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Executive summary
This report has identified that Amazon’s company using a Knowledge Manage system is effective and beneficial. SWOT analysis on the Knowledge Management of the company discovered certain areas of the Value Chain that Amazon must improve on for better customer satisfaction, and how applying different typologies to areas of the Knowledge systems in place and be more effective for the company. The areas that were strengths of Amazons Knowledge Management were Acquisition and Storage how Amazon collects and stores its data for future use is vital for the growth of the company and to ensure the company survive. Improvement areas could be Knowledge sharing, ensuring the customer's details are safe always is what the organisation should be doing instead third-party sellers are given data on customers without background checks. Amazon uses a combination of tacit to explicit and explicit to explicit approach to gathering information for the database of the company, using the SECI model Amazon ensure it is managed effectively.     
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1.0 Introduction
This report will be examining the knowledge management systems in place within Amazon. It will analyse different areas of the knowledge management value chain, whilst highlighting the difference between data, information, and knowledge. It will also include different knowledge management theorist’s and models that can be implemented in business for a better knowledge management system. By providing a SWOT analysis on the company it will address issues that Amazon are facing within its system and where the company can improve. This report has been requested by the CEO of Amazon as there has been an increase within the online sales of the company due to COVID-19, and the company feels now is the right time to ensure that its knowledge management systems are up to date and proactive. This report was requested on the 26th of April 2021, it will be written by Claire Edwards, and it will be submitted on the 2nd of July 2021. 
























2.0 Findings
2.1 Knowledge management 
Knowledge management is a system that allows companies to collect and use relevant data to create information and effectively create essential knowledge for the benefit of the organisation.
 ‘Knowledge Management is the process of capturing, distributing, and effectively using knowledge.’ (https://www.kmworld.com/About/What_is_Knowledge_Management. 2018).
 The knowledge management theories are always changing and there are always new theory’s that can be better than before, different structured knowledge management theories ensure that organisations are current and well organised for the better of the company. Peter Drucker’s theory was created in the (1970’s) and states that managers should be effective leaders and encourage and support a team, evolving in the (1980’s) by Tom Stewart which say that knowledge is important to gain better production from the team and enhance competitive advantages. It was in 1995 that knowledge management was fully captured within businesses, this saw the making of the theory called the SECI or Nonaka and Takeuchi model (1995). This is a model that shows the ways information and knowledge are passed around. ‘It describes how explicit and tacit knowledge is generated, transferred, and recreated in organizations.’ (https://sites.google.com/site/teacherknowledgeexchange/km-to-promote-learning/strategies-and-models/seci-model-for-knowledge-creation. 2021). 
 WIGG’S (1993) typology requires that for companies to collect data it must be organised, valid, and bring value to the company. Organising data into categories on what that knowledge will be needed for. (Tlu.ee. 2021).
 ‘The KM Matrix by Gamble and Blackwell (2001), this KM model presents a general theoretical framework, as well as specific guidelines for implementation.’ (https://www.knowledge-management-tools.net/three-km-models.php 2021). 
 Earl (1999) says that knowledge within a company is ‘20% technology and 80% cultural change’ so that knowledge management encourages change. (Journals.co.za. 2021).  Organisations use KM drivers to enhance business knowledge, by using this knowledge the company gain extra efficiency, have more advanced decision making, increase the company’s knowledge, Knowledge management is vital for any organisation that would like to increase its marketing and bottom line. (Valamis. 2019). Organisations ensure its management of knowledge is organised to enhance the workplace, it will create a more effective and better judgement for the better of the company, it allows more collaborations builds more knowledge, exceptional training for employees whilst ensuring individuals are happy, and more creativity. Amazon KM Drivers are its culture and HR department, it allows for better decision making and knowledge management within the organisation, better training processes for its employees ensuring more knowledge for the company.  
Difference between data, information, and knowledge  
 Data is raw and untidied facts of numbers, symbols, and descriptions of things, it has no meaning on its own so therefore must be used to create information, once information has been formed from data collected it can become more structured and tidier to ensure the correct decisions are made. When turning in information into knowledge can create a knowledge of what customers want as no two customers want the same from any business.  
 Amazon uses the 5c’s to gather data for the use of the business, using the big data technology ensures Amazon can collect big amounts of data and utilise it to become the 4c’s of knowledge. Analysation of data creates new and effective strategies for Amazon’s company, it ensures that new products can be offered to customers and potential higher job roles for its employees. Amazon uses big data through customers searches which then allows the company to have enough data to then recommend products, allowing Amazon to increase its procedure of ensuring the customer buys again. (Pathak, R. 2020).   
