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Executive Summary
Customer Engagement is very much necessary for any company, especially in the eCommerce business where the management of the company needs to analyse the data on the basis of a structured Knowledge Management System. The administration of the organization can ensnare the part of Knowledge Management System to focus the information base for the potential client base and customer base of the organization. A few kinds of Knowledge Management systems are being utilized as indicated by the space of the business and prerequisites of the client. A portion of the normal qualities of a nonexclusive Knowledge Management System can be classified on the lines of Community Features, FAQ substance, Webinars and some more. It includes the course of the recognizable proof, stockpiling and assessment of the important data utilized in the organization to work with activity the board. A legitimate Knowledge Management System works with the delivery of precise answers for a normal issue which can be handily gotten to by the client base of the organization

[bookmark: _Toc86682168]Introduction 
Knowledge Management System can be defined as the IT system used by the company from any domain, that is being designed to store, retrieve and analyse the knowledge, information and data to improve the aspect of process collaboration and alignment in business. The management of the company can implicate the aspect of Knowledge Management System to centre the knowledge base for the potential customer base and clientele of the company. Several types of Knowledge Management systems are being used according to the domain of the industry and the requirements of the customer. Some of the common characteristics of a generic Knowledge Management System can be categorised on the lines of Community Features, FAQ content, Webinars and many more. It involves the process of identification, storage and evaluation of the valuable information used in the company to facilitate operation management. A proper Knowledge Management System facilitates the rendering of accurate solutions to a common issue which can be easily accessed by the customer base of the company. This report will signify the Knowledge Management system used in the organisational infrastructure of the retail giant, Amazon and its effectiveness in operation management.    

[bookmark: _Toc86682169]Organisational Background 
Amazon is recognised as one of the most renowned American multinational technological companies which have its service domain being lines on the scope of Cloud Computing, Artificial Intelligence, and Digital Streaming and most effectively for E-commerce. The company has been established in the year of 1994 on July 5th by Jeff Bezos and was formerly known as Cadabra Inc. The company is headquartered in Seattle, Washington, US and the service of the company has been facilitated in the global scope (aboutamazon, 2021). The company has projected an operating income and annual revenue of $22.9 billion and $425.064 billion respectively for the business year of 2020. Amazon gets the benefit of 1335000 workforces of employees across the world and only 810000 employees for the American region 


