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[bookmark: _GoBack]This report has been written with a view to understanding and engaging the customer experience of Amazon Plc. Amazon Plc is world’s largest online market place. This report has critically analyzed the factors which influence the ability of Amazon to maximize value for their customers. The given theories in this report have been supported by the activities of Amazon. The quality maintenance of Amazon has been shown in this report which is one of the main reasons behind the success of Amazon. This report has shown the strategies of Amazon to meet their customers’ requirements. This report has focused on the special tactics of Amazon. Different relevant theories have been provided to support the quality control process of Amazon. The references of the information have been provided to show the authenticity of the report.  
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1. Introduction
Amazon is one of the leading online retail stores in the world. It is the one of the most customer centric companies in the world because it always focuses on the customer satisfaction. Currently, it has 310 million active customers around the world with annual revenue of $92 billion in 2017 (Amazon, 2018). Currently, it is the most valuable brand in the world. It has owned several business with a large business portfolio. But things were not so easy for Mr. Jeff Bezos who lunched this company in 1995. It is the pioneer of this industry. About 154,100 employees are currently working at Amazon (Amazon, 2018). The main strength of Amazon is their large and loyal customer base. They have created this large customer base by offering them quality services and products. The term ‘value’ means the capacity of fulfilling the need and demand of someone (Crumly, 2014). Here the customer value means the balance between the desired and perceived value of the customers. Like every other organization, the main goal of Amazon is to create customer value by providing them with quality products and services. Ensuring the perceived value will make the customers more loyal to the company. A sustainable customer relationship provides a set of engaged customers with a better experience. Amazon has been trying to create this loyal customer base with satisfaction for years. Here we will discuss several processes of Amazon to maximize the customer value. 








[bookmark: _Toc518746255][bookmark: _Toc521530276][bookmark: _Toc521543127]2. Critically analysis the factors influencing Amazon’s ability to maximize customer value.
Amazon is one of the most customer centric companies of the world. 55% customers in the United States start their shopping by searching their desired product through Amazon. After starting its journey in 1995, Amazon’s prime goal is to maximize customer value Amazon (Amazon, 2018). After 23 years, they seem to be quite successful in doing so. The factors which influence Amazon’s ability to maximize their customer value are analyzed here. 
[bookmark: _Toc518746256][bookmark: _Toc521530277][bookmark: _Toc521543128]2.1 Competent and critical analysis of Factors influencing customer value:

Providing desired services to the customers:
Offering diversity: Amazon has a diversified list of products for offering to the customers. Currently, Amazon has four joint ventures including Zapoos and Good Reads. Apart from this, Amazon offers their customers with different types of products and services. For example, Amazon has recently started Amazon Prime service. It is like Netflix where Amazon users can watch their favorite shows and movie by having subscription. It has recently launched Amazon Echo. It is like ‘Siri” of I phone and ‘Cortana’ of Windows. It also provides the service of Kindle store where customers can buy e-books (Frederick, 2018).
Availability: Amazon always maintains their supply chain very strictly. They always try to keep all their inventories available. Amazon has been using their two day delivery policy since 2005. They use technology for calculating their stock keeping unit. They replenish their product whenever the stock keeping unit goes under 10%. They have conducted several researches to reduce the rate of lost sales and back orders (Gligor, 2018).
Reliability: Customers trust Amazon more than any other online retailers. 33% customers in the United States select Amazon for their previous experience on this site. Among them, 50% customers distinguished Amazon’s products superior than its competitors (Amazon, 2018).
Marketing channel and network: Amazon has a very strong marketing channel around the world with a large network. They have recently started their operations in India. They Provide service to almost every countries under European Union. They have invested a lot in their promotional activities (Alexis, 2017).

