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[bookmark: _Toc77076079]Executive Summary

Amazon is looking into their knowledge management and value chain, to see if it can be improved by working on acquisition, storage, application, and dissemination. The aim of this research is to find ways to keep loyal customers and entice new customers along the way, whilst finding ways to help make customers have a better shopping experience. The research looked at customer data to find out what the customers want and what they need. Various areas for improvement were found, including that many customers were concerned about the safety of their data and that the older generation would prefer to speak to someone in customer services than use online help services.














[bookmark: _Toc77076080] Introduction 
Angela Dolphin has authored this report for CEO Jeff Bezos on Knowledge management/Value Chain to see if it can be improved.                                                                                       
OJennex (2005) describes knowledge management as a process of collectively applying knowledge from past understanding of decision making to current and future decision-making activities with the intended purpose of remodelling the organisation. Girade (2015), outlined more than 100 knowledge management definitions and refers to it as creating, sharing, using, and managing knowledge and information of the organisation. With reference to knowledge management. Gartner (2017, cited in Paschek, Ivascua and Draghicia, 2018, p.184) defines knowledge management as a “business process that formalizes the management and use of an enterprise’s intellectual assets.” The knowledge management process contains knowledge acquisition, creation, refinement, storage transfer, sharing, and utilization (Paschek, Ivascua and Draghicia, 2018).
Pieper (2017) outlines the difference between the term ‘knowledge’ and ‘data’. Knowledge is referred to as the collection of information such as facts and the understanding of it that can lead to making informed decisions and problem solving. Data on the other hand are a set of symbols, texts, and numbers, oriented in an unorganised form. Once data is assigned meaning to it, it transforms into information and once the information is processed, connected, or stored, whether by a person or a machine, it turns into knowledge. 
Knowledge management, as a term, was initially applied in the 1980’s by the knowledge ‘guru’ Peter Drucker, although, it has been viewed as a discipline since the early 1990’s. However, it is argued that the discipline has been recognised for centuries and the search for understanding knowledge has always been at the core of human behaviour. Influenced by the need to capture, store, and share efficient knowledge, technology was being developed and utilised. Advancement in technology increased the opportunities for knowledge, capture and sharing. By the mid 80’s, knowledge management started to gather pace; at a time where global social, technological and economical changes were taking place. Through globalisation, companies began to practice new opportunities, leading to increased competition, with many companies reacting by downsizing. Reducing the workforce became standard practice, whilst searching for methods to increase productivity though technological advances increased. However, it soon became evident that as people left the workforce, they took their knowledge with them. This proved difficult to replace, leading to organisations searching for ways to retain knowledge and so, began to adopt the process of knowledge management (McGill, n.d). As a way of managing organisational knowledge, organisations use different knowledge management frameworks to promote staff involvement in knowledge sharing activities (Choi et al., 2018) Hlupic et al. (2002), outline two approaches necessary for knowledge management: soft and hard. The soft approach relates to various elements such as culture, people, structure and looks at social perspectives while the hard approach looks at the technical side of things or information systems (IS) (Lee and Choi 2000; Mason and Pauleen, 2003). Both these approaches are vital for organisations to stay afloat within a competitive and ever-changing business market. The social perspective refers to a holistic view of the business or organisation and points out that it is essential for employees to share their knowledge to make knowledge management work (Gupta and Givindarajan, 2000). It also highlights that it is not technology that makes knowledge management function, rather, it simply facilitates the reach and transfer of knowledge. Together, both the hard and soft approach can lead to a powerful competitive advantage (Ling et al., 2008).
In terms of knowledge management drivers, culture is regarded as the most significant driver for successful knowledge management. From an organisational perspective, culture refers to commonly held beliefs and assumptions (DeTienne, Dyer and Harris, 2004). It is important for organisations to establish their culture so that employees are aware of and can learn, value, and share appropriate knowledge accordingly (Bose, 2004). 
Structure – another key driver, also plays a fundamental role in influencing or inhibiting knowledge management (Lee and Choi, 2003). It is also regraded as a sole source to gain a sustainable competitive advantage’ for managers to organize decision-making power effectively in an organisational workplace (Jian'an and Bei, 2007, p. 1479).  