2.3 Amazons’ history
 Amazon is a worldwide online store, it was founded by Jeff Bezos in 1994, where it only sold books. Amazon has grown over the last decade into a store that sells everything from tea sets to high tech tables, if it can be sold Amazon will have it. In 2007 Amazon launched Amazon Prime which offered customers free home delivery on purchases, this was a success for the company as well as Amazon’s customers, as it was on a next day delivery basis. Amazon’s primary activities are selling goods of its digital and physical stock, expansion, design, and developments, it ensures the management of its supply chain, builds relationships with suppliers and customers, it also ensures the support needed for its production of movies and shows within its prime platform. (Sheen and Gupta. 2018).  
The company Amazon is a multinational company that trades online-only, it offers its services within ‘North America, International, and Amazon Web Services. Within the North America sector, Amazon supply goods to consumers and have certain web addresses that are used for subscription purposes. The sector of the International provides products and other services through internationally-focused webpages, whilst the Amazon Wed services section is involved within the global transactions of ‘compute, storage, database, and AWS services’ this is set up for businesses starting up, other firms, authority, and academic establishments. (Money.cnn.com. 2021).    
Locations of organisation
 Amazon’s main headquarters is based in Seattle in Washington, Amazon has many other offices within thirty different counties around the world including London and Edinburgh. (EU About Amazon. 2018). 
SBU’s 
The SBU that the report will be looking at is the sales online that amazon offers to customers.
A massive section of Amazon’s sales comes from North America, Amazon relies highly on its online sales and delivery service to ensure products reach customers within a certain timeframe this adds extra value to the company from customers point of view. (GreyB. 2021).
 The staff’s profile of Amazon’s company is different in each sector of the company, within the warehouses and driving service of amazons the employees are mostly men whilst research has suggested that 70.4% and only 24.9% are women and the average age of Amazons warehouse staff are 39 years old. (Zippia.com. 2021). Amazon has a hierarchical structure to its company because of the size of business, being one of the largest online retailers Amazon has employed around 560,000 employees all over the world, with all employees answering to the CEO, Jeff Bezos. The hierarchical structure ensures small teams manage the companies flow of business effectively, whilst working closely with warehouse staff. (Pingboard. 2019). 
2.4 SWOT Analysis on Amazons KM system 
Amazon has many strengths within the company’s knowledge management value chain, two of the main areas of strength are Storage and Acquisition, this is because Amazon acquires data from the customers and employees to enhance its knowledge management systems. This data is then stored with a level of importance and Amazon leveraging big data and storing it for future use is one strength the company has.
 ‘Amazon Redshift is our fast, fully-managed, and cost-effective data warehouse service. It gives you petabyte-scale data warehousing and exabyte-scale data lake analytics together in one service, for which you only pay for what you use.’ (https://aws.amazon.com/data-warehouse/ 2021). 
 An opportunity that Amazon takes advantage of is its Connect service; this service ensures that data from Amazon.com purchases maintain the level of communication with its customers on the delivery of its products. (atSpoke. 2018). However, research says that this service is not all good, Amazon connect does not have hardware phone support and it also does not encourage role-based authority. (Hornibrook, B. 2020).
 Whilst Amazon has ensured to protect its customer's data one of Amazon’s weaknesses is third party sellers, this means that Amazon creates accounts for other sellers under a business understanding but does not fully check whether these sellers are scammers. But instead, say to customers to ensure they purchase from sellers with higher feedback from other customers. This has also been put as a threat to Amazon as a third-party seller should be investigated so Amazon’s customers are protected against fraud.  (A Fashion Blog. 2020).
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2.5 Knowledge management value chain
[image: ] (Pinterest. 2021).
 Above is a knowledge management value chain it has different areas within the chain that help the company with what to do with knowledge at each stage. These are Knowledge Acquisition, Knowledge Storage, Dissemination and Knowledge Sharing. 
Knowledge Acquisition  
 Knowledge Acquisition is a process that organisations use to collect vital Knowledge to enhance the construction of a certain system. This part of the KMVC ensures that all-important Knowledge and other important documents are kept and stored. Systems have been discovered to enhance knowledge and ensure that both methodology and a set of tools are used. (Education.stateuniversity.com. 2021).