Quality assurance of Amazon:
Safety: According to Srivastava (2017), 73% customers of the United States feel safe when they use the products of Amazon. Amazon provides the customers with the opportunity to give both positive and negative feedback about the products. They have a filter system where customers can search by using the rating of the products. Amazon always ensures a safe packaging system for avoiding the damage during transportation. 
Accuracy: Amazon always tries to maintain accuracy in their supply chain management. They follow ‘Six Sigma’ and ‘Continuous Improvement’ in their operation. They are very accurate in their process of scheduling. They offer their products to the customer just in time. Their efficient supply chain management leads them to create more customer value than their competitors. 
Integrated process management: Amazon assures their quality through an integrated process management. They engage all their managerial personnel to maintain the quality of the products and services. Amazon has a quality control department which examines all the products before delivering them to the customers. This integrated approach provides them with the lowest level of wastage and product damage.






Cost of the products in Amazon:
Low operating and shipment cost: As Amazon order a bulk amount of product, they often enjoy the facility of low shipment cost per product. Amazon is operating their business in several parts of the world. Due to the size of their business, they often the facility of low operating cost. As the operating cost and shipment cost of Amazon is low, they can provide the customers with quality products at a reasonable price. 
Low charges and fee: Apart from their low operating cost, Amazon always charge low from its customers. For example, the subscription fee in Amazon prime is free for the first month. Amazon always tries to maintain their cost efficiency in their operation.
Time to deliver the products:
Reduced lead time: As Amazon has a strong supply chain network; they need less time than their competitors to deliver products to the customers. Amazon assembles their products in a single place. They manage all their inventory centrally. For example, Amazon has been delivering products in any part of UK within two days since 2005 (Menon, 2016).
Quick responsiveness: Amazon is an interactive company. They are always keen to find out the problems of the customers. They reply any feedback with a short span of time. Their quick response is one of the main reasons of their trustworthiness. 
Promotional budget: Amazon spends a handsome amount of money for promoting their products to their customers. Amazon has different budgets of different regions. They assign different brand ambassadors for different regions with a view to promote their products and services.






[bookmark: _Toc518746257][bookmark: _Toc521530278][bookmark: _Toc521543129]2.2 Theories supporting the activities of Amazon in maximizing customer value
There are several theories which support the activities of Amazon leading towards creating customer value. Amazon has been using these theories directly or indirectly in their operations.
Total quality management: Amazon strongly follows this theory in their operational activities. This theory believes that every member working in the organization should remain committed to his or her job to achieve the highest productivity level for the organization with quality products. If we follow the supply chain management of Amazon, we found that at the initial point they gather their entire inventory in a central zone. They store high amount of inventory in their store house. After storing this bulk amount of inventory, they go for checking the quality of the products. They match whether these product match with their feature or not. They use fast mode of transportation in delivering their products in time. They invest a large amount of money in their research and development department. It also leads them to serve with innovative products. This cost effective and responsive strategy helps them to ensure quality for the customers (Peters, 2012).
Just in time: Just in time inventory management means that a company will serve its customers within the promised time. Amazon uses a fast mode of transportation to serve the products to its customers. They deliver their products in UK within 48 hours. As they maintain a centralized inventory management, it is always tough for them to serve their products in time. But in 2017, they made a record of achieving 96% just in time inventory replenishment and delivery (Wright, 2014).
Continuous improvement: The term ‘Continuous improvement’ is known as ‘Kaizen’. This term defines that companies should not stop their process of innovation. They should improve their process of operation continuously. It inspires the managers to discover new problem and to eliminate them efficiently. Amazon was initially an online book shop. But they didn’t stop there. They have increased their product line and depth. They have increased their number of services. Now they are the most valuable brand in the world. They are still looking forward to increase their quality of services.
Six sigma: Six sigma is a widely tactic by the managers around the world. The term six sigma inspires the managers to reduce the rate of defection in production and delivery. The event of ‘lost sale’ is occurred if any damaged product is served to the customer. Though it can be fixed through replenishment, companies may not get the opportunity to provide after sales service to the customer in case of defective products. Amazon has achieved Six Sigma through serving minimum level of defective products. Their large and loyal customer base is the result of Six Sigma. 
Lean production: Lean production inspires the managers to achieve more output through less input. Management can achieve this capability when they operate their business in a large extent. Operating costs can be reduced if the management order bulk amount of inventory.  Amazon has been operating their business at a large extent. That’s why they are enjoying the facility of low inventory cost and low operating cost. This is a vital achievement for Amazon. Amazon has entered into the Forbes Global 2000 list with $383 billion sales in 2015 (Truscott, 2012).
Queuing theory: The queuing theory inspires the managers to reduce the rate of waiting time of the customers. It is equivalent with the reduced delivery time. Amazon always tries to reduce the waiting time for the customer. They try to ensure the fastest delivery of the products to the customers. That’s why they use just in time inventory management. Queuing theory helps the management by eliminating the probability of lost sales and back order crisis. Queuing theory helped Amazon to achieve the trust of the customers (Faulkner, 2013).




