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1.1 [bookmark: _Toc118744717]Introduction


Today, businesses and organizations of all sorts are competing in knowledge era. Unlike
Pre-industrial and industrial era this is the time of knowledge as factor of economic growth when collaboration and communities are important, intellectual consumer goods are represented by intellectual products and services and technology focuses on learning, innovating consulting and collaborating (Olopade, 2020). The main resource in this environment is the idea, it is what makes us different and more efficient as an intellectual approach based on knowledge. As a result of this change in the way organisations compete and survive knowledge management became vital for everyone. Knowledge management it’s important not just to survive but is also a tool that gives competitional strength retaining developing and organising employee’s abilities and using in an efficient way the knowledge management systems (Martensson, 2000).
	Knowledge management in e-commerce it is the key in attaining success. Knowledge management systems are intensively used to gather personal information, to build up data bases with customers preferences, AI it is used to analyse and to create commercial behaviour profiles and the processes behind the screen are complex and they all generate inputs and outputs as we touch the keyboard searching for products or just looking for some tempting offers (Ferraris, at al.,2018). In this environment mass customization became a practice and companies are mining personal data to use knowledge management as a tool that uses intellectual capital that once processed can provide a good experience of mass customization as a powerful and attractive service (Helms, Ahmadi et al., 2008).
	In this report the companies we will study from knowledge management perspective are Amazon and eBay. They are operating from long time in e-commerce, and they were pioneering many of the technics and systems that became an example for this type of business. Amazon defines themselves as having customer obsession as a principle, as well a deep passion for invention and excellence in operational departments. They use all the knowledge management systems and tools to acquire these principles. eBay aim to be a pathway creator for millions and millions of users around the world creating the opportunity to thrive to all opportunity seekers through e-commerce.


1.2 [bookmark: _Toc118744718]Brief introduction for Amazon.com and eBay

Amazon.com is a global leader in e-commerce and it is an example for efficient
Management of data. It is a business that operates online with the aim to provide any product that a customer can think of in a very custom made experience provided as result of a complex profiling based on multiple sub systems of knowledge management that interact in a complex BIS (Business Information System). They operate on multiple markets worldwide and it is a company that acts as an online platform for third party seller as well they sell their own services and products. They use the web platform also to provide additional services like Amazon Prime, Prime Video, Kindle, Cloud services and Amazon music together with many other ones. The knowledge developed in time since they are on the market was used to fulfil customer needs and to create opportunities to collect data for a more accurate profiling and anticipating the needs a customer may have, as well they use the knowledge to develop excellent operational efficiency with reduced costs and fantastic speed in delivery.
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The company use innovation and technology like AI for customer service, integration with Alexa in Amazon devices and automatization of the processes to reduces costs and to improve efficiency with patented creative approaches (Bazzaz, 2019).

	eBay it is mainly an online platform, developed as a business focused on intermediating a process of selling, reuniting sellers and customers in a controlled environment. They are processing profiles information of both customers and sellers, processing payments and ensuring a regulated online environment together with tools able to increase the performance of the sellers based on customers behaviour and real time analysis regarding interest for ones products. Operational part of the transactions it is handled by third party companies and is entirely the responsibility of the sellers but customers can provide feedback using eBay platform useful to build up trust and to create a profile of the seller to be considered by future customers. A system based on sellers’ feedback also creates a profile of the customers that can be publicly consulted by other participants on the platform (AlQahtani, 2021). The selling system offers variable methods from auctions to classic selling systems for both new and second-hand products together with tools that can be accessed to promote a commercial enterprise or to fallow the interest of the public in detailed data analysis to help businesses of third party customers thrive and succeed. 








