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Executive Summary.  

This report presented, offers a wide analysis and evaluation of the main key findings to which are used by that of Amazon in this present day in order to succeed a successful position within the competitive online market. The key findings in which have been presented within this report consist of the use of e- marketing strategy to which Amazon use towards their strategic plan in order to gain competitive advantage through the digital world. To this the report findings also consist of factors which fall into the organisations e- marketing strategy and are used and presented as social media and customer relationship. With the use of academic models and theories which have been presented into this report, results show the significant impact of the e- marketing strategy that amazon have incorporated into their organisation in order to significantly adapt and effectively target their market. 






















2. Introduction.

The Author of this report, will be fully analysing and critically evaluating all these key factors such as e-marketing, social media and customer relationship, towards one specific successful E-business. This E business in which this report will be based on will be that of Amazon. Amazon is one of the most successful E- Businesses companies, known on the globe today. This company started off as one of the first online book stores however today, it has over 500 Ecommerce in which has allowed amazon as an online business to expand on the globalised international stage.  “Amazon.com crafted a new business model in the 1990s for internet entrepreneurs using the web as a place for transactions. As consumers learned to replace physical distance with mouse clicks, Amazon created E- business and E commerce models to which generated massive profits for their online clearing house.” (Cosper,A 2017).   Nowadays, Amazon is no longer just a book store, although they still do have a vast variety of online books in which they still today sell, Amazon, is now much more focused on selling a wide range of products on the internet. It is highly arguable, that it is because of their e-marketing strategy, their use of social media and their ability to gain customer relationship,  Amazon, has managed to produce a stable strategy, which has allowed Amazon itself to grow into a major successful online business.  Amazon have incorporated the use of their E-marketing strategy towards aiming at their customers and disrupting the retail market via the use of the digital platforms. To this Amazon has adapted to the use of social media to aim at targeting and influencing their customers through the use of social media platforms as well as implementing a stable customer relationship through means of research offering customers a unique shopping experience through the use of online buying. (Johnson & Scholes 2007) define strategy as “the direction and scope of an organization over the long-term, which achieves advantage for the organization. 















4.E- marketing.     

4.1 Building on E-Marketing.

“E-marketing or electronic marketing, refers to the application of marketing principles and techniques via electronic media and more specifically the internet”. (Dr B, Smarta 2012).  

E marketing, is part of marketing strategy, which is arguably one of the key fundamentals which is used by organizations to attract their target market and market their products within digital market., Amazon is an E business and therefore primarily an online store. This is due to the fact that Amazon is a primarily online based retail organisation to which aim to sell, market and develop their products via the digital platform. most of the marketing that Amazon do is based online. Although, it is evident that amazon also market through other means such as Tv adverts. Chaffey D, et al (2013, p536). Explains there are e- marketing plans which have to integrate with the offline, traditional marketing plan.  In order for Amazon to implement a successful e-marketing strategy, they must first interpret a number of other strategies that may benefit to build their competitive capability which may result to Amazons success in maintaining a successful E-business strategy. Porter (1980) introduces a theory that identifies four strategic options which propose to deliver competitive advantage. Thompson & Martin (2005, p123) define porters generic strategy as being ‘where companies may seek broad advantage within an industry or focus on a number of distinct segments’. The main strategic option of Porters theory to which applies to Amazons strategy is that of a differentiation strategy – Offering a unique product or service to the market. This is due to the unique service in which Amazon have adapted to allow their customers to buy their products with a simple click of a button via the Amazon app. This unique service which amazon have produced as an organisation, may be incorporated through their unique strategy which has a primary focus on customer relationship. 
Implementation of the differentiation strategy, can impact on the development of Amazons E-marketing strategy not only would it benefit this, but it would also help the organisation said with understanding their customer values through the internet. Hausman (2010), explains the importance of achieving marketing strategic goals through creating customer satisfaction and customer value. Examples of elements of which a firm provides, which increase customer value, are tangibles such as product and service value and value pricing”. As well as this customer value may also be created when customers receive an intangible element in the exchange, such as feeling of belongingness and cared. This concept of customer Value can be supported by the differentiation strategy of Poters theory. Arguably this applies to Amazon as they not only focus on building strong customer relation but also use this given strategy to instrument a successful E-Marketing strategy. To remain the business leader in the market, Amazon must improvise new strategies to improve the processes of the organization. By improving the process of the organization, Amazon can not only keep pace with the developing digitalization of the market but also satisfy their customer as per their needs. New technology involved in the process will reduce the cost of the company and they can have more offers for the customers, which will attract customers preferring other sites for offer in products via the use of social media platforms. (Kaur, Pathak and Kaur, 2015). 


