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EXECUTIVE SUMMARY
	Knowledge Management is essential in every business, as it addresses identifying the potential resources that the organization may benefit from in the future. However, this addresses over many systems from the internal function of the organization. In order to assess the importance of the KM, this report proposes to analysis the Knowledge Management systems in two popular companies from e-commerce sector- Amazon and Deliveroo. Also, in addition, this report also analysis the importance of the Information Technology System into the KM over the organizations and what are the reasons that required a development. 
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INTRODUCTION
	Organizations rely on their accumulated expertise to determine if they will be successful in storing, capturing, or managing the information necessary to accomplish their objectives. (Starmind, 2020). Employee participation in the accessing of information makes for a more effective working environment. However, at the present time, the modern knowledge system enables employees to take part in the expertise and to participate by contributing to the creation of a knowledge base through the submission of anonymous queries. (Starmind, 2020).
This report's primary objective is to conduct an analysis of the knowledge systems utilized by Amazon and Deliveroo, two of the most successful and widely used e-commerce companies in their respective industries. In addition, it aims to identify various supporting systems in Knowledge Management and particularly in analyzing the importance of Information Technology Systems. 
An online business is referred to as an e-commerce business if it is an organization that generates revenue via the sale of goods and services within the context of the internet. Multiple electronic channels allow for the establishment of relationships between the many buyers and suppliers in this manner. (Amazon, 2022).
TASK 1: INTRODUCTION OF AMAZON AND DELIVEROO. THE MAIN ORGANIZATIONAL ACTIVITIES. 
	The Amazon Store, Devices and Services, Amazon Web Services, Delivery and Logistics, and Entertainment are the primary divisions that comprise Amazon's organizational structure. (Amazon, 2023).  Amazon's standard practice is to focus on the requirements of the consumer and to do it in one of the most creative methods possible. The primary focus of their efforts is on developing new goods, enhancing existing services, and incorporating new features. (Amazon, 2023). In order to appeal to a large number of customers who fall into a variety of target markets, Amazon offers a wide selection of products from a wide range of categories in their online store.
Deliveroo's primary organizational function consists of using mobile applications to connect customers with the restaurants and grocery stores of their choice. Customers can place orders with nearby eateries to save time and get their meals delivered to their homes. (Deliveroo, 2022). In a nutshell, Deliveroo is a company that offers services to customers that involve the delivery of food orders placed with various providers. Additionally, in order to make the service that is provided to customers more convenient, the Deliveroo app that is utilized can be downloaded from either Google Play or the App Store. As was previously stated, the primary functions of Deliveroo are the provision of delivery services and the administration of a platform that serves as a conduit between customers and restaurants. (Cleverism, 2016).



 
TASK 2: SWOT ANALYSIS IN RELATION TO BOTH ORGANISATIONS KNOWLEDGE SYSTEMS 
AMAZON
	Amazon incorporates many of the principles of knowledge management in their own operations, which is one of the company's strengths. Therefore, the corporation makes the most of the opportunity presented by using the advanced-knowledge system. This is one of the reasons that Amazon is one of the most successful online retail organizations in the world, particularly since it places a strong emphasis on the overall quality of the customer experience. (Rosenberg, 2014).
In addition, the organization has another one of its strong points in the fact that it makes use of modern technologies to enhance the experience of its customers. Their service is provided using their very own portal, which acts as the exclusive interface. When taking into consideration the amenities that are offered, it is beneficial for the clients to become more familiar with the system. In addition, the company created algorithms and software tools in order to improve the efficiency of the distribution centers and the delivery services that were provided. Up to this point, the organization has reaped the benefits of technical advancements and improved its knowledge management system. (www.linkedin.com, n.d.). Amazon's ability to provide personalized and tailored services is another one of the company's many advantages, especially when one takes into account the fact that the company views innovation as a critical component of its overall goal. (Rosenberg, 2014).