As a former Wall Street hedge fund Executive, Jeff Bezos, established Amazon.com in 1994, using the name in association of the South American river and because it started with the first name of the alphabet. Amazon.com initially started as an online bookstore, Bezos expressed that Amazon was a technology company whose aim was to simplify online transactions for customers (Hall, n.d). Since its inception, Amazon now operates within the online retail sector, it sells everything from ‘A-Z’ representing its refined logo, with products varying from books, electronics, homeware, toys, and music amongst others. Amazon also provides web services known as cloud computing which includes renting data and storage and other technological resources. The company also recently ventured into the oil industry (Rutakirwa, 2018). Currently, 25 years after the company was established, Amazon has become one of the biggest companies in the world, with an e estimated revenue of $386 billion. What began as an online bookstore, is now a global company offering membership subscriptions, brick and mortar stores, smart devices, and an efficient delivery system (Palumbo, 2019). Amazon’s primary activities includes marketing its physical and digital products; designing, developing, and optimizing of its web platforms; managing its supply chain and logistics; securing and maintaining partnership with sellers and suppliers and meeting customer needs; create movie production for its prime video platform and research for new ventures.  

[bookmark: _Toc77076081]Tacit and Explicit knowledge.
As technology is becoming cheaper, Bezos was motivated by profit and used direct information, knowledge and relevant factors leading to interventions in order to increase efficiency. His vision was that there could be an excellent product and on-line store knowledge, which would engaged customers at a deeper level and in order to learn customers' needs and wants (Earl, 2001, p: 216).
There is a two-part model of knowledge that can be partly attributed to the work of Nonaka and Takeuchi (1995). The knowledge that they use outlines four kinds of knowledge transformations, that can occur: which are Tacit to Tacit, Tasic to Explicit,
Explicit to Tasic and Explicit to Explicit. These all portray the kind of conversion that may occur. 
Tacit to Explicit knowledge transformation is the most significant to the organisation and to Bezos’ accomplishments in the e business context, because tacit is more face to face, human contact, whereas explicit is through the website, which is the model Amazon uses, i.e. human interaction with technology.
Tacit knowledge into Explicit knowledge is the key element to the knowledge which creates the company, by contributing to the sum knowledge (Nonaka and Takeuchi, 1995, pp. 71-73).
 
[bookmark: _Toc77076082]Typologies 
Nevis (Nevis et al., 1995) believes that learning knowledge can be a satisfactory way for improving business and meeting challenges in the worldwide business markets, including admirative awakening and transformation for internet organisations such as Amazon. Quinn (1996) suggests that knowledge typology is the purpose of knowing, and is used for knowing what, knowing where, knowing who and knowing why this can be aligned to Amazon customers data (Quinn, 1996).


 

[bookmark: _Toc77076083]The 5Cs

[bookmark: _Toc77076084]Contextualises: data and analytics produces a powerful tool for gathering data on customers' wants and needs. At Amazon data is kept and sorted in the cloud or in data warehouses. Contextual analytics can help to reduce the wider scope to expose awareness both customer and the employees and can be accessed from everywhere. Organisations can partner up then they can share contextual data, and it is the key to achieving a successful algorithm by empowering their analytic apps, creating value for customers (sisence 2021).

[bookmark: _Toc77076085]Categorised: is universally used as a process with organising data into relevant categories making it more useable and protected with it being easier to locate and recall. Data categorised is specific and important when it comes to risk management assets and data security.
Data categorised is tagging data to make it easier when searching for data, along with moving many copies of data then by reducing storage and back up costs also a faster search process. Data classification has improved content over time Goot (2021).
[bookmark: _Toc77076086]Condensing: By condensing down data Amazon can move easily find data on the coatomers along with helping to make customers data securer.
[bookmark: _Toc77076087]Conversion: When the company is searching for customer data, customers are engaging with the company. This can then improve the customer journey from “awareness” along to the purchase.
Moreover, it can help the company to tie up loose ends, which in turn can improve the company's marketing strategy over time. Good strategy in a way that does not just build trust with the customer, it can also gain loyalty (Talend 2020).

[bookmark: _Toc77076088]Corrections: An organisation should allow customers to update their data, with customers choosing what the organisation adds or takes out. If the customer is not happy with how the data is handled the customer could complain, then if the customer could complain. If the customer is still not happy then the customer can seek to enforce their rights through the courts (Ico 2020).


[bookmark: _Toc77076089]The 4Cs
[bookmark: _Toc77076090]Consumer: is marketing mix which is the customers wants and needs. Once data is gathered on the customer, the company can then put together a profile, to help with the customer receiving the right offers. When the customer makes a purchase that is when the customer can become valuable and loyal, also this is the greatest resource in any marketing strategy. 
[bookmark: _Toc77076091]Cost: is not only the price of the product, but this is also the time the customer stars looking for a certain product.
[bookmark: _Toc77076092]Convenience: is like location, when shopping online at Amazon is one of the most convenient ways, with everting in the same place. By analysing the customer habits, knowing what the customers' needs and wants. Along with saving time for the customer.
[bookmark: _Toc77076093]Communication: will help an organisation to keep customers loyal along with enticing new customers, this can be delivered by emails, telephone, helpdesk, social media e.g., Facebook, twitter, Instagram, WhatsApp, and face to face time.
The 4 Cs can be highly beneficial with the company really understanding the customer, before they make their purchase (Catmedia 20190.