Knowledge Application  
 The Application and sharing of knowledge acknowledger are the transferring of knowledge and information via employees who have certain skills and experiences that the company can benefit from. It allows all employees to gather information when required and is beneficial because of it the vital knowledge that can be shared which can lead to better productivity.  (Sciencedirect.com. 2016).
Knowledge storage
The storage of important documentation and knowledge allows the company to store soft and hard data in a system that can easily be obtained. Acknowledging where and who has this essential knowledge within the organisation. (Eajournals.org. 2021).
Knowledge Dissemination 
 The dissemination of data is an interactive process that allows communication of data that targets customers that are then used to change. The process challenges the convenience of essential knowledge of products for the customer that it is designed to reach. Ensuring the product is sellable to a large variety of customers whilst making the product explicit to all.  (Serrat, O. 2017). 
Amazon uses Knowledge Acquisition to gather important information from the customer through online accounts and subscriptions, using its IT systems, Amazon customers must create an online account that requires personal data. The most common way that the company uses customers data is through buying formats of each customer, it ensures Amazon have a better prediction on what the customer requires from the business and what may interest its customers, this is a way for Amazon to persuade that customer to return and purchase again and again. At a rate of 35%, personalised recommendations are key for Amazon and this data is what is bringing customers back to the online sites. Whilst using Amazon’s site, the company are continuously watching when the customer is active and inactive to create knowledge on every part of the individual. Big data help drive Amazon to do its best and keep on top of the e-commerce pile. This company’s relationship with Amazon helps manufacturers and tracks its inventory to allow customer’s orders are achieved faster. Big Data allows the company to track where is nearest to the customer's area which then ensures faster and more effective delivery. (GALEA-PACE, SEAN. 2020). The typology that Amazon would be using this part of its knowledge management value chain would be the Amidon and Skyrme (1997). The benefit of this typology is that it allows Amazon to collect the information that is needed to formalise knowledge for the company. 
 Amazon uses a data warehouse to store all relevant knowledge, a data warehouse contains many different databases. All databases contain data that is organised into charts, within these charts are columns storing vital data that can determine the strength of the data, a table that can be arranged which the company can use as a folder for documentation, these tables are described by the schema. Important tools are used to decide what data tables to access and analyse. ‘Amazon Redshift is our fast, fully-managed, and cost-effective data warehouse service. It gives you petabyte-scale data warehousing and exabyte-scale data lake analytics together in one service, for which you only pay for what you use.’ (Amazon Web Services, Inc. 2021). Amazon may use Quinn’s (1983) typology within its storage stage of knowledge, the benefits to this typology are that leaders acknowledge long term plans and team efforts instead of quicker and internal competitiveness. It values the employees and teamwork as part of its strategy. (Small Business - Chron.com. 2021).
 Amazon uses knowledge application to apply customers data to ensure the operation, development, and improvement of products and service that the company offer. Using personal data from the customer Amazon use it for essential communication to its customers regarding certain services that it offers through different connections it has with customers. (Amazon.com. 2021). The typology that could be applied here is Quinn or the Nevis (1995) models, Amazon uses the Nevis (1995) typology to ensure the development of skills within collecting data from its customers and enhance customers relations. The benefits of Nevis (1995) typology are that it allows companies to develop skills and knowledge, the dissemination of data, and for the company to grow, the limitation of this typology is that it does not include storage. 
Amazon disseminates its data through its training strategies and customer reviews, former executive James Thomson, says that ‘They happen to sell products, but they are a data company’ and that every purchase made by anyone is just more data for Amazon’s business. Whilst training employees to assess more and more knowledge to disseminate through the company’s databases. However, Amazon sometimes uses the data to its advantage against what the customer would want or need. (BBC News. 2021).  
2.6 Nonaka and Tacheuchi SECI model
 ‘The model (Nonaka and Takeuchi, 1995) considers knowledge creation as a dynamic process, in which the continuous dialogue between tacit and explicit knowledge generates new knowledge and amplifies it across different ontological levels (individual, organizational, inter-organizational).’ (https://www.frontiersin.org/articles/10.3389/fpsyg.2019.02730/full. 2019).
Amazon uses a knowledge collection process of a tacit to explicit approach to collect data and information from a solicitation perceptive, then generating information gathered to create knowledgeable documentation that is fed through its systems to allow the company to gather vital information and knowledge from different customer feedbacks to ensure a better run site. Amazon try and maintain a good reputation when it comes to its products and sales, and ensuring the customer is always happy is what Amazon aims to do. When purchasing items from the company, Amazon says that the feedback is one of the handiest pieces of information for its customers as it allows both customer and company to understand each detail of the product. (AMZ Insight. 2016).   
