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[bookmark: _Toc75992896]Introduction
The report discusses Amazon Inc, a leading internet retail business that has significant influence in knowledge creation. To illustrate the context, an evaluation of Amazon and its overall position is discussed. Moreover, the context of SWOT analysis on the Knowledge Management System of Amazon is analysed to find out the internal and external factors contributing to the developments of KMS in Amazon. The organisational objectives include helping the employees to construct a way of thinking by facilitating KM initiatives. The overall process is contributed by increasing individual knowledge to reinforce competencies. So the following part discovers the four areas of Knowledge Management Value Chain and application of theories in the context of KMVC. Finally, recommendations are provided on concluding the findings of this report.


[bookmark: _Toc75992897]Task: 1: Amazon’s Profile

Amazon Inc
Amazon Inc is a leading retail company in the internet retail industry that engages in the provision of retail shopping services worldwide. It is a public company which specialises in e-Commerce, Retail, Operations and Internet. The company is founded by Jeffrey Bezos in 1994 and has headquartered in Seattle in the USA. He is the Chairman, President and CEO of Amazon Inc and Brian Olsavsky is the CFO and Senior Vice President. 
[image: ]


[image: ]The company has more than10000 employees in 2020. The overall shareholders of Amazon Inc include Mutual Fund Holders (32.14%), other institutional shareholders (26.8%) and Individual stakeholders (10.87%). 
Figure: Revenue of Amazon
(Source: AMZN - Amazon.com Inc Company Profile - CNNMoney.com 2021)

It has business segments in North America, Amazon Web Services or AWS and International. Amazon focuses mainly on North-American websites including amazon.com and amazon.ca. AWS segment of Amazon involves sales of compute, database, storage and AWS service offerings.
[image: ]
Figure: Demographics of Amazon Inc
Source: (Statista, 2021)
The above figure shows a clear picture of the demographics of Amazon Inc in terms of customers in accordance to ages. Amazon focuses on customers who have internet access and who are mostly youth audience. The age group of customers of Amazon is between 25 to 50 years and 45% of online buyers mostly belong to the 35-49 age group. This company focuses on both males and females with the occupation section includes students, professionals and specialists. Amazon Web Services or AWS recommends to work with potential customers defining new customer groups. 
The main activities of Amazon Inc include merchandising its digital and physical goods, developing an optimisation platform including apps and websites, building a strong relationship with its sellers and managing its logistics and supply chain, acquiring new ventures and retaining loyal customers. 
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The following is a SWOT analysis of the Knowledge Management System at Amazon. 

Strengths Knowledge Management System
· Amazon has determined user experience to accomplish success by using One Portal One Interface. It enables the customers in providing One-Stop shopping solutions. Even the employees find a favourable easy-to-use gate to imply workplace knowledge showing up in the same place (Castelli, et al., 2017). 
· By KMS, Amazon ensures consistent penetration from product specifications to reviews of products in the same possible way. This is a strong point of the Knowledge Management System of Amazon because it comes with comprehensive content management and composes information to customers in a consistent manner. By enabling KMS, the employees of Amazon can interpret content and can find the structural value of becoming part of Amazon Inc. 
· Knowledge Management System in Amazon builds almost magical personalisation which strikes most of the customers and recommends products that customers use (King, 2009). This system enables the customers to register at Amazon websites willingly and recognise the value of the system. At Amazon, employees realise the productivity and efficiency enhancement of the contents that reflect the KMS. 
· The strongest point of the Knowledge Management System at Amazon is that it enables crowdsourcing that is helpful in doing customer provided ratings, reviews and build knowledge and awareness about the products. As a result, a sense of community is practiced within employees without formal communication. 
· At amazon, KM teams have adapted a standard set of services to scope out projects based on business needs. As a result, the development of a consultative mindset allowed Amazon to apply Knowledge Management to move quickly and keep the knowledge flowing. Employees at the organisation realises the essence of KM principles works together for process changes despite the shift to remote work (Lee and Yang, 2010). 
· Through this effective KMS, employees at Amazon take surface information and knowledge to be informed and make effective good decisions while working. These help in crisis scenarios at the organisation and produce team leaders in these crisis moments. 
· Amazon Inc has developed KMS to make its employees natural problem solvers and change makers. The criticality of this system that its employees apply with tons of innate empathy and sense emerging needs of the organisation. This enables the employees of Amazon to come up with solutions with creativity and develops knowledge that is open and helpful
· Amazon uses Knowledge Management System to remove vulnerability within the structure of the practice of knowledge of the organisation (Malhotra, 2012). The aspect of pandemic scenario has brought significant changes acknowledging difficulties and limitations that being faced personally. The application of effective KMS builds trust within the employees and other parts of the business.

