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Executive Summary 

This report discusses the contemporary themes in E-Business in relation to E-business systems, identifying opportunities and threats within the online retail sector using Amazon as a case study.  

The findings within this report assist in concluding;

The high importance of ensuring the security of data held within CRM Systems with high due to the sensitive nature of the data a data breach would be extremely damaging a brand and would far outweigh the benefit for the retention of this data. 

Speed of delivery is an important factor due to customers wanting instant gratification, with faster delivery comes quicker gratification and would result in further custom.   

Amazon must ensure that it does not become complacent and continually look for ways to improve the customer experience, the CRM systems in place are already comprehensive but due to the fast changing nature of technology Amazon must ensure it continues to be at the forefront of these technologies to remain relevant.  




























1.0 [bookmark: _Toc7773087]Introduction

1.1 [bookmark: _Toc7773088]Overview of Amazon 

The e-commerce business Amazon was initially incorporated on May 28th 1996, the business was established by Jeffery Bezos in 1994. (Academy of Achievement, 2019)
The business operates in wide range of territories and does this in three segments: North America, International and Amazon Web Services.
The business offers a vast range of products and services including merchandise, content purchased for resale and also self-manufactured electronic devices whilst simultaneously offering database offerings, fulfilment, publishing, digital content subscriptions, advertising and co-branded credit cards. (Reuters, 2019)
The business achieves this though use of its retail Websites and attributes its success to competitive price points and convenience, the business Websites are designed to facilitate hundreds of millions of products to be sold by Amazon and by third parties across dozens of product categories. The business allows customer access to its websites through mobile websites and applications to sell its own products but also offers programs that enable sellers to grow their businesses, sell their products on its Websites and their own branded Websites (Reuters, 2019)
Amazon operates in both a (B2C) Business to customer and (B2B) business to business category within the online retail sector, Business to business means that Amazon markets products specifically to businesses, these relationships are developed and ongoing, the process takes longer than business to customer due to the levels of involvement and decision making of management within an organisation, Business to Customer explains that the customer is the consumer and they are encouraged to purchase a product or service immediately. (Jensen, 2019)

1.2 [bookmark: _Toc7773089]E-business Systems

 Electronic Business, often referred to as E-Business is defined by as Combe’s as the use of the internet to network and empower business processes, electronic commerce, organisational communication and collaboration within a company and with its customer, suppliers and other stakeholders. (Combe, 2006)
E-Business Systems are described as online technologies that a business may use to conduct business online, these systems are beneficial in assisting companies connect with its customers, process orders and manage information. (Balle, 2019)
Cross functional enterprise systems are utilised under the umbrella term of E-Business, these systems support various business processes such as product development, production, distribution, order management and customer support. 

Examples of these systems include; 

Enterprise resource planning (ERP): These types of systems are a frame work to integrate and automate particular business processes within manufacturing, logistics, distribution, finance and human resource functions of a business, this type of system is responsible for back office processes and can result in improved efficiency in customer service, production and distribution, improving the flow between a business, its customers and its suppliers. ERP is also able to provide cross-functional information on business performance effectively, assisting management in making strategic decisions. (Rouse, 2018)
Supply Chain Management (SCM): Supply chain management is a management tool that integrates the management of the supply chain process, simply put supply chain management is the management of the flow of goods and services, including all raw materials to finished products, it is concerned with streamlining a business’s supply activities to maximise customer value and gain a competitive advantage. Businesses are increasingly aware of the benefits of SCM for E-Business Strategy, the goal of this tool is to provide customers with what they want, when and where they want it, further to this at the lowest possible cost.  SCM Software assists in identification of supply problems, optimising prices and allocation of resources. (IBM, 2018)

Customer Relationship Management (CRM): CRM is described as an E-Business application that integrates and seeks to automate many customer facing processes in the sales and marketing, accounting and order management processes, it is also useful in a customer service and support capacity. CRM provides the tools to enable a workforce to provide fast, convenient and dependable service to a business’s customers. CRM software tracks contact with customers, other businesses and life cycle events of customers with a view to identifying cross and upselling opportunities. CRM software is competent in the automation qualifying leads, managing responses, scheduling sales contacts, and providing information to prospects and customers. This is beneficial to the business as it allows them to identify and target specific customer groups, and identify what is most profitable to a business. CRM also enables real time customisation of products and services based on customer wants needs and buying habits, whilst also providing a consistent experience and service across all customer contact points. (Business Gateway, 2018)
2.0 [bookmark: _Toc7773090]Main Findings 

2.1 [bookmark: _Toc7773091]Business Model Canvas

The business model canvas is a strategic management tool utilised in the development of new or documenting existing business models, it is a visual chart detailing a business value proposition, infrastructure, customers and finances. (Das, 2019)
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(Oakley, 2018)
Oakley suggests that Amazon targets the mass market consumer and has a focus on cost and low margins with a view to driving its market share, Amazon does not focus on niche markets. Amazon is able to segment its customers in a behavioural basis. (Oakley, 2018)

Amazons identifies three main Customer Value Propositions; 

1.0 Low Prices

Amazon offers low prices and utilises this to gain a competitive advantage and customer value proposition, Amazon changes millions of prices on a daily basis keeping pricing strategy secret, however, has a clear price perception strategy in offering a discounted product, then recommending other complimentary items to that product that may be priced highly, thus giving the impression of low pricing. 