4.2 internal and external factors changing E- Marketing. 

It is extremely important to consider the internal and external changes happening throughout the world which essentially are affecting the modern-day internet. (Frederick, E 1994). States that“the marketplace evolves under the converging pressures of changing demographics, politics, economics, technology, and social mores, so are organizations changing. And as organizations change, so must the role of marketing within them”.  Amazon as an online organization, has been extremely successful in understanding their customers values by focusing on delivering customer delight and customer expectations.  “Amazon’s letter has more to offer than feel-good ideology. (Customer Experience Management 2017). This concept of feel good and customer value may perhaps, be applied to Chaffey’s Online Value proposition model through the means of the way Amazons brand reaches its customers and make them acknowledge their unique services to offering a stress-free shopping experience by shopping with a simple click of a button. 




















This concept of marketing for Amazon may fall into the convinence, cost reduction and content of Chaffeys Customer Value Proposition model 6Cs. 
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                                                                            FIGURE 1. 
                                                (Source: D, Chaffey & PR Smith 2017,p110).













Its is within the ability to modify their services along with the technological changes that make Amazon efficacious when understanding their customer values. Although, in terms of marketing, amazon, have a unique marketing strategy in which have been implemented into their organizations values and believes.  According to the Amazon Official 2017 report, “Their marketing strategy, relies on the following six pillars. 
1.	Offering the widest range of products
2.	Using a customer-friendly interface.
3.	Scaling easily from small to large.
4.	Exploiting affiliate products and resources.
5.	Using existing communication systems.
6.	Utilizing universal behaviours and mentalities. (Amazon Official Report 2017). 

Amazon marketing strategy integrates a number of targeted online marketing channels, such as Associates program, sponsored search, social and online advertising, television advertising, and other initiatives”. (Dudovisky2017). 
It has become clearly evident that the marketing strategy that Amazon have implemented within their organization is a strategy of which has mainly been based on an online marketing scale. The adaptation changing technology of the market helps the company to understand the need of the customers as well as the employees. Upgraded technology will help enhancing the above-mentioned marketing strategies and improve the operations of the organization (Siddiqui and Singh, 2016). Better technologies help the company to increase the efficiencies in their workforce and thus, fulfil the customers’ needs accordingly. As mentioned above their strategy integrates a number of target online channels as well as offline by using TV networks to market.
However, the company is purely online based and the ability to adapt to the current technological changes which have been occurring in this modern age, allows Amazon to strategically shape a sufficient E-marketing strategy. 








5.Use of Social Media. 
5.1 Introduction on social Media. 
The use of social media, has brought many benefits towards building marketing platforms online. Social media benefits companies by allowing them to develop a stable strategy within the online platform, primarily because it is free to use, there are more than one social media website online today, I.E Facebook, Twitter, Snapchat and Linked In, and the social media network is possibly the most popularly known and used advancements of technology to insight information to the world population today.‘Social media today offers the opportunity for individuals and businesses to capitalise on people’s networks, and a rich digital space for the exchange of electronic word of mouth’’. (Kaplan &Haenlein, 2011). The use of social media benefits multi online organisations such as Amazon to use social media as an instrument to search for their customers’ needs and expectations through the means of marketing through social networking websites as well as digital advertisement on the internet.  According to statistica.com it has been stated that “One of the defining phenomena of the present times reshaping the world as we know it, is the worldwide accessibility to the internet. The lovechild of the World Wide Web is social media, which comes in many forms, including blogs, forums, business networks, photo-sharing platforms, social gaming, microblogs, chat apps, and last but not least social networks. The power of social networking is such that, the number of worldwide users is expected to reach some 2.95 billion by 2020, around a third of Earth’s entire population”. (Statistica.com social media 2017, statistics.).  
Amazon has developed the operational process by involving the social media in the system. Proper use of social media has helped the company to achieve the trust they have built in the market. 
5.2 The impact of social media on Amazons E- Business Strategy 
Due to the high interest in the social media platform around the globe. The social media platforms have almost developed that of marketing platforms for businesses to target customers. Probable it is arguable that almost every business organisation, will have used social media to market their advertisements and would also have used social media to build their own company pages and websites. This is the case for Amaozn with the use of social media it is highly evident that Amaozn have constantly used social media plafroms to market their services and products. By these means, through the use of social media platforms this has enabled Amazon to attract their target audience through websites such as facebook and twitter via Adds on these websites, allowed Amazon to market their Amazon app, and by doing so their marketing strategy through the use of the social media has allowed their organisation to implement the lock in strategy towards their audience by simply marketing value proposition through the means of social media platforms and website. R, Keplan & D, Norton (2003). explain the lock in strategy, in which a company locks in customers by creating a high barrier to switching to a competitor. 

