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[bookmark: _Toc121842045]Executive Summary
Netflix as the streaming media service platform company with the highest market share in the world. In the past epidemic era, in 2020 alone, Netflix added 36 million new subscribers and set a record for annual new subscribers in the history of enterprises. However, as significant conglomerates such as HBO, Disney, Amazon, and Apple enter the streaming video industry, Netflix's market share continues to erode, and its position as the industry leader is in jeopardy.

This article analyses and evaluates the strengths and weaknesses of Netflix's consumer care through Porter's Five Forces, Porter's Ansoff's Matrix, and Risk Management 3 strategies. First, in Porter's Five Forces analysis, Competitors of Netflix, such as HBO, Disney, and Amazon, have already entered the field; whether it is production or copyright, they have formed mature business models and corporate advantages. (edrawmax, 2022) At the same time, Netflix's bargaining power for buyers and suppliers is constantly weakening. It is actively making strategic adjustments, such as optimizing its content library, pricing, localization, and globalization.	Comment by a46517: https://www.edrawmax.com/article/netflix-porters-five-forces-analysis.html

Porter's Ansoff's Matrix Strategy analysis shows that Netflix continues to dominate the global streaming video platform. According to Q2 2022 figures, Netflix currently has around 220 million paid members worldwide. (Sam Cook, 2022) A substantial volume of original content allows each customer a personalized viewing experience, significantly contributing to Netflix's consumer care. Meanwhile, Netflix purchased game-related companies to enrich its diversification, including Boss Fight Entertainment, Night School, and Finnish game developer Next Games. Netflix has cooperated with mobile game developers according to its IP, including the production of the "Stranger Things" mobile game with Next Games. (Muslim Farooque, 2022)	Comment by a46517: https://www.comparitech.com/blog/vpn-privacy/netflix-statistics-facts-figures/#3_41_percent_of_Netflix_users_are_watching_without_paying_thanks_to_password_and_account_sharing	Comment by a46517: https://finance.yahoo.com/news/netflix-evolving-diversify-revenue-challenging-201937653.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS5oay8&guce_referrer_sig=AQAAABywTH-eLx0WcwkZ3qZ53VJNdm0k6XoaDmDpSBcCBQi9QVl6fflrX6H06vmnAQTntcAA35tQ9gy3GWSOUrvp7wrBn-MBMwTeGopC4yBzX2UwOVQy4aD1b05NIzjFI4xpCNztB5FCj6q1iUrK7YPfHj2QzvRyJlne5ttV8DtSHl-W

Last but not least, in risk management, in 2019, Netflix spent 15.3 billion dollars on video content, more than 80% of which originated from original content production, and this expenditure is still increasing year by year. (Julia Stoll, 2022) Furthermore, the ad-basic price strategy has launched, creating opportunities to increase its global market share. However, competitors, regulations, and internationalization risks pose considerable threats to Netflix's international expansion and leading industry position.	Comment by a46517: https://www.statista.com/statistics/964789/netflix-content-spend-worldwide/#:~:text=In%202019%20video%20streaming%20service,spending%20to%20original%20content%20production.

This article suggested that Netflix start with a global brand building to enrich the variety of content and remove country restrictions on video content to modify the group's strategy to provide a more personalized user experience and service from a personalized consumer care perspective, so that it can maintain its position as the leading global video streaming provider.


[bookmark: _Toc121842046]Introduction 
The world's most popular video streaming service, as consumers were stuck at home under lockdown restrictions, has enjoyed miraculous growth amid Covid-19, following a record year that saw Netflix add 36 million subscribers in 2020 (Felix Richter,2022). Netflix grew to 222 million subscribers, adding 18.2 million new members, about half its 2020 subscription count. Netflix added 8.3 million subscribers in the final three months of 2021 and insists it has room to grow as more people move away from traditional TV. (BBC, 2021) 	Comment by a46517: https://www.statista.com/chart/21465/global-paid-net-subscriber-additions-by-netflix/	Comment by a46517: https://www.bbc.com/news/business-60077485