	Given that Amazon is an e-commerce type of business, some of the company's flaws include employee engagement, which can be a difficulty in terms of knowledge sharing, as well as concerns over the data privacy and security of customers' personal information. It is necessary to protect the data of customers at this point, and some of the problems associated with this can lower the level of effectiveness in the organization and their knowledge system. When considering the ongoing problems at Amazon that are caused by the strikes of the employees, it is possible that this will have a detrimental effect on the performance of the organization's knowledge system management. Taking into mind the fact that technological advancements are occurring at an ever-increasing rate, the degree to which artificial intelligence is being utilized is growing from one day to the next. Nevertheless, making use of predictive analysis may be a significant potential in Amazon. A very specific weak point in Amazon’s is also reliance on the third party, as the company is dependent on third-party sellers. (Pereira, 2023). 
Even if the company already derives benefits from its automated system, those advantages can be augmented and enhanced further in order to provide a higher level of quality for the clients. (Team, 2022). In addition, employing predictive analysis can be a wonderful feature to offer more personalization, and it can indeed increase the performance of an organization as well as its revenues and the overall experience that customers have with the company.  
	Competition remains one of the main threats in Amazon so far. In the e-commerce section, there is very accelerated competition. (www.zippia.com, n.d.).  However, this also applies to Deliveroo, the second organization analyzed in this report. So far, Amazon needs to boost and to make more efficient its knowledge management system in order to maintain its position apart of the competition. Moreover, Amazon also needs to be focused on the preferences of the customers, as these can be changed over the years, and this aspect represents a priority in Amazon in order to beat the competition. 
DELIVEROO
	Deliveroo is putting in extra effort to ensure that their clients receive their orders in the shortest amount of time possible, which is one of the reasons why their operational management in the delivery process is so impressive and effective. This is one of the many reasons why the company is successful. They do this by keeping an open line of communication and connection with both the customers and the delivery drivers, and they make sure that the customers are informed of any changes that are made to the application. In order to make this a reality, they maintain an open line of communication and connection. In point of fact, Deliveroo continues to be one of the most successful meal delivery services in the United Kingdom. (Pereira, 2023).
In addition, Deliveroo, which is in the e-commerce industry and is therefore one of the businesses that benefits from the use of new technology, is another area on which Amazon and Deliveroo are similar. In point of fact, they are successful in adopting tactics in numerous networks with the goal of connecting the communities and bringing together people from a wide variety of geographic locations. In addition to this, they are working towards the development of novel services and tactics in order to bolster their logistics network and maintain a value standard that is superior to that of their competitors. (Deliveroo plc (LSE: ROO), n.d.).
	Deliveroo is dependent on the third-party firms, which is another one of its limitations. In order to improve its delivery services, these third-party organizations need to get orders from customers, hence Deliveroo is dependent on these companies. The exchange of information is made more difficult by this facet's presence. In addition, providing excellent customer service is Deliveroo's top activity and priority, and clear and effective communication is an absolute must. It is critical to maintain excellent communication not only with the clients but also with the drivers, since this tactic is crucial to maintaining a higher quality of operation for the company. 
Deliveroo can establish new strategies, facilities, and solutions to execute through the app in order to enrich the customer experience in light of the rivalry that exists in the food delivery platforms. These opportunities can be viewed as opportunities. In addition, the creation of personalized offers according to the choices and preferences of the consumer, as well as dietary choices, can be a chance to expand the business above the rivalry that exists in the market. In light of the fact that Artificial Intelligence may play a role in the expansion of the company in the years to come, it may be necessary to make improvements to the advanced technology by putting into practice a number of different algorithms. This may be considered a requirement for the growth of the company. (admin, 2023).
Competitors will continue to be Deliveroo's primary source of danger going forward. Just Eat, Uber Eats, and GrubHub are Deliveroo's most significant rivals in the food delivery market. As a result of the large number of rivals, there is also competition among the pricing, because customers are looking for deals that are appropriate for them. In addition, Deliveroo may face obstacles in its operations, which may result in increased complexity, delivery delays, and other problems in the company's logistics department. This is yet another potential risk for the company. (admin, 2023).  