It is mentioned on an online article known as that in order for businesses to gain full business value from social media, firms firstly need to develop implementation strategies based on three elements: Mindful adoption, community building and absorptive capacity.  These are the three main elements which have arguably been used to improve a business’s customer value and marketing strategies through the social media platform. (Culnan 2010).
Most social media websites, have built in data analytics tools such google analytics.  “Data analytics (DA) is the process of examining data sets in order to draw conclusions about the information they contain, increasingly with the aid of specialized systems and software.” (Rouse, M 2017.). Data analytics, may be primarily used by commercial industries to enable organization to make more informed business decisions. This software  is a perfect example of a strategic technique that is used by Amazon to monitor their statistics and numbers. By using the analytic tool, it allows them to analyse their current situations within all aspects, be it marketing, recruitment or promotion.  This offers amazon the ability to adapt a stabilized long-term strategy within their business plan.  On a strategic level, the use of social media, includes the marketing of management of a marketing campaign, as well as a recruitment campaign, governance and setting the scope and the establishment of a firms desired social media culture.  Arguably, this may be of reference towards Amazons marketing strategy, as they currently updated an online forum, known as (Amazon web services) which allows you to sell online and speak to their online services about any issues.  It has been mentioned by the guardian, that “the Amazon web service, is the section of the company that sells cloud computing services to both the outside world and to Amazon itself. You can buy storage space to hold a huge database, bandwidth to host a website, or processing power to run complex software remotely. It lets companies and individuals avoid the hassle of buying and running their own hardware, while also letting them pay for only what they use”. (The Guardian 2017).  

Social media, is a great source for advertisement as people follow the social media regularly. Amazon is into the business of advertisement through social media especially Facebook. With new completive markets Amazon has to extent the use of social media and improvises it for using a level up. The web service need updated version every time so that the shopping experience of the customer do not get hinder (Hajli, 2014). Special treats for regular customers as they purchase from the website. This and other similar promotion activities will help the company to understand the customers and provide them as per their new demands as far as possible. This idea will also help the company to change or improve any decision as taken for the company. 













6. Customer Relationship Management. 

“Customer relationship management (CRM) is a term that refers to practices, strategies and technologies that companies use to manage and analyze customer interactions and data throughout the customer lifecycle, with the goal of improving business relationships with customers, assisting in customer retention and driving sales growth”. (Techtarget.com 2017).  This is can be linked in to social media as it offers the ability for Amazon analyse their customers expectations needs and expectations which in the long run could benefit the organisation into building a steady customer relationship between the organisation and its customers. 

The CRM model, has been primarily used and designed to target good customer value and relationship. As has been mentioned before, one of the top main priorities of Amazon, is that of delivering a unique experience to the customer in order to gain customers satisfaction and value. Amazon, goals in terms of customer relationship, is that of selling their brand Amazon as a comfortable easy experience when shopping with them. Their main goal is connecting customers to empower a delightful experience. Their customer relationship strategy is purely based upon their easy purchase by the click of a button. Its stated by Amazon on their official website, that “the Customer Relationships team drives programs to improve the Amazon experience for families and other important customer relationships by inventing and developing the services, infrastructure, customer-facing content, and integration with important Amazonian features that result in new customer-delighting capabilities”. (Amazon.jobs.com 2017).   Their customer value strategy may be adapted towards D, Chaffey’s RACE Model, as it is evident that their main goal is to deliver a unique experience by selling their brand towards connecting their customers with a delightful stress-free experience. The RACE model concept may be seen to fit in with their CRM strategy as their ability to REACH for their audience by building customer awareness via Social Media and offline marketing, ACT by engaging their customers with their brand using the lock in strategy, CONVERT, by achieving conversion to market goals again connecting with their customers building that unique relationship between the Brand and customer. Finally ENGAGING with their Customer offering them their unique value proposition stress free exclusive experience purchasing a product with a simple click of a button allowing Amazon to build a strong Customer relationship between that customer and their brand.
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                                             (source: Smart Insight.com,2017).    