[bookmark: _Toc118744719]2.1 SWOT analysis for Amazon and eBay KMS

Amazon

· Strengths:  
- A very strong brand name associated with innovation, brand used for services and products
- Patents for different types of Knowledge management systems like: patent for offering personalized content to customers recording and processing data while customers are surfing through the amazon interface website. Customers can as well navigate through their search history which is also helpful in decisions of selecting the products to buy, a method also patented by Amazon. Integration of CRM (Customer Relationship Management) with analytical systems that can provide personalised marketing campaigns it is also part of Amazon innovation
- Wide Breadth of products it is a strength; Knowledge management systems are using data from various searches and use of services from customers and can anticipate demand and variety of products needed. Their SRM (Supplier Relationship Management) integrated in a very performant ERP (Enterprise Resource Planning) helps management to have quick decisions in variating the offer and to respond to future needs based on customer behaviour. They use the data provided by the sellers using Amazon platform to be connected with the demands, prices practiced by market as well of attractivity of a product. Based on this market analysis that is at a click distance using RDBMS (Relational Database Management Systems) they have quick decisions regarding extension of products offered under Amazon brand.
- channels of distribution are connected with purchase system. The system of checking availability of a product in a warehouse, order of movement of a product from warehouse where is stored to the warehouse responsible to delivery and assignment of the delivery van. The driver and the route of delivery to the customer delivery chosen address is all an automatised process. Information is used in a fraction of a second and all the process it is away of human error. The operations are available through the customer profile as the process is interconnected and the buyer can fallow at any time the delivery process until the product arrives at his door.
- Technology Software is responsible for acquiring knowledge, for processing data and information into useful reports, it is used to interact with customers as AI dealing with basic customer support in a fast and useful manner, for storage as it has multiple interconnected database and for keeping online business up to date with newest trends in technology. Mobile app, Alexa installed in home devices from which the purchases can be done by voice commands to air delivery through drones guided by navigation software, service available only in some areas of United States for the moment.


· Weakness:
· Security issues. From the attacks aiming data base securing millions of financial information to issues connected to privacy and how Alexa records more than necessary data in the home objects that can use the AI, concerns related to limits in data that user provides. Even that the user data is protected by laws like GDPR in Europe innovation in technology it is so fast that the legal environment is too slow in regulating the abuses that can be done.
· Data base and cloud services, IT systems and servers used for Knowledge management are generating a high maintenance cost. New technology requires often bigger computational power and this leads to repetitive and fast investments in maintaining the hardware infrastructure up to date with technological advance.
· It is limited to Android and Apple store environment on mobile phone other environments like Huawei cant access yet Amazon platform.

· Opportunities:

· Speed of delivery. As soon is regulated and tested in USA the air delivery, automatised and connected with a robotised warehouse that can do the sorting and packing the speed will delivery will be even faster with terms of few hours delivery from one day delivery available for Amazon Prime members today.
· International expansion
· Acquisitions and Partnerships
· New Media devices, like smart TV, smart glasses can integrate in the future Alexa and extend the availability of Amazon platform

· Threats 

· Government regulations may require reconfiguring the use of data and to limit the level of data mining.
· Economic conditions like economy recession and high inflation together with higher cost for credits will decrease the expansion and the analytical data provided in the reports may not be fine-tuned to consider the market evolution.






eBay




· Strengths:

· A strong brand associated with reliability in online e-commerce. 
· Innovative patents in categorizing products for online commerce
· Communities of innovation where knowledge of sellers is used through forums to improve the services and selling volumes (Gibbert et al., 2002)
· Access to 190 markets and the knowledge that is acquired from so many different cultures and areas of the planet.
· A big variety of products and multiple ways of selling from auctions to classic way with fixed price
· Technology software that uses complex systems of data bases and creates reports for sellers and custom recommend to the buyers good offers regarding their surfing and search history experience.
· Integrated with social media platforms , it accept log in with customer social media account and in exchange share information about customer profile t provide a better customised experience with social media providers like Facebook, Instagram, Google.
· 

· Weakness

· Security issues regarding the tempting data base with financial details of the customers, In history were few situations when security breaches were reported. Credentials of some employees were compromised and this is how some outsiders got access to customers data.
· Auction system is very sensitive to internet service quality and even if system is partially automatised sometimes can generate low satisfaction for auctioneers
· Cost of hardware servers ad cloud systems are coming with big maintenance bill.
· System is not reactive enough to keep up with technological changes and limited by expansion of other e-commerce platforms.


· Opportunities


· eBay create a friendly and supportive environment to encourage women to develop businesses using their platform 
· using the user profiling and good knowledge management systems eBay develop communities and is trying to increase revenues stimulating improvement of marketing tools able to reach those communities based on interest, expertise or similar behaviour.