Ofcom (2020) reported that adults spent 1 hour and 11 minutes daily on streaming services during cinema closures and lockdowns. That's double what they were paying before the pandemic. Additionally, Netflix has been the streaming platform of choice for 46% of UK adults surveyed. But it's unclear how much they binge-watched on Netflix and the ensuing fallout during the COVID-19 lockdown. (Kazi Turin Rahman, Md. Zahir Uddin Arif, 2021) This unlimited access to digital content has led to a growing trend known as binge viewing. Watch multiple episodes of a show at once. For example, Nielsen reported that 361,000 Netflix subscribers binge-watched all nine episodes of season 2 of Stranger Things within 24 hours of release. (Abrams, 2017)	Comment by a46517: https://www.emerald.com/insight/content/doi/10.1108/SAJM-05-2021-0070/full/html	Comment by a46517: Abrams, A. (2017), “361,000 people binge-watched all of stranger Things in a day”, available at: https://time.com/5008471/stranger-things-2-neilsen-ratings-binge/ (accessed 5 January 2021). 

However, because of the mass environment and the influx of competitors, such as HBO, Disney+, Apple TV+ and Hulu, Netflix reported that it lost almost 1 million subscribers in 2nd quarter of 2022 (Frank Pallotta, 2022) 

In this study, the following research questions have been raised with the advantages, and disadvantages in the development of Netflix within several frameworks, like Porter's Five Forces, Porter's Generic Strategies, Bowman's Strategy Clock and Ansoff's Matrix in customer care of it.



[bookmark: _Toc121842047]Main findings
[bookmark: _Toc121842048]The Revolution of Netflix in Pandemic 
Netflix was founded in August 1997 by two consecutive entrepreneurs, Marc Randolph and Reed Hastings. The company started in Scots Valley, California, and has developed into one of the world's leading Internet entertainment platforms. When it first opened, Netflix was purely a movie rental service company. Users order movies on the Netflix website and receive DVDs at the post office. They send them back to Netflix when they are done using the envelope provided. Today, Netflix provides streaming movie services and has more than 151 million paid users in more than 190 countries/regions worldwide. It offers a wide range of TV dramas, documentaries and feature films, covering various types and languages, including original works. (Christopher McFadden, 2022)	Comment by a46517: https://interestingengineering.com/culture/the-fascinating-history-of-netflix

According to Netflix's 2020 annual report, the company's paid members have increased, reaching 204 million accounts, compared with 160 million in 2019. it indicates that the total number of paid member subscriptions to Netflix is about 44 million. Only in 2020. Netflix resulted in revenue growth of $5 billion to $25 billion year-on-year, compared with $20 billion in 2019. In addition, the operating revenue increased by 76% year on year, shockingly, from 2.6 billion dollars in 2019 to 4.6 billion dollars in 2020. To make things better, after years of negative free cash flow, Netflix achieved an estimated positive free cash flow of $1.9 billion in 2020. (Alvin Teo,2021)	Comment by a46517: https://www.poems.com.sg/market-journal/the-rise-of-netflix-amid-the-covid-19-pandemic/

[bookmark: _Toc121842049]The Customer Care of Netflix 
What is customer care? According to Monika Kisielewska, customer care communicates with customers to keep them happy and satisfied when interacting with a brand, product or service. Customer care goes beyond customer service and support as it focuses on creating an emotional connection between a brand and its customers. Jane Louise Jones, a professor at the University of New Haven, said the role of customer service is to make a good impression. How a brand handles customer interactions can set them apart from other brands addressing similar issues. There are 10 aspects of customer care (Monika Kisielewska, 2022):	Comment by a46517: https://www.tidio.com/blog/customer-care/
· Personalize the service.
· Make yourself available to customers.
· Go the extra mile for customers.
· Take care of customers for their sake of them.
· Be empathetic to the customer’s situation.
· Listen to customers.
· Understand customers ‘needs.
· Be agile and adapt to changing circumstances.
· Create accountability for customer care improvements.
· Motivate and train employees.