2.0 Fast Delivery

Amazons speed of delivery is a huge source of customer value proposition, Amazon has shaped customer expectations to shorter delivery times by demonstrating that it is achievable. Speed of delivery has become so prominent that it has resolved the competitive edge of high street stores regarding customer instant gratification. 

3.0 Vast Selection
 
A large selection offers great customer proposition, and where Amazon takes advantage of this over conventional high street retailers is that it is far less costly  for Amazon to hold a vast product line, Amazon utilises three approaches for its inventory to ensure costs are kept low and value proposition high, Standard inventory, holding only popular items in fulfilment centres, just in time inventory, arranging with suppliers to ship to Amazon or direct to the customer when an order comes in and 3rd party sellers, where inventory is sold through amazon but held by the 3rd party vendors.  (Innovation Tactics, 2018)

2.2 [bookmark: _Toc7773092]Contemporary issues in E-Business

There are a number of issues for consideration within E-Business, for the purpose of this report three of these have been outlined below;

Managing Knowledge is an imperative aspect of E-Business, managers need to instil techniques, technologies and reward systems that facilitate and encourage employees to share explicit and tacit knowledge as suggested by (Combe, 2006), Combe suggests that this knowledge sharing promotes a competitive advantage as this permeates all levels of the business as a result this is conductive to the creation of skills and competencies superior to that of the business competitors. 
Technology plays a vital role in the process of manging knowledge, knowledge management systems are conductive to building a learning organisation by gathering and displaying business information and O’Brien suggests that Communication, Co-ordination and collaboration are the key attributes relied upon by these systems. (O’Brien, 2002)  




Combe’s also suggests that Managing Applications systems for e-business is another issue to consider when dealing with E-Business, this is attributed to the fact that poor management of its technology can lead to a business becoming inefficient and using incorrect IT processes, proving costly to the organisation and preventing the very aim of these systems to assist in the resolution of problems flexibly and quickly and to in fact save on cost. To achieve this managers must integrate their IT Infrastructure to create a more simplistic communication system with a view to increasing efficiency by improving communication with suppliers, customers meaning a quicker more cost-effective business whilst also offering greater flexibility to extend business relationships. (Combe, 2006)

Examples of these systems include; 

Intranet 
Extranet 
Enterprise resource planning (ERP)
Enterprise Application Integration (EAI)
Customer relationship Management (CRM) 
Supply Chain Management (SCM) 

Managing risk is a further factor to consider when understanding issues surrounding E-Business systems, Technology is able to accurately provide a mechanism for achieving the aims and objectives of a business, Managers must be able to communicate the strategic vision effectively. Combes suggests that an element of risk management could include setting aims and putting in place methods of measuring and evaluating performance in achieving states aims when dealing with financial, contractual, legal and competitive risks. E-Business systems are able to assist in this endeavour and allow the business to adapt its strategy effectively based upon sound knowledge. 


2.3 [bookmark: _Toc7773093]Emerging E-Business System Opportunities and challenges for online retailers 

There are a number of Issues and opportunities specific to the online retail sector in which Amazon operates, Pris Consulting states that technology is imperative to the retail sector, opportunities facing online retailers include Interactive applications, Chatbots and robotics, these client facing technologies offer advancement opportunities for customers and a further route for consumer engagement with the business. (Priscon, 2018) 

Online retailers are able to apply a range of technologies to suit both the business and customer needs, and with technological advancement retailers are faced with a choice to evolve or die suggests (Davis-Taylor, 2017) this is attributed to the advancement of technologies allowing consumers greater choice, enhanced interaction with companies and platforms for retailers to enable consumers access to information specific to products such as reviews and ratings. 

