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[bookmark: _Toc75026913]Introduction 
Knowledge management (KM) can be defined as the process of sharing, managing, creating, as well as using the available data and information within the business organisations. Knowledge management is also referred to as the "multidisciplinary approach" that helps in achieving the determined business objectives by using the available knowledge within the workplace (Webb, 2017). It also encourages the concept of organisational learning for the employees within the workplace, hence, contributing to high personal as well as professional development of the employees. 
Data can be defined as the raw as well as unorganised fact that is mainly required to be processed in an effective manner for deriving meaningful concepts. It consists of various essential facts, perceptions, characters, observations, and many others. It needs to be interpreted for deriving the actual meaning. Information, on the other hand, can be defined as a set of data that is processed in a systematic manner (Abubakar et al., 2019). It is processed, highly structured, and can be presented in a meaningful way. Information plays an effective role in providing relevance to the sets of data
The various drivers associated with knowledge management include organisational culture, structure, information technology, personnel, innovation, and many others.
[bookmark: _Toc75026914]

Task 1: Organisational Profile of Amazon 
[bookmark: _Toc75026915]Main activities
Amazon was founded in 1994 by Jeff Bezos. The nature of Amazon was an online book store. However, from 1997, Amazon explored other areas apart from books and started selling other products like households, clothing, electronics, and many others (US About Amazon. 2021).
Amazon is basically an e-commerce website that is mainly responsible for digital streaming, cloud computing, as well as artificial intelligence. As mentioned above, the various products sold on Amazon include clothing, electronic gadgets, household products, baby products, and many others.
The primary activities of Amazon include obtaining high-quality resources, converting them, as well as delivering them to customers online through effective home deliveries. Marketing and sales activities can also be considered as the primary activities of Amazon.
Amazon is said to operate in the digital retail sector where it provides various retail products starting from clothes, groceries, to electronic gadgets. In modern times, it is said that Amazon is aiming at entering the automobile sector with the introduction of electric cars in the global market. 
[bookmark: _Toc75026916]Location of Amazon
Amazon is primarily based in the United States. However, it operates in more than 200 countries and territories throughout the world. It also consists of 18 global marketplaces in various operating countries (US About Amazon. 2021).
Amazon has only one head office and that is located in Seattle, Washington, United States. However, there are various sites or offices of Amazon present in more than 30 countries in the world. These offices are mainly responsible for ensuring the supply chain management of Amazon in an effective manner. 
Different geographical locations do have different focuses. Amazon is one of the most famous and reputed multinational organisations that operate in numerous geographical locations. 
[bookmark: _Toc75026917]Staff Profile
The workforce of Amazon is extremely diversified in nature. It consists of employees from the age group of 22 to 55 years, belonging from any race and gender. According to reports, 58% of the total workforce consists of male employees whereas, the remaining 42% of the total workforce consists of female employees. Nearly 32% of the total workforce belongs to the white race whereas, 13.6% of the total workforce belongs to the Asian race, 26.5% belong to the black race, and the remaining workforce belongs to the Latin, multiracial, as well as native American race. Considering the educational background, more than 50% of the Amazon workforce have a graduate degree, 26% have a master's degree, and the remaining have passed high school (US About Amazon. 2021). 
Considering the organisational structure of Amazon, the organisation follows a hierarchical organisational framework. This type of organisational structure helps in maintaining the different management levels within the chosen business organisation followed by a chain of command. This chain of command is responsible for connecting the several levels of management within the workplace, hence, ensuring the unidirectional flow of the business that is from top to bottom (US About Amazon. 2021. 



