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Introduction 
Knowledge management has evolved into an increasingly important aspect in today's competitive corporate climate. Businesses in the e-commerce sector confront several obstacles, including the fallout from the Covid-19 outbreak, the ongoing war between Russia and Ukraine, and rising energy prices. Strategically managing an organization's knowledge resources, however, may help it overcome these challenges and grow. This study sets out to assess Amazon's and eBay's current state of knowledge management and make suggestions for how they might improve in the future. 
Multinational technology corporation Amazon has dominated the e-commerce, cloud-computing, and digital-streaming markets. Amazon has developed a powerful knowledge management system that makes use of cutting-edge data analytics and consumer insights by placing a premium on innovation and putting the customer first. In contrast, eBay, an online marketplace that allows both B2C and C2C transactions, encourages a lively community of users and sellers by putting an emphasis on information exchange and tailoring each user's experience. 
This research will help businesses prepare for the future by analysing the SWOT of existing knowledge management systems and recommending ways to improve them in order to future-proof their talent and boost knowledge growth within their immediate area.
Task 1: Introduction to Organizations 
In this section we'll give a brief review of Amazon and eBay, two of the biggest names in internet retail. We will go over the organization's major functions and emphasize its significance in the field.
1.1 Amazon
Amazon began as an online bookshop, but it has now grown into other product categories. Amazon, started by Jeff Bezos in his garage in 1994, is now a multibillion-dollar, worldwide technology firm with an extensive catalog. (Infogalactic, 1994). Its catalog has grown over the years to include consumer electronics, clothing, and housewares, among other things. Amazon customers can now find what they're seeking for. From bringing fresh vegetables to their door to producing and distributing films, music, and other media. (Amazon.co.uk, 1996-2022) Creating a simple and stress-free buying experience for clients is the company's top priority (Hall, 2022). 
Amazon has expanded its operations beyond online retail into numerous other important industries. Amazon Web Services (AWS) is one of the company's most well-known divisions since it provides a cloud computing platform where users can access and use various services including data storage, processing power, and database administration. Numerous websites and apps throughout the world rely on AWS's cloud computing services (Gillis and Barney, 2020). 
Amazon Prime Video is the company's foray into digital streaming services, pitting it against Netflix and Hulu. The firm creates its own content and provides its users with a large collection of movies and television series. In addition, Amazon Studios has won accolades for its award-winning films and television shows (Amazon, 2017). 
Amazon also relies heavily on logistics and supply chain management. In order to guarantee timely and accurate order fulfilment, the firm has spent extensively developing a global distribution network and fulfilment hubs. Further, Amazon has launched novel projects like Amazon Prime, a membership program that offers subscribers free two-day shipping, access to exclusive discounts and promotions, and a variety of streaming services (Madrigallos, 2023). 
Amazon places a premium on technological innovation and advancement. Constant investments in R&D reflect the firm's commitment to optimising its business processes via mechanisation, AI, and ML. To provide a more streamlined purchasing experience, Amazon, for instance, has launched cashier-less shops called Amazon Go, which rely on a combination of computer vision and sensor fusion technologies (Amazon, 2022).
1.2 eBay
When it first opened its virtual doors in 1995, eBay was already a leader in its field. It acts as a go-between in B2C and C2C exchanges by bringing together buyers and sellers. eBay is a marketplace where buyers and sellers of all types may buy and sell new and used things, as well as collectibles, gadgets, clothing, and more (eBay Inc, 2023). 
With both auction-style listings and fixed-price alternatives, eBay gives both sellers and buyers a wide range of possibilities. Users can peruse ads, make bids, or make instant purchases. eBay's method for rating sellers and customers promotes confidence and ensures safe financial transactions (eBay, 2021). eBay is unlike conventional retailing in that it is driven by its user community. A feeling of community and information sharing is fostered by the platform's emphasis on user participation in forums, discussion boards, and feedback systems. There will be more trust and openness in the marketplace as a whole when buyers and sellers are able to talk to each other and share information, stories, and comments (Watson and Wu, 2021). 
eBay has upgraded its search and recommendation tools to provide a better experience for its customers. Algorithms and user profiling methods are used by these systems to make specific product suggestions and enhance the precision of searches. In order to make the buying and selling experience on eBay as simple and straightforward as possible, the platform is constantly being tweaked based on user input.
