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[bookmark: _Toc75371326]1.0 Introduction
The key purpose of this report is to explore the subject of knowledge and information management from a wider perspective using the case study of Amazon. In the first section of the report the organisational profile of Amazon has been outlined which includes their primary activities, locations and staff profile. In the next section of the report a SWOT analysis on the business of Amazon would be conducted. This section would be followed by a critical evaluation of Amazon’s knowledge management systems. The report would conclude with a brief outline of the main areas of development concerning the knowledge and information management followed by appropriate recommendations to Amazon.
It would be crucial for this report to begin with a brief definition of knowledge management along with the origin of this concept. According to the definition provided by IBM, knowledge management can be defined as the process or phenomenon of classifying, organising and storing all forms of coming from and into an organisation in the most efficient and productive manner (IBM, 2020). In modern times this is typically done using standard knowledge management systems also known as KMS.It would be crucial to differentiate the concept of data, information and knowledge in the context of KMS. According to the opinions of Liew (2017), information can be considered as a form of data which has been put in a context and is related to other pieces of data. Data are the elements based on which information is analysed. Lastly knowledge is a concept which is generated with the effective flow of information. The concept of knowledge management emerged in the 1970s and was first discussed in the book, ‘The age of discontinuity’ by Peter Drucker. He continued to develop and research on the subject of knowledge management (Bolisani and Bratianu, 2018). The primary importance of managing knowledge and information is to improve the intellectual proficiency of the business as whole and improve organisational performance. The drivers of knowledge management are, organisational culture, framework, personnel, IT, knowledge strategy and innovation.
[bookmark: _Toc75371327]Task 1 Organisational Profile of Amazon
[bookmark: _Toc75371328]Main Activities
It would be crucial to begin this report with a brief discussion on the history of Amazon, which is currently one of the world’s biggest internet-based companies in terms of revenue. This company was founded in the year 1994 by their founder and also current CEO of Amazon, Jeff Bezos. Amazon was founded as one of the first online book selling services, which saw great success in a short span of time and started selling nearly everything with time (Cleverism, 2021).
As the name Amazon inspired from the Amazon forests suggests they indeed became one of the world’s biggest online retailing and internet-based companies which expanded its business into various sectors. As of now according to the official statements of Amazon on their website, it was found that one of the primary things which Amazon does in their business model is offer a world class online shopping experience to their consumers, which includes everything from fresh produce to lifestyle, to digital products to digital entertainment. They have their own set of devices and technology such as their personal assistant named Alexa and devices such as Fire TV, Fire Tablets, smart devices and various other devices (Reif, 2020). From a technological point of view, they own Amazon Web Services (AWS) which is the world’s most adopted cloud platform. Lastly, they also have significant expertise in the fields of logistics and are slowly starting to gain a foothold in the entertainment industry.
Based on the above presented information, it was further found and confirmed that Amazon operates primarily in the online retailing sector. However, they are gradually diversifying their business and gaining a strong foothold in various other industries including the intelligence, consumer electronics, and entertainment as well as gaming industries (CBInsights, 2021). 
[bookmark: _Toc75371329]Locations of Organisation
From a location point of view, it would have been found that Amazon being a multinational organisation has presence in various countries across the world physically, and is available to nearly the whole world through their online services. Currently the business of Amazon is headquartered or based in Seattle, Washington, United States of America. 
When it comes to physical presence and headquarters, the business of Amazon is based in eight countries across the world which includes, India, US, Japan, UK, Spain, Germany, Italy and France. While operating in these international markets, Amazon has unique marketing and operational strategies for each of these main markets based on their individual macro-environments.
[bookmark: _Toc75371330]Staff Profile
To conclude this organisational profile, it would be crucial to also analyse the demographic diversity of their global workforce. According to the data presented in their informative branch ‘aboutamazon’, Amazon’s global workforce comprises 44.6% of female employees and 55.4% of male. From an ethnic point of view, their workforce in the US consists of 32.1% of white individuals, 13.6% Asians, 26.5% blacks, 22.8% Latinx, 3.6% are multiracial and 1.5% are Native America (aboutamazon, 2021). 