[bookmark: _Toc75026918]Task 2: SWOT analysis of Amazon’s Knowledge Management System 
[bookmark: _Toc75026919]Overview of the knowledge management system 
According to Barão et al. (2017), a knowledge management system consists of the set of activities that are used to create, gather, organise, and disseminate the knowledge of business organisations to ensure competitive advantages and sustainability of the business. In other words, it is a kind of information technology system responsible for storing and retrieving knowledge to enhance understanding, collaboration as well as process alignment. Hislop et al. (2018), state that the knowledge management system allows business organisations to gather, organise, share and analyse their knowledge that can be easily accessed by their employees. The knowledge management system stores details of technical resources, training documents, people skills, and more. By maintaining an appropriate knowledge management system, business organisations can boost their efficiency and ability of decision-making. The system also helps them to build a smart workforce that can make informed and quick decisions in ensuring major benefits for organisations. In the following section, the swot analysis of the knowledge management system of Amazon is going to be explained with some theoretical framework. 
[bookmark: _Toc75026920]SWOT analysis of Amazon’s knowledge management system 
SWOT analysis is a useful framework that helps organisations to analyse their strengths, weaknesses including opportunities and threats so that they can address their lacking, mitigate business risks and use opportunities in gaining a competitive edge as well. In this context, the SWOT is prepared by considering the knowledge management system of Amazon. The analysis of each element is as follows:
Strengths of KM
Amazon uses a single portal and interface that gives employees the common, easy-to-use, and familiar gateway towards different knowledge of their workplace (Schoeb and Orcutt, 2017). For example, courseware, websites, job tools, and e-learning all are combined together in the same portal. The major strength of KMS is to give empowerment to its employees through the distributed content creation process. By using the system, Amazon can know their users and offer significant data content anytime.
Weaknesses of KM: The presentation of content and data about products and customers, employees of Amazon cannot be able to figure out how to read appropriate data. It follows its own presentation strategy that sometimes disconnects customers with its employees and leads to failure of its knowledge management system (Castelli et al., 2017). The system is unable to cater to the demands of its users due to the higher amount of goods are sold by the respective company and customers have to wait to find their desired items. 

Opportunities of KM: The opportunities of the KMS of Amazon will help them to use crowdsourcing features by which the employees can build knowledge based on customer ratings, images, feedback, and reviews.  The system will also increase awareness of their products and services in users (Chua and Banerjee, 2017). It will provide easy-to-use facilities to employees to manage the transaction of users including their e-learning and other resource facilities. Without initiating repetitive searches, KM will combine with personalised services to enhance the productivity of Amazon. 
Threats of KM: Huge customer information in one portal can be a threat for the KMS of Amazon as employees cannot separate essential and important feedback given by customers. Alongside, the Pandemic situation hinders connection between users and employees that leads to poor sales rate and productivity of Amazon. Less interaction hampers access to customers’ data and improvement of knowledge for employees. 
[bookmark: _Toc75026921]General description of RBV framework and how it benefits company
“Resource-Based View” or RBV is known as the model responsible for overseeing the resources of organisations as the key factors to enhance their performance. In other words, the framework determines the strategic resources of business organisations so that they can exploit these for achieving sustainable competitive edges ((Collins, 2020). It is beneficial for organisations to exploit their external opportunities with the help of existing resources in a different way instead of acquiring new skills for opportunities. With the help of the RBV model, organisations get an appropriate direction for organisations’ strategy. It also perceives the values derived from organisations’ management skills, data capabilities as well as administrative processes in generating economic rents (Alexy et al., 2018). By using the RBV model, organisations identify tangible and intangible resources that are analysed via the VRIO framework to evaluate organisational performance and its advantages. 
[image: ]
Figure 2: RBV model
(Source: Collins, 2020)
VRIO analysis on Amazon 
By considering the tangible and intangible resources the section is going to evaluate the capability of organisations and their resources to gain competitive advantages for them. In this context, the VRIO analysis is done on the resource of Amazon associated with their Knowledge management system.
	Resources
	Valuable
	Rare
	Imitable 
	Organised
	Implications

	One portal one interface
	Yes
	Yes
	Yes
	Yes
	Sustained competitive advantage

	Consistent presentation
	Yes
	No
	No
	Yes
	Competitive Parity

	Content modulation
	Yes
	Yes
	No
	Yes
	Temporary competitive advantage

	Distributed content creation
	Yes
	Yes
	Yes
	Yes
	Sustained competitive advantage

