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Executive Summary
The present study provides an overview of “knowledge management” and its utilization in the modern-day companies, especially e-commerce companies. In this context, the study presents two major companies in the e-commerce sector, Amazon and Boohoo to present how they manage the available knowledge, its deployment, and its evaluation. In addition, the supportive functions aiding the KM are also studied. In the ultimate section, the study presents the current challenges faced by these organizations and their probable recommendations to sort the present issues so that the administration of knowledge can be more effective and beneficial for the companies in the long duration. 
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[bookmark: _ofdhax8poob3]Introduction 
The current study deals with upholding the cruciality of the “knowledge” available within the different organizations and the processes of their management since it forms an essential feature of modern companies including e-commerce. In this context, the study presents pieces of evidence from two extremely popular companies such as Amazon and Boohoo to view their “knowledge management systems”. The study displays both the companies' overview, their SWOT analysis, and the similarities as well as alterations in KM. In addition, it also brings to light an assessment of the “KM value chain” of both companies along with their supporting systems and deployments. It has been undertaken so as to view how KM and its proper administration can add to the efficiency of the companies to become earn more and become successful.
[bookmark: _8p0kegsga0ub]Task 1: Introduction of the selected companies Amazon and Boohoo
The two organizations selected for the purpose of understanding the applicability of KM in a better manner are Amazon and Boohoo. Therefore, a brief overview of both is presented as follows:
Amazon UK is one of the most popular online e-commerce organizations in the country which offers a large number of products from home care to personal care to food and many more. People of all age groups are provided with their required items. Established in 1998, the company has its headquarters in London, UK.
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Figure 1: Amazon UK
(Source: Aboutamazon, 2023)
 
The company earns considerable revenue as viewed in 2022 when the company earned about $30 billion. The operating income of the same year amounts to £155 million (Aboutamazon, 2021). The company also provides employment to about 61000 people, which forms its knowledge base and the core of the organization. The company also has a number of rivals in the market such as eBay, Etsy Alibaba, and many more. 
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Figure 2: Boohoo Plc. Logo
(Source: Boohooplc, 2023)
Another such e-commerce company from which various instances have been gathered for this study is Boohoo Plc. established in 2006, the company has its headquarters in Manchester. This company deals in over 36000 products at present. The company’s revenues in 2022 were about £1983 million, with a total operating profit of $79.9 million (Boohooplc, 2023). The employee base of this company is 5720 people in the same year. It mainly deals with fashion products and the main competitors include Burton, Dorothy, Oasis, Coast, and others.
[bookmark: _4a65d4ns9oc8]Task 2
[bookmark: _xobx9gc1b0mr]SWOT of the mentioned organizations
SWOT of Amazon UK
	Strengths
	Weaknesses

	· Different processes are made both internal and external KM.
· Consistent presentations are focused on for this purpose.
· Continuous feedback generation is utilized to identify knowledge so that it can be properly stored (Martins et al. 2019).
· Data-based technologies are utilized for the same purpose to store a huge amount of knowledge in limited space
· Proper networks are also maintained for this reason (Ode and Ayavoo, 2020).
· The practice for proper management of the available knowledge is induced within every single employee of the company. 
	· The gathering of so much knowledge from various internal and external methods becomes difficult.
· It is extremely time-consuming and requires huge practice.
· With employee turnovers, there is a transfer of knowledge.
· All the employees do not have a proper idea of the utilization of the KM platforms available in the company. 

	Opportunities
	Threats

	· The gathering of proper knowledge aids in the development of innovation processes. With the same better developments can be brought about.
· Constant feedback and other measures aid in the generation of closer bonds between the company and the customers.
· It enhances the agility of the overall company (Manesh et al. 2020).
· It also enhances the communication channels within the company for better retention of knowledge.
· The knowledge retained can aid in the better development of products offered.
	· Because of over-dependence on digital methods, issues can arise in case of theft or hacking.
· Teaching so many employees the practice of KM is also difficult and expensive.
· Finding the required information at the required time is difficult and always alignment with the business goals is not possible. It can make the company lose its competitive advantage. 



