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1. Introduction
[bookmark: _Int_h1poMWhC][bookmark: _Int_FkVGsEnV]In recent years, all companies must focus on knowledge as an asset contributing to decision-making and growth. Knowledge is a crucial organizational factor in strategy planning, implementation, and analysis to gain a competitive advantage or survive (Nonaka and Takeuchi, 1995). As the definition of knowledge has evolved continuously in the last two decades, various arguments arise between experts to choose only one. Davenport and Prusak (2000) view knowledge as a fluid mix of structured experience, values, contextual information and professional expertise that enables the evaluation and inclusion of new experiences and information. The roots of knowledge come from learning, e.g., through education, training, and experience. The first step to managing knowledge effectively and efficiently is to separate it from data and information. According to Zack (2002), the act of processing knowledge does not guarantee strategic benefits. Thus, knowledge must be managed. The knowledge management approach depends on the organization's size, leadership, and operation systems. This report evaluates Knowledge Management Systems (KMS) used by e-commerce platforms such as Ocado and Amazon Fresh. These two organizations are chosen as an example for this paper's background presented below. The next part of this report starts with a SWOT analysis of KMS in Ocado and Amazon Fresh including highlights of its similarities and differences. Then, to supply the reader with deeper insights into KMS a critical evaluation has been presented with examples from both organizations. The role of KMS in Value chain creation also has been explained with follow-ups of its interaction with an example of supporting systems - Information Technology (IT) System. The next part summaries the findings and the last part, provides recommendations for future development improvement for both chosen companies. 




Background: 
· [bookmark: _Int_Sof65PgW]Ocado Retail Limited was founded in 2000 in the UK (United Kingdom) with the idea of an online platform for grocery delivery. Ocado evolved from a local delivery company in just two decades to a world-leading global technology leading business. In 2002 their delivery area covered 2.2 million households. In the same year, Ocado’s CEO Tim Steiner opened their first Customer Fulfilment Centre (CFC) in Hatfield, and the first regional spoke in Weybridge. Ocado's business model is the most unique e-commerce platform in the grocery industry worldwide. The company does not have a single physical shop store (Ocado, 2022). Their model is a warehouse-based e-commerce B2C and B2B for partners. According to Statista’s data (2023) from December 2022, Ocado holds a second position in vertical e-commerce companies worldwide, with a market cap of just over 6 billion USA Dollars. Ocado’s warehouses are fully automated and sustainable. The company Have 19.7 thousand employees in the UK and 2000 Mercedes vans used for delivery services in 2022. Ocado’s operation is technology-driven in all functions of its business. As a relatively young company, Ocado grew rapidly with momentous success in the USA, Canada, France, Poland, Japan, Australia, South Korea, and Sweeden. Their grocery products are dedicated to high-end customers, hence the higher-than-average supermarkets' margin contributed to their profitability. 
· Amazon Fresh is a part of the Amazon empire and was created in 2017. They copied Ocado’s model of an online platform for grocery shopping and delivery. However, Amazon Fresh has physical shops in the London area based on the innovation “Just Walk Out”. This means that these shops do not have tills. Customers scan the QR code on the app on their mobiles and every product they add to the shopping basket is deducted from their bank accounts stored on Amazon. The idea is to reduce the waiting time people spend queuing at the average supermarket. Considering this is a young company, Amazon Fresh is growing more rapidly in the USA than in Europe, including the UK. 