An organization's marketing strategy and strategic management are closely related to consumer care. Marketing strategy is a business plan to reach prospective consumers and change them to be customers of the organization's products or services, which should maintain the company's value proposition as the centre of strategy for developing a sustainable competitive advantage among competitors. (Adam Barone, 2022) On the other hand, strategy management is the set of management and actions of an organization’s resources to achieve its goal and objectives that include objective set-up, competitive environment analysis, internal analysis, strategy evaluation and monitoring of the strategy implementation process across the organization. (Will Kenton, 2022)	Comment by a46517: https://www.investopedia.com/terms/m/marketing-strategy.asp	Comment by a46517: https://www.investopedia.com/terms/s/strategic-management.asp

[bookmark: _Toc121842050]Porter’s Five Forces of Neflix
First of all, this concept was proposed by Michael E Porter of Harvard Business School in 1979. It is used to obtain and evaluate the analytical framework of the competitive strength of enterprises in the industry, so as to evaluate the industrial competitiveness of enterprises among industry participants, so as to help The organization assesses industry attractiveness and influence and helps companies position themselves for the industry. (Harvard Business School, 2022不知道时间). 	Comment by a46517: https://www.isc.hbs.edu/strategy/business-strategy/Pages/the-five-forces.aspx

Netflix is making every effort to cooperate with content production manufacturers worldwide to produce its exclusive video content and has achieved the number one market share globally. Therefore, the following will use Porter’s Five Forces to analyze its competitive environment and profitability to judge its impact on customer care.

Rivalry among existing competitors 
By analyzing Netflix's competitors, such as HBO, Disney, Amazon and other organizations that have entered the field, they have developed mature business models and corporate advantages, whether production or copyright. Therefore, the real threat is the early entry into the video streaming business, competitors with more additional services and more content control. (edrawmax, 2022) 	Comment by a46517: https://www.edrawmax.com/article/netflix-porters-five-forces-analysis.html

As the competition among global video streaming platforms heats up, companies are starting to develop their exclusive advantages. For example, to expand its offerings, Amazon Prime not only gives consumers access to its video streaming service but also gives them a host of other benefits, such as faster delivery (same day, 1 day), music, and books. (Amazon, 2022). In the foreseeable future, especially with the characteristics of high investment and low profit in the early stage of this industry, it is destined that there will be a manageable number of threatening new entrances entering the industry in the short term.	Comment by a46517: https://www.amazon.com/gp/help/customer/display.html?nodeId=GFUT24ALVAVC6VFD

The Bargaining Power of Suppliers
In the past, Movie theatres require up to 90 days of exclusivity before switching to on-demand streaming services. However, Netflix has been fighting against significant theatre chains by demanding a window of up to 45 days. Notably, Netflix and Martin Scorsese's latest project, The Irishman, was shown in a limited number of cinemas or independent theatres before moving to Netflix. As the strength of Netflix continues to grow, traditional theatres will continue to weaken. This is one of many times Netflix has done this. The project of Netflix and Martin Scorsese, The Irishman, was showing in a limited number of cinemas or independent theatres before moving to Netflix. As the strength of Netflix continues to grow, traditional theatres will continue to weaken. It can be explained that traditional cinemas' power will dwindle. Otherwise, in 2018, Alfonso Cuaron's Roma just 21 days release at cinemas before streaming. However, more and more production companies are starting their video streaming service, and part of Netflix's most popular video content will disappear. Such as, the 90s global well-known TV sitcom Friends was cancelled from Netflix in 2022. The reason is the own HBO took it back and took it to attract their consumers. It is a significant loss for Netflix, which symbolizes that Netflix's control over content providers has weakened. (Tfliu90, 2022)	Comment by a46517: https://toughnickel.com/industries/Porters-five-forces-analysis-of-Netflix-Inc

Now Netflix is shifting the direction of content production and cooperating with independent video production teams or producers worldwide. For example, Netflix has collaborated with South Korean production companies to produce a series of TV series such as Squid Game that has attracted worldwide attention. Netflix provides consumers with unique stories and buzz on social media. These achievements have greatly enhanced consumers' brand loyalty to Netflix and influenced people around them to subscribe to Netflix's services.


The Threat of New Entrants
The global video streaming software market is expected to reach USD 195.371 million, growing at a CAGR of 20.4% from 2020 to 2027. Therefore, the considerable market development potential will become the most significant incentive to attract more new entrants and pose a threat to Netflix's industry position. (Anushka Sharma, Mohd Aksam, and Nandini Gupta, 2021)	Comment by a46517: https://www.ifsahansraj.com/post/industry-analysis-of-streaming-platforms

However, the competition in the field of video streaming media is limited to the competition among large consortiums. Due to its high cost and low profitability, new entrants will face significant challenges and obstacles. The expense for startup new entrances includes legal, marketing, distribution, and licensing costs. On the other hand, as the global impact of the pandemic continues to wane, it seems unlikely that subscriptions to Netflix's video streaming service will grow as rapidly as they did during the pandemic. However, new entrants will also provide consumers with similar subscription services. Most consumers will only subscribe to one video streaming service provider with similar services simultaneously, so Netflix is no longer the first choice for consumers. That means new entrance will cost much more than existing service providers with their targeted sections and specialization, which is the threat of new entrants is low.