From an organisational structure point of view, it has been observed that Amazon follows a functional organisational structure which focuses on the different national and global functions of the department, led by Jeffrey Bezos at the top as the CEO of Amazon. The diverse geographical areas in which Amazon has its presence has different focusses based on the individual needs of these areas. A visual representation of the same has been attached below:
[image: ]
Figure 1: Amazon Organisational Hierarchy
(Source: Organimi, 2021)
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	Strength
	Weakness


	1. Amazon uses a resource-based view which has enhanced its knowledge management practices and plays a huge strength in this business development.

2. Amazon employs relevant decision making which are particularly required in times of crisis by surfacing information and knowledge and informing all employees.

3.  In Amazon, the KM teams have evolved from operators in the back office to touting services to internally present consultants, scoping projects that adhere to changes in business needs. The consultative mindset allows KM to keep knowledge flowing.

4. Amazon’s KM team are natural problem solvers, change managers and communicators and are empathetic towards providing support in emergent situations while coming up with creative recommendations (Abubakar et al., 2019).

	1.  Sometimes the KM team at Amazon faces awareness issues where people do not understand the potential of KM and consider it to be limited. 

2. The KM team has sometimes reportedly received a blow on its reputation by not communicating compelling business cases.  Failed branding can also be observed.

3. Amazon’s function of transferring knowledge receives hindrances when the practices do not remain ‘standardized enterprise-wide”. Localized KM’s do not deliver value at par including cross functional responses.

4. It is difficult to measure the KM value in Amazon sometimes with such vast inputs and outputs of data, the princess being heavily time consuming. 


	Opportunities
	Threats

	1.The pandemic has led to KM becoming real for people and highlighted the risks for ignoring valid information and cultural obstacles to sharing knowledge. The proposition of value would continue to grow for Amazon with remote work requiring virtual solutions as well as disorganized content impeded by innovation and decision-making (Arnett et al., 2018).

2. While many companies use digital products to cut prices and automate various processes, KM could help the digital teams realize user needs to manage changes and KM could be linked to digital transformations for strengthening leadership support.

3. The inclusion of technologies would help Amazon’s KM to address concerning points like content findability, while effectively scaling it and delivering well with a capable lean team. Km’s value could be amplified with automation.

4. Different departments of KM, IT, HR and finance can join forces to deliver cohesively and support end users.
	1.Money has become a tight source pertaining to the pandemic. The company’s KM must have to fight hard for the limited resource shares. The programs would fail to survive in the absence of clear business cases and success metrics.

2. The leaders in KM of Amazon must not lose focus, as fear is seen to take over by “short term thinking”.  Knowledge management would start disintegrating if the long-term sustainability of the company is not considered.

3. Sometimes if the KM in Amazon decide to hoard on information and not share knowledge efficiently, i.e., siloed thinking can be detrimental to Amazon if they partner with complementary activities instead of protecting their established turf.

4.  Km teams in Amazon that had stepped for running virtual conferences, e-learning and conduct employee training on Microsoft teams can struggle to take themselves out of the extra activities. It might remove focus from the actual mission of facilitating the flow of Amazon’s critical business knowledge.


Table 1. SWOT Analysis
(Source: Created by Learner)
[bookmark: _Toc75371332]Concept of RBV
It would be crucial to further reinstate the concept of Resource-Based View or RBV before discussing this concept with reference to its presence and prevalence in Amazon. According to the opinions of Jurevicius (2021), RBV or resource-based view is a concept which effectively considers the basic resources held by an organisation to be of great importance for achieving organisational success. He further stated in this study that, if a particular resource has VRIO characteristics, it can help the organisation acquire and maintain a significant amount of competitive edge. 
[bookmark: _Toc75371333]How Amazon Uses RBV
It would be further crucial to discuss how the business of Amazon has used the resource-based view to make their business sustainable and gain a significant amount of competitive edge in their business world. The use of a resource-based view was also identified as one of the biggest strengths for the business of Amazon, which would be further highlighted using the VRIO analysis.
According to the opinions of Rosenburg (2014), most of the individuals related to the business of Amazon in the modern world believe and consider Amazon to be one of the greatest and most successful platforms for e-commerce and they are quite right in their opinions. He further stated in this study thatThe capacity of Amazon's consumers to discover whatever they desire, when they want it, quickly and efficiently, has been crucial to the company's success since its inception. This level of service was possible only because of Amazon’s resource-based view and the efficient use of acknowledgement management practices. Their resource-based view would contribute much more value to the experience if the system could assist consumers in achieving their goals in an intuitive and personalised manner. 
When it comes to knowledge management it has been found that there are four key components which form the basic foundations of the concept of knowledge management from an organisational point of view. The four key elements include knowledge coming in and out of the business related to their people, processes, IT and strategy (APQC, 2021). These four elements thus, can be thus used to feed and drive the knowledge management driven VRIO analysis for Amazon and find their competitive advantage in the context of their knowledge management.
The VRIO analysis for the business of Amazon in context to their knowledge management and resource-based view has been attached below:
	Core Competency
	Valuable
	Rare
	Imitable
	Organised
	Implication