2. SWOT analysis of Ocado and Amazon Fresh in relation to Knowledge Management Systems (KMS). 
[bookmark: _Int_yNxUzZD0][bookmark: _Int_opjh9dGG]SWOT analysis supplies organizations with insight into their strengths, weaknesses, opportunities, and threats. In this paper, the analysis highlights how both organizations perform regarding KMS in the current market. SWOT analysis is a helpful tool for monitoring existing and future challenges and identifying areas needing improvement.
SWOT analysis for Ocado in relation to its KMS:
[bookmark: _Int_pU9bPcBA]Strengths: Comprehensive KMS with a well-established intranet and extranet portal hub. An effective sharing and utilization of information among employees. A robust system that promotes collaboration and learning culture. Time and cost-effectiveness thanks to its innovative technology business model. Impressive use of technology (AI-driven algorithms, robots, real-time inventory tracking, data analytics) and ability to change. Close attention to detail in every business function, and effective use of their resources. Weaknesses: Limited social collaboration tools hinder extensive knowledge sharing. Potential gaps in personalized learning opportunities for employees. The risk of losing knowledge due to the small number of experts employed. Requires a large amount of capital to start. Opportunities: Incorporating social collaboration tools like discussion forums to encourage knowledge-sharing culture. Expanding the talent pool by using customer data and machine learning algorithms for personalized training and development. Take advantage of government funds for future projects. The potential of collaboration with local market knowledge to expand the business. Threats: A Possibility of competitors adopting more advanced KMS. Failure to adapt and update their KMS with evolving technology amongst competitors. Uncertainty due to the changes in regulations such as the uses of Artificial Intelligence. Risk of cyberattack. 
SWOT analysis for Amazon Fresh in relation to its KMS:
[bookmark: _Int_Wrl4kb5S]Strengths: KMS based on advanced technology (AI-driven algorithms, data analytics, and real-time inventory tracking). Rich data streams from various sources. Large talent pool due to the gigantic size of the company on a global market. As a part of Amazon's empire, a solid financial position. Weaknesses: Gaps in data integration cause a lack of correct predictions. Weak employee engagement leads to poor CRMS (Customer Relationship Management System). Requires a large amount of capital to start. Harder to monitor and control due to the size of the company. A Bad reputation due to fraud, fake goods and fake customer feedback leads to losing customers. Opportunities: Enhancing data integration from supply chain partners, customer feedback and sales analytics to create a better value chain. Fostering employee engagement through recognition, participation, and training to improve KMS. Collaborate closely with government policymakers to tackle fake goods, feedback and fraud to protect customers. Promote open learning and sharing culture Threats: A Possibility of competitors adopting more advanced KMS. Increase of the competition in the online grocery delivery industry. Failure to adapt and update their KMS with evolving technology and carbon emission. Uncertainty due to the changes in government regulations. Risk of cyberattacks. 
[bookmark: _Int_fqFMdP3z][bookmark: _Int_juPCrFt2]Both companies likely have a team of professionals and software tools to gather and organize information and knowledge. However, while Ocado uses customer feedback and data analytics to improve its KMS systematically with success, Amazon Fresh despite its advantage in terms of its extensive customer base and resources shows sights for improvement. Nevertheless, there are similarities in their weaknesses, such as the requirement of large capital to start as technology could be expensive. Opportunities include the ability to tailor information to specific customer needs and preferences, and potential government funds for future projects. Threats could include increasing competition and changing government regulations and market trends, the potential for inaccurate or outdated information and the need for ongoing updates. Overall, both companies have the potential to benefit from effective knowledge management systems but must also be aware of the potential challenges and risks involved. External factors also have an impact on knowledge management, for example, Brexit in the UK caused a significant labour shortage. Ocado shows sights of workable solutions for its low-level workforce such as bots, robotic arms, or self-driving cars. They are running their automated warehouses much faster than humans and more precisely. However, on the top-level Ocado could experience an employee shortage, especially those with tacit knowledge. Thus, Ocado could use the opportunity to expand its talent pool by expanding geographically and financially. There are many government schemes with extra funds available for “eco-friendly” projects, which could be beneficial for Ocado overall. On the other hand, Amazon Fresh with significant finances from its empire could invest in employee engagement to maximize the potential of its KMS. They can achieve this by leveraging incentives such as recognition, rewards, and future training. In addition, Amazon Fresh should invest in better integration of its KMS to gain a competitive advantage within the industry. Last, but not least, it is important for both companies to have the protection of all information databases due to their vulnerability to cyber-attacks. The safety of customer data is key to building reputation, trust and loyalty. 