[bookmark: _Toc77076094]SWOT analysis
	Strengths
Knowledge management top strengths are.
Accommodating customers with low-cost products.
knowing what the customer needs and wants.
making customers their top priority, fast free delivery. 
Keeping customers' data secure. 
	Weaknesses
Delivering free can put prices up.
When customers are not happy with an item, they will give bad reviews.
The company could be hacked, and customer data could be used by other people.
Some customers like to talk to people rather than using the amazon site which in turn could put people off from buying from them.


	Opportunities
Amazon should keep customers data safe, along with adding more own brand projects offering cheaper items. 
The company should have more talk to talk in the call centres as the older generation do not always like help on the website.  



	Threats
There is always the threat of identity theft, along with hacking customers' accounts.


 






[bookmark: _Toc77076095]Knowledge Management Value chain
The value Chain concept was first described in 1985, by Harvard Business School professor Michael Port. 
The value chain describes the chain of the company in the production of the company’s products or service starting with the materials, seeing it through to delivery along with everything in between.
At Amazon, the value chain is a framework which will describe the company's enterprise by creating value advantage to the company Dudovskiy (2020). 
The Value Chain is made up by Five primary activities. Inbound operation, operation, operations outbound, logistics, marketing, and sale. 
Service, and four secondary activities, procurement and purchasing, human resource management, technological development, and company infrastructure Chai, (2021).
[bookmark: _Toc77076096]Knowledge Acquisition
Knowledge Acquisition is the ability to acquire and use knowledge within Amazon. Supply chains must acquire and create knowledge continuously to maintain their competitive advantages.
Knowledge acquisitions in the supply chain can be new or is already insisting knowledge, this can be collected from customers, suppliers, retailers, and partners. Amazon spends billions on knowledge, and it is working well for them. Experts say that eBay is not in a crisis, but if it wants to increase growth it has to make changes by using knowledge acquisition it could then build a good customer relationship.
There is an increase in knowledge with the significance of knowledge acquisition activities within Amazon. Acquistion have been visualised and shown in many ways such as, having a method for acquiring knowledge and skill from knowledge expert solving different problems.   
Knowledge Acquisition is the knowledge where the company gather customers buying history when the customers browse the website their information is gathered from them along with their buying history, what is their basket, wish list, personal details such as address, phone number, Email. Then the company can recommend items that the customer might buy, using this strategy the company profit increased by 35% Patel (2020).
[bookmark: _Toc77076097]Amazon Primary Activities 
Amazon is the largest internet company along with the eighth biggest employers in America.
Walmart, which is also a large company in America, have not been able to catch up with Amazon since 2015, in 2017 Amazon bought out Whole Foods foe 13.4 billion dollars along with increasing its retailing presence.
When Amazon launched its physical store in 2017 the company picked up 5 billion dollars in revenue. Amazon Prime is helping to cement relations with their customers along with picking new customers up along the way.
The company also has adopted many trading strategies like reaching out to added information via technical structures by lowering prices. This provides Amazon to thrive and innovate throughout its operation. Amazon will continue to adapt and sustain growing changes and beat out its competitions and remain at the height of control.   
Amazon does not always have long-term contracts or arrangements with the company merchants to assure the merchants of availability with the merchandise. Payment terms, or with the credit limits (FBA) fulfilment by Amazon. Inbound logistics for company retail business. Moreover, economy of scale is an important source of value, creation for Amazon inbound logistics.
Sellers can also use FBA for storing their inventory at Amazon fulfilment centres. Amazon assures full responsibility for their products (business strategy 2020).
Amazon Website Services (AWS) was introduced 2006, and offers IT support service, which is now known as Cloud Computing the benefits for using cloud is giving companies the opportunity by replacing high cost with a low viable price along with no need to look for servers and any other IT, infrastructure with being weeks in advance which in turn allow the company to cut down on time, allowing the company to instantly find hundreds and thousands of servers in a short time and deliver results a lot quicker.
Amazon uses the cloud for all customers data, the low-cost infrastructure platform in the cloud as an exceptionally reliable power with businesses in 169 countries around the world.
Cloud computing provides an effortless way to connect to servicers, storage, database. With a set of operations serving the internet. Amazon Website Service owns and maintains the network-connected hardware to enforce these application services (White paper 2020).
[bookmark: _Toc77076098]Knowledge application
AWS announced Knowledge Application which can develop and operate along with discovering their application by viewing data and performing within the context of an application.
Application managers can discover applications throughout the AWS resource: groups, Amazon Elastic Kubernetes Service Cluster, and AWS Wizard (amazon com 2020).
Application manager is a speedy, flexible, and a secure way to deploy and manage applications for Amazon, benefits include easy manageable applications at a scale, provision desktop application. It can be used for packaging and deploying Microsoft Windows also being able to track real-time usage of application. Can also reduce the load on IT and increase user capacity (digital marketplace 2020).
[bookmark: _Toc77076099]Knowledge Dissemination
Knowledge Dissemination is to target distribution of knowledge, Dissemination’s aim is to share the knowledge which develops through an array of channels, social situations, and settings dissemination have several broad goals increasing the information, increasing employee’s interest to use and apply information along with the ability to use and apply information. Knowledge Dissemination strategies are to increase knowledge and link the information-based interference on a wider scale within or across geographic area, practising settings or social, along with other networks of end-users, such as customers and employees. Current efficient reviews and dissemination strategies are not as powerful as an operating one. Another research also shows this conclusion. Interventions that rely solely on passive information transferred are infective. Amazon identified dissemination strategies from implementation, undertaken the process to regulate the new evidence (knowledge dissemination 2020). 

