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Executive summary 

In this report a profile of Amazon will be included. This will include the main activities, locations and staff profile including demographics of the organisation.
a SWOT analysis of the knowledge management system adopted by Amazon will be included. Also, a critical evaluation of the four areas of the KMVC and discuss the support systems Amazon have in place. This report will Investigate the theories used by Amazon in this evaluation. With the finding a conclusion will be compiled for this report, also highlight the main areas for development and any recommendation to improve Amazon’s knowledge management systems.
[bookmark: _Toc89167254]knowledge management?
Knowledge management (km) is the process of organising, storing, identifying, and disseminating information throughout the organisation. 
A knowledge management system (KMS) collects knowledge and gathers this for the organisation. This help increase productivity as employees do not need to waste valuable time finding information which can easily be accessed on the knowledge management system (KMS). The systems provide a central place where stored information’s can be access on demand.
Businesses which adopt knowledge management strategies tend to resolve business decisions quickly.  This also help facilitate with employee training and learning which has a positive impact on employees’ satisfaction and their retention. (IBM, 2020)

Knowledge management is normally split into two different categories information management (IM) and knowledge management (KM) the difference between these is information management can be store and access via a database and knowledge is normally stores within our minds and brains. (Kohn, 2019)

The history of knowledge management is not very old, it is a reasonably new discipline, its started in the 1970s where it came about in a published paper by management theorists and well renowned practitioners like Peter Drucker and Paul Strassman. This paper highlighted how knowledge and information could be used as a asset to be very valuable to businesses and used as a resource.
Dorothy Leonard- Barton which studied in Harvard business school contributed immensely toward the development of the knowledge management theory. In 1995 it was document via a case study the effectiveness of the Chaparral Steel Company knowledge management strategy which has been actioned since the 1970s.

In the late 1970s Everett Rogers lead the way in studies on information and technology transfers which led to a better understanding how business could store their organisational knowledge on a computer.


The 1980s organisation understood how knowledge ca be used as a competitive asset to the organisation, although many organisations did not update their organisational strategies to adopt the knowledge and did not know how to manage knowledge correctly and productively.
Theorists like Peter Drucker, Matsuda and Sveiby documented lot about knowledge worker which resulted in the concepts like knowledge acquisition, knowledge engineering and knowledge based systems.

In the 1990s knowledge management got bigger and became a major focus in many small and large organisations after a publishing of a book by Nonaka and Hirotaka Takeuchi which was titled The Knowledge Creating Company: how Japanese companies create the dynamics of innovation.

Current knowledge management trends are showing organisation are using knowledge management as a tool and asset which gives them the competitive edge over competition and is a key to their organisation’s success. The knowledge management process of distributing and applying knowledge is managed more effectively and is a top priority for organisations these days. Organisation have understood that they need to improve their knowledge process and that people are a great source of knowledge, organisations promote gathering, storing, and sharing knowledge via a database which can be shared and transferred to all or to employees which need it. With shared knowledge employees are better and empowered to solve problems, deal with customers queries and make good decisions. This also help cater for customer’s needs, and they are better able to designs product and services to meet the need of their customers. (Sullivan, 2016)
[bookmark: _Toc89167255]History of Amazon 
The story of Amazon begins with the founder jeff Bezos, he graduated in computer science and electrical engineering from Princeton university. Bezos worked in many jobs which included a banking company and telecommunications start up, then in 1994 Bezos started working at a hedge fund company D.E. Shaw where he went on to become the vice president in only four years. His responsibilities were to research and discover new business opportunity online, he proposed at that time a list of 20 product that they could sell online. This was decided by the executives, this is when he decided to go on his own and set his own business up.
Bezos started his business and called it Cadabra Inc, this decision was overruled after lawyers said Cadabra sounds like cadaver over the phone, so Bezos went back to the drawing board and come up with two options which where Relentless and Amazon. The name Amazon was selected on November 1st, 1994, and this was at the start of their journey to becoming one of the world biggest brands.
Amazon started selling books this was one of the products he recommended to his former bosses, he felt book would be a great product, as there is a global demand for books, they are not too expensive and there are many titles to sell. 
He believed His Advantage over competitions was convenience, so in 1995 he opened one of the first online bookstores, at this stage he was still running his business from his garage in Seattle. Within one month Amazon generated $20,000 per week in sales revenue, and within a few months it had customers in every U.S. state also customers in 45 countries, Amazon showed rapid growth by the end of their first year, Bezos decided to employee 250 staff to continue its operation globally.
In 1998 Amazon announced they are going to expand and sell other products not just books, they began selling computer games and music within a few years they were selling toys, computer software they also started acquiring and starting other companies. Amazon invested into computers and servers to run its business more effectively and a place where their data could be stored. (Capitalism.com, 2020)
What Amazon does?