SWOT analysis of Boohoo
	Strengths
	Weaknesses

	· It uses a variety of techniques for administrating knowledge.
· The major decisions are taken based on the effectiveness of the knowledge.
· The knowledge identified here is scrutinized for the purpose of identifying the most suitable ones.
· The method is practiced collaboratively within the company (Koshelieva et al. 2023)
· Through the same, a learning “knowledge management culture” is incorporated.
· The tactic, implicit as well as explicit knowledge is obtained, retained, and shared.
	· It is also time-consuming and not always properly effective.
· The information and knowledge obtained are not always true and real (Rezaei et al. 2021).
· The company’s employees are restricted in terms of organizational change.



	Opportunities
	Threats

	· It provides the company with dynamic information.
· Through the same, the company makes an evaluation of its overall performance in the market (Jin, 2022).
· It provides the employees with a better experience of the overall system.
	· However, not all employees of the organization are equally motivated to obtain and retain knowledge.
· Providing training on the same is quite cumbersome.
· Though this company also employs a a large number of new digital applications for the same, making information easy to be identified still forms a big threat for this company. 




[bookmark: _l1g7v02wjtfc]Similarities and differences between the companies in terms of “knowledge management”
Similarities
Both the companies that have been discussed in this study, Amazon and Boohoo have certain similarities in terms of obtaining as well as retaining their knowledge, both being e-commerce companies. These are the features that are more or less similar for most of the e-commerce organizations in the current UK market. Such similarities are elucidated below as follows:
· Both the companies rely on subscriptions, various types of reminders, and alerts in order to improve the productivity of the KM systems. It also reduces the extent of searches to be conducted
· Feedback is extensively utilized by both Amazon and Boohoo for the purpose of gaining knowledge from the already existing customers that have purchased from this platform (Areed et al. 2020)
· Both the companies analyze the knowledge gathered time and again so that based on the same they can formulate various decisions for further improvements
· Both the companies believe in categorizing the available information so that the same can be kept in a more secured and easier manner so that the same can be found in due time.
Differences
However, both the companies mentioned have certain unique methods for the proper management of knowledge in their individual organizations. The uniqueness of both the companies is the reason why they function differently and gain different amounts of profits from their specific functioning. The main differences between the KM of Amazon and Boohoo are elucidated below as follows:
· Amazon focuses on a single portal as well as an interface for the purpose of provisioning unification of searches. It is conducted for enhancing familiarity with the customers of the company. Whereas, Boohoo focuses on having various portals for various types of information
· Superior personalization is available at Amazon, which Boohoo lacks. Therefore, it is easier and more efficient.
· The digital methods unutilized by Amazon are more superior and more developed than that of Boohoo (Bashir and Farooq, 2019)
· Amazon believes in crowdsourcing for the process of KM and its storage while Boohoo performs it majorly through feedback and subscriptions
[bookmark: _82h87saa2zpj]Task 3
[bookmark: _8262lg14pnst]A critical evaluation of the KM systems of both companies
Amazon believes that knowledge forms one of the most essential components for the company based on which it can be more effective in serving the customers and bringing benefits for the company as well as the employees. Its knowledge administration makes the company one of the most successful organizations in the UK. For this purpose, the knowledge gathered by the company is properly documented after identifying the most essential ones (Olsson, 2022). Along with that, the company also focuses on networking of the experts present within the company with the other experts and employees to facilitate the sharing of knowledge. It is done to make sure that the knowledge is effectively shared among every employee in the company. 
[image: ]
Figure 3: “Knowledge management”
(Source: Getguru, 2023)