	Magical personalisation
	Yes
	No
	No
	Yes
	Competitive Parity

	Crowdsourcing
	Yes
	No
	No
	Yes
	Competitive Parity

	Performance-centered approach 
	Yes
	Yes
	No
	Yes
	Temporary competitive advantage


Table 1: VRIO analysis
(Source: Created by the author)
[bookmark: _Toc75026922]Identifying tangible and intangible resources in Amazon knowledge management system from VRIO analysis 
From VRIO analysis, the following resources of Amazon and its KMS are identified. 
One portal and one interface 
It is a tangible resource of Amazon’s knowledge management system that is valuable, rare, and not easily imitable by the organisation.  The main purpose of the resource to keep everything in one place. Amazon maintains its entire business operations through the same portal to keep the information organised. The portal also offers a seamless user experience so that customers and employees both feel comfortable and using data with less anxiety (Kapadia et al., 2017). 
Consistent presentation
The respective resource is a tangible resource that helps Amazon to manage their content associated with product specifications, reviews and it also helps in displaying information for each product. The company offers composed information and publishes the same to its users in a consistent manner. It is beneficial for them to keep track and archive information efficiently (Kaushik et al., 2018). Employees do not need to interpret the data manually as they can collect different visualisation of data automatically. Therefore, it is valuable for them however it is common and can be easily replaced by other organisations. The company gets competitive parity from the workability of this respective resource. 
Content modulation
The content modulation features of Amazon’ KMS adds value to their business and it is also a rare resource. However, it is easily imitable and they are capable of using the feature efficiently. Content modulation is considered under the tangible resource list and it has physical evidence in the knowledge management process. By using the resource, the company can make the information easy to read and it offers additional details according to requirements rather than various barriers (Narangajavana Kaosiri et al., 2019). The positive impact of the resource is to enable the employees to easily and quickly access content without traversing the entire documents. Therefore, it offers temporary competitive advantages for the company due to its easily imitable features. 
Distributed content creation
It is an intangible resource for Amazon as it helps them to organise their design standards, policies, and business practices required to maintain their knowledge management system. By managing content creation in an organised manner the company can ensure content completeness, accuracy, and relevance that empower employees as well (Demchuk et al., 2019). , The respective function is valuable, rare, costly to imitate, and organised that brings sustained competitive advantages for Amazon. 
Magical personalisation
It is one of the intangible resources of Amazon’s KMS and it helps them to give a reminder to users regarding past history and recommended mostly products,  It allows the organisation to connect with customers more and provide additional information to increase customer base. The resource is valuable and organised however it not rare and imitable easily that only brings competitive parity for them by ensuring better efficiency and productivity.
Crowdsourcing
It is the tangible resource of the respective organisation by using they can build awareness and knowledge regarding users. From their website, the company collects customer ratings, product reviews, and previous feedback to make a sense of community services without formal practices (Bassi et al., 2020). It also offers competitive parity for them as it is a common resource and can be used by others easily.  
Performance-centered approach
Amazon offers a clear way for auctioning all customer-related tasks required to accomplished by customers. The company moves its business concept from a topic-centered approach to a performance-centered approach that brings advantages for employees in offering their performance effectively (Dabbagh et al., 2018). The approach is valuable, rare, and performed organised way however it can be copied by others that only offers temporary competitive benefits for Amazon and their knowledge management system. The resource is working as the intangible resource for Amazon Company to improve their efficiency and performance in terms of knowledge information system. 