	Managing Knowledge Related to their People
	· 
	· 
	
	· 
	Temporary Competitive Advantage

	Managing Knowledge Related to their Strategy
	· 
	· 
	
	· 
	Temporary Competitive Advantage

	Managing Knowledge Related to their Information Technology
	· 
	· 
	· 
	· 
	Competitive Advantage

	Managing Knowledge Related to their Processes
	· 
	· 
	
	· 
	Temporary Competitive Advantage


Table 2. VRIO Analysis for the Business of Amazon
Source: (Created by Learner)
In the above presented VRIO analysis for the knowledge management practices and infrastructure of Amazon. It can be observed that Amazon possesses complete competitive advantage when it comes to handling and managing the data related to their information technology, which further highlights that technology and IT is indeed one of their strongest points. It was further found in this analysis that they have a temporary competitive advantage in terms of their data management concerning their people, strategy and processes.
[bookmark: _ne1lbi9bipnv]
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The Knowledge Management Value Chain Storage in Amazon as created and presented in the presentation earlier for this module has been attached below:
[image: ]

Figure 2: Knowledge Management Value Chain (KMVC) of Amazon
(Source: Mailavaram and Rani, 2019)
It would be crucial to provide a brief explanation about the concept of knowledge management value chain and the four stages of value chain in this context, their implications, importance and application at the organisational premises of Amazon. According to the opinions of Brajer-Marczak (2016), some of the primary elements of knowledge management value chain are as given below. However, the main focus will be on knowledge storage system of AMAZON. 
· Knowledge Acquisition
This element of the knowledge management value chain can be defined as the circumstance wherein an organisation like Amazon acquires or obtains the necessary knowledge to enable them to complete their tasks and business activities efficiently and in a shooter span of time. Acquisition in amazon is very important the way how they share knowledge, moving away from boring presentation, the new way of engaging employees is 2 pizza meetings small and active more as a story telling rather than PowerPoint monolog. (Tellis, 2020)


· Knowledge Storage
As the name suggests this element of the value chain is focussed on the concept of storing the data and knowledge which was gathered in the knowledge acquisition stage. When it comes to Amazon, they have a wide range of knowledge storage tools which includes, Amazon Elastic File System, Amazon Elastic Block Store, Amazon Elastic Compute Cloud (EC2), Amazon S3, Amazon S3 Glacier and Amazon Web Storage Getaway (AWS, 2021). All these knowledge management systems and infrastructures are used to store the various kinds of data and knowledge coming from a wide range of sources into their business in the most technologically advanced manner and making the best out of these data with the help of Big Data technologies.
From a critical point of view, the above mentioned it can be observed that data store is a strong point for knowledge management system of Amazon. One of the biggest benefits of using these advanced data storage technologies is that they are extremely modernised and efficient in storing massive amounts of data in an organised manner. However, the key disadvantage of using such a wide range of data storage techniques is the fact that it could make the whole data storage aspect of their acknowledged management system quite overwhelming for some of the employees. This could eventually lead to confusions and mishandling of data which could have a negative impact on the dissemination and outcomes of the data analysis.
Knowledge storage is the method of organizational memory building through which information related to organizational, cultural, belief and principles are officially kept in physical memory systems (Raudeliūnienė et al., 2018). 