The “knowledge management” efforts of the company are further enhanced with various digital technologies. These technologies and applications involve cloud computing which is used for storing, databases as well as analytics. Amazon uses “Amazon Web Service” for this purpose. 
Furthermore, “Control management systems” are used for the generation, editing as well as the publication of the content in various formats to facilitate collaboration. Moreover, search technologies, AI, ML, and “business intelligence tools” are used for the purpose of sharing storing, and categorizing knowledge so that they can be secured and utilized at the required time.
[image: ]
Figure 4: “Business intelligence tools”
(Source: Intellifysolutions, 2022)
Boohoo Plc also focuses on the process of administering knowledge in an effective manner so that the company can gain various benefits from the same. The company uses the knowledge gathered for the purposes of better innovation and more diversification of customer experience. 
Through the same, the employees’ experiences are also enhanced and more teamwork is made available in the company (Turnbull et al. 2020). Boohoo also utilizes a number of technologies and similar tools for the purpose of recognizing sorting, listing, and storage of adequate knowledge. The major tools used include major collaboration platforms such as “Microsoft SharePoint”, Gsuit, and others for proper discussions, sharing, and understanding of the gathered knowledge. Furthermore, CMS platforms, “enterprise search techniques”, LMS, AI, and virtual assistance measures. Such platforms enable and facilitate the company to better utilize such knowledge for the betterment of the entire company. 
[bookmark: _gsv7ufp81o9t]Evaluation of “KM Value Chain”
“The KM value chain” can be defined as the framework that depicts the entire process of generating and leveraging various types of knowledge in a company for the creation and development of value. It sheds light on the process and areas of knowledge flow and its tangible results. There are various steps involved in the chain. The main stages are listed below as follows:
· “Knowledge acquisition” or gathering from both internal as well as external areas. It helps to support the goals of the company
·  “Knowledge creation” where the obtained knowledge is changed to tactical knowledge to share and utilize by documenting, innovating, and others
· “Knowledge organization” or structuring to make the acquired knowledge easily understandable by all in the company
· “Knowledge storage and revival”: it is done to properly secure the knowledge and utilize it in the required time
[image: ]
Figure 5: “Knowledge management value chain”
(Source: ResearchGate, 2022)
· “Knowledge sharing” or distribution among everyone within the company through collaborative platforms and others
· “Knowledge application” for solving various challenges and improving the overall performance
· “Knowledge measurement” for understanding the entire impact and effectiveness of the activities involved in value development
· “Knowledge preservation” for protection, updating as well as renewal to gather deeper insights of the company.
The company in question., Amazon maintains a proper chain of KM for the creation of its value. It acquires knowledge from feedback, subscriptions, and various other platforms and channels. Then the same is interpreted with the aid of various technologies as mentioned previously in the study such as CMS, AI, and others. After the proper organization of the knowledge, it is then stored and organized with the aid of cloud computing techniques (Vu and Bohlin, 2020). Then the same is utilized by everyone in the company to understand the performance levels of the organization and is applied in real cases. Finally, it is preserved in the required format through the utilization of various online applications, and value is generated for the company.
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Figure 6: “Content Management System”
(Source: Kinsta, 2022)
Boohoo also utilizes a similar chain system for the better creation of value of the gathered knowledge from the overall market. Here the knowledge is mainly gathered through feedback earning, which is further categorized to derive only the most essential information (Collin et al. 2021). Then with the aid of virtual assistance measures and different DMS, the knowledge gathered is transferred into different formats so that it can be easily understood. After that, with the aid of the LMS, the same is understood and tracked effectively to generate an easier understanding of the entire data. Then the most essential ones are shared with the aid of collaboration platforms and “enterprise search tools”. Finally, the data is secured and protected properly to ensure that it can be further used by the company in times of need.
[bookmark: _cqan1rr19e2b]An Assessment of the supporting systems of KM in the Companies
Both Amazon as well as Boohoo have certain supporting systems that facilitate the administration of knowledge obtained from various sources. In this section, the supporting systems such as ICT and collaboration tools and LMS of the two companies are elucidated in detail to understand the efficiency of knowledge gathering and sharing within the company.  