The Bargaining Power of Buyer
In video streaming entertainment, the consumers have high bargaining power with the low cost to change the companies they subscribe to. According to Netflix's earning report for Q2 2022, it loses 970,000 subscribers in one quarter. The sharing account is the main reason to cause Netflix's struggles. It estimates that 100 million households worldwide are using the service without paying. (Gabriela Vatu, 2022) However, Netflix may hit this point. In 2021, many users reported receiving reminders that they needed their account if they used someone else's. (Joe Keeley,2021) In August 2022, Netflix announced an Add a Home feature to crack down on account sharing, launched in Argentina, the Dominican Republic, El Salvador, Guatemala, and Honduras. (Alvin Wanjala, 2022) The problem of account sharing will not only affect Netflix's analysis of each customer based on data, thus affecting the user experience. It is difficult to push the follow-up content they are interested in through their watched content, thus creating a personalized digital experience.	Comment by a46517: https://www.makeuseof.com/why-netflix-is-losing-subscribers/	Comment by a46517: https://www.makeuseof.com/netflix-warning-about-password-sharing/

The Threat of Substitute Products or Services
First of all, Netflix will not face a lot of threats from substitute services. As discussed earlier, video streaming service is a business with high investment and low returns in the early stage, and the barriers are very high. It is no doubt that in the short term, it will not pose a particular threat to Netflix. But video on demand only accounts for a small part of consumers' daily entertainment, and the real threat comes from other types of entertainment. Especially social media entertainment, In the past decade, social media platforms have become an important entertainment channel for global digital nomads. The subsequent development of social media will follow a similar approach, improve the entertainment experience through enhanced functions and data optimization, and provide a more personalized experience through more accurate targeted entertainment and advertising options. According to Hubspot, short videos will continue to dominate content consumption, with more emphasis on video formats. The emergence of live shopping on Facebook, Instagram, and TikTok is a lucrative market. By 2023, Tommy Hilfiger, Levi Strauss, and other brands in the United States will have made progress in exploring live streaming as a viable option to attract customers. (Martina Bretous, 2022)	Comment by a46517: https://blog.hubspot.com/marketing/short-form-video-trends

[bookmark: _Toc121842051]Porter's Ansoff’s Matrix of Netflix
Ansoff’s Matrix is a business growth strategic plan based on the growth method or mode pursued by the company. Professor Igor Ansoff developed it in 1957. It proposes that companies achieve growth by providing new products (value propositions) and entering new markets to realize their value propositions or some combination of the two. Although the Matrix focuses on product companies, this logic applies to service or information companies. The Matrix decomposes business objectives into four quadrants: market penetration, market development, product development, and diversification. Each of these approaches is a unique growth strategy for the company. (Jason Gordon, 2022)	Comment by a46517: https://thebusinessprofessor.com/en_US/business-management-amp-operations-strategy-entrepreneurship-amp-innovation/what-is-the-ansoff-matrix

The Marketing Penetration 
After a challenging year, Netflix continues to dominate the global streaming video platform. According to Q2 2022 figures, Netflix currently has around 220 million paid members worldwide. (Sam Cook, 2022). For example, Amazon Prime claims that it already had 200 million subscribers in April 2021, making it the second-largest streaming service provider in the world. But it is not very clear that Amazon Prime has not announced how many members are using Prime Video. (Amazon, 2021) In addition, Disney announced that it reached 22 million global subscribers until November 2022, which means it has exceeded the international subscription number of Netflix. However, Disney's streaming media service is composed of Disney+, Hulu, and ESPN+, and it needs to list the subscription number of each platform accurately. Netflix still has an advantage in terms of a single platform, but its global market share is seriously eroded and threatened.	Comment by a46517: https://www.comparitech.com/blog/vpn-privacy/netflix-statistics-facts-figures/#3_41_percent_of_Netflix_users_are_watching_without_paying_thanks_to_password_and_account_sharing	Comment by a46517: https://www.aboutamazon.com/news/company-news/2020-letter-to-shareholders