3. Evaluation of Ocado’s and Amazon’s Fresh Knowledge Management Systems.
[bookmark: _Int_tCSJbDO4][bookmark: _Int_rSiZ7UeT]With the end of the COVID-19 restrictions, people are moving towards a physical shopping model, but an in-depth analysis of the industry and business outlook framework suggests that Ocado and Amazon Fresh have a promising future as consumer behaviour changes to online shopping. McKinsey (2022) claims that online shopping has tripled during the pandemic and is here to stay. Amazon Fresh and Ocado are online global platforms. All transactions and communications between them and customers are based online, with the exclusion of delivery drivers. The size of both organizations results in significant data information bases, which creates the knowledge needed to succeed as an organization in a competitive market. Ocado has a solid knowledge management system that enables them to effective sharing and use. It is worth mentioning that this achievement does not happen overnight and has required a significant investment from the start. Ocado’s business model is incredibly unique. The customers can shop on their online platform only. The products are delivered from warehouses straight to the customer’s doorstep. In contrast to Amazon Fresh, Ocado does not have physical stores at all. However, they offer Mark & Spencer and Morrisons products as well. This innovative approach has been suggested by Santos and Surmacz and named as a “creative approach to KM”. It gives the company a competitive advantage in terms of time and cost savings, minimizing waste and increasing sustainability. Nonaka (1996) also supports this argument by pointing out that an organization’s ability to create new knowledge translated into action brings competitive benefits. He distinguishes two types of knowledge within organizations: Explicit and Tacit Knowledge. Explicit knowledge is easy to document, quantify, codify, and communicate. If it is systematic, it is also easy to capture, store, and share. Tacit knowledge, however, is much harder to capture and share due to its foundation in wisdom and intuition. Nevertheless, it plays a vital role in the knowledge management creation process because of its uniqueness (Nonaka cited in Mullins, 2005). As presented, Ocado’s business idea is a good example of leveraging both types of (tacit and explicit) knowledge. As has been mentioned in the introduction, knowledge has its roots in the learning process. Innovation and creativity are at the heart of Ocado's approach to new knowledge creation. Innovative ideas are starting to be applied in one small area first, then scaled up upon their success. This way new knowledge is created and learned. A good example of this practice is the Ocado Zoom, bike and moto-delivery in specific areas to reduce the time. The scheme, after starting in East London, has been expanded now to cities around the UK and keeps growing. Without the new knowledge gathered that expansion will never be as smooth, cost-effective, and eco-friendly. Profitability is the bottom line for all businesses, thus for Ocado and Amazon Fresh. Nevertheless, customers have the power to choose where they shop. Amazon Fresh seems to attract the younger generation, which is more tech-savvy and looking for bargains. Ocado, on the other hand, was from the start dedicated to high-end products customers. The “which.com” is a consumer Comparision website where potential buyers can check what company is the best for the delivery time, price, product mix, customer service, etc. As customer satisfaction is the foundation of the organization's success, it is important for Ocado and Amazon to continue to improve their services by applying right KMS in all departments of its functions. According to wich.com Ocado holds a solid second position in 2022, and first in 2021. Amazon Fresh is in a much worse position, voted by its customers as one of the worst online platforms for grocery shopping. In the Appendix, Figure 1. shows Ocado’s result of 81% satisfying customers. Ocado gets a five-star rating for its customer service at delivery, availability of delivery slots, and product range. Figure 2. shows the results of Amazon’s Fresh of 69%. Their customers scored 4 stars for customer service at delivery and availability of delivery slots, but only 3 stars for product range. As presented, Amazon Fresh needs serious improvement in their CRMS (Customer Relationship Management System), especially with delivery customer service. Delivery service is Amazon’s speciality. They have rich experience in this field; therefore, they surely should achieve higher performance. 