ICT at Amazon: Amazon indulges in a number of ICT technology utilization and development for its better functioning and administration of its knowledge since these ICT measures aid in storing, understanding, application as well as securing the data gathered (TSIMIKLIS et al. 2020). In this regard, the ICT tools used by the company can be listed as follows:
· Cloud computing measures such as “Amazon Web Services” to “resource, store and database”
·  “Data and Content Management Systems” for “creation, storage, and timely revival” of knowledge
· “Data Analytics and Business Intelligence”: to interpret data and consumer metrics
For the purpose of collaboration, the company utilizes various measures and applications. The most common applications utilized for this purpose include “Amazon WorkDocs” and Amazon Chime (Gün et al. 2020). All these enable the employees and other experts to connect, share and collaborate for the purpose of working with the available knowledge for the company.
The LMS is another supporting function used by this company to ensure that the knowledge available can be properly understood and altered into the desired format. For this specific purpose, Amazon uses platforms such as “Cornerstone OnDemand”, “Saba Cloud” and “Talentsoft Learning” to derive useful information and data from the widely available knowledge that can be specifically helpful to the company to bring various types of benefits.
[image: ]
Figure 7: “Cloud Computing”
(Source: Development, 2023)
Boohoo, the other company in the topic also utilizes certain ICT technologies for supporting the administration of knowledge within the company. The main ICT technologies utilized by this company comprise DMS tools such as Dropbox for better retrieval and securing of data (Uniyal et al. 2021). Moreover, it uses “product information management” or PIM tools which benefits cataloging and segregating knowledge efficiently. In addition, Stitch Fix, Truefit, and others are also utilized for the purpose of generating knowledge and utilizing the same effect for innovation purposes for the company to make it more customer-friendly and bring better development for everyone. 
It also utilizes various LMS technologies for the better understanding of the knowledge by everyone and to provide better training to the existing employees within the company regarding the further utilization of the knowledge. The major platforms utilized by the company include DexLab, Abara LMS, CloudShare, and others. 
Moreover, regarding collaborative purposes, Boohoo utilizes a large number of platforms such as AWS and others for the proper sharing of essential knowledge and data among the employees and experts so that the gathered knowledge can be properly studied and understood for bringing various alterations within the organization.
[bookmark: _vy2w11tyj4hj]The Deployment of KM Systems in the Companies
The deployment of KM systems is done in Amazon through a variety of methods. The most common of them include deployment through internet portals since through the same all the employees are able to gather information, processes, and “knowledge repositories”. Furthermore, LMS, data analytics, and various other collaboration tools such as Slack, Teams, and others are extensively utilized. It enables the company to enhance its current quality and the decision formulation methods. It is also the reason why Amazon possesses such great communication abilities and team bonds within the kernel of the company. 
Boohoo also deploys the knowledge in such a way that the knowledge is circulated from the top to the bottom of the entire company. It ensures that the entire company can avail of the knowledge gathered to bring departmental and overall alterations and benefits to the company (Shabbir and Gardezi, 2020). It utilizes “content administration platforms” for this purpose. WordPress, Magneto, Sitecore, and others are widely used by the company (Nitschke and williams, 2020). Moreover, both the companies also use cloud computing so that all the knowledge stored can be secured and retrieved with just a click of a button, without losing any information. “Big Data Analytics” is also used so that the company can keep the huge amounts of data stored in lesser space. The employees access them through various shared platforms to ascertain meanings to the same and apply them during various activities. The top management of the company also utilizes this knowledge for proper decision fabrication and bringing different innovative measures. 
The previously committed faults and the areas of mistakes can also be better learned through the same. Therefore, knowledge administration in this company is also widely used for realizing the mistakes and properly solving them through different measures and by satisfying the customers in a more effective way (Lam et al. 2021). The “knowledge management” of this company has enabled it to enhance its innovation rate, creation of better agility, and exchange more specialist expertise. Along with the same, Boohoo has also been able to support its employees’ overall growth and enhance the business process.
