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This report will discuss the organisational profile of Amazon and the knowledge management system (KMS) used in the company. SWOT analysis and critical analysis of Amazon's KMS will be shown in the report. Recommendations based on weaknesses identified in the discussion will be provided. KMS can be defined as an information technology system that is used to gather, store and manage knowledge to enhance understanding, process alignment and collaborations in an organisation (Hajric, 2021). It is crucial to understand the difference between data, information and knowledge to understand the KMS. Data is raw facts, statistics, symbols and words collected for analysis. On the other hand, information is a set of data that is analysed and structured in useful ways. Knowledge is collected information related to a topic or person. It can be seen data is turned into information and information is gathered to enhance knowledge. 
Peter Drucker and Paul Strassman developed the concept of knowledge management during the 1970s. They observed during their research that information and knowledge are crucial assets of an organisation. Knowledge management is important for the organisation as it plays a crucial role in decision-making. It ensures that employees have accessibility to expertise and knowledge for continuous growth. There are many drivers of knowledge management (KM) such as culture, organisational structure, people and information system. Culture set common beliefs and values to encourage KM with the organisation. Similarly, an organisational structure is important in organising decision-making power at the workplace. The engagement of employee is important for successful knowledge transfer.
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Main Activities
Amazon is a popular e-commerce business that sells household, grocery, clothes, books, music, movies, electronics and other products through its mobile application or website. It is involved in both direct and indirect sales that connects buyers and seller through a common platform. Jeff Bezons launched Amazon in 1994 as a website to sell books (businessinsider.in, 2021). After achieving success as a bookselling website in 2000 company added new products to its portfolio to expand its reach. Amazon established itself as a technology company and introduced services to simplify online transactions for customers. Multiple brands and new services were introduced with the growth of the business. 
The company operates in the e-commerce industry and offers a wide range of online services such as shopping, entertainment and logistics to a large customer base. Today Amazon has more than one billion customers from all over the world. 
The primary activities of the company are mentioned below:
· Merchandising of digital and physical good 
· Development, design and optimisation of its websites and apps 
· Manage supply chain and logistics
· Build and secure collaborations with suppliers and partners
· Support movie production and promote them through the prime platform
· Acquire new ventures for business growth 
It can be seen that Amazon is involved in various activities due to wider reach and a large number of the brand associated with the company. The company is offering a wide range of digital and physical products for customers at affordable prices (aboutamazon.com, 2021). It is also involved in logistics operations as it works as an intermediary between buyers and sellers. The supply chain is an important part of business operation to ensure the timely availability of products and services in the market. Hence, Amazon into different parts of the world as per demands distributes the products of a seller. Collaboration with suppliers is important for business as the company is not a manufacturer; it offers products manufactured by others by collaborating with local and international suppliers. The company is also involved in movie production and make it available on AWS prime platform for the audience (Lee et al., 2018). The company is regularly working on new ventures to increase choices and convenience for customers on application.

Locations of organisation
Amazon is a multinational organisation and headquartered in Seattle, US. It offers services in 58 countries and serves 1.2 billion customers all across the world (Alaimo, 2021). It is a leading e-commerce business in North America, India and Western Europe. Currently, the company has 110 active fulfilment centres in the US and 185 fulfilment centres globally. The company has regional offices in all countries where it is offering services. The online presence of the company and strong distribution network is effectively managing international operations. All the geographic areas have the same focus on offering low-cost products and services to customers. The company is offering low priced products for all the needs of people in all locations. However, it has added products and services as per the local needs of customers to create demands in specific areas.
Staff profile
Amazon employs over 1,298,000 full and part-time employees from all over the world (statista.com, 2021). The workforce of the company has diversity in terms of age, race, gender and ethnicity. Diversity of thoughts is encouraged at Amazon hence, the company hires employees based on skill, qualification and experience. The reason for encouraging diversity is to enhance understanding about different cultures and genders to improve product portfolio and services. It has started reporting diversity to show the composition of the workforce. It is seen that on entry-level and mid-levels there were 31% female workers and 7%, black workers, during last year. 35% Asian and 47% white employees were working on these levels. On the executive level, 22% of employees were female and 71% of executives in the US were white. There were 20% Asian and only 8% black employees at executive designations (The Seattle Times, 2021).