Amazon work with 1.7 million small business which sell on their Amazon.com platform, this offers more options for customers, better prices, and a more convenient service, they have also opened many stores where customers could visit, and they offer a fully contactless service. (Amazon, 2021)

Amazon have many products which they sell and promote, Alexa is a cloud-based services that is on devices such as, Amazon Echo, Echo show echo Dot and Echo Dot with clock. Alexa services are contently developing and getting smarter. You can ask Alexa any question and she can accurately understand you and reply to your questions. Alexa collects data on customers so it can provide better products and services for their customers. Alexa is built into many devices at home and on the go, Alexa is currently compatible with more than 100,000 smart home devices such as echo, fire tablets, kindle, fire TV, ring security, blink and many more. (Amazon, 2021)

What are Amazon’s primary activities? 

Amazon key activities are merchandising of its physical and digital goods, also development, design, and optimization of its platform. They manage their supply chain and logistics of their goods and services. They build a good relationship with their suppliers and sellers as they know this is important to their partnership. Another key activity of Amazon is to help produce movies and show which they air on their Amazon Prime video platform. Amazon are always looking for new ventures which will support their eco system and give them the edge over their competition. (business strategy hub, 2021)

What sector/industry does Amazon operate within?
Amazon.com, Inc is involved in online retail shopping services, it operates in many business segments such as north America, international and Amazon web services (AWS). The sector Amazon deal in within north America includes retail sales of products and subscriptions via it’s north America focused websites. The international arm offers retail sales of consumer products and subscriptions via its global website Amazon.com. Amazon web services are involved in global sales of storage, compute, and database this help other start up business, government agencies and academic institutions and many more. (CNN business, 2021)
Location(s) of organisation

Amazon is an international company, but the head office remains in Seattle, Washington where it began. They have many warehouses and hub all over the world. There are many based in locations across the UK which includes Swansea Bay, Manchester, Doncaster, Peterborough and Rugeley. (Murphy, 2020)

Amazon have over 175 distribution hubs all around the world, majority of them are in north America and Europe as amazon find this to be most effective for their global distribution. (Amazon, 2021)

As Amazon trade around the world globally they have geographic divisions and sub-divisions, Amazon’s know countries have different regulations and laws and challenges for logistics etc, so that why these division pay a key role as Amazon always must adapt different strategies for each country they operate in, as this is important for their global success. Their focuses are the same globally as their goals remain the same. Although the size of Amazon is large, they only have two geographic division which are north America and international.
The main advantage of Amazon splitting elements of their company into geographic divisions is that it helps them identify problems that may occur so they can address them correctly. (organimi, 2021)

What is the demographic of the workforce? 
The demographic of Amazon workforce is 23% female and 76.5% male this compared to google is slight as they have 27% female. 38.68% of Amazon workforce are aged 18-34 and 61.32% are 35 and over. (statsocial, 2020)

Amazon have also started a new initiative where they are offering to pay 100% of college tuition for 750,000 U.S. employees, they want a better educated workforce therefore they have invested greatly in the education of its employee. (Palmer, 2021)

What does the organisational hierarchy look like?