[bookmark: _vkatnpdgmdko]Task 4: Conclusion
Based on the kernel of the study it has been viewed that both the companies Amazon as well as Boohoo use knowledge administration facilities in their own personalized manners to solve the unique issues of both companies. While Amazon uses the same for strong holding its position in the competitive market by bringing more innovation and understanding the current requirements, Boohoo gets the aid of the same for the purpose of learning from its earlier mistakes.
 Both the companies have quite a few similarities in the utilization of such tools and modern technologies, though Amazon has personalized its “knowledge management” aspects specifically to bring effective solutions for the company personally. The information gathered is specifically stored by the digital applications invented by the company to provide superior protection and deciphering possibilities. It is also stored and used through an integrated approach so that all the employees can together work on the same to bring benefits. 
Boohoo, too, properly utilizes the facilities of digital platforms and others. However, their platforms are not self-created. Therefore, there are chances of loss and theft of the same. Both the companies also possess other supportive features and tools that aid in the proper gathering storing and protecting the knowledge available in the market both externally as well as internally. Amazon and Boohoo use supportive features such as ICT, which is one of the most essential and growing technology groups for enhancing connectivity, automation of various processes, and enabling the companies to improve communication measures.
 For this purpose, a huge number of platforms such as Workspace and others are widely utilized. Furthermore, the deployment method, as viewed in both the companies is also similar. It is done through various training and other platforms for the purpose of making the employees better understand the information and their utilization in the companies so that positive alterations can be brought about to the company to improve the condition of the overall business including revenue earning, customer satisfaction, better understanding the faults in the current approaches and the employees’ motivation and overall growth.
[bookmark: _s05z6tq64wyc]Task 5: Recommendations
Though both the companies are functioning well un regard to the administration of knowledge in the companies, both of these face certain difficulties in the same. Some of the common difficulties or challenges are mentioned here as follows:
· “Knowledge capture”: Since both the companies possess huge numbers of employees of various types, it is quite difficult to obtain knowledge from all of them
· Issues with external knowledge: the external knowledge that is derived by both the companies is not always accurate or even correct (Lakshmi et al. 2020). It causes a huge issue within the company since it greatly affects the decision fabrication
· “Resistance to change”: not all the employees within both the companies are similar. As such there are certain employees who resist organizational changes. Gathering and managing knowledge in such cases is quite troublesome
· “Knowledge turnover”: Due to employee turnover, a considerable amount of knowledge is lost by the company that could have been otherwise utilized.
However, there are certain ways in which the companies can manage the available knowledge in a better manner. Such methods involve the following:
· The available knowledge must be documented as soon as the same is obtained so that the chances of loss are lesser
· The companies must develop a strict and rigid method of KM without any exceptions. This can be spread within the company for better facilitation
· The “knowledge management culture” of the companies must be made in such a way so that it is instilled within the hearts of the employees as well as the management that the knowledge must be properly managed and assembled
· Proper training and skill upliftment must be provided to the employees so that it can be better done as well.
[bookmark: _jz4j7nb28jpj]Overall conclusion
It has been viewed from the study that “knowledge management” or KM is an essential feature of companies and especially e-commerce companies for the purpose of gaining various types of internal and external knowledge about the inventories, orders, the experiences of customers, and various others. To view how the same is beneficial for the e-commerce companies, two major UK-based companies have been taken here for gathering pieces of instances. The companies are Amazon and Boohoo. In this context, the main SWOT has been done regarding the administration of knowledge, and as such the similarities as well as differences in the procedures of both companies are assessed. Furthermore, the evaluation of KM, the supportive features and tools as well as the overall deployment of such systems in the companies are studied. Finally, certain recommendations are made to solve the persisting issues in KM and an overall summary is also provided to display a total sketch of the entire study. 
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