[bookmark: _Toc518746258][bookmark: _Toc521530279][bookmark: _Toc521543130]2.3 Awareness and knowledge of relevant activities of the organization
Amazon is currently the most valuable brand in the world. It is one of the most customer centric companies in the world. Amazon has a strong customer base with an effective supply chain network. It provides value to the customers through its activities in the value chain. Amazon has to conduct both primary and supportive activities. They are analyzed below: 
Primary activities of Amazon are described below:
Inbound logistics policy of Amazon: The inbound logistics policy of Amazon is very simple. Amazon assembles the entire inventory in a central zone. Amazon doesn’t conduct any long term agreement with any of its vendors. It helps them to assure the quality of the products and other factors regarding the credit issue. The suppliers always follow standard packaging for Amazon to avoid any damage and wastages. Amazon always buys its products at a bulk amount that’s why they receive an advantage in the very beginning. 
Operations of Amazon: The operations of Amazon are done by experienced and qualified managers. The founder of Amazon Mr. Jeff Bezos is a very successful business manager. According to Forbes in 2016, he was one of the most influential corporate characters. Amazon follows the strategy of integrated management to ensure the quality of products and services (Zuckerman, 2012).
Outbound logistics policy of Amazon: As Amazon is an online retailer; most of its activities are in the inbound logistics part. In the outbound part, the distribution center provides the products to the customers by checking and sorting. The efficiency in this part of the value chain helps Amazon to create customer value by avoiding any damage and waste of order. After this assortment, Amazon goes for shipping the products. They always uses fast mode of transportation to achieve just in time objective. 