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Figure 1: Workforce Data
(Source: aboutamazon.com, 2019)
The above figure is showing male and female employees in US and global markets over the past three years. It can be seen that number of male employees has been greater than female in all locations. The organisational hierarchy of Amazon has more white employees at higher levels compared to other races. Similarly, there are more male employees on higher designations compared to female. It shows the impact of diversity on the distribution of power. However, the company has maintained diversity by offering jobs to people of all races and genders. Issues in managing equality can be identified from the organisational hierarchy. Equal opportunities and treatment of all employees are required to harness the benefits of diversity in Amazon.
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Amazon is a leading e-commerce business and it is utilising technology effectively to manage knowledge and information within the system. The company is using KMS principles to cater learning and growth needs of employees. HR unit of the company uses KMS to transfer knowledge from higher levels to lower levels for preparing leaders and managers for the company. Similarly, the IT unit uses KMS for gathering, storing and managing the bulk of data and information for future use. For instance, it has created a single interface to meet all needs of its users. Employees can access required information about a task, product or skills by using KMS (amazon.science, 2021). This system is useful in keeping a record of all items sold by business and access it whenever required. KMS of Amazon is capable of organising vast quantities of information properly for easy knowledge transfer. Hence, the SWOT of KMS of Amazon has been shown below:
	Strength
· Availability of qualified human resources
· Better decision-making by utilising knowledge (Zhang, 2017)
· Culture of sharing to encourage knowledge transfer
· Use of RBV
	Weakness
· It is difficult to assess performance, as knowledge cannot be measured.
· Security and privacy issues due to easy access to information of KMS
· High cost of managing KMS

	Opportunity
· Technological development and innovation can be an opportunity for Amazon to improve KMS within the organisation (Sarka et al., 2019).
· Application of new and unique knowledge to gain competitive advantage.
	Threat
· Knowledge security can be a threat to maintaining the confidentiality of information (Durst and Zieba, 2019).
· Resignation and retirement of competent staff can affect the KM process in Amazon.


Table 1: SWOT Analysis


It can be seen from the above table that the KMS of Amazon is effective in creating qualified human capital for the long-term success of the business. Knowledge is transferred from one level to another using a common platform and leaders, experts and supervisors are prepared through regular knowledge sharing. It is also used for decision-making as effective use of knowledge helps in finding a solution for issues (Arnett et al., 2018). It helps in creating a culture of sharing. However, there are some weaknesses of using a KMS in an organisation such as high cost, security risks and difficulty to measure progress. Technological developments and regular research can help Amazon in mitigating weaknesses. Similarly, innovative ideas and new knowledge can help in achieving a competitive edge in markets. However, the retirement and resignation of competent staff is a threat to Amazon's knowledge management process.
RBV Framework
This framework considers resources as a key requirement for superior performance. It is an approach to achieve competitive advantage by focusing on tangible and intangible resources (Yu et al., 2018). This approach is more feasible in utilising external resources in innovative ways compared to working on new skills for utilising new opportunities. As per the model, there are two types of resources: tangible and intangible. Tangible resources of Amazon are machines, warehouses, offices, products and equipment. These resources can be used for a longer period to gain a competitive advantage. It also requires more investment and time to increase tangible resources in business. However, Amazon has invested in these resources to survive longer in markets. On the other hand, intangible resources have no physical presence in business. Brand image, intellectual property, trademark and goodwill of the company are intangible resources (McGahan, 2021). Knowledge in Amazon is an intangible resource and it is difficult to identify and assess knowledge, as it cannot be measured. These resources stay in business for a specific period and provide a sustainable competitive advantage.
[image: All you need to know about a Resource-Based View - Strategic Management  Insight]
Figure 1: RBV Framework
(Source: Jelavic, 2017)
RBV framework works on two assumptions about resources: Heterogeneous and immobile. First assumption state that the resources of organisations vary from one business to another. If two companies have similar skills and capabilities, they cannot gain a competitive advantage in competing with each other. KMS of Amazon is different from other companies, as it is based on the internal requirements of the business. Skills and creativity in the workforce are transferred from existing to new employees using this system. The second assumption states that resources are not mobile and they cannot move from one business to other. Hence, companies cannot replicate rivals and use the same strategies as competitors (Adnan et al., 2018). Different businesses have different needs; hence, resources from one business might not be appropriate for meeting the goals of other business. Hence, it is difficult to move resources from one business to another. KMS of immobile as it is a complex system developed as per the needs of Amazon. It can require huge cost and time to move this system to other business.