According to the analysis of the RBV and VRIO framework, it can be stated that Amazon company could adopt the RBV model to maximise its business performance and market stability in the long run. The company has adequate tangible and non-tangible resources by which they can obtain proper knowledge regarding their customers, and it could also help their employees to connect their customers efficiently. 
[bookmark: _Toc75026923]Task 3: Critical Evaluation of Amazon’s Knowledge Management System
[bookmark: _Toc75026924]Provide an explanation of the four stages of Amazon’s value chain 
Amazon uses four stages value chain model by which they can monitor and run knowledge management processes accordingly. The workability of Amazon including a specific typology for each stage is discussed below: 
Knowledge Acquisition: Knowledge acquisition is the creation of necessary knowledge in the organisation via learning processes and acquisition of external knowledge is done through business consulting and associated action with other business organisations (Al-Jedaiah, 2020). In this stage, Amazon uses various knowledge typologies to complete the knowledge acquisition stage. Here, Amazon collects external knowledge from customers through social media and an online portal. Moreover, for performing internal acquisition, employees access e-learning facilities and job tools from its online portal that leads to a better understanding of knowledge (Altınay et al., 2019).  Employees also communicate with customers via the same portal to acquire knowledge regarding their choices, preferences, , they also acquire the behaviour pattern of customers, their interest, and search pattern with demographic factors. By using the stage, employees of Amazon can communicate directly with customers and understand their requirements as well.
Knowledge Storage: The stage refers to the memory formation process of business organisations by which acquired knowledge is stored formally in the physical system and retained as the rule, value, and belief in an informal manner.  By using the stage of the knowledge management process, Amazon stores knowledge in a distributed manner and it also maintains a design standard, policies, writing style to make the data more usable. Various types of knowledge are stored by the organisation such as individuals connected with Amazon based on their direct observation and experiences (Gonzalez and Martins, 2017).  The cultural thinking and feeling of individuals help Amazon to store knowledge in a way so that they can give reminders regarding their past products, and searching history associated with cultural values. Knowledge management system stores the organisational structure including a set of rules, attributes, and hierarchies so that employees of Amazon can get access to this knowledge easily to ensure better productivity and efficiency 