Task 2: SWOT Analysis of Knowledge Management Systems
SWOT analysis is an excellent technique to emphasise the skill sets and assets that the group working on knowledge management bring to the table, as well as how they apply to the organization's current concerns.   SWOT analysis also demands some deep thought regarding the weaknesses of the existing KM strategy and any external risks that might jeopardise the firm. (Trees L. ,2020)
The top KM strengths, weaknesses, opportunities, and threats for both e-commerce enterprises are listed below.
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Figure 1: SWOT Analysis Amazon
Organization 2: eBay
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Figure 2: SWOT Analysis eBay
Task 3: Critical Evaluation of Knowledge Management Systems 
Knowledge management is portrayed as a vital and crucial aspect for organisational survival and competitiveness. To stay competitive, firms must be able to retain, develop, organise, and maximise their people' skills. (Martesson, M., 2000). Knowledge management is an area that has been given attention by both Amazon and eBay. To get an edge in the market, they use a wide range of methods and technologies for information gathering, processing, storage, and mining. While both use knowledge management systems, they do so in different ways.
3.1 Amazon 
Amazon relies on KMS to share and apply knowledge. Internal communication and collaboration are the KMS's foundation. Li and Zhao (2015) say Amazon employs Chime and Slack to encourage staff learning and collaboration. These tools enable employees to share and create new knowledge. 
Amazon's KMS uses cutting-edge data analytics methods to extract meaningful information from its vast data sets. The company supports data-driven decision-making using powerful analytics. Zhou et al. (2020) said Amazon uses data analytics to examine customer behaviour, supply chain operations, and market fluctuations. This helps the organisation identify trends and improve its goods and services. Thanks to its data-driven approach, Amazon can predict market developments, satisfy consumer desires, and make good decisions. 
Amazon's KMS integrates customer input, which is a major benefit. The company uses product reviews and ratings to learn about its customers. Kumar et al. (2020) say Amazon values customer feedback to improve its products. By integrating consumer insights into its KMS, Amazon ensures that user feedback improves its services and customer experience. Amazon's focus on combining user input, corporate knowledge sharing, and data analytics has helped the business establish a strong knowledge ecosystem that helps it better understand its customers' needs and enhance its products, services, and operations. Amazon's KMS uses staff' and customers' pooled knowledge to encourage innovation and maintain a competitive advantage in e-commerce.
3.2 eBay
eBay's Knowledge Management System (KMS) emphasizes community-building. The organization supports user engagement in knowledge-sharing groups and user-generated content such as forum, posts and message board discussions. Prügl and Schreier (2020) say eBay's KMS works because it draws on users' expertise and experience. 
With eBay's KMS, users may collaborate on building a comprehensive knowledge base by sharing their own knowledge, skills, and insights. Both buyers and sellers may benefit greatly from this centralized body of information, as it will help them make educated choices and use the platform efficiently. User-generated material is a wealth of real-world information and insights, and Yan et al. (2016) say this is to eBay's KMS's advantage. These channels of information exchange allow users to teach one another, get expert guidance, and better comprehend the inner workings of the market. 
eBay's dedication to its customers is one of the company's key management strengths. To better serve its customers, the organization places a premium on learning from its mistakes and sharing what it has learned with others. Using data analytics, eBay is able to obtain information from user activity, comments, and purchases. Data analytics, say Ma and Feng (2018), is vital for figuring out what users want, seeing new trends, and enhancing the platform as a whole. Using these observations, eBay gives individualized recommendations to consumers, streamlining and customizing the learning experience. 
A key part of eBay's KMS is the implementation of machine learning techniques. Effective knowledge discovery is powered by the platform's search and recommendation algorithms. In order to provide useful and specific suggestions, machine learning algorithms can "learn" from a user's actions, preferences, and past interactions with the system (Ji et al., 2014). Product recommendations, search engine optimization, and streamlined information gathering are just some of the ways this improves the customer experience. 
3.3 KM Value Chain
Value chain analysis is the framework that helps businesses to find commercial activities that might add value and provide the company a competitive edge. The two companies share a commitment to knowledge application as an integral part of the KM value chain. According to University of Cambridge, in order to transform inputs into outputs, businesses carry out a staggering number of operations. In their internal operations, they use the Value Chain for Knowledge Management (KM). They are involved in all parts of the knowledge management value chain, from knowledge generation through knowledge storage, dissemination, and application. They use information to enhance business offerings, procedures, and customer service. Both businesses get information in several different ways. These include conversations with customers, content created by users, surveys, collaborations, and market research. Zhou et al. (2020) argue that the information and insights gained through these channels enrich an organization's body of knowledge. Both organizations leverage data warehouses, document archives, and other digital tools to store and retrieve information. These digital hubs act as consolidated data stores, making information readily available for use at any time. Effective decision-making and problem-solving rely on the efficient storage and retrieval of knowledge (Li & Zhao, 2019). The distribution and sharing of information are central tenets of both Amazon and eBay. 