VRIO Attributes
VRIO attributes indicate valuable, rare, imitable and organised resource or capabilities of business that helps in achieving temporary or sustainable competitive advantage (Santos and Morris, 2017). KMS of Amazon has VRIO attributes as it contributes to a competitive advantage for the business. It is valuable for managing skills and knowledge in the workforce by consistent knowledge transfer through training, communication and support. The company is creating value for customers using utilising this knowledge for improving products and services (Hernández and Garcia, 2018). It is a rare attribute as Amazon has developed its KMS based on its organisational visions and goals. It is designed to align with the internal process of the company and offer consistent knowledge transfer for the development of employees and employees. It is difficult to find similar KMS in other businesses as the company has invested in technology and the workplace for creating customised knowledge transfer process using the system.
It can be difficult for competitors to imitate the KMS of Amazon due to huge capital and expertise requirements. The company has invested in research and development to design a KMS as per company culture and workforce requirements. Amazon also keeps improving the systems as per changes in markets to keep the workforce updated with the latest skills and knowledge. KMS of Amazon is organised as per organisational structure and culture to incorporate the system daily work operations Employees require knowledge of customers, market, technology and business to perform different tasks (Lopes et al., 2018). Company acquire all types of knowledge such as factual, conceptual, procedural and metacognitive knowledge for different usage. Hence, organising data and information for easy access to required information enhances the efficiency of the business. 
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Knowledge management value chain (KMVC)
KMVC is a series of steps that are used by knowledge workers to build a competitive advantage for their employers. According to Mardani et al. (2018), it helps businesses in increasing their ability to learn from their environment and incorporate knowledge in the business process. Each stage of KMVC adds raw data and information in KMS to create valuable knowledge. There are four steps involved in the KMVC of Amazon.
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Figure 2: KMVC
(Source: Bloodgood, 2019)
Knowledge Acquisition: This stage involved the process of gathering data from different sources and techniques. It is a crucial step as knowledge accumulation initiates with this step and gathering relevant information for decision-making, policy-making and performance appraisals (Nisar et al., 2019). Knowledge is acquired in Amazon from documents, presentations, reports, customer feedback, review and market research. Emails and online networks are also used for gathering information. KMS of Amazon gathers information from different management systems such as transaction processing system, inventory management system, HR management system and suppliers' management systems. Hence, KMS is aligned with other processes used in business to collect factual and conceptual knowledge for further use in business.
Knowledge storage: Next step is to store the knowledge gathered from different sources for future use. According to Taraszewski (2017), it is crucial to ensure easy access and security of information for the safe and effective use of knowledge in operations. Amazon is a large business and the bulk of the information is gathered and generated every day that is stored for long-term usage. Document management systems and database are used on Amazon to index, digitise and tag documents according to the framework used in business. Expert system is used for incorporating knowledge into operational process. Employees are encouraged to store, update knowledge properly for the long-term record-keeping process. Hence, updated knowledge can be accessed at the time of decision-making, performance analysis and introducing changes for consistent performance of the business.
Knowledge dissemination: It is a process of communicating knowledge with the target audience to utilise knowledge properly in the business process. Hence, various channels such as emails, portals, search engines and social business tools are used to share knowledge with employees for consistent work practices (Escrivão and Silva, 2019). Amazon also uses collaborating tools such as emails, calendars and graphics to access and share knowledge between business units for the smooth functioning of the business. Amazon has a centralised process to access information related to different functional areas to simplify the process of dissemination (amazon.science, 2021). Mainly procedural and metacognitive knowledge is disseminated at this stage for decision-making. Hence, employees can access required information by using this tool in real-time and the risk of errors, mistakes and communication gaps reduces. It is also a weakness of the company as confidential information are easily accessible to employees.
Knowledge application: This stage is crucial as collected and shared knowledge is applied in the business process at this stage. The knowledge that is not applied in business cannot generate value for the business. Hence, it is crucial to use organisational knowledge properly in the decision-making and operational process. As stated by Paschek et al. (2018), new knowledge can be applied in the process through key application systems such as HR system, finance, customer relationship and marketing. Amazon applies its knowledge in finding new ideas for business growth, increasing capabilities and reach in the market. Company apply knowledge in new product development, exploring new markets and customer segments for business growth. Amazon is also using knowledge for improving workforce performance by improving their skills and knowledge through effective KMVC.
Application of SECI Model
According to Farnese et al. (2019), Nonaka and Takeuchi developed the SECI model and it states about conversion of explicit and tacit into organisational knowledge. It includes four modes of knowledge conversion in an organisation.