Knowledge Management Systems are vital in the creation of a value chain. Capturing knowledge is not an easy task because of its complexity. From the company's point of view, we can see that information systems are especially important tools to create value for the firm. Information systems allow the company to increase its revenues or reduce costs through information enabling managers to make more informed choices and improve the implementation of business processes. For example, firm profits may be enhanced by an information system that analyses data on e-supermarket checkouts as shown in Figure 3. 
[image: ]Fig.3. (Laudon & Laudon,2019)

[bookmark: _Int_hOOHUyHP][bookmark: _Int_IA1C4Pmp][bookmark: _Int_eCRogKiI]This task involves identifying and classifying valuable knowledge within an organization. Both Ocado and Amazon Fresh Leverage internal and external sources, such as technology, customer feedback, employee Insights, and industry research to capture knowledge. The next step in value creation is to study and organize the captured knowledge effectively to ease its transition into action. Ocado and Amazon Fresh rely on robust information technology systems like databases, cloud storage, and content management systems to store and categorize knowledge. It is vital to facilitate knowledge sharing and collaboration through open channels among employees. Ocado and Amazon Fresh intranet portals and communication platforms enable employees to share insights, best practices, and innovative ideas seamlessly. This way, both organizations promote a culture of learning and sharing knowledge, which should be applied to drive innovation, problem-solving and informed decision-making. Ocado integrates knowledge management systems with its operational processes, ensuring that employees have easy access to relevant information when making business decisions. The drivers in Ocado for example, deal with customers' refunds on their doorstep. Targeted training and card machine readers enable drivers to solve customers' problems, e.g., refunds straightaway. Amazon Fresh does not practice this technique, the only way refunds can be made is through online customer service. That is less efficient for the customers and employees in Amazon Fresh. The company also shows a lack of integration within their knowledge system in the forecasting area. That reflects the closure of a few “Just Walk Out” stores in London, where the prediction was for an aggressive expansion. According to Amazon Fresh representatives, the plans for future growth have been put on hold for 12-18 months (about 1 and a half years). However, in the USA this type of innovative shop shows a much better response from customers, and it is growing.

4. IT (Information Technology) system as a support. 
[bookmark: _Int_3ShP5lAD][bookmark: _Int_S9kfrkQs][bookmark: _Int_jmY8s3u0]Companies in the 21st century need supporting systems to ease their ability to manage knowledge efficiently. A good example of this type of system is the Information Technology system (IT). Elements of IT such as computer software, computer hardware, Data management technology, and Networking and Communication Technology are pivotal for the efficient function of KMS. To ease decisions and control in the organization, an information system can be defined according to its technical structure as a set of interconnected components that are collecting retrievals, processing, storing or distributing data. Information systems may be useful to managers and staff for the analysis of issues, the presentation of complex topics, the creation of new products, and supporting decision-making, coordination and control (Laudon & Laudon, 2019). Ocado employs an advanced intranet portal that serves as a central knowledge hub, facilitating access to relevant information across the organization. A good example of the IT system used by Ocado is its order management system (OMS). This system incorporates knowledge management functionalities, ensuring seamless information flow between departments of order processing and fulfilment. Ocado uses advanced data analytics platforms to extract valuable insights from various segments, for example, customer data, or road traffic in the coordination of delivery time to optimize operations. This way Ocado enhances its knowledge management capabilities. On the other hand, Amazon Fresh also relies on cloud-based infrastructure, enabling data storage and retrieval in real-time, ensuring efficiency, knowledge sharing and management. Amazon Fresh and Ocado use AI-driven algorithms to analyze customer preferences, patterns and behaviours. That allows them to supply personalized recommendations and improve their knowledge management practices. The introduction of artificial intelligence (AI) in KM systems replaces human consultants who previously analyzed data and monitored KM processes. In particular, today, cognitive computing, adaptive technology and intelligent filtering tools have a huge impact on information encoding and are likely to be adopted in many KM systems. However, the importance of human quality assurance (QA) in much of today's data work has raised concerns about AI's ability to completely take over this space. Despite Amazon Fresh using a similar Information Technology system to Ocado, it seems to not benefit from the full potential of it. That reflects Amazon Fresh's poor forecasting and higher waste in contrast to Ocado's of 0.4 %. Their customer relationship management systems capture and centralize customer information, ensuring effective use of customer acknowledgement and enhancing their knowledge management efforts. That said, Amazon Fresh is in the stage of learning how to use the full potential of its IT systems. 