Through internal messaging systems like Chime and Slack, Amazon promotes staff cooperation and shared learning (Li & Zhao, 2019). In contrast, eBay encourages its user community to learn from one another by means of its forums, discussion boards, and user-generated material to facilitate peer-to-peer knowledge exchange. (Prügl & Schreier, 2020)  
Amazon uses the Value Chain Model to increase the value it can deliver its customers, as seen by actions made to better its main activities. To better serve its customers, Amazon, for instance, takes into account feedback left on individual product pages (Kumar et al., 2020). In order to enhance the user experience, eBay uses machine learning algorithms to provide specific suggestions (Ji et al., 2014). 
Both Amazon and eBay successfully manage their knowledge resources by participating in the KM value chain, which in turn drives innovation and helps both companies maintain a competitive edge in the e-commerce sector.
According to Porter (1985), the primary activities are: Inbound Logistics, Operations, Outbound, Logistics, Marketing and Sales, Service.  Secondary activities are: Infrastructure, Human Resource management, Technological Development & Procurement.              
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Figure3: Poter’s value chain analysis (Lars de Bruin, 2018)
Inbound Logisics: 
Amazon obtains items from vendors all over the world and ships them to fulfilment centres. Advanced logistics and inventory management systems optimise its incoming logistics and ensure that items are ready for sale on time.
eBay purchases and keeps the raw materials needed for its operations. Along with office supplies and other products, it buys a variety of technical items. The main source of value for eBay's inbound logistics may be categorised as economies of scale, and developing strategic connections with suppliers is another important source of value.
Operations: 
Through Amazon's fulfilment centres, orders are processed and made ready for shipping. The business uses robots and sophisticated automation technology to automate tasks, boost productivity, and save labour costs.
The core of eBay's activities is technology-enabled trade. eBay's technology and services are organised across three platforms: Marketplace, StubHub, and Classifieds.
Outbound Logistics: 
Amazon uses a network of carriers and logistics partners to send merchandise to customers all over the world. It offers a variety of delivery choices for quick and practical service.
eBay is not required to work with wholesalers, distributors, or retailers. It is the obligation of eBay sellers to distribute items to buyers, but the firm must consistently oversee and supervise the system. In contrast to its main rival Amazon, eBay lacks a shipping and logistics infrastructure, therefore the corporation relies on outside logistics providers to deliver goods from sellers to customers.
Marketing and sales: 
Amazon offers a multitude of methods to connect with customers through its website, mobile app, and social media channels. To improve the consumer experience, the business also provides customised product suggestions and targeted advertising.
The efficient use of viral marketing, social media marketing, and a smart online sales system are now strong sources of value for eBay.
Service: 
High-quality customer service is a top priority for Amazon, and this includes quick and simple returns, round-the-clock customer help, and a variety of self-service alternatives. Amazon Prime is a subscription service that offers users free delivery, exclusive discounts, and other perks in addition to generate additional cash for the business.
Anyone with queries or complaints regarding eBay services can call the US customer support phone number available 24 hours a day.  Additionally, the business pushes its sellers to provide outstanding customer services to customers in order to uphold the brand's favourable image. It should be mentioned that offering effective customer service is not yet included among eBay's competitive advantages. Particularly, eBay is frequently criticised for, among other things, the lack of live chat, direct email, and consistency across international sites. (Hsiao, A. 2016)
3.4 Information Technology Systems 
Amazon and eBay understand the importance of IT infrastructure to their respective Knowledge Management Systems (KMS). In order to efficiently manage and use their knowledge assets, they rely substantially on cutting-edge information technology tools and infrastructure. 
Amazon has pushed its rivals to automate more parts of the supply chain, speed up deliveries, build more warehouses, and start producing their own goods. Amazon uses several computer tools and technologies to mine massive data sets for useful information. In order to study consumer behaviour, supply chain processes, and market tendencies, the organization uses cutting-edge data analytics software (Zhou et al., 2020). Amazon's usage of Amazon Web Services (AWS) for cloud computing offers scalable and efficient data processing, which improves knowledge extraction and decision-making (Li & Zhao, 2019). In addition, AI is used to improve the shopping experience by suggesting products to customers based on their individual preferences (Kumar et al., 2020). 
eBay, in a similar vein, uses IT systems to improve both discovery of new information and user experience. The website makes use of machine learning techniques to refine search results and tailor suggestions to individual users (Ji et al., 2014). Knowledge can be quickly retrieved, and the user's experience may be tailored to their specific needs thanks to search engines and user profiling tools. These computer networks are crucial to eBay customers' ability to search for and discover desired items. 