The Market Development 
There is no doubt that Netflix is a classic enterprise with successful business globalization. Netflix started in the United States and has expanded to more than 190 countries/regions in just seven years. Moreover, its globalization process is continuing. The success of Netflix can be attributed to two strategic movements, a three-step expansion movement to enter the new market and works with those market. (Louis Brennan, 2018) N For example, Netflix started its service in Canada in 2020 because of geographical distance and customer similarities. After it earned experience from 190 countries, Netflix boosted its globalization process with a more localized plan for the new market. Such as, after half a year of entering Poland and Turkey, Netflix provided the localized UX and AI system, subtitle, and dubbing translation to quickly iterate to add localization capabilities to appeal to a broader audience. In addition, When Netflix entered a new market, it also started to look for the support of partners to penetrate the market audience in this market better. For example, Netflix has partnered with Telefónica, a comprehensive telecom service provider in Europe and Latin America, to enable customers to pay their subscription fees with their telecom bills. In addition, customers can choose to include Netflix services in their mobile data bills. In addition, Netflix has adopted a similar strategy in Malaysia to enable users to subscribe to services on their mobile devices and promote more potential users through local partners. (Jia Jen Low, 2019)	Comment by a46517: https://hbr.org/2018/10/how-netflix-expanded-to-190-countries-in-7-years	Comment by a46517: https://techhq.com/2019/10/how-netflix-is-tapping-into-emerging-markets/

To obtain more local consumers, Netflix improves its product competitiveness through localized technology and service support. At the same time, Netflix cooperates with local organizations to lay a more solid foundation for developing emerging markets. From the perspective of consumer care, provide users with more localized services and support, improve user loyalty and satisfaction, and thus enhance user viscosity and brand recognition.

The Product Development
Netflix's product strategy is profit-oriented through product upgrading and marketing to maximize user retention and viewing. Netflix's core business is subscribing to its members and obtaining unlimited viewing content. Therefore, in addition to technical upgrading and digital marketing, Netflix pays more and more attention to creating high-quality original content and building a strong brand image through system intelligence and machine learning.

Mohammad Sabah, a senior data scientist at Netflix, said in 2014, "75% of users select movies based on the company's recommendations, and Netflix wants to make that number even higher." When Netflix was still providing DVD rental services, it began promoting appropriate video and audio options for users by collecting user data and calling their residences. Nowadays, artificial learning and machine learning play an essential role in Netflix's understanding of subscribers' aesthetics, viewing habits, and preferences, which can be mainly divided into the following two aspects. (Albert Christopher, 2020):

Firstly, Netflix selects the thumbnails preferred by each user based on the algorithm. The thumbnails chosen according to the past viewing history have become an intelligent recommendation scheme with the highest conversion rate. Therefore, each program of Netflix will have different types of posters, which have met different user groups and provide better responses for identifying user types. On the other hand, Netflix uses its $1 billion-a-year recommendation engine to bring unique and personalized user recommendations to its subscribers. Netflix's recommendation system collects and analyzes big data, machine learning, and artificial intelligence. The algorithms learn from the data collected so that the more time a user spends on Netflix, the more relevant and accurate the recommendations will be.

This intelligent recommendation system of Netflix and its substantial volume of original content allows each customer to get a personalized viewing experience, which is a significant contribution to Netflix's consumer care.

The Diversification
Netflix, one of the world's first companies to launch a video-on-demand streaming service, has always centered its business around being a subscription-based video content provider. However, in 2021, Netflix announced that it is tapping into the world's most lucrative gaming industry. According to the 2021 online game survey report, game players spend more than 8 hours on video games every week, and 25% spend more than 12 hours on video games. (Veronica Combs,2021) Netflix recently purchased game-related companies, including Boss Fight Entertainment, Night School, and Finnish game developer Next Games. Netflix has cooperated with mobile game developers according to its IP, including the production of the "Stranger Things" mobile game with Next Games. At the same time, they are also gradually developing shiny original games, including first-person shooting games, educational puzzle games, and endless runner games (Muslim Farooque, 2022)	Comment by a46517: https://www.techrepublic.com/article/8-hours-and-27-minutes-thats-how-long-the-average-gamer-plays-each-week/	Comment by a46517: https://finance.yahoo.com/news/netflix-evolving-diversify-revenue-challenging-201937653.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS5oay8&guce_referrer_sig=AQAAABywTH-eLx0WcwkZ3qZ53VJNdm0k6XoaDmDpSBcCBQi9QVl6fflrX6H06vmnAQTntcAA35tQ9gy3GWSOUrvp7wrBn-MBMwTeGopC4yBzX2UwOVQy4aD1b05NIzjFI4xpCNztB5FCj6q1iUrK7YPfHj2QzvRyJlne5ttV8DtSHl-W