Office of CEO-headed by Jeff Bezos
Amazon Web Services- headed by CEO Andy Jassy 
Business and corporate development-headed by SVP Jeff Blackburn
Finance- headed by SVP & CFO Brian Olsavsky 
Worldwide Consumer-headed by CEO Jeff Wilke 
Legal- headed by SVP David Zapolsky 
Worldwide controller (Accounting)- headed by VP Shelley Reynolds
Corporate affairs- headed by SVP Jay Carney. (organimi, 2021)

Jeff Bezos is on top of the Amazon hierarchy and has complete control over all managers and executives, which in turn they apply direction to the sector under their control either by their own choice or direction from Jeff Bezos. 

Amazon adopt an org structure which is highly effective at international growth in many of its different markets. (organimi, 2021)
	
SWOT Analysis of Amazon’s Knowledge Management System

Strengths 
[bookmark: _Toc89167256]Business which uses resource-based view utilises their resources and capability to gain competitive advantage. Resources and capabilities together reflect on the organisation’s competencies. The two types of competitive advantages are cost advantage which is having the ability to offer the same product or service as your competitor but offer it at a lower price. The other is differentiation advantage which is where the organisation can offer better and more benefits to their customers then their competitors.
Amazon have been greatly successful in identifying and utilising their resources so they can develop their capability in area they feal are they need to succeed.  This results in better online retailing technologies, personalization features for customers its customers which browse on the website and new products in seven major geographic markets. They also benefit from a top customer relationship system and most up to date warehousing. (Willden, 2021)
Weaknesses
The weakness identified in Amazon’s knowledge management system is that their feedback system does not allow employees to see their own feedback, this can only be given to them from their managers. This goes against the basis of performance management and does not help their employee grow their skills and knowledge.
Empowering employees with feedback help them better them self as they can discover where they are going wrong and correct their mistake a lot faster, this will be better for the organisations production rate. 
Another weakness to their feedback system is that it is anonymous, and employee can manipulate feedback and give good/bad feedback without being completely honest and it’s easy to abuse their feedback system, this gives incorrect feedback results to the organisation. By allowing to see the identity of the person leaving feedback, problems and situation can be address by managers and this will allow complete transparency. (impraise, 2021)

Opportunities 
Mc Kinsey study revealed that the average worker spends almost 2 hours per day looking for information they require, which is relevant to complete their task. Given employees access to a data base where they can ask a question and it gives you a clear answer can free up to 35% of employees time. This will increase levels of productivity and most importantly employee morale, which is vital to organisational success, Richard Branson once said “take care of employees and they’ll take care of you. (Cook, 2019)
Threats
There has been a flaw that has been detected in Amazon’s Alexa smart home device that could have allowed it to be accessible to hackers, it could have allowed them access to customers personal information and history of their conversation. Attackers where able to add and remove apps without the owner’s knowledge. Check point research reported this to Amazon and they corrected the issue, but this could have been very detrimental to their organisation. In January, Amazon said their where hundreds of millions of Alexa devices all around the world and thanks to independent researchers like Check Point, a critical error was averted. (BBC, 2020)

Knowledge Management Value Chain (KMVC)


[image: ]Knowledge Acquisition
Amazon are leading the market in knowledge management they gather all sources of data via many external avenues, they gather this data to help employees and customers find information on products and services more efficiently. (MBA Knowledge Base, 2021)
Amazon gathers data from all users that navigate through its website and product like, Alexa, Echo Dot, ring camara and kindle, lots of data is gather like the time spent browsing, product purchased, also products which are purchased together and much more. all this information is processed and stored in their central data warehouse on Hewlett Packard servers which are running on Linux and Oracle. Amazon also collect external demographic data at this stage this is all explicit knowledge. (Marr, 2021)
[bookmark: _Hlk88747672]Knowledge storage
The SECI model was designed by Ikujiro Nonaka and Hirotaka Takeuchi, this model of knowledge dimension is split into two categories of knowledge, explicit and tacit knowledge.
All the data, which is collected, get transferred into explicit knowledge which can be stored, shares, and recognised, which will help Amazon cater for its customers more effectivity.  
Combination is the process where the data collected by Amazon is systemised onto a central system in their data warehouse. The knowledge is converted from explicit to explicit, this means the knowledge can be accessed via a database and understood and turned into knowledge for their employees.
Senior software engineers and principal engineers are responsible for improving customer experience by coding this knowledge and storing this on their knowledge management system so it can be utilised throughout the organisation. (Amazon, 2021)