· Threats


· Government regulations that can affect the way data is used and how the multitude of regulations can affect a global business. 190 markets it may be hard to harmonise in a legal perspective.
· Economic condition with inflation and economy in recession.
· User satisfaction to be lowered because of external factors like delivery and other operational issues connected to product warranty and slow refund system due too many parties involved in the process, out of eBay control.



SWOT analyse pinpoint similarities and also some differences between the two 
companies that are the major players on e-commerce. Their business is slightly different with Amazon leading in a market with new products and having the advantage of their own brands and services, addressing equally small businesses and also the big producers. Amazon AI systems and Alexa together with a strong ERP system and bigger quantity of data can create a better custom experience and having control over all systems from ordering payment to delivery can also have a bigger profit.  Weaknesses are addressing for both companies security and both of them had security breaches where their Knowledge Management System were exposed to external parties endangering the privacy of the customers. 
As opportunities eBay is focusing on developing communities based on interest using forums while Amazon focus more on developing new technologies, developing new ideas and widening the offer of services.


[bookmark: _Toc118744720]3.1 Critical evaluation of Knowledge Management Systems

The simplest framework to use to evaluate Amazon and eBay may be the basic one like Data/Information/Knowledge/Wisdom pyramid. As both businesses are very complex and the basic framework does not cover all aspects of Knowledge management the chosen structure will be illustrated in fallowing figure (Ermine, 2013)
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Starting from the bottom of the scheme with Knowledge identification it is a process that was the foundation for both Amazon and eBay. Those businesses were designed to develop knowledge using users data collected through creating accounts only like Amazon or importing the user profile from social media like eBay can do. 
	Knowledge Acquisition is made in both case through Databases and Machinery and electronic equipment. 







Knowledge Acquisitions Mechanisms (Nah, et al., 2002)
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Both Amazon and eBay are using complex and interconnected databases. The database both companies are using are multiple of many types regarding the role and they are Hypertext databases and Relational database management systems (RDBMS) Customers has an easy access to product stocks, prices, media files like pictures of the products or videos, as well the database with comments or reviews regarding the sellers or the products. The search through database it is an opportunity for data collection to help businesses like Amazon and eBay to create behavioural or interest related profiles for their customers. 

	

Knowledge dissemination mechanisms
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Knowledge codification and storage are components of Knowledge retention. Amazon code store and disseminate data collected from user interaction with the platform but also from Alexa powered media objects from users home, from the user interaction with other Amazon services like Amazon Music, Prime Video or Cloud services.
eBay has a much limited quantity to process through Knowledge retention process as the only data they get to handle is from user experience shopping or selling through the platform. Comments and reviews are also processed by eBay and a plus is the input from social media platforms used by customers and integrated through eBay. 