Weakness of Knowledge Management System
· At Amazon, Knowledge Management System creates a lack of awareness that is invisible within the structure of the organisation. In this regard, the employees may confuse themselves in identifying what KMS is about and what develops the notion of KM within the organisation. As a result, the integrity within the organisation lacks and a failure of understanding KM principles arise.
· The KMS is misunderstood in some instances at Amazon which diminishes the reputation of Amazon in the current practice of knowledge enhancement and knowledge sharing. The context of misunderstanding defines that organisation may have employees who sometimes fail to outline and communicate business cases and make them compelling (McInerney, 2012). As a result, Amazon fails to uphold its branding and needs to linger past KM iterations. 
· In the digital platform, the application of KMS is critical to continue the structure of maintaining the essence of this system prudently. It happens when Amazon inconsistently applies for KM programs and fails to achieve its objectives. The business model does not support amazon to apply KM principles in different departments considering what values generated at the outset of applying the Knowledge Management System. 

Opportunities of Knowledge Management System
· Amazon has initiate programs to apply KMS in meeting growing needs in crisis management. It met the growing needs by creating awareness of both benefits of KM and ignoring undocumented tacit knowledge. The system may be applied in realising that ignoring the system creates barriers to knowledge sharing. The organisation focuses on the value proposition to understand the opportunities it creates in innovation and decision making. 
· The organisation finds its opportunities by applying KM in cozying up to digital by accelerating digital projects in the competitive business environment (Lee and Yang, 2010). By applying Knowledge Management, Amazon Inc may understand user needs and manage change to the requirements of the users. The opportunity of linking KM to transformation in digital platforms highly strengthens leadership support in the field of the internet retail industry. 
· The introduction of Artificial Intelligence or AI provided opportunities to ventures, the organisation would be able to amplify KM`s value by taking proper initiatives to improve digital capabilities. 
· Besides, KM provides integrated solutions within the functions of the organisation (Gupta and Aronson, 2010). Companies must use KMS to bring integrated solutions into existence. Amazon has the opportunity to strengthen partnership within its HR, IT and learning with developments of Knowledge Management. It means that the company would be able to deliver cohesive cross-functional services to the customers enabling effective measures regarding KM.

Threats of Knowledge Management System 
· Budget is a critical factor for a business organisation and pandemic has provided an emerging threat for the companies (Davenport. and Prusak, 2018). In this regard, Amazon may need to limit its resources to build proper KM within the system of the organisation. To enable business focused metrics, Amazon needs to apply programs in budget cuts and to produce a proper KMS.
· Amazon may become volatile to short-term thinking by applying Knowledge Management focusing on survival in the present day business context. As a result, long-term sustainability of the company may hamper significantly and KM may not provide appropriate outcomes for the company.
· Amazon may find siloed thinking into context because KM team may focus on complimentary initiatives that make Amazon to lose sight of the bigger picture. 
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The conscious management of KMVC leads to multiple benefits for the organisations in the competitive business environment. It enables the organisation to improve learning and agility and improve innovation, effectiveness and build performance. Four areas of KMVC is discussed under the context of support systems that interact with these. Knowledge Management Value Chain or KMVC practically developed by Mathieu Weggeman to understand the basics of powerful management tool. 
Four areas of KMVC are discussed below-

Knowledge Inventory
An organisation determines specific knowledge by adopting strategic objectives. The context of the Knowledge Inventory relates to understand the distinction between available knowledge and knowledge to be developed. Knowledge inventory is applied in Amazon to clearly understand the “knowledge gap” (Castelli, et al., 2017). Knowledge inventory identifies and locates knowledge assets around the organisation which includes tacit knowledge. Amazon finds tacit knowledge to be identified in creating a road map of where the company actually exists. In this regard, Amazon may find the situation of this area within its company by answering whom we have, where they are and what they do. These questions provide the organisation an excellent place to collate list of knowledge sources present within the organisation. This is ensured in HR functions of the organisation because Knowledge Inventory can work to define the roles of HR executives and staff to contribute to the organisational developments (Davenport. and Prusak, 2018). IT section of Amazon can develop itself by applying knowledge inventory and working on AIs to remove the knowledge gap that may be created.