Both firms place a premium on having a secure, private, and reliable information technology infrastructure. They take precautions to prevent theft, loss, or misuse of proprietary or confidential user data. Maintaining continuous access to information repositories and facilitating smooth knowledge exchange and dissemination depends critically on the stability of their IT systems. 
Both Amazon and eBay improve the efficacy of their Knowledge Management Systems through the use of cutting-edge data analytics tools, cloud computing infrastructure, artificial intelligence technology, and solid IT infrastructure. This information technology solutions aid in the administration and usage of knowledge assets by facilitating decision-making and tailoring the user experience.





Task 4: Conclusion 
The study of the Knowledge Management Systems of Amazon and eBay has shown their relative merits, detriments, prospects, and dangers. The conclusion drawn from this study shows that several areas should be established in order to future-proof talent and knowledge growth inside their businesses.: 
· Enhance Collaboration and Cross-Functional Knowledge Sharing: 
Both businesses would benefit from investing in channels of interaction and information exchange between departments and divisions. This can help encourage creativity among the workforce and open doors to new areas of knowledge. 
· Formalize Knowledge Capture and Documentation: 
To get over the restrictions of using just user-generated material, it is helpful to implement formal processes for knowledge capture, documenting, and codification. In this way, important information resources may be protected and made available for future generations. 
· Strengthen Data Analytics Capabilities: 
Investing consistently in data analytics skills will allow businesses to get useful insights from massive data sets. Knowledge discovery, trend analysis, and decision-making are all aided by advanced analytics, allowing for better strategic decisions to be made. 
· Foster a Knowledge-Driven Culture: 
Training and development programs that foster a culture of sharing and using knowledge should be a top priority for both companies. Employees' contributions to knowledge production and innovation should be recognized and rewarded, and educational opportunities should be made available to them. 
· Embrace Emerging Technologies: 
Learn as much as you can about cutting-edge areas of study including NLP, AI, and machine learning. Improved competitiveness can result from the usage of these technologies, which can facilitate better knowledge discovery, automate processes, and tailor user experiences.
· Strengthen Knowledge Security and Trust:
Protect intellectual property from theft, hacking, and other forms of cybercrime by enforcing stringent cybersecurity measures. Establishing credibility among users by guaranteeing the veracity of information posted is essential.




Task 5: Recommendations for Knowledge Management System Development

· In order to improve the efficiency of information exchange, storage, and retrieval, a centralized knowledge management platform should be implemented. 
· Create a plan for documenting and collecting all of your organization's tacit knowledge, lessons learned, and best practices. 
· Invest in cutting-edge analytics tools so you can mine data for useful insights like patterns and forecasts. This will allow for foresighted planning and the detection of market shifts. 
· Create a setting where employees feel comfortable sharing their knowledge and learning from others by giving them the tools, incentives, and education they need to do so. 
· If you want to keep yourself aware of developments in your field, you should investigate the possibility of forming collaborations with educational establishments, research groups, and established professionals in the field. 
· Maintain a steady stream of feedback methods, user surveys, and performance indicators to gauge the Knowledge Management System's efficacy. Maintain the system with consistent updates and tweaks in response to user feedback and changing business demands. 
· Data security and privacy should be prioritized by installing stringent security measures, checking the system for vulnerabilities on a regular basis, and adhering to data protection legislation. 
· Enhance employees' information literacy, data analysis, and critical thinking abilities by creating a complete training and development program for knowledge management. 
· Promote a mindset of lifelong learning and creativity by funding your staff's participation in industry events, educational conferences, and other forms of professional growth. 
· Integrating customer feedback and insights into knowledge management procedures promotes a customer-centric strategy. To better understand your customers' wants and requirements, it's important to regularly ask for feedback, run surveys, and use sentiment analysis. 
· These suggestions can help both businesses improve their Knowledge Management Systems, make better use of their employees, and more successfully adapt to an ever-changing business environment, all of which will lead to long-term success and a competitive edge.
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