Knowledge Sharing Mechanism
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Knowledge transfer it is the process of sharing or dissemination of the knowledge acquired as mentioned above. It happens between clusters or departments of Amazon or eBay to feed the learning and assimilation process (Easterby-Smith and Lyles, 2011).
	It is a relation of giver and receiver on different levels in both organizations. First giver is the customer that provide personal data like name, address, age, sex, financial details, and the accepting of cookies embedded in e-commerce interface used like website or mobile app, or Alexa or smart TV in Amazon case. The databases fed with this input have an output tailored to levels of access to different departments and decision makers. 
	At Amazon many subsystems work together opening access to product database for customers, providing information related to quantity available, price, delivery time, another subsystem process payments while as soon the order is executed and payment processed another subsystems opens at operational level enabling the product to arrive in time to the nearby warehouse and to be assigned to the delivery person in which area the product must be delivered. From purchase to delivery many subsystems communicate and generate knowledge like reports, available for management in decisional process, some information are added to the user profile that is used to generate targeted marketing campaigns and special offers. Together many orders from different customers provide to the management information about trends and CRM integrated services provides information about customer satisfaction giving important clues about how to improve products and services. 
	eBay has a slightly different role in e-commerce, it is more a platform that provides the environment for sellers to meet the customers in a regulated way. Feedbacks and reviews play an important role and reports are generated based on customer behaviour to help sellers chose the proper marketing tools to promote their business. Second hand market is dominant and auctions were developed to speed up the selling process meeting the market value of the objects that are sold in an automatised and controlled way.
	Both Amazon and eBay are using Computer Based Information Systems (CBIS) used to enhance the speed of their services, to ensure accuracy in transactions and analytical reports, reliability of their operational departments, specially Amazon, with a high degree of programmability and able to do tireless repetitive tasks. 
	The roots of Knowledge Management System are in other existent systems that are providing the necessary inputs and are using the outputs to create advantages in competitional e-commerce. Accounting, Organization science, human resources Management and Information Technology are the providers of inputs and same time the beneficiaries of the output. Information Technology at Amazon it is more advanced and provide more information through different receptors. Alexa and the services provided by Amazon as well the operational department as well the Cloud are integrating and sends as input more information that eBay can acquire by its limited nature. Accounting provides the inputs necessary that together with other data processed by KMS leads to reports , forecasting of profits and helps in decision making process regarding the financial activities. 
Interacting with Human Resources Department in both eBay and Amazon the output is used to create a realistic size of the human resource and to upskill the employees regarding with dynamic changes in e-commerce. 


[bookmark: _Toc118744721]4.1 Conclusion

	E-commerce it is a very developed area of commerce, specialised and highly using the tools provided by Knowledge Management Systems. It is not wrong to say that E-commerce patented and innovated some of the Knowledge management systems and is pioneering in the use of personal data of the customers to create personalised and custom shopping experience. The amount of data processed and turned in knowledge and in the end used with wisdom in decision making process it is huge and the role of technology is tremendous. 
	Less and less human resource is needed as knowledge is used to create automatised response in business development, the experience is transformed with a high speed in explicit knowledge and Artificial Intelligence creates new way of dealing with customers from customer support to optimising the delivery routes and predicting the policy of stocks for each product regarding its demand. 
	Amazon is leading e-commerce and the developing of the business rely highly on knowledge management. Investments are focused on innovation and creativity, new paths are opened every year and the change is made to create a unique shopping experience in online environment. Policy of the company encourages through Human Resources employees to be altruistic knowledge sharers using an extrinsic system of rewards. Using raw data together with enhancing the knowledge transfer from employees brought huge returns to Amazon (Hewage, et al., 2018)
	eBay uses Knowledge management systems as well with fewer inputs but for a great auditorium. The listened products for sale can be up to 1 billion at one moment and the systems must encode semantic knowledge about those products. It must identify the difference between a NY Red Bulls basket team t-shirt and the same t-shirt if it has the signature autograph of a star. It can identify if an object has an add on value just using the experience and the AI in order to evaluate and to make a good connection between seller and potential buyer, key part of eBay success (Noy, et al., 2019).


[bookmark: _Toc118744722]5.1 Recommendations 

	The most important aspect that must be addressed it is the security. Both companies encountered unacceptable breach in their data base and endangered the security of the financial data of the customers. Both companies encountered security breach of type denial of service in 2000 and the damage is estimated by a scientific research as being in between 17 and 28 millions USD/incident (Garg, Curtis and Halper, 2003). Investments are required in both security and insurance mitigation for preventing other security issues. 
	The innovative technology comes with challenges as mentioned previously. Legal framework is not as fast as the development and where law is not addressing a problem ethics must be strong to prevent a future conflict with customers that may be uncomfortable with the amount of data collected Alexa record house activity through some devices. Convenience is desired by users but often they do not know that the cost it is the safeguarding of data privacy (Bass, 2019).
	The new 5G technology together with AI used in more and more departments and implemented in both e-commerce platforms and devices will change the way we interact as we know it. Every innovative step which is a product of evolving and well managed knowledge comes with technical challenges and the dynamic of e-commerce it is as great as the benefits of evolution are. Problems are coming with the change and maintaining the customer satisfaction and not in the end the big profits at high level needs a careful and continuously vigilant approach with a surgical precision and efficient process of decision making based on multiple tools available in Knowledge era where wisdom is final product.
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