5. Deployment methods of KMS.
[bookmark: _Int_mCXCI4vn]To deploy their knowledge management systems, Ocado likely uses a combination of software and human expertise. They have a team of trained professionals who work to gather and organize information about the products they offer, as well as software tools (AI algorithms) that help them to make this information easily accessible to customers, their partners and employees. That is a good example of the importance of sharing the right knowledge at the right time with the right people. Ocado also uses customer feedback and data analytics to continually improve its knowledge management systems. By doing so, they can ensure that their customers have access to correct and up-to-date information about the products they are buying, which can help to improve customer satisfaction and loyalty. To summarize, Ocado has a well-established knowledge management system with a comprehensive Internet portal that serves as the backbone of its knowledge-sharing and collaboration efforts. Focus on employee training and development along with their data-driven creative approach allows them to effectively deploy knowledge management practices across various departments. Amazon Fresh, as part of the huge Amazon ecosystem, uses advanced technological infrastructure including cloud-based storage, machine learning algorithms and CRM (Customer Relationship Management) systems to enhance its knowledge management practices. They could prioritize dynamic data integration and analytics to stay ahead in the competitive online grocery market. 

4. Conclusion
[bookmark: _Int_EBqS8vfS]Ocado understands the need for a continuous learning cycle to improve its service and to be successful. They also advocate that knowledge management is the key to future development in a fast-paced and complex industry. They know how to learn new things and from their mistakes to keep track of the main goals. This company is an example of an organization which builds its success on knowledge management. In addition, Ocado knows how to leverage KMS to measure its success in every function of its business. Nevertheless, it is crucial for Ocado and Amazon Fresh to use their strengths to address their weaknesses and capitalize on opportunities to mitigate potential threats. This way both organizations can maximize the effectiveness of their KMSs (Knowledge Management Systems). Both organizations recognize the critical role of technology, particularly information technology systems, in supporting technology management practices. They continually adapt and deploy these systems to perfect the capture, storage, sharing, and application of knowledge within their organizations. However, Amazon Fresh could benefit from investment in a better IT system for forecasting. Minor gaps also have been found in Amazon's Fresh employees' engagement, therefore as an organization they need to find a way to improve their KMS.

5. Recommendations.
[bookmark: _Int_sVecv3iC]Despite its strong position in the market and fast growth, Ocado has only a few experts within their team with tacit knowledge. When those experts retire, the knowledge will disappear. This could jeopardize the company’s success in the long-term future. Therefore, it is important for Ocado to find new sharing channels for this knowledge to keep its competitive advantage. They can do this by promoting learning workplace culture through pieces of training, web airs, forums, or social focus groups. Amazon Fresh as part of the Amazon huge ecosystem leverages advanced technological infrastructure including cloud-based storage, machine learning algorithms and CRM (Customer Relationship Management) systems to enhance its knowledge management practices. They could prioritize dynamic data integration and analytics to stay ahead in the competitive online grocery market. More integration and employee engagement could maximize their KMS potential. They also should use their advantage in a higher customer base for CRM improvement. Therefore, Amazon Fresh by using incentives such as employee recognition or financial rewards could expand its employees' attention to detail. This way Amazon’s Fresh KMS will improve their CRMS. To keep its competitive advantage over its biggest competitor such as Ocado, Amazon Fresh should invest money, time and resources in the future development of its KMS. Amazon’s Fresh has a promising future growth advantage over the older population in the next 20 years to blossom, but only if they keep up with the changing landscape and competitors' innovations in the market. Based on the knowledge-based view of the company (Grant, 1996), some studies (Storey and Kahn, 2010) suggest that a personalization strategy that focuses on managing tacit knowledge can be more valuable in improving competitiveness than a coding strategy that mainly. refers to explicit knowledge.
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Figure 2. Ocado’s customer votes according to which.com 2022 (Which, 2023).
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Figure 2. Amazon’s Fresh customer votes according to which.com 2022 (Which, 2023)
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