7.Conclusion. 

After having critically analysed every point presented in this report, it has become clear that the online e-business platform is one that keeps developing thanks to the technological changes that keep occurring along with the modifying social media. Its within the ability of online e businesses such as Amazon who are able to adapt to these changes within the internet that allow them to develop a strong stable strategy plan, which in term results in these organization becoming successful not only within their home countries, but also globally. Thanks to the network and online platforms today, it has regenerated the possibility for entrepreneurs and new businesses to developing. The online platform is a very competitive open market and as a result it is these key factors in which have been presented in this report as well as critically evaluated in which evidently provide stable tactical solutions which have been industrialised and revolutionized by the internet.  
As a consultant of the company and analysing the current situation of the company in the global market, the company is performing well and with the adaptation of the latest technologies in the organizational process the company will be able to perform more efficiently for the future consequences. The more the company will improve the technology process of the organization the more the company will grow in terms of efficiency. The Moto of the company is to serve better to their customers and better offers for their web sites can also be helpful in attracting more offer seeking customers. Advertisements in social media of the Amazon are effectively working for the company. The more it will be if they bring in other attractions like new offers and new launches of product in their websites. This new approach will only be possible by bringing in new technologies as the market changes. Continuous change in technology and process of the company will help them achieve a different height of success every year. 















8.Recommendations. 

 1.	considering the mass amount of social media users and the benefits of social medias from an E- business perspective, it is recommended that Amazon, maintain the use of social media as a form of communications with consumers and promote a high level of service.  

3.    Continue to analyse the competitive situations as the digital market is not stable and the internal and external factors may keep changing therefore it is highly recommendable that Amazon develop a high competitive advantage and stability within the digital world in order to stay at the top of their competitors list.





