A further opportunity of the retail sector is the dominance of personal devices such as smartphones, with this advancement both in-store and online shopping experiences have been drastically affected. Pris Consulting states that retailers can access a wealth of customer data providing them with equal levels of opportunities and risks. Eckert suggests that the threat of Smart devices to online retails is that Ecommerce sites are not immediately compatible with smart devices if they are initially designed for PCs, this in turn would cause difficulty leading to consumer difficulty when navigating the site on a mobile device and could deter custom, however, an opportunity concerning the use of smart devices is that online retailers are able to provide a more immersive experience, they are able to link there site to social media outlets, promote consumer sharing of the brand and by utilising mobile technology consumers are not restricted to where they interact or indeed purchase from the retailer. (Eckert, 2018) 

Whistl suggests that delivery speed is another issue facing E-Business’s slow or late deliveries being the biggest impacting factor on repeat custom, customers who experience such delays are likely to leave poor feedback and damage the brand, however, converting this into an opportunity, if a business is able to offer a fast delivery service, with accurate tracking this will enhance the customers relationship with the business. (Whistl, 2017)

Kulach suggests that cross border trade (CBT) is one of the trends driving a borderless world of E-commerce, CBT presents online retailers with a range of opportunities but also challenges in the form of recognising that buyers are not uniform around the globe. Kulach also suggests that a benefit of E-commerce is that its rate of growth is around 250% higher than conventional retailing, E-Commerce exposes online retailers to emerging markets. Challenges to this opportunity include cost in the form of additional overheads. (Kulach, 2018)

Pierce suggests that by adopting these next generation technologies online retailers will manage global expansion, it is suggested that this can be achieved by creating seamless e-commerce and good channel experiences for their clients and improve inventory management (Pierce, 2012)

2.4 [bookmark: _Toc7773094]Evaluation of Existing E-Business Model opportunities and challenges for Amazon 

Amazon apply a range of CRM tools under its E-Business Model, a case study by Expert Market suggests that Amazons use of intelligent CRM software has contributed to the business continued success, it has achieved this though the use of specifically designed CRM systems for the business that capture customer data at point of purchase that is then instantly used to customise the consumer experience. 

Examples of the opportunities and threats facing Amazon are detailed below as suggested by ; 

Tailored offers and promotions, when making a purchase from Amazon you are asked to create an account, this provides the consumer with a smoother more personal experience as the CRM software Amazon utilises is able to create  recommendations based on searches and assumed interests. This enables Amazon access to what your individual tastes are and can tailor promotion and offers specific to an individual consumer. 

Personal Data Collection and storage, Amazon’s CRM allows for storage of personal information of its consumers, this is to enable ease of use for consumers, previously entered data is retained to create a quicker easier and simpler experience removing barriers to purchase, one click and your can purchase from Amazon due to this software. However, with this in mind comes a potential threat, Amazon must have extensive security in place for the protection of this data, data breaches are extremely damaging to the brand and could lead to costly fines and restrictions placed on the company due to GDPR regulation. 

Recommendations, Amazons CRM feature of recommending products when logged in is instrumental in its success, based on past purchases the CRM system is able to suggest items that compliment previous purchases, and predict what you may be looking for next. 
The same software also allows you to view what other people who purchased the Item purchased with ease; this is a targeted and effective up selling technique without putting pressure on the consumer to purchase, a threat of this software is consumer over reliance, this software could encourage consumers to become lazy when making purchases and avoid searching for a product if it is not placed directly in front of them.   

Customer Support, Amazon’s customer support is second to none, the ease of use online allows you to handle almost every customer enquiry online, anything that you are unable to do online, CRM plays a vital role in logging every action undertaken by the consumer online so that staff answering the contact are well equipped with the relevant knowledge to assist with the issue, this ensures a quick efficient service, resulting in satisfied consumers.  

Evolution of services, Amazons use of CRM has created a wealth of development opportunities, Amazon has expanded its offering leading to the invention of hardware to compliment its systems and the production of streaming services using recommendations to suggest content, and this would not have been possible without the CRM systems in place. 

[bookmark: _GoBack][bookmark: _Toc7773095]3.0 Recommendations and Conclusion 

Considering the main findings of this report a recommendation would be to ensure that the security of data is held with high importance, due to the sensitive nature of the data a data breach would be extremely damaging to the brand and would far outweigh the benefit for the retention of this data. 

Another opportunity would be to expand delivery options, it is clear that speed of delivery is an important factor due to customers wanting instant gratification, something that offline retailers have and advantage with as they are able to have the product there and then, with faster delivery comes quicker gratification and would result in further custom.   

Finally Amazon must ensure that it does not become complacent and continually look for ways to improve the customer experience, the CRM systems in place are already comprehensive but due to the fast changing nature of technology Amazon must ensure it continues to be at the forefront of these technologies to remain relevant.  

To conclude the report establishes a clear need to E-Business systems in improving the customer, supplier and business experience, there is a range of opportunities that Amazon already capitalise on  and is well versed to respond to trends within E-Business.
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