· File
Amazon EFS:  It is an “elastic file system” which contains data and offers the usage of the Amazon EC2 for scalable file storage.  
· Block
Amazon EBS: It is an elastic block store made of one or more block devices (Mailavaram and Rani, 2019)
Amazon EC2 instance storage: This provides block level instance storage to Amazon and a store made on a disc that is connected physically to the host machine. 
· Object 
Amazon S3: This offers an approach to a cost effective, quick and safe data storage infrastructure and is built to make the process simpler.
Amazon Glacier: It is a long lasting, secure as well as affordable backup storage solution on the “Amazon Cloud”. 
· Hybrid integrated storage 
Amazon Aws Storage Gateway: It offers inexpensive, scalable as well as reliable cloud computing services (Guo et al., 2019). 

· Knowledge Dissemination
The next element or typology concerning an efficient knowledge is the dissemination of the knowledge which has been gathered and stored at the organisations dealing with huge chunks of knowledge and data like Amazon. 
· Knowledge Application
The last element of the knowledge management value chain typology is the efficient use of the learnings and insights gained from the other elements of the KMVC to bolster the efficiencies of organisations like Amazon while dealing with huge amounts of data coming into their business (Bose and Sugumaran, 2015). 
After discussing the key topologies concerning the knowledge management value chain of Amazon, it would be crucial to also expand this discussion by introducing the concept of knowledge creation under the light of the SECI model for knowledge creation. According to the opinions of Li et al. (2018) the SECI framework or model is a well-known conceptual framework which was initially developed by Nonaka in 1991 and then extended by Takeuchi in 1995. It addresses how organisations develop, transmit, and recreate explicit and tacit knowledge. While the concept was initially presented in the context of businesses, it may readily be adapted to educational sectors as well. The key elements of the SECI model for knowledge creation are as follows:
· Socialisation
· Externalisation
· Combination
· Internalisation
When this theoretical framework is analysed and explored with the knowledge management practices and policies of Amazon it can be observed that Amazon makes use of one of the elements of this model which is the socialisation element from the SECI Model for knowledge creation.  According to the opinions of Farnese et al. (2019) socialization typically refers to the process of spreading tacit forms of knowledge and information in formal as well as informal societies through observation, imitation, practise, and involvement. The development of a virtual or physical place where a specific demographic may connect on a social level generally precedes the socialisation process. Under the light of this element Amazon has developed a comprehensive virtual ground for their consumers where they can connect and satisfy their shopping needs, share feedback and many more. Amazon has made this possible by efficiently using the Web 2.0 social tools in their business, which involves making use of the social media as well as social network to build the virtual place of communication and socialisation as per the SECI model for knowledge creation. These virtual grounds are now one of the biggest sources for the knowledge management system of Amazon for creating data and the repository from where they can collect data, store it, disseminate and apply it for the best of their interests and offering a better overall service to their consumers (Songkram, 2020). Further they also make use of the socialisation concept named Enterprise 2.0 which comprises six elements forming the SLATES framework. The key socialisation elements in accordance to the Enterprise 2.0 include Search, Links, Authoring, Tags, Extensions and Signals.
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After conducting an extensively detailed amount of research on the subject of knowledge management while handling various organisational data a wide range of knowledge and information was revealed in this report. While analysing the knowledge management systems of Amazon it was found that their knowledge management is quite strong and efficient, it is indeed one of the primary reasons for the unparalleled global success which Amazon has achieved in the past. For instance, one of the biggest strengths was the resource-based view used by Amazon in their KMS, further as identified in the VRIO analysis they have complete competitive advantage when it comes to managing data related to their information technology.
When it comes to the areas in which Amazon’s knowledge management system can be improved includes the complexity and variety, they have in terms of data storage technologies and methods. Having this number of options can get quite overwhelming for the business of Amazon as a whole and lead to unwanted complications while handling such huge volumes of important customer and business data.
After analysing the SECI model of knowledge creation it would be suggested and recommended to the knowledge management of Amazon to incorporate another element from the SECI model. It would be recommended to incorporate the ‘combination’ element in order to address the complexity issue highlighted earlier in this conclusion. The incorporation of the ‘combination’ element would be crucially helpful in integrating the concepts and technologies of storing and managing knowledge and information into simpler ones.
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