9. Bibliography.





1. [bookmark: _GoBack]Amazon. (2017). Amazon Web Service (AWS). . Available: https://aws.amazon.com/what-is-aws/. Last accessed 30/12/17.
2. Amazon. (2017). Connecting Customers to Empower Delightful Experiences. Available: https://www.amazon.jobs/en/teams/customer-relationships. Last accessed 31/12/2017.
3. Berry, M.J (1997). Data Mining Techniques: For Marketing, Sales, and Customer Support. New York USA: John Wiley & sons Inc.  
4. Chaffey, D & Smith, PR (2017). Digital Marketing Excellence: Planning, Optimizing and Integrating Online Marketing Paperback – 1 Jan 2017. 5th ed. New York USA: Routledge. p1- 660. 
5. Chaffey, D. (2011). Digital planning, RACE model. . Available: https://www.smartinsights.com/digital-marketing-strategy/race-a-practical-framework-to-improve-your-digital-marketing/. Last accessed 27/03/2018.
6. Cosper, A. (2017.). Description of how Amazon uses E-business and E-commerce for B2B and B2C. Available: http://smallbusiness.chron.com/description-amazon-uses-ebusiness-ecommerce-b2b-b2c-36453.html. Last accessed 12/12/2017. 
7. Culnan, M.J. (2010). How Large U.S. Companies Can Use Twitter and Other Social Media to Gain Business Value. Available: https://www.researchgate.net/profile/Mary_Culnan/publication/279893388_How_Large_US_Companies_Can_Use_Twitter_and_Other_Social_Media_to_Gain_Business_Value/links/56548c4f08aefe619b19f3c6.pdf. Last accessed 30/12/17.
8. Delery et al. (1996). Modes of Theorizing in Strategic Human Resource Management: Tests of Universalistic, Contingency, and Configurational Performance Predictions. Academy of Management Journals. Vol 39 (part 4), 802-835.
9. Dr B, Smarta. (2012). What is E-Marketing. Available: https://smartamarketing.wordpress.com/2012/01/26/what-is-emarketing/. Last accessed 28/12/17.
10. Dudoviskiy,J. (2017). Amazon Marketing Strategy. Available: https://research-methodology.net/amazon-marketing-strategy/. Last accessed 30/12/17.
11. Fitzpatrick, C. (2016). Benefits of Using E-HRM in 2016. Available: https://www.linkedin.com/pulse/benefits-using-e-hrm-2016-charlene-fitzpatrick. Last accessed 31/12/2017.
12. Fredrick, E. (1994). Defining the New Marketing Concept (Part 1). Marketing Management. Vol 2 (Part 2), P22.
13. George, E.M. (2016). E-HRM. Available: www.whatishumanresource.com/e-hrm. Last accessed 31/12/2017.
14. Greco, A et al. (2003). Customer relationship management and E-business: More than a software solution. Review of Business. Vol 24 (Part 1), 23-30. 
15. Hajli, M. (2014). A study of the impact of social media on consumers. [online] Lyfemarketing.com. Available at: https://www.lyfemarketing.com/wp-content/uploads/2015/05/Compressed-PDF.pdf [Accessed 17 Mar. 2018].
16. Hausman, A. (2010). Marketing Strategy: Using Social Media to Create Customer Value. Available: Marketing Strategy: Using Social Media to Create Customer Value. Last accessed 28/12/17.
17. Hern, A. (2017.). Amazon Web Services: the secret to the online retailer's future success. Available: https://www.theguardian.com/technology/2017/feb/02/amazon-web-services-the-secret-to-the-online-retailers-future-success. Last accessed 31/12/2017.
18. Inmon, W.H. "The data warehouse and data mining." Communications of the ACM, Nov. 1996, p. 49+. Academic OneFile, Accessed 2 Jan. 2018.
19. Johnson, G. (2007). Strategic Purpose. In: Scholes, K and Whittington, R Exploring Corporate Strategies. 8th ed. United Kingdom: prentice Hall. 622 pages. 
20. Kaur, P., Pathak, A. and Kaur, K. (2015). E-Marketing- A Global Perspective. [online] Ijera.com. Available at: http://www.ijera.com/papers/Vol5_issue2/Part%20-%205/L50205116124.pdf [Accessed 17 Mar. 2018].
21. Lorette, K. (2017). Flexible Business Hours. Available: http://smallbusiness.chron.com/advantages-e-business-2252.html. Last accessed 31/12/2017.
22. Lorette, K. (2017). The Advantages of E-Business. Available: http://smallbusiness.chron.com/advantages-e-business-2252.html. Last accessed 31/12/2017.
23. Lorette, K. (2017). The Definition of Ecommerce and E-business. Available: http://smallbusiness.chron.com/definition-ecommerce-e-business-2255.html. Last accessed 12/12/2017. 
24. Mcorp.cx. (2017). The Secrets to Amazon’s Wall St.-Defying Customer Experience Strategy. Available: https://www.mcorpcx.com/articles/the-secrets-to-amazons-wall-st-defying-customer-experience-strategy. Last accessed 29/12/17.
25. Qiao, Y. (2008). Social networks and E-commerce. [online] Cse.tkk.fi. Available at: http://cse.tkk.fi/en/publications/B/1/papers/Qiao_final.pdf [Accessed 17 Mar. 2018].
26. Ragins,J et al . (2003). Customer relationship management and E-business: More than a software solution. Review of Business. Vol 24 (Part 1), 23-30.
27. Rouse, M. (2017). Customer Relationship Management (CRM). Available: http://searchcrm.techtarget.com/definition/CRM. Last accessed 31/12/2017.
28. Rouse, M. (2017). Data analytics. Available: http://searchdatamanagement.techtarget.com/definition/data-analytics. Last accessed 30/12/17.
29. Siddiqui, S. and Singh, T. (2016). Social Media its Impact with Positive and Negative Aspects. [online] Ijcat.com. Available at: http://www.ijcat.com/archives/volume5/issue2/ijcatr05021006.pdf [Accessed 17 Mar. 2018].
30. Statista. (2017). Social Media Statistics & Facts. Available: https://www.statista.com/topics/1164/social-networks/. Last accessed 30/12/2017. 
2 | Page

image1.png




image2.png
anm
THE SO0 BAD MARKETR O W TOFXTHEM insighis

THAT REVIEW THE EFFECTIVENESS AWD EFFICENCY OF YOUR DIGITAL HARKETING

= —r—o