Marketing and sales policy of Amazon: Amazon has the most effective supply chain network of this industry. They have already invested a lot in the marketing and promotion of their business. Their policy regarding sales is quite simple. They offer quality products at the best price to the customers. They have adopted different marketing and promotion policy for different region of the world. For example, their promotional strategy for India is not the same as for Europe. In 2016, Amazon has invested $7.2 billion for the promotion of their business (Saif, 2018).
Services of Amazon: Amazon provides after sales services to its customers. Customers have the opportunity to give review for every product. These reviews help other customers to buy safely. Customers can complain if anything goes wrong with them. 
The supportive activities of Amazon are described below:
Infrastructure: Amazon has a quite advanced infrastructure facility. The headquartered of Amazon is situated in Seattle, Washington. They provide their employees with every modern facility to create value for their customers. Currently, it has the most advanced infrastructure facility in this industry. Modern technology is one of the main strength of Amazon (Chor, 2012).
Human resources: Amazon is the second largest employer in the United States. Approximately 541900 employees are working in Amazon. This large set of employees is one of the main strength of Amazon. They recruit employees through a tough competition. The human resource management of Amazon always tries to recruit employees who are energetic and innovative.
Technology development: Amazon is empowered with advanced technology. It has modern technology to record their stock keeping unit. They have advanced technology to replenish their products quickly. Amazon always uses advanced information technology. Amazon was enlisted as Fortune 500 and their advancement in technology led them to grab this position. As they are an online retailer, technology is one of their main strength. 
Procurement: The procurement process of Amazon is totally technology based. It follows a simple cycle. At the first stage, there are suppliers or vendors who supply products to Amazon. In the next stage, there are distribution centre where all the products are sorted and assembled. In the last stage, there is the delivery process to deliver products to the customers (D'heur, 2016).
[bookmark: _Toc518746259][bookmark: _Toc521530280][bookmark: _Toc521543131]3. Critical evaluation of Amazon’s quality processes and its effectiveness in meeting customer requirements.
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Amazon is one of the most customer centric companies in the world; invest a lot to ensure the quality of their products and services. They have a very strong supply chain network with a lot of loyal customers. Their main objective is to create value for the customers and generate revenue from them. The quality process of Amazon is described below:
Shipping directly to Amazon: The supply chain of Amazon follows a very simple strategy. Specifically the supply chain network works like a cycle. The supplier of Amazon supplies the products directly to Amazon. They use standard packaging for the shipment of the products. Amazon gets the benefit of shipping to them directly. It becomes easier for them to assort the product. As all the products are directly supplied to Amazon, they can easily select the defected products. Amazon maintains total quality management in their operations. That’s why they follow the strategy of integrated management approach for ensuring the quality (Behera, 2011).
Visibility over quality issues: As a customer centric company, Amazon always maintain total quality management in their operations. They are one of the ‘Six Sigma’ holder company in this industry. The integrated management of Amazon monitors the quality of the products served to the distribution centers. Amazon has to maintain both just in time inventory management and quality control. All the personnel in the management team are responsible for the quality factor of Amazon. All the pros and cons of the supply chain process are visible to them. That’s why they can maintain their quality easily (Murrell, 2014).
Relatively small orders: Amazon is an online retailer and the size of order per customer delivered by Amazon is small. It is another advantage for them. As they have to replenish orders which are small in size, it becomes easy for them to monitor all the orders separately. The nature of order replenishment in Amazon is quite amazing. Though the size of the orders is small, the number of total orders is huge from different parts of the world. 
Scheduling: Scheduling means making routine to accept and deliver product from suppliers to customers. Scheduling is the secret of Amazon’s success in this industry. For getting success in just-in-time inventory management is a must. Scheduling is not just important for just-in-time inventory but also for achieving ‘Six Sigma’. Without scheduling, the whole supply chain network breaks down. The delivery can’t be processed and delivered in time. Amazon has been quite brilliant in scheduling their supply chain network (Traver, 2018).
[bookmark: _Toc518746261][bookmark: _Toc521530282][bookmark: _Toc521543133]3.2 How Amazon meets customer requirements
Amazon is one of the most successful online retail shops in the world. It is a very customer centric company. The integrated management of Amazon always seek to develop the quality of the services and to generate revenue by meeting the customer requirements. Amazon follows some processes through which they meet the requirements of the customers. They are explained below: 
Starting from a core commitment: The entire team of Amazon believes that their core duty is to meet the customers’ requirements and to create value. This commitment helps them to perform their best to ensure the quality for the customers.  As Amazon always emphasis on their recruitment process, they try to pick up the most dedicated candidate. These employees are supposed to perform their duty with full commitment (Santouridis and Veraki, 2017).

