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[bookmark: _Toc140499607]Task 1- A Critical evaluation of the chosen organisation’s marketing activity 
[bookmark: _Toc140499608]Introduction
This assessment will analyse the marketing activities of Amazon. The evaluation will provide an in-depth insight into the resources that have been used by Amazon with macro and micro environment analysis. The pestle analysis will analyse the factors that will be impacting Amazon politically, economically, socially, technologically and legally. A swot analysis will identify the strengths, weaknesses, opportunities and threats of Amazon. The target market of Amazon will be evaluated through market segmentation and marketing mix analysis and to address the effectiveness of their marketing plan the IMC Model will be used to justify the communication channel. The challenges that have been faced by Amazon will be evaluated and recommendations will be provided that Amazon can use in the future for enhancing its marketing strategy. An implementation plan will be evaluated at the end in respect of improving Amazon’s marketing strategy. 
[bookmark: _Toc140499609]Overview of the chosen company
Amazon is a multinational company which was founded by Jeff Bezos, in the year 1994 and is currently headquartered in Seattle, Washington, USA. Amazon is an online marketplace that offers a wide range of products to its customers. Amazon is the world’s largest e-commerce platform where people can choose products from different sellers and be able to shop for them. Their primary focus is customer satisfaction and customer choice rather than being competitive in the industry. Their mission is to provide customers with a seamless and convenient experience by offering extensive products such as home decor, clothes, electronics, foods, utensils, toys, baby foods, furniture and many others. Amazon has a diversified platform in different sectors which attracts customers on a global level. Their four principles are customer satisfaction, passion for their invention, committing to excellent operational services and long-term thinking (Amazon, 2023, a). Some of the digital advancements done by Amazon are, click shopping, amazon prime, kindle direct publishing, kindle career choice, Alexa, fire tv, amazon echo, amazon studio, just walk out technology, climate pledge and many others. In 2022, the net revenue of Amazon and service sales were 514 billion USD (Statista, 2023, b). Some of the prime values of Amazon are their ownership, investment, customer retention, thinking big, hiring the best people for their company, committed to taking action with earning the trust of people and delivering a positive result. 
[bookmark: _Toc140499610]Resources Amazon has invested in marketing
	Resources 
	Valuable 
	Rarity 
	Imitable 
	Organized 
	Competitive edge 

	Technological advancements such as Cloud computing and AI. 
	Yes 
	No 
	Yes 
	Yes 
	Long-term competitive advantage

	Logistics services 
	Yes 
	Yes 
	No 
	Yes 
	Temporary competitive advantage 

	Advanced manufacturing 
	Yes 
	Yes 
	No 
	Yes 
	Unused competitive advantage 

	Green infrastructure 
	Yes 
	No 
	Yes 
	No 
	Competitive parity 


Table 1: VRIO analysis of the marketing strategy of Amazon 
(Table created by: Self)
Analysis
The VRIO analysis has been done in respect of investments in the resources made by Amazon. For developing a stronger game in the market Amazon has levelled up their game on marketing and became one of the biggest investors. Some of the important resources that have been taken into consideration by Amazon is technological advancement such as cloud computing and artificial intelligence (AI), Improving their logistic service, green manufacturing and advanced manufacturing technique (Amazon, 2021, b). Amazon has developed almost 150 delivery stations for a seamless experience. Their green infrastructure includes 20 wind farms to meet their climate pledge commitments and achieve 0 carbon emissions within 2040. Their advanced manufacturing includes robotics innovation which is indeed a rare and valuable strategy optimised by Amazon. Investing in technical advancement can give a long-term competitive advantage which can be explained as a wise move by Amazon. 
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	Strengths
· In 2023, the brand value of Amazon is 299.3 billion USD (Faria, 2023).
· 310 million active users of Amazon (Yang, 2022, p.498).
	Weaknesses
· Under the commercial agreements the company faces difficulty to integrate strategic alliances (Baboolal-Frank, 2021, p.13).
· Changed seasonality poses a challenge for the operation management of the company. 

	Opportunity
· Introducing multiple AI tools to create a more sustainable business.
· Introduce a new event marketing strategy to promote their CSR approach.
	Threats
· Got criticised for excessive packaging waste.
· Threat of increased carbon emission. 


Table 2: SWOT analysis on by Amazon
(Source: Created by self)
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	PESTLE
	Factors

	Political
	· Implementation of OECD guidelines by the USA government to regulate the e-commerce industry (Thompson, 2000). 

	Economic
	· The revenue generated by the e-commerce industry in the USA is 940.09 billion USD in 2023 (Statista Research Department, 2023b).
· The GDP of the US in 2023 is 26854.6 billion USD (O’Neill, 2023).

	Social
	· Labour force of the USA is the backbone of its GDP (Statista Research Department, 2023c).
· In 2022, the employment rate in the USA is 60% (Statista Research Department, 2022).

	Technological
	· There is a dominating market of IT industry in the USA with a market volume of $167.90 USD (Statista, 2023, a).

	Legal
	· The Computer Fraud and Abuse Act of 1986 ensures the data security (Hughes, 1986).