In the post-epidemic era and with the gradual loss of subscribers, Netflix's video content alone is insufficient to retain subscribers. Hence, its entry into the gaming industry is an excellent deployment to enhance customer care and enrich the content of the streaming service platform. However, the risk is also huge, as it will face intense competition from various global gaming companies such as Tencent and Blizzard.

[bookmark: _Toc121842052]The Risk Management of Netflix 
Risk management is how an organization identifies, evaluates, and controls threats to its capital and profits. Its risks originate from different aspects, including financial uncertainty, legal liability, technical problems, strategic management errors, accidents, and natural disasters. (Linda Tucci, 2021)	Comment by a46517: https://www.techtarget.com/searchsecurity/definition/What-is-risk-management-and-why-is-it-important

According to the data, although the popularity of Covid-19 has promoted consumers worldwide to promote video streaming media, Netflix's market share has declined rapidly in 2019. Take the United States, for example, Netflix is still the most prominent leader in the streaming media market, but its share has dropped from 29% to 20%. (Sean Burch, 2021) Because every strategic plan and activity of Netflix plays a crucial role in the organization's position, the following sections will similarly describe the five strategic risks faced by Netflix and why they are essential to its global operations.	Comment by a46517: https://www.thewrap.com/netflix-streaming-us-market-share-chart/

The Strategic Risk
For video streaming media platforms such as Netflix, its content strategy and attracting and retaining subscription members are extremely important in the post-epidemic era. Netflix's primary content strategy is to provide members with authentic, timely, and interactive viewing experiences. In terms of content expenditure, in 2019, Netflix spent 15.3 billion dollars on video content, more than 80% of which originated from original content production. This expenditure is still increasing yearly. (Julia Stoll, 2022)	Comment by a46517: https://www.statista.com/statistics/964789/netflix-content-spend-worldwide/#:~:text=In%202019%20video%20streaming%20service,spending%20to%20original%20content%20production.

Although Netflix spends a lot on producing original content, at the same time, Netflix still relies heavily on buying programs or movies from contract studios, which accounts for 63% of Netflix's total viewing volume. However, if Netflix's relationship with its partners changes, there will be several adverse effects on Netflix's operations. For example, in 2019, the content cooperation between Netflix and Disney+ officially ended, including Disney's Marvel Entertainment, and Netflix immediately lost all Disney's video content playback rights. In addition, Disney also acquired 20th Century Fox, which prompted more 20th Century Fox content to disappear from the Netflix platform. (Tood Spangler, 2018)	Comment by a46517: https://variety.com/2018/digital/news/netflix-original-series-licensed-viewing-friends-the-office-1203085230/

In addition, Netflix's pricing strategy has a significant impact on its company's operation and enterprise value. In addition to the introduction of the primary advertising package in the United States, this pricing is more attractive than its basic plan and advanced basic plan. ( Henry T. Casey, 2022) At the same time, Netflix is also testing new pricing options, with each user paying $2.99 to increase home users. (Henry T. Casey, 2022) The sub-strategy intended to curb the problematic current account-sharing situation.	Comment by a46517: https://www.tomsguide.com/news/netflix-pricing	Comment by a46517: https://www.tomsguide.com/news/netflix-is-starting-to-crack-down-on-account-sharing-what-you-need-to-know

The Competitor Risk
As mentioned earlier, Netflix's market share is shrinking, mainly due to the entry of competitors, including HBO Max, Disney+, Amazon Prime Video, and Apple TV+.
Netflix's user penetration rate in the United States is already very high. According to a survey, the growth of Netflix's paid users is less than 10%, and more than 80% of paid video users come from Netflix. Therefore, the entry of powerful competitors will negatively impact their actions and strategies in the current market share. (Willem Roper, 2020)	Comment by a46517: https://www.statista.com/chart/20540/netflix-dominates-digital-video-content/


The Supplier Risk
Although Netflix is increasing the production of original content, some third-party authorizations still exist. As mentioned above, if users lack the choice of popular and classic video content and cannot maintain existing partnerships and find more partners, it may lead to the continuous loss of users.