Building a corporate culture: As Amazon is a global company; they have a diversified workforce from different parts of the world. Still Amazon has a very healthy corporate culture. They try to maintain good relationship among the employees. In Amazon, there is always an opportunity for the employees to develop themselves.
Providing DIY services to the users: DIY means ‘Do it yourself’. This facility helps the customers to solve their problems by using the network of Amazon. Amazon has a sophisticated help centre where customers can ask for any solution regarding their products. Using this network they can help themselves (Swindle, 2012).
Making personal interactions: Amazon has a service for the customers which is called ‘Mayday’. This system helps the customers to interact with the real people. If the DIY services fail to solve any problem of any customer, he or she can go for the personal interaction which is free of cost.
Fostering relationship between brands and customers: Amazon always emphasis on fostering relationship with both vendors and brands. Recently Amazon has lunched ‘Amazon Exclusive’. This service helps the vendors and entrepreneurs to lunch and promote their product in the Amazon network (Walsh, 2015).
Accept ideas from customers: Amazon never gets comfortable with its success. In the initial stage they started their business with books. But the customers’ demand helped them to increase the depth of their business. They always accept ideas from their customers in the form of review. 
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There are some special tactics of Amazon, which they follow to meet the customers’ requirements:
Ensuring the standard: The quality control team of Amazon always monitors the quality of the products storing in the warehouse of Amazon. They maintain the standard of the products by matching them with the order criteria. This standard is monitored after the products arrive at the warehouse from the suppliers.
Customer friendly packaging: After receiving the products from the supplier, the quality control team observes the packaging of the products. They match the packaging with the order criteria. If anything is missing from the packaging part, they start packaging again for the product. Amazon always ensures customer friendly packaging for their customers.
Use professionals for product shipment: Amazon use the fastest mode of transportation for accomplishing the just in time inventory management. Their transportation ensures the timely delivery of the products. 
Providing after sales service: Amazon has both DIY and Amazon Exclusive services for providing the after sales services to the customers (Ayers, 2017).
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There are several theories about the quality control process of Amazon which support their strategy to meet customer requirements. These theories are described below: 
Deming’s theory: This theory of total quality management is based upon the fundamental theories of management. This theory believes that quality is the outcome of the working effort of the employees and management. This theory follows a cycle such as, planning, doing, checking and acting. This system has four points.
System appreciation: The term system appreciation means understanding the company’s working process and system. Before monitoring the quality for the organization, it is very important for the employees to understand the organization first. Amazon gives its employees the opportunity to understand the history and working process of the organization. The employees of Amazon have deep knowledge about their organization (Peters, 2014).
Variation knowledge: This knowledge helps the employees to know the reasons behind different sort of variation occurring in the organization. The customers are satisfied when their expected value and perceived value match. A variation occurs in the organization when they can serve their expected products to the organization. This knowledge helps them to solve any problem due to variation (Holmes, 2015)
Knowledge theory: Knowledge theory helps the employees to provide them with the information of what can be known. Every employee working in the organization has their own area to monitor. This knowledge theory acknowledges them to understand their area and limitation.
Psychological knowledge: Psychological knowledge is the method for the employees to understand the psychology of the customers. Knowing the consumer behavior is very helpful for the organization. Psychological knowledge helps employees to understand the human behavior (Richardson, 2012).

EFQM framework: EFQM means European Foundation for Quality Management. This model identifies the diversity in the quality management process. The process of this framework is described below:
Focus on the result: This framework suggests that an organization can achieve success if they can only focus on the result. For establishing a standard, they should monitor the previous results. 
Focus on customers: Organizations should always focus on their target customers. What they need and what they want. Customers create revenue for the organizations. Amazon always focuses on their target customers. For ensuring the quality, they set their promotional budget after monitoring the customers (Gitlow, 2011).
Training and involving employees: Quality can be ensured by the organizations if they can make their employees involved. The trained and involved employees are more productive for the organization. Amazon gives its employees the opportunity to develop themselves.
Continuous learning: Organizations can improve the quality of their service if they can continuously improve themselves through continuous learning. 
Developing partnership: Quality can be assured by developing a partnership with the other companies. Amazon has already created some joint venture with recognizedcompanies like Zapoos and Goodreads.
Social responsibility: This theory suggests that organizations who show more social responsibility can gain trust from the customers and stakeholders. Social responsibility is one of organization’s qualities (Ross, 2015).
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As one of the most customer centric companies in the world, Amazon should maintain its quality to keep its position. Amazon always focuses on the quality control management of their services. For this reason, they maintain Six Sigma, Just in time inventory management and Total quality management process. They should go for continuous improvement to hold their position.

