Knowledge development
Knowledge development is needed to predict the knowledge gap present in the organisation to take necessary measures to solve the proposition. Knowledge development can be done in different ways including training staff to purchasing knowledge. Amazon applies the knowledge development process to create external knowledge procurement, creation of specific knowledge and developing departments and forming technical knowledge networks. In developing the IT department, Amazon applies knowledge development to build the knowledge of the existing employees to improve performance and sometimes partnering with experts to purchase knowledge to improve that performance in critical business contexts. 

Knowledge sharing
After the process of knowledge development, the next area of KMVC is knowledge sharing where the knowledge is shared within the organisation. Knowledge becomes an integral part of the organisation in an ideal scenario for the company. Amazon applies knowledge sharing to develop organisational strategy and culture that are critical to the context of the organisation.
 
Applying knowledge
Knowledge application is integrated within the organisation because mere implementation of knowledge does not provide support to development and sharing of knowledge within KMVC. According to the company, Amazon Connect, a productized version of the company's contact center software, was developed with the help of knowledge applications (Castelli, et al., 2017). It serves as an essential example of how knowledge management is used for the benefit of the company because it brings all knowledge and information together on a single platform. Due to the large volume of transactions processed by Amazon each month, it is difficult for a customer service representative to resolve every complaint and provide every update. A one-of-a-kind knowledge application, Amazon's Subscription API provides sellers with sales notifications within 60 seconds, making it the fastest way to receive sales notifications on the market.
An understanding of Amazon Elastic Computer Cloud and Amazon Virtual Private Cloud, as well as "hands-on" experience with these clouds, is required. AliBaba and Walmart are providing better customer experiences as a result of improved knowledge applications. Amazon uses knowledge management techniques to connect millions of people with millions of pieces of product information in an effortless manner. The company as a result uses both internal and external knowledge to improve the customer experience by identifying areas that can be improved.
Amazon assesses the use of knowledge in providing reviewers with a consistent presentation of product specifications via content management applications (CMA). Because the company believes that "it is not about searching, but about finding," it focuses its efforts on whether customers can find what they are looking for more quickly (Malhotra, 2012). Walmart, on the other hand, developed this system in conjunction with a better knowledge management application, whereas the company is unable to take a significant approach to developing content management applications as part of a knowledge application. Amazon monitors and evaluates employee and customer feedback to ensure that knowledge is being applied efficiently and effectively. By distinguishing between important and useful content based on user feedback, Amazon is able to evaluate the effectiveness of knowledge management efforts.

Linking theories to the context of KMVC
The value chain is a supported concept of business management that is popularised by Porter in his literatures and top management nowadays takes the value chain as determining factor in company competitiveness (Castelli, et al., 2017). In supporting Knowledge Management success, there is a need of analysing the chain of knowledge creation (Ermine, 2013). In this regard, the development of KMVC provides educationists to discuss the topic and generate theories regarding the subject. As a result, theories developed in the context of considering a knowledge value chain. In evaluating these four areas of the Knowledge Management Value chain, the DIKW model is an effective take for granted model in knowledge information and literatures (Alavi and Leidner, 2011). This model is widely used in KMVC and this model comes up with a graphical representation of a pyramid as provided in the following figure.
[image: ]
Figure: The DIKW pyramid model
(Source: Alavi and Leidner, 2011)