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Figure 3: SECI Model
(Source: Kahrens and Früauff, 2018)
Socialisation: First way of converting tacit knowledge through practice, participation, observation in formal and informal communities. Amazon encourages socialisation at the workplace by organising events, meetings and training in the organisation. It helps promote sharing and collaboration among employees to enhance their knowledge (Faith and Seeam, 2018). Factual and conceptual knowledge can be gathered through socialisation.
Externalisation: In this process, tacit knowledge converted into explicit knowledge. Tacit knowledge is recorded into documents, reports and manuals for easy distribution of knowledge in an organisation (Mahmoud et al., 2018). This process is difficult to maintain a large volume of information and data is gathered and recorded every day in Amazon. Hence, codify all the knowledge for externalisation is a challenge.
Combination: In this process, explicit knowledge is integrated into a knowledge system for ease of access to knowledge. It is a commonly used knowledge sharing process in organisations (Songkram and Chootongchai, 2020). Amazon has its KMS to provide explicit knowledge related to business operations for ease in knowledge transfer with the business.
Internalisation: In this process, the existing tacit knowledge of users are modified to internalise it. Explicit sources are used, learned to make them internal. For instance, KMS of Amazon performs the process of internalising explicit data by making it available for users. Online training and communication process help in learning and retaining this knowledge for future use.
KMVC support systems
KMVC support activities in Amazon are HR, finance and IT operations. 
The HR function is considered important in maintaining the effectiveness of KMVC in the organisation as it provides free skills training, workforce programs and upskilling technique to help employees utilise the benefits of KMS in the organisation. HR professionals work strategically and tactically to maximise employee development and engagement (amazon.jobs, 2021). Hence, this unit can create awareness about the KMS among employees to encourage them for enhancing their knowledge for better performance. 
The finance function is supporting the investment in research and development to improve the knowledge management process in Amazon. Employees to access information related to budgets, profits and costs also use KMS. Knowledge about accounting policies and assumptions used by the business can also be accessed through the KMS.
IT function is important for managing KMS in Amazon as it based on technology. Integration of knowledge related to different business functions and market at one platform is the responsibility of the IT team (Alassaf et al., 2020). Regular monitoring and update in the system are also taken care of by this unit. KM is not operating in isolation in Amazon as it is integrated with other management systems to access, store and manage knowledge. However, increasing work pressure and changing needs of skills and knowledge is an issue in the KMS of Amazon. Regular updates are required in the system to stay updated. Culture, structure and people of Amazon are enablers of KM in an organisation. Amazon requires to create a work culture that supports the easy transfer of knowledge and successful application for the success of KM. Similarly, 
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Conclusion
Thus, it can be concluded from the report that Amazon is effectively managing knowledge within the organisation through its KMS. KM value chain of a company is helping in focusing on different areas of knowledge collection, storing and application in the work process. The company is doing well in knowledge acquisition and storing areas by using recent technologies for collecting and storing knowledge. However, the company can focus on developing areas of knowledge dissemination and application to improve the knowledge transfer process in the organisation. Simplifying the process dissemination can help in making knowledge easily accessible to all employees for learning and growth. It can also help in improving the knowledge of employees that have weak technical skills and struggling in improving their performance. Similarly, knowledge application areas can be developed properly to use all the knowledge available in business effectively in critical decision-making and change processes. Open and diverse work culture, flexible work structure can help in using new knowledge effectively in introducing new products and services for the success of the business.












Recommendations
· The first way to improve the KMS of Amazon is to encourage socialising activities within the organisation to offer employees an informal opportunity for observation and exchanging information about the work, technology and industry trends (Al-Emran et al., 2018). Hence, events, games and interactive sessions can be developed to encourage socialising activities at the workplace.
· The next way to improve KMS in Amazon is to ensure effective communication and collaboration among employees and functional units for successful knowledge transfer. The use of common communication channels and collaborative work practices help in learning new techniques and gaining information about the functions while working together as a team with common goals (Abusweilem and Abualoush, 2019).
· Another way of improving KMS is to centralise information for ease in access to required information. Amazon has a centralised system for knowledge management however, security issues can be mitigated by introducing authorised access and keeping track of the application of knowledge in the process. Only information that can be shared publically and have less risk of manipulation can be shared using KMS.
· Lastly, Amazon can encourage creativity and innovation to use new knowledge creatively in the process to gain a competitive advantage. New ideas and techniques can be encouraged to offer products and services that are unique and attractive for customers (Abubakar et al., 2019). Similarly, employee performance can be improved by creating a culture that supports creative ideas and offers flexibility to try new things.
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