[bookmark: _Toc518746265][bookmark: _Toc521530286][bookmark: _Toc521543137]5. References
1. Abdullah Saif, N. (2018). How does Marketing Strategy Influence Firm Performance? Implementation of Marketing Strategy for FirmSuccess. International Journal of Innovation And Economic Development, 1(3), pp.7-15.
2. Alexis, M. (2017). Marketing Laws and Marketing Strategy. Journal of Marketing, 26(4), p.67.
3. Amazon, (2018). “About Us”[Online] Available at <https://www.amazon.co.uk/ref=nav_logo/261-4210482-6553227>
4. Ayers, J. (2017). Retail Supply Chain Management, Second Edition. 1st ed. Milton: Taylor and Francis, pp.258-260.
5. Behera, C. (2011). An Insight to CRM eBusiness Solution. Indian Journal of Applied Research, 3(7), pp.358-360.
6. Chor, D. (2012). Organizing the Global Value Chain. 5th ed. London: Centre for Economic Policy Research, p.232.
7. Crumly, M. (2014). Value management. 4th ed. New York: Pearson, p.15.

8. D'HEUR, M. (2016). SUSTAINABLE VALUE CHAIN MANAGEMENT. 2nd ed. Boston: SPRINGER INTERNATIONAL PU, p.258.
9. Faulkner, M. (2013). Customer management excellence. 5th ed. Chichester: Wiley, p.103.
10. Frederick, D. (2018). Online Shopping – a New Shopping Trend (an Opinion Study). Indian Journal of Applied Research, 3(11), pp.60-62.
11. Gitlow, H. (2011). Quality Management. 7th ed. Boston: Tata McGraw Hill Education Private Limited, p.368.
12. Gligor, D. (2018). The Role of Supply Chain Agility in Achieving Supply Chain Fit. Decision Sciences, 47(3), pp.524-553.
13. Holmes, K. (2015). Total quality management. 3rd ed. Leatherhead: Pira International, p.268.
14. Menon, A. (2016). Understanding Customer Value in Business-to-Business Relationships. Journal of Business-to-Business Marketing, 12(2), pp.1-38.
15. Murrell, M. (2014). The Everything Store: Jeff Bezos and the Age of Amazon. The Journal of Electronic Publishing, 17(2), p.18.
16. Peters, B. (2012). Total quality management. 6th ed. New York, N.Y.: Conference Board, p.128.
17. Peters, B. (2014). Total quality management. 4th ed. New York, N.Y.: Conference Board, p.258.
18. Richardson, T. (2012). Total quality management. 6th ed. Albany, N.Y.: Delmar Publishers, p.252.
19. Ross, M. (2015). Quality management. 3rd ed. Southampton: Computational Mechanics Publications, p.228.
20. Santouridis, I. and Veraki, A. (2017). Customer relationship management and customer satisfaction: the mediating role of relationship quality. Total Quality Management & Business Excellence, 28(9-10), pp.1122-1133.
21. Srivastava, S. (2017). Online Shopping: A Fiduciary Relationship between e-tailer and Customer. iJARS International Journal of Management and Corporate Affairs, 3(2).
22. Swindle, R. (2012). Fundamentals of modern business. 6th ed. Belmont, Calif.: Wadsworth Pub. Co., p.182.
23. Traver, C. (2018). E-commerce. 1st ed. Boston: Pearson, p.282.
24. Truscott, W. (2012). Six Sigma. 5th ed. Hoboken: Taylor and Francis, p.98.
25. US About Amazon. (2018). About Amazon. [Online] Available At: Https://Www.Aboutamazon.Com [Accessed 30 Jun. 2018].
26. Walsh, G. (2015). Relationship between Online Retailers’ Reputation and Product Returns. British Journal of Management, 27(3), pp.3-20.
27. Wright, D. (2014). Inventory management. 3rd ed. Wellington, N.Z.: Cost and Management Accounting Division, New Zealand Society of Accountants, p.132.
28. Zuckerman, A. (2012). Supply chain management. 5th ed. Oxford, U.K.: Capstone Pub., pp.129-132.
image1.jpeg
Prifysgol Cymru
» Y Drindod Dewi Sant

" University of Wales
Trinity Saint David

%