TASK 3: EVALUATION
According to ToolsHero (2017), regarding the Knowledge Value Chain, an organization needs to organize and manage in order to be efficient and to increase the production factor knowledge as a consequence. Weggeman identifies five core principles and processes, and indeed, Knowledge Inventory, Knowledge Development, Knowledge Sharing, applying knowledge, and Evaluating Knowledge. Overall, these processes are working in the organization and help this to benefit for the future. Furthermore, this report will highlight how deploy knowledge management systems and the supporting information technology systems along the KM value chain in Amazon and Deliveroo organizations.
The process of knowledge management is supported in various ways by a variety of systems, including information technology systems, decision support systems, and administrative control systems. On the other hand, the primary emphasis of this report is to illustrate the many kinds of information technology systems that influence the many different kinds of knowledge that are used by Deliveroo and Amazon. E-commerce companies have the ability to enhance the most recent generations and versions of technological breakthroughs in order to optimize their business processes and enrich their information management. This is accomplished by improving the client experience and increasing the efficiency with which services are provided.
KNOWLEDGE ACQUISITION
	The process by which an organization seeks to obtain information from third parties, such as vendors, other businesses, customers, and business partners, is referred to as "knowledge acquisition," and the name "knowledge acquisition" refers to the process, according to Hajric and others (2009). Actually, one of the most important aspects of managing knowledge is keeping healthy relationships with people outside the organization. 
Amazon and Deliveroo have both been successful in putting their own information technology platforms into operation. Deliveroo employs an application that they have developed in-house, whereas Amazon focuses mostly on their own website. Deliveroo, on the other hand, makes use of the information that is provided by the delivery drivers, who provide real-time updates on information that is current and relevant. (help.deliveroo.com, n.d.). Through the company's app, riders for Deliveroo are able to receive orders from customers, determine which restaurants they need to deliver to, and offer customers with real-time status updates on their deliveries. The significance of having an administrative control system has been brought to light thus far due to the fact that within this system, the activities of the riders can be effectively controlled, which is beneficial for the growth of the company.
This service, which is offered by Amazon, is the relationship that exists between the people who are making purchases and the people who are making sales. Through the use of the website, customers have the opportunity to contact the retailer and provide feedback. In a general sense, each of these components represents a distinct facet of the method of obtaining new knowledge. (Amazon, 2023). In point of fact, customer service systems are also a significant component in the process of knowledge acquisition due to the significance of the feedback that is offered by this. In addition, the collaboration system plays a significant part in acquisitions. This is because in order to "acquire" knowledge, it is needed to maintain a good connection with third parties, and this is where the collaboration system comes in. (Amazon, 2023).
KNOWLEDGE ORGANIZATION
	 Knowledge Organization is a process that is utilized by businesses in order to ascertain what resources they have acquired and how to best organize these resources so that they are more easily controllable. Knowledge can be organized in three different ways: tacitly, explicitly, and embedded. Each of these methods has their own advantages and disadvantages. (Hajric and others, 2009). 
Considering that the two companies in question are both actively participating in e-commerce systems, it goes without saying that information technology systems also play an essential role. As an illustration, Deliveroo can organize the knowledge that it has either through its riders, through the restaurants that it collaborates with, or through the feedback that customers give regarding the delivery process. Using intelligent techniques, algorithms, and aspects of artificial intelligence represents ways to organize knowledge at Amazon as well.
Moreover, in knowledge information, decision support systems are important as these can influence the level of organization of knowledge. 
KNOWLEDGE DISTRIBUTION
	Knowledge distribution may also be understood as the process of generating new information by providing details gleaned from a wide variety of different sources. This is yet another method of defining the concept of knowledge dissemination. 
Both of these online retail companies rely heavily on their information technology systems, making them an essential component overall. The information is delivered through a range of different channels, including communication channels, training, mobile applications, support, and other avenues of access.