This graphical representation relates to Maslow`s pyramid model. This model explains the higher elements and lower elements in regard to KMVC. According to this mode, knowledge is the result of processing information. Meanwhile, this model has a flow diagram that shows the relationship between the components including Data, Information, Knowledge and Wisdom. DIKW is recognised as a value chain in the context of KM in Amazon. Transformation of the process of the organisation depends on two categories of objective and tangible (Ermine, 2013). In analysing the knowledge given in the KMVC, it is recognised that three points of view can be identified by the authors concerning the discussion. 
[image: ]The following figure shows the transformation process in the Knowledge Management Value Chain that involves a syntactic point of view, semantic point of view and context point of view. Amazon Inc uses a context point of view to realise cognitive situations into considerations (Arnett, Goldfinch and Chinta, 2018). 
Figure: Transformation processes in knowledge management value chain
Source: (Gupta and Aronson, 2010)

Known as Nonaka's Four Modes of Knowledge Conversion, this work is the brainchild of Professor Nonaka, who developed a premise in his work that involves two types of knowledge conversion: formal and informal (Nonaka and Takeuchi, 1995). He distinguishes between tacit knowledge and explicit knowledge. In his work, he distinguishes between tacit knowledge that is subjective and explicit knowledge that is objective. Tactic knowledge, according to his research, is defined as "experience-based knowledge that also includes cognitive skills" (McInerney and Koenig, 2011). Conversely, explicit knowledge is regarded as rational knowledge, and it is characterized by the presence of a theoretical approach. Nonaka describes the model as a two-by-two matrix that evolves in response to both tacit and explicit knowledge sources. This model demonstrates that each type of knowledge can be converted into organizational learning, which is dependent on the learning spiral's ability to remain in place. As a result, the Nonaka and Takeuchi model describes four modes of the knowledge conversion model: socialisation (from tacit to explicit), externalisation (from tacit to explicit), combination (from explicit to explicit), and internalisation (from explicit to tacit) (Polanyi, 2009). KMVC aids in the development of this model by increasing the efficiency with which organizational knowledge is created. This model is referred to as the SECI model in some circles (Gourlay, 2013).
[image: Four modes of knowledge conversion (source: Nonaka and Takeuchi, 1995) |  Download Scientific Diagram]
Figure: Nonaka`a Four Modes of Knowledge Conversion 
(Source: Nonaka and Takeuchi, 1995)

For example, Amazon uses the KMVC to implement SECI processes by presenting organizational structure challenges and acknowledging Nonaka's argument that uncertain knowledge and a degree of task ambiguity may facilitate task sharing within the organization (Levy, 2009).

[bookmark: _Toc75992900]Task 4: Conclusions and recommendations
The report provides a brief understanding of Knowledge Management at Amazon and the following are the conclusions drawn from the report-
· Firstly, Knowledge Management is well identified at Amazon and implementations of four areas of KMVC are recognised in the development of the Value Chain in line with existing theories in the field of KMS.
· Amazon has standardised procedures that are communicated properly by way of session training and taking appropriate initiatives to comply with the business dynamics. Procedures in this regard at amazon are based on formalising existing practices.

The main areas of developments in the Knowledge Management System at Amazon
Amazon needs to understand both the tacit and the explicit part of the knowledge and needs to provide a visual diagram that integrates discussion to construct a conceptual model for stimulating discussions. This modelling process requires an intensive process contributing to the source of knowledge, inputs and outputs of knowledge and creating a flow of knowledge. 
Knowledge management framework needs to be applied within the organisation to get exemplary results in development of knowledge and application of knowledge. In this regard, Amazon needs to prioritise knowledge management within the company and needs to take clear systems to the management for innovation. Besides, the company needs to support knowledge management through technology to communicate better. Moreover, Amazon needs to prioritise governance and needs to reward knowledge sharing.

Recommendations
· Employees at Amazon needs to be rewarded for their contributions to knowledge management and incentives program for recognition of these employees need to be properly settled by the management. 
· Amazon needs to take measures in creating an environment where employees participate in Knowledge Management systems with voluntary and mandatory aspects and rely on reliability. 
· Project managers at Amazon need to take responsibility for practicing KM principles and upload the project documents into the knowledge management system. 
· Amazon requires to avoid redundancy in the Knowledge Management Process and prevent duplication of efforts. The process should be applied in line with SECI model and needs to recognise the aspect of both tacit and explicit knowledge. 
· Amazon Inc needs to assess Knowledge Creation and requires to note key challenges of managing the knowledge side of projects to facilitate knowledge exchange. It is critical to identify potential importance of knowledge capture within the organisation and capture the problems associated with project management for Amazon. 
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