University of Wales Trinity Saint David
BMSW5106


Knowledge and Information Management




A critical analysis of Knowledge Management in Amazon









Presentation
Supplementary Notes
By
Elena Alexandra Moise
1908804

Knowledge Acquisition


In KMVC, Knowledge Acquisition refers to the process of obtaining, shaping, and organising knowledge, from human experts, files, folders, to capture, examine, and reach the knowledge, to make them accessible to users (Jawadekar, 2010). In Amazon, knowledge acquisition, implies the knowledge of a  company, obtained from outer sources such as providers, the competition, associates, customers, and external specialists (KMT, 2018). 
Quinn (1996), presents four levels of knowledge which best describes Amazon, bringing in attention, the importance of the company’s Knowledge Management System, as follows:
· Cognitive Knowledge (Know-what)
· Amazon’s recommendation technology is focused on cooperative sorting and determines what the customer considers he want by creating a profile of who is the customer,  suggesting products that individuals with related profiles have bought.
· Amazon collects data from each customer, while they utilize the site, using Big Data. The company monitors what is bought, customer interests, shipping address, wage level centred on the location, and if the customer leave reviews or feedback (Marr, 2020).
· Target utilizes data from loyalty schemes and make use of the research around habits, to create buyer groupings, built on purchasing patterns (Arbuckle, 2017).
· Advanced Skills (Know-How)
· Amazon gathers data from customers when they visit the selling platform, the time spent browsing each page, making use of external datasets, for gathering demographic details (Marr, 2020)
· Netflix automatically collects data on what devices the customer watch Netflix on, the IP address, look at search queries, how long the customer watched a show, and contacts with customer service (Saltzman,2021).
· Systems Understanding (Know-why)
· The purpose of Amazon regarding system understanding is to predict the demands of the customers by identifying the data that focuses the customers such as: their strategy of distributing parcels prior to customer decision of buying;
· Exploiting customer data helped Amazon to become significantly more knowledgeable and receptive in the customer’s eyes (McorpCX, 2021).
· Self-motivated creativity (Care- Why)
· Amazon relates the most with self-motivated creativity, seen thru constant profit reinvestment to improve communication with clients, get faster service, develop inventive delivery approaches and concentrating on continuing development over instant profitability, which brought Amazon loyal customers (McGovern, 2014).
Amazon’s success is the foundation of following all four types of knowledge from shallow knowledge- procedural, to deep knowledge- episodic, using accurate and up-to-date knowledge thru their Application Programming Interface, retrieved from internal and external sources. The company uses tacit (socialization) to explicit (combination) knowledge seen thru:
Amazon:
· uses one portal and interface for everything they sell
· they show information for products using a pattern
· organize every single page on Amazon in easy-to-read sections
· uses elements like customer-provided ratings, reviews, feedback, images, subscriptions, alerts, and reminders
· easy and consistent transactions (Rosenberg,2014).
Although, regarding customers, Amazon seems to be the top quality, the company does not have a good reputation for employees or community practices: poor working conditions, lack of training, absence of motivation to volunteer or donations from employees (Renz, et. al. 2014).
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