For instance, applicants must first take online training in the form of videos that require them to offer the appropriate response after seeing the video before they can begin the registration process. This training is required before they can start the procedure. The drivers for Deliveroo go through training like this. In addition to this, the program supplies motorists with comprehensive instructions that take them step by step through each regulation that needs to be adhered to. (riders.deliveroo.co.uk, n.d.).
Amazon is both a retailer and a distribution channel at the same time because it is the company that is ultimately in charge of getting things into the hands of customers. (business.amazon.in, date does not appear to be stated). In addition, Amazon offers its customers knowledge by employing recommendation algorithms, such as the recommender system, in order to deliver a system that is better tailored to the individual needs of each customer. (Amazon, 2019).

KNOWLEDGE STORAGE
	In terms of knowledge storage, Information Technology Systems come with various ways for organizations, such as: cloud storages, databases, which are significantly involved in optimization process. In both organizations, knowledge storage is fundamental as it helps in building a better customer experience. As an example, the preferences and the choices are stored, and by using algorithms and data, the organization offers the best choices for the customers. So far, knowledge storage is vital in customer support as it identifies the needs, choices and preferences of the people. 

TASK 4: CONCLUSION
	 In conclusion, the Knowledge Management System plays a vital function for any organization since it promotes the growth of an organization in a way that is highly efficient as well as very effective. This makes the Knowledge Management System an essential component of every organization. In addition to this, it supports businesses in establishing the function of their resources and in optimizing the use of those resources in the most vital method that is possible. (Starmind, 2020). In addition to the various functions and features it possesses, it encourages the development of teams, the sharing of information, effective work, and an overall transformation of the working environment into one that is highly productive. (Acorn LMS, 2022).
Furthermore, based on an investigation of two distinct e-commerce companies operating in separate industries, it has been determined that the technology system requires further improvement. This is because e-commerce companies can benefit from Artificial Intelligence in terms of their own knowledge. In fact, AI can perform a great number of duties actively that might contribute to the Knowledge Management System. These functions include keeping content up to date, connecting information from a great number of sources, lowering support costs, improving information search, and a great number of other functions. (Knowmax, 2021). 
However, AI can be a very crucial factor in the process of acquiring knowledge, organizing that knowledge, disseminating that knowledge, or storing that knowledge, as was discussed in the previous paragraph. In addition to this, artificial intelligence makes use of a greater number of algorithms and data, both of which may be used by businesses, particularly in the e-commerce industry, to enhance the consumer experience and boost personalization.  
TASK 5: RECOMMENDATIONS
	In terms of recommendations, it is vital for organizations to make investments in development areas stemming from knowledge management (KM). Nevertheless, the stages of this process are determined by each company independently. Establishing the goals and objectives, constructing a change management system, figuring out the process to form a foundation, integrating leadership, building an implementation roadmap, putting the plan into action, evaluating how effective it was, and making continuous improvements are some of the most common phases. (Fitzhugh, 2020). 
However, investing in technical improvements also provides an opportunity to adopt new ways in terms of obtaining new knowledge and making a firm more successful. This is one of the many benefits of such an investment. As was just discussed, information technology systems play a crucial part in the process of acquiring, organizing, disseminating, and storing knowledge. 
One further piece of advice that the organizations may take into consideration is to increase their use of predictive analytics. To this point, the possibility of upgrading Artificial Intelligence in a variety of forms can improve the experience that customers have and can offer a more personalized system. This is a trend in customer service that is prevalent in modern life. 
In addition, working together and communicating with one another is another extremely significant component that can help improve Knowledge Systems. This is because Knowledge Systems are designed to discover and capitalize on the connections that exist between customers, organizations, and suppliers. 
In order for enterprises to achieve success, they needed to devise their very own methods to make use of their KM resources and put these plans into action in a variety of ways. As a result, it is vital to analyze, identify, and measure the success of these methods in order to determine how well they are doing. If a high level of performance is not achieved, the organization must first do an analysis, then make some proposals, and last come up with some new tactics.   
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