The researcher believes that Amazon is using a combination of tacit to explicit and explicit to explicit as to when people that work within Amazons company the individual will have important knowledge that Amazon will require at some point and therefore the individual would create a report from their daily work so, therefore, the knowledge the individual has would then become explicit, but then using an explicit to explicit approach the reports that the individual has written up could be formalised into Amazons policies.
2.7 KMVC Support Systems
VRIO Framework     
 A VRIO framework is an important analysation tool that is created to ensure that businesses discover and protect their resources which allow the company to have competitiveness over other companies and should be created with its mission statement in mind but before a strategic plan. (Smith, R. 2018).
Linking the VRIO framework to Amazon’s, it has many valuable traits within its company which a lot of its value have a lot of competitive advantage against its competition, these values are within the research and development of the company, being a driver of trade Amazon ensures it spends time and money into researching and the development of the business to be the top of its game. Even though different companies may invest time and money it is nowhere near Amazon’s power making this department not only valuable but rare and inimitable too. Supporting the knowledge management systems Amazon has in place ensures these systems are supported in all areas of the knowledge management value chain.   Being the company that has the biggest distribution networks within the retail business set Amazon aside from all its competitors giving the company an advantage in the core competency. Within its core competency Amazon marketing only has a temporary advantage this is because there are companies such as Walmart that are just as strong so therefore in long term, it is not that sustainable to form a competitor advantage. Amazon is a very organised company and has mostly competitor’s advantages on most of the framework. (Pratap, A. 2020).
RBV (Resource Based View) 
 ‘The resource-based view (RBV) is a model that sees resources as key to superior firm performance. If a resource exhibits VRIO attributes, the resource enables the firm to gain and sustain competitive advantage.’ (https://strategicmanagementinsight.com/topics/resource-based-view.html. 2013). 
 Amazon has a great HR department that ensures the correct training from its employees, offering over $700 million to its training programs, which will enhance the employee’s further goals and careers within the organisation.  Amazon is committed through its HR department by personally providing free computing skills for 29 million employees across the globe, ensuring that this is an intangible approach for Amazon as it risks the employee taking this valid knowledge away from the company if the employee leaves, so whilst training its employees to ensure the company have better systems this may result in losing a competitive advantage over time. (US About Amazon. 2021).
Amazon tangible base resource is its storage systems, warehouses, staff, and its departments. As this is an online company its tangible resources may not be very significant. However, tangible resources may support working but not a source of original core competency. (nswer, U. (2021). 












3.0 conclusion
To conclude this report the researcher has looked at all areas of the Amazon Knowledge Management Value chain and with using various tools and models has created an overview of the company’s knowledge management system has been achieved. The typologies that Amazon are using within its Acquisition, storage, application, and dissemination of its knowledge management value chain are important to the company’s assets and are essential for the business growth, however, Amazon could use more of Amidon and Skyrme’s model within its storage system. A strong part of the culture and knowledge management within Amazon is through the HR department where its employees are funded to ensure that all employees in all departments can be trained and knowledge extracted from individuals for the benefit of the company, Amazon has a well-trained workforce which gives a competitive advantage over other organisation within the online sales industry. Within Amazon, Value Chain Acquisition and storage were the main areas that were seen to be effectively done, the way the company collects data and information to ensure the benefit of knowledge is vital and strong compared to some of its competition. Once Amazon has obtained this data it is stored within a well-organised system which Amazon ensures that all data is stored for further uses. Amazon uses a level of storage depending on the importance’s of the data, Amazon ensures that all-important knowledge is quickly assessable and can be used when it is needed. Amazon connect can be used to the advantage of the company, having more companies and customers using this will give Amazon more of an advantage when it comes to its competitors. Ensuring better understanding and customer relations Amazon uses a Tangible and Intangible approach to its business strategies and to support its Knowledge Management systems that are in place. A recommendation is being advised that even though Amazon have a good collection and storage system with its KMVC, it's sharing of personal customer data to third-party sellers that are not checked needs looking at, Amazon could ensure that there are more safety checks on third-party sellers that sell through its sites. Amazon have a good and stable VRIO framework in place and it ensures that the company has a competitive advantage in most areas and it enables the support of the knowledge management value chain in place, it ensures an organised structure to ensure that knowledge and competitiveness over its rival companies are achieved.   
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