The Regulation Risk
As more and more users of the video streaming media platform, the introduction of laws and regulations related to online services may have a relevant impact on Netflix's business. Take the UK as an example. A white paper entitled "The government's vision for the broadcasting sector." said that the Department of Culture released Media and Sport in the UK and formulated the regulatory system for streaming media service companies, including Netflix and Apple TV+. Violators will face a fine of up to £ 250,000 or up to 5% of their income. At this stage, the British government is working with Ofcom to develop a relevant regulatory framework, which requires parliamentary decisions. (Joe Svetlik, 2022) Although in the short term, ths policy will not be implemented soon. But in the long time, the impact on Netflix will be relatively far-reaching.	Comment by a46517: https://www.whathifi.com/news/netflix-apple-tv-and-other-streaming-services-facing-greater-scrutiny-in-uk

The International Risk
However, internet speeds and quality vary worldwide, and failure to tailor plans to optimize local infrastructure will considerably affect Netflix's ability to compete with local streaming companies. Providing a relatively stable network and bandwidth in target markets would be very costly for Netflix.

The above risks are hidden threats to Netflix's consumer care. Netflix needs to address not only the licensing of video content, the universality of original content, the threat of competitors, and legal and regulatory restrictions but also to build on this to provide more convenient, rich, and customized video content and customer service to its users.



[bookmark: _Toc121842053]Conclusion 
This article analyzes and evaluates the strengths and weaknesses of Netflix's consumer care through Porter's Five Forces, Porter's Ansoff's Matrix, and Risk Management 3 strategies.

Firstly, it is undeniable that Netflix has been expanding for over ten years and has been providing high-quality video streaming services to over 200 million users in nearly 200 countries worldwide. And it is built on its powerful artificial intelligence and machine learning systems to provide high-quality personalized content recommendations to its users. It is a unique advantage that Netflix made over time, starting as early as its DVD rental business when it began collecting and analyzing user profiles to provide consumers with the best video content recommendations and customer service. It is an advantage that is difficult for other competitors to match.

Secondly, with the entry of HBO, Disney, and Apple, the global streaming service market has entered a highly competitive state. It has brought a significant impact on Netflix's leading position in the industry and also brought uncertainty, pricing, and other strategies for Netflix's future development with the adjustment of video content.



[bookmark: _Toc121842054]Recommendation 
Brand Building 
After a long-term creation of film and television IP, Netflix has successfully created the original IP that is popular worldwide. Such as "Stranger Things" ,"House of Cards" and "Money Heist" are still in a weak position compared with HOB. HBO has many super-movie IPs that attract billions of people worldwide, such as the Marvel Comics series Friends. Netflix plans to spend about $17 billion on new content in 2022, second only to the $18 billion designated by Warner Media. Compared with Disney these two budgets were dwarfed by Disney, which committed $33 billion in the fiscal year 2022, up from $25 billion last year. (Tom Wilton, 2022) 	Comment by a46517: https://www.fool.com/investing/2022/06/03/why-this-1-strategy-could-help-netflix-stop-its-su/

Netflix could therefore acquire iconic brands with a fan base, such as Transformers, to attract more potential subscribers in the short term. In the long term, Netflix can join forces with film associations or film production companies in different countries to produce more relevant local consumer preferences for audiences in different markets, thus optimizing targeted consumer care for their respective markets.

Enrich the variety of content on the platform
As mentioned above, Netflix has entered the gaming market with several mobile games. It has enriched its group's business, but the outcome of its investments in the gaming sector is still being determined and robust competition.

Remove country restrictions on video content
Netflix targets a user's country based on their IP address for region-limited content. It significantly reduces the library of content that users can watch. By removing this measure, the number of content consumers can watch is expanded. This is a massive improvement in consumer care, allowing users in different countries around the world to watch video content in different cultures, languages, and genres, as well as enhancing Netflix's brand image as a globally-minded and inclusive company.
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