	Environmental
	· In 2021, the US had emitted 37.1 billion metric ton Carbon dioxide which makes it one of the largest CO2 emitters in the world (Tiseo, 2023). 


Table 3: PESTLE analysis of the USA
(Source: Created by self)
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The target market of Amazon will be evaluated using STP market analysis and marketing mix. 
Segmentation 
	Demographic 
	· Age - 14 years and above 
· Income - Low to middle-income setting mostly 
· Gender- Female and Male 


	Behavioural 
	· Consumers who prefer good quality products within low to medium budget price 

	Physiographic 
	· Customers who prefer products that are durable and sustainable
· People prefer eco-friendly products

	Geographic 
	· More than 100 countries
· Rural and urban areas 


Table 4: Segmentation analysis of Amazon 
(Source: Created by self)
Targeting 

	

Name: Kylie Brown 
Profile: She is 21 years old student and temporary worker in a convenience store. 
Income range:  $12.50 per hour
Story: She is a student and part-time worker who lives with her parents and her brother. She is pursuing graduation and her father is a mechanic. Her mother is a homemaker. She frequently purchases products from Amazon as it is convenient for her and less time-wasting. She prefers products that are affordable yet durable and long-lasting. 

Goals for using the service:
· Fast delivery
· Efficient customer service 
· Delivered products are less damaged
· Durable packaging 
· Affordable price 

The motivation for using the service:
· Hassle-free delivery  
· Quick availability
· Wide range of products and offerings 
· Easy return policy. 

Pain point of the service:
· Different product price 
· Variable price range 
· Fake products delivered by sellers sometimes 


Table 5: Consumer persona analysis for the USA 
(Source: Created by self)

