process the more refined and valuable that knowledge becomes to an organisation.



I have deduced my own Knowledge Management Value Chain (KMVC) for Amazon.  The stages of the value chain shown in the diagram.
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 I will only focus on Knowledge Acquisition.   

Knowledge Acquisition is the process of obtaining information from external and internal sources.  These sources can be employees, suppliers, customers, competitors, partners, and external experts (KMT, 2010).  As the sources can be vast we will focus on knowledge being acquired from the customer in the case of Amazon.

Amazon has a highly effective Customer Relations Management System (CRMS) in place and its use is clearly identifiable throughout the KMVC.  CRMS is a valued component of the Knowledge Management System.
   
· Transaction Processing Systems (TPS) – is used in organisations to record sales data (Paginas, 2006), this in the case of Amazon is in the form of a database.  This customer database becomes a central part of information gathering and is updated in real time.

· Cookies – Amazon uses cookies to store specific information about customers.  These include the products they look for, products they put in their basket etc (Amazon, 2021).  Amazon then uses this data to prompt customers with relevant services or products.   



· Customer Feedback - Amazon is a data driven company that collects vast amount of data and customer feedback becomes a high priority.  Acquiring knowledge of how the customer feels about the entire experience from browsing to delivery as well as the product itself is important to Amazon.   Benefits of customer feedback:

· Same day delivery.  Organisations like eBay cannot match this level of service.
· Customer returns / refunds – Refunds are made easy but sometimes it at Amazons cost (Tamebay, 2018).  A competitor such as eBay would not give refunds to customers to satisfy the customer in that manner. 

· Data Mining – with vast amounts of data being generated, it’s important to be able to interpret the data and make it valuable.  For example, how many of each product is being sold, or how many of a certain product is being returned.  This would help identify a good product from a bad product and help improve customer experience.

· Expert knowledge – Something as simple as data from MET Office could be used to market appropriate products i.e. fans and air conditioners in hot summer days.
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