[bookmark: _Toc77076100]Value Chain 
There are two drivers in Amazon value chain, products that are sold online Platform, and Algorithm, knowing what customer want and needs. The data analytics are worth a fortune to Amazon. The warehouses keep a huge number of products ready for picking, all employees are trained and times ensuring products are picked, packed, and sent, in a speedy time, with a rapid deliverers network, Amazon use advertising/amazon phone/Kindel/prime. Amazon is all about keeping customers happy and loyal, with customer support (paraligm 2020)
Fulfilment by Amazon (FBA) is the pillar of Amazon inbound logistics for the company own retail business. An important source of value is the decrease of scale for inbound logistics. Moreover, Amazon do not have a long duration of contracts or records with merchants, agreeing to the possibility of gaining the available products, along with payment terms or by postponement of credit limits. 
Amazon let sellers store products in the warehouses. The sellers are happy to do this as Amazon let them for free and if something should happen to the seller's products Amazon takes full responsibility. North America (international www.amazon.com) sales increased by 23% and 21% in 2017 and 2018 all at the same time. Wealth from North America is subject to a change in the money exchange rate with foreign exchange rates collide international net sales by USD 489 million, USD 138 million, and USD 4.3 billion in 2016, 2017, and 2018, respectively. 
AWS, this segment pay-as-you-go cloud storage, with compute resources, network, and computing services   and in major customers, include Pinterest, Dropbox, and Airborne. AWS is located as a platform for home operations and businesses like GE major League Baseball, Tata Motors, and Quantas have created practises ranging from apps for Croud sousing and personal healthcare to mobile apps for leading trucks based on AWS (AWS 2021).
[bookmark: _Toc77076101]Outbound Logistics 
Fulfilment centres, Amazon acquired Whole Food chain in 2017, the company developed USD 4.3 billion in brick and mortar, revenues in Q2, 2818 from store sales alone. Amazon also uses overnight deliveries, such as UPs, FedEx, and TNT. However, over the last decade Amazon have been investing in their own logistics system. The logistics system involves planes, trains, ships, vans, and trucks. Along with a drone delivery system, and Amazon Flex/gig/economy based intra Metro delivery service Dudovskiy (2020).
Customers like to know why Amazon use a lot of packaging for small parcel! It is because they use a complicated software system, by deciding what box size they can use based on what else is in the same truck and the exact size of the cargo bay, which will help to stop the parcels moving and saving money overall (Larbi,2017).
.    
 
   


[bookmark: _Toc77076102]Conclusion
In conclusion, it is important that Amazon keep using their knowledge management for keeping customer’s data up to date. This allows amazon to understand their customer’s needs and wants, and by having correct contact details for customers, links to their social media accounts, customer’s basket and buying history, they know which products and offers to promote to each customer and can easily target customers with personalised advertising. Helping customers accomplish their goals and adding more value to their shopping experience is the aim and will encourage customers to spend more. The value chain of data; acquiring the data, storing the data, applying the data and disseminating it is how this process is achieved. Having completed a SWOT analysis of Amazon’s knowledge management systems, it was found that Amazon accommodate customers with low-cost products and have good understanding of the customer’s needs, and make customers their top priority, however,
The organisation could have more own brand products, to keep prices low, many customers especially the older generation would prefer to speak to a person rather than go on the web help desk, the company could have more phone lines for customer service. There are some customers who are concerned about how much packaging there is on small items. They could look at a unique way when packing smaller items.

[bookmark: _Toc77076103]Recommendations
The organisation may like to introduce more own brand products, which in turn could be cheaper for the customer, along with more sales for the organisation. They could also put racking in their trucks, this then would stop movement of the boxes, or they could use all recyclable packaging, then customers may order more and will not be so concerned about the packaging.   
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