Knowledge dissemination
There are many ways Amazon share their knowledge throughout their organisation. Emails are used to communicate organisational updates, status updates and changes in processes and much more. Amazon have internal intranet where employees can access information fast and clearly this is a great way where tacit information can be re arranged and codify into explicit knowledge so this can be understood by employees and store in their brains, this is identified as the externalization process in the SECI model. HR are responsible for a lot of the correspondence sent out via emails and the intranet is updated by many departments such as IT, finance, and directors. (Bhutani, 2021)
Amazon offer many opportunities to employees to develop their skills to excel their career, through their career skills and career choice programs, this is a great way to expand employee knowledge. Tacit knowledge is converted into explicit knowledge by expert and learning material are developed to make it easier for employees to learn. Once the employee understands the new process, they then have converted explicit knowledge into tacit knowledge this is known as Internalization stage of the SECI model. They are now able to help other understand tacit knowledge as they understand it as tacit knowledge which is stored within the brain. (Amazon, 2021)
Knowledge Application
Amazon have applied their knowledge to many of their product, customers now use many Amazon products like Alexa to find information and news to stay informed, Alexa is a product where you can ask a question and it will respond with a verbal reply in any language and regarding any topic. Alexa’s wealth of knowledge gives Amazon its competitive edge over its competitors.
Alexa’s knowledge mission is to make Alexa more smarter regarding fact based Q&A, also looking to provide customers with precise and relevant information faster with a real time repose. The IT department and its sub divisions are responsible for arranging this knowledge, so the product development department can utilise this knowledge and adapt this knowledge within their products. (Amazon, 2021)
Amazon know knowledge could be very profitable and know to get a return on the knowledge they have collected, they make organisational knowledge become a part of their decision making process and use this to develop their product further. (MBA Knowledge Base, 2021)
At this stage Alexa codes the tacit knowledge then converts it to explicit knowledge. When a customer asks a question to Alexa and start to understand the Responses, this get embedded in their brains, which then is stored in their minds as tacit knowledge this process is called internalization. (thecloudtutorial, 2021)







Conclusion

Areas of Amazon’s Knowledge Management System they do well.
Amazon have a great knowledge management system in place and are leading the market in this field. People think amazon just sell product online but in fact they are also one of the largest data companies in the world. They achieve this by gathering data from customers and employees via many different avenues such as their website, feedback system, reviews also via product they have developed like, Alexa, Fire sticks, Ring camara and Echo dot. Due to these sources of knowledge Amazon are always ahead of its competition and are data giant, this data gets compiled on to their server and converted and codify into knowledge which then can be transferred. This report has identified that Amazon follow the SECI model which was designed by Ikujiro Nonaka and Hirotaka Takeuchi.

Areas to be developed within Amazon’s Knowledge Management System.

Although Amazon have a great knowledge management system, this report has identified an area where Amazon can develop and improve their system. the area identified in the report is the employee feedback system, as feedback is anonymous employees can leave feedback which could me malicious and not true about others within their organisation, this is a big flaw and does not enable manager to get accurate feedback to develop their staff. This also will have a negative impact on productivity as managers are not able to help their employee and offer the correct training, which will then result in Amazon having a lower skilled employee.



Recommendations

Amazon are the market leaders when it comes to knowledge management systems and need to keep on doing what they have been doing over the last decade, they need to remain ahead of their competition and keep evolving and moving with technology and time.
Amazon’s employment feedback system needs to be changed so it can allow honest feedback. To improve their system, they could have a feedback process where managers could see who left the feedback, this makes feedback honest and not malicious and would discourage employees to leave dishonest feedback.
Managers will then have more time to deal with quality feedback and will be able to develop employee in areas identified in their feedback. This will have many benefits with employee development, improved productivity, also will have a great workplace environment and many more benefit to Amazon and its employees. 
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