Knowledge Dissemination: It is described as the interactive way by which stored knowledge is connected and interacted with the target audiences. On the stage, Amazon performs smooth and flexible knowledge dissemination by converting its “topic-oriented approach” to the “performance-based” approach. To disseminate knowledge, the KMS of Amazon reduces its servicing overhead and establishes user-friendly services for users.  They build knowledge awareness for customers by creating social communities so that customers can fulfil their demands from one interface (Feng et al., 2017). Alongside, training information, job opportunities, and associated job tools are also disseminated by Amazon through the online portal for their employees. According to the study of James Quin typology was found that the significance of a corporation knowledge can be efficiently categorised into four tiers. The four tiers or typology included care why,,,know  why ,know  how ,and know what. ,Among these it would be recommended to Amazon to use the care of typology.
Knowledge Application: It refers to the utilisation of knowledge or capability of employees in locating, accessing, and using data and knowledge to make organisations more productive. Amazon uses stored knowledge in the creation of new knowledge through innovation, an extension of existing knowledge.  They use knowledge in the decision-making process to improve customer service, organisational efficiency, and productivity. For example, Amazon uses customers’ reviews, feedback, and rating of products in the promotion and marketing of new products (de Vasconcelos et al., 2017). Besides, the utilisation of stored knowledge is directly associated with the business strategy of Amazon. For example, Amazon converted its business approach to a performance-based approach to minimise customers’ overhead and offer a clear path for them to enjoy task-based customer services. 
[bookmark: _Toc75026925]The application of the SECI model in the KMVC of Amazon
SECI model is the conceptual framework to understand the process of knowledge generation in business organisations. SECI model stands for socialisation, externalisation, combination, and internalisation and the model is related to the knowledge management system of Amazon and it can be applied at every stage of the KMVC of Amazon. Socialisation indicates the process of transferring new knowledge through the shared experiences in daily social interaction (Farnese et al., 2019). The externalisation shows how the knowledge is articulated into the desired and explicit knowledge so that knowledge can be shared by other individuals in becoming the new knowledge base. By using the combination process the explicit knowledge is gathered from outside and inside the organisation and then combined the same to create systematic and strategic knowledge (Songkram and Chootongchai, 2020). After combining the same, the explicit knowledge is disseminated among the employees of business organisations. The last process, internalisation is helpful for creating and sharing explicit knowledge throughout the business organisations. After that, the explicit knowledge is transformed into tactic knowledge by their employees. 
After analysing four parts of the SECI model, it can be stated that combination and internalisation are applicable for the knowledge management process of Amazon as it can help them to disseminate knowledge after knowledge acquisition among their employees. In the next stage, the employees can covert the knowledge to the tactic knowledge that can be applied based on the present situation (Albers et al., 2018). Amazon collects data from internal and external platforms such as social media For supporting the suggested parts of the SECI model, Amazon allows employees to apply their acquired explicit knowledge into the practical situation by creating new knowledge and improving their business operations accordingly (Adesina and Ocholla, 2019).. The application of the SECI model can help Amazon to effectively manage its knowledge management system and improve the efficiency of the company. 
[bookmark: _Toc75026926]The support system of Amazon’s KMVC
To complete each stage of the KMVC of Amazon, they must require some support systems. As the support system, Amazon can incorporate its different functional units such as HR, IT, financial, marketing and others. The HR department of Amazon takes initiatives to share collected knowledge among their employees that are directly associated with the knowledge dissemination stage of the KMVC process (Gope et al., 2018). On the other hand, the IT department of Amazon also supports its knowledge management system by capturing and collecting explicit knowledge via the utilisation of advanced information technology. IT team enables the knowledge management system by providing optimal utilisation of team members including the right technical support to acquire and store knowledge. The finance and marketing departments of Amazon also support the KMVC by reducing financial risks, guide their customers for the best product options and promote sensitive data and desired products using modified business strategies (Men et al., 2019). Therefore, knowledge management needs support from different functional units to reduce its operational inefficiency and run internal communication for gaining competitive advantages. 
[bookmark: _Toc75026927]Task 4: Conclusion and Recommendation 
After discussing the knowledge management system of Amazon, it is understood that the company does well in the knowledge acquisition process as they prepared a single online interface in which employees are allowed to access any information about customers, their job tools, and learning opportunities to enhance their knowledge and obtain explicit knowledge as well. , The knowledge management system of Amazon also reduces employees’ overhead by introducing an outstanding information management process through their IT team support. Employees can easily get the interpreted content in a different visual manner. For example, employees get metaphors, visual representation of data including organisational structure, culture, policies and values, and other intangible factors to improve Knowledge from learning.  Amazon organises each page to make it an easy-to-read section along with some additional information so that employees are able to access only the required content quickly without wasting more time to perform an overall searching process. The content creators of Amazon make the information and knowledge distributed to maintain accuracy and reliability in the knowledge acquisition and dissemination process. 
However, some parts of the knowledge management should be developed such as the knowledge storage and application stage as the company has to transfer the content and acquired knowledge into the distributed sources for providing flexible access to their employees. Distributed data organisation system may create difficulties for them to access the specific data by the customers quickly. They do not encourage collaboration and effective communication among their functional units that can ensure good support systems for representing a successful knowledge management system. The personalised services can be developed as it is based on the KMS employees recommend a range of products to customers and from the list customers cannot select their desired products properly. 
Recommendations
Centralised data management system 
To avoid the limitations of a distributed system, Amazon can incorporate centralised data management system through cloud storage for ensuring organised data management process (Shujahat et al., 2019). , By using the system Amazon will not be required to transfer their collected knowledge in the distributed system for better accessibility. 
Investing in analytics
To run their knowledge management process Amazon should invest in its analytics as the overall process is based on both external and internal data collected from social media, online portal, and their organisational culture. The investment should be effectively preceded by the financial department so that Amazon can collect data and knowledge associated with customers’ purchasing preferences, interests, and searching patterns (Abualoush et al., 2018). 
Embrace the socialisation
For embracing socialisation and creating social communities automatically Amazon can acquire explicit knowledge from customers and giving recommendations for required products to maintain accuracy and reliability within the interaction process. 
Making collaboration among functional units
Collaboration among different departments should be maintained to reach a successful knowledge management system as each department is dependent on others. For example, the IT department collects necessary information through technical support and sends it to the HR department (Kane, 2017). Moreover, the finance department invests the required money to support the IT department in collecting explicit knowledge. The HR department shares knowledge among employees. Therefore, this collaboration and communication should be required in Amazon’s KMVC. 
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