Positioning map of Amazon 

Figure1: Positioning map of Amazon
(Source: Created by self)
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Product 
The marketing mix of Amazon explains that it is one of the biggest retailers who have worldwide availability. Their products consist of robust categories which is their one prime strategy to gain customer retention and develop products which will be affordable and good quality. They introduce products depending on the customer needs and demands such as electronic gadgets, retail goods, amazon web services, Amazon Prime, publishing and others. Digitalization has transformed the perspective of the users which resulted in growth in customer engagement (Parihar & Kant, 2021)
Place 
Amazon has its own marketplace, platforms, applications and website that sell products to its customers. Mobile applications and desktop applications are also widely consumed by people to purchase from the website. Most of the company revenue is generated from online purchasing through new and existing customers. 
Price 
Amazon has various ranges of prices for products. However, the sales are mostly generated based on products that have affordable price tags and good quality. Consumers shop according to their budget and are able to find many products within that price range. This enhances the customer base and customers re-purchase products from Amazon due to this. 
Promotion 
Advertisement is one of the easiest ways to promote their product. Through television advertisement and sales promotion, Amazon is enhancing their product visibility which directly helps in promoting its services and goods. 
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The integrated marketing communication is an influencing and dominating communication process optimised by companies for marketing strategy (Adousi et al. 2021). Amazon has masters in IMC which helps them to facilitate a direct connection with the customers and be able to identify their demands and requirements. Through digital marketing customer engagement and communication are proceeding which helps Amazon to collect massive amounts of data about its customers. Amazon has garnered a substantial number of customers through their advertising and promotional initiatives. The company has been able to target the customer base through provision of high quality products, promotional discounts, prime day initiatives where the products are sold at an extreme;ly low price and making their products affordable to almost every consumer segment. 
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Key performance indicators are some effective factors that help the companies to understand the effectiveness of their implemented business strategy. Some of the KPIs such as return on investment, revenue, free cash flow and operating income might be used by Amazon to understand the extent to which the implemented campaign by Amazon is being appropriate for its business effectiveness. 
Revenue: The revenue of Amazon from the international customer segment amounted of $118 billion (Amazon, 2022). The marketing strategies implemented by Amazon found to be efficient for the company to drive the attention of the international customers. A significant amount of revenue that has been generated from the international customers depicts the success of the implemented marketing campaign. 
Free cash flow: Free cash flow of Amazon generally depends on the operating income that highly depends on the sales rate of the products and services provided by the company (Amazon, 2022). The company has also partnered with multiple organisations to provide a significant service to its international customers that will eventually enhance customer satisfaction and result in an increased sales rate. 
Sales rate: In 2022, Amazon has generated its revenue mostly through its online sales (Statista Research Department, 2023, a). Diversification within its products and services offered by Amazon found to be effective to target a wide range of customer base throughout the world. This eventually resulted in a significant growth of the sales rate of Amazon. 
Additionally, the company has put significant importance on controlling their input within the business. The company has also put strong emphasis on the control process related to their delivery vehicle safety. Under the Securities Exchange Act of 1934, Amazon can evaluate the effectiveness of the operation design of the procedure and control measure strategy adopted by the company (Amazon, 2022). 
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Amazon has faced multiple challenges pertaining to misalignment of CSR strategies with their system of working where the company has been accused of generating excessive packaging waste. Often there have been adverts that may have hurt the sentiments of a particular religious community. Customers may also have perceived their trust and privacy to be compromised in case their adverts are deemed to be intrusive. Furthermore, striking a balance between the use of artificial intelligence and other technologies may raise concerns regarding a bias within the algorithms. Furthermore, attracting and retaining customers may be a major issue for Amazon, considering the increased prices and low quality. There needs to be a balance between the price and the quality of the products that are sold by Amazon./
[bookmark: _Toc140499619]Task 3- Evaluating recommendations that can be optimised by Amazon to improve their marketing strategy
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Enhancing transparency by restrategising the customer communication process
Amazon can strategize its transparency aspect for its business activities. Staying transparent within its potential market environment, the company could gain the trust of the customers. Transparency within the business states the way an organisation can do its business by letting its customer know all of its motives and its impact. The privacy policy of the business that the target customers of an organisation have to comply with should be simple and well-understandable to enhance their understanding of the business activities and purpose of the company. For this instance, Amazon can reformulate its privacy policy for its customers to enhance their understanding of the business approaches made by the company. Organisations can win the trust of the customers by staying transparent and putting reviews (Jenneboer et al. 2022, p.225). In the age of rapid digitalisation customers have the opportunity to avail a wide range of options to choose an appropriate option for their buying intention. For this purpose, the company should build its competitive advantage by staying transparent to its customers and other competitors within the market. Getting more transparent information about the service and products offered by the company was found to have a significant influence on the customers to sustain their purchasing intention on their preferred brand. 
Implementing machine learning technology to create contextual advertising
Amazon has faced issues related to inappropriate advertising content that resulted in a significant customer dissatisfaction. Customer dissatisfaction can lead to creating competitive disadvantages for the company within its potential market environment. For mitigating this issue Amazon can adopt the machine learning techniques within its advertising and marketing activities. Machine learning technique helps the organisation to fetch relevant data and formulate more appropriate content for the target customers that will be more contextual (Choi and Lim, 2020, p.176). These kinds of advertisements will be helpful to eliminate the need for accessing personal data as this will be based on previous users’ data . This kind of ML approach will be helpful to enhance the experience of the users. Various machine learning algorithms help to optimise the conveyance of the target advertisement that will enhance the customer satisfaction aspect of the company. AI based approaches such as machine learning found to be effective for price optimization and formulating automatic advertising contents for its target market (De Bruyn et al. 2020, p.24). 
Implementing AI to strengthen data privacy aspect for its target customers
AI is one of the most emerging digital tools that the business segments are widely using for enhancing their business performance efficiency within its potential market environment. Artificial intelligence fetch multiple data from the online databases and analyse them to enhance the efficiency of the decision-making process. AI and machine learning have a significant role in data security for their efficient pre-predictive ability (Zaman et al. 2021, p.94669). AI helps the organisations to make more data-driven decisions for its target business activities within its potential market environment. Not only that, the AI tools also help the company to strengthen their data privacy aspect while conducting their online business activities through multiple online platforms. Artificial intelligence is found to be the most effective one for protecting the internet-connected systems and strengthening its data-privacy aspect. The Ai-driven cyber security process helps to manage the security system through intelligent decisions that are mediated by the AI method (Sarker et al. 2021, p.2). Hence, for this purpose, Amazon can implement multiple advanced digital tools and technologies such as AI to mitigate the possibilities of cyber attack or any kind of data breaches to efficiently manage the probable issues related to data security and privacy. 
Partnering with other organisations to enhance the innovation and creativity aspect to deliver more efficient service to its customers
As the company has faced multiple issues related to data privacy concerns, the transparency aspect of the company Amazon could be recommended for further improvement of their customer interaction aspect. This can be achieved through some modernising aspects such as implementing multiple digital tools such as AI, and ML. As rapid digitalisation is found to be the most effective way for the company, the partnership will be necessary to enhance the business performance by mitigating the marketing issue faced by the company. A partnership can enhance the innovation and creativity base. Partnering with an organisation can enhance the exchange of resources and knowledge which will be helpful for the company to make effective decisions that will be more innovative and creative. Amazon can partner with some IT organisation that will be able to provide services related to availing multiple digital technologies and will handle the cyber security issues that the company has faced within its potential market environment. 
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	Objectives
	Goals
	Resources
	Person responsible
	Timeline

	Enhancing transparency by restrategising the customer communication process
	To strengthen customer loyalty over the products and services offered by Amazon.
	Financial resource, human resource, digital tools.
	Legal team and customer relation team.
	3 months

	Implementing machine learning technology to create contextual advertising
	To create more appropriate advertising content to enhance customer satisfaction. 
	Digital tools, financial resources.
	Technological team, Research and development team
	6 months

	Implementing AI to strengthen data privacy aspect for its target customers
	To strengthen its data privacy aspect along with providing a more secure service to it customers. 
	Digital tools, financial resources.
	Technological team, risk management team
	6 months

	Partnering with other organisations to enhance the innovation and creativity aspect to deliver more efficient service to its customers
	To enhance creativity and innovation base of the company. 
	Financial resources, human resources.
	Public relation team
	6 months 


Table 6: Implementation plan
(Source: Created by self)
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