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1.0 Introduction

The following document aims to carry out a very illustrative and descriptive analysis of the
public limited company Amazon; founded by Jeff Bezos, a very successful entrepreneur
(Hartmans, 2018). It will depict an introduction of whom Amazon are as a company, first
with how they started to how they have grown and continue to do so, as well as illustrating
the products and services they have to offer. Other crucial elements such as their specific
target market will also be concluded as well as an analysis of Amazon customer reviews.
The quality levels within the PLC’s premises will also be evaluated, especially within the

company’s rulebook.

Next a detailed evaluation of its current processes in terms of performance and meeting

targets, these processes will also be compared in guide of Slacks five performance

objectives (prezisaga, 2018) to enable readers to see where Amazons main priorities lie
i (P ) p

whether it be: quality, speed, dependability, flexibility or cost. Or maybe even a little

element of each within their mindset. Then there will be analysis of which elements

Amazon should focus their efforts on more.

Lastly any identifiable issues or potential problems which may deem to affect the processes
within Amazon will be outlined with suggestive solutions to mitigate potential flaws, which
may possibly lead to savings, or even make the current processes more efficient and cost

saving too with potentially higher yields.




2 Amazon’s Introduction

When we think about Amazon, some may think of the vast rainforest, however most like
minded individuals will think about the forever growing and wide spread public limited
company, initially set up by Jeff Bezos after leaving several previous job prospects in order
to pave the way of starting his own company, to which Bezos has done successfully
(Hartmans, 2018), When deciding on what products to sell, he considered the “best option
of products to sell were books” and according to (Hartmans, 2018), Bezos “started
Amazon.com in a garage” in 1994 which is really quite significant when considering how

successful of a business it is today as well as how far it came.

The source then goes on to state that every time a customer purchased a book from their
website in the early days, a bell would ring, and it wasn’t long before the business idea took
off as after two weeks “they had to find a way to make it stop”. Which speaks for itself
really and shows how popular the business idea was due to the high custom. If they still had
the bell system to this day, then some would think it would never stop ringing especially
with the volume of consumerism that is seen today and especially the customers never
ending demand for individual products. In addition to this the popular demand is clearly
shown especially at peak times, such as Christmas as here in this news article (The
Independent, 2018). Amazon are “suiting up” to “employ 15,000” seasonal staff in the run
up to Christmas. This speaks for itself really since Amazon can afford to employ such a vast
majority of staff at peak times and goes to show how vast customer demand is and how it is

accustomed.




2.1 Products and Services

From looking back into the past when Amazon was just starting off, the number of services
and even products were minimal, however today this has changed vastly due to the
business’s successfulness. This can be seen by the image shown below (1) which shows how
vast and diverse Amazon has now become with its products range as well as the
warehousing and delivery services it also provides. In comparison to 1994 where they were

only selling and distributing books via the internet (Hartmans, 2018).
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The above ime@arly shows how far positively Amazon has come as a business due to the
logical fact that back in 1994 they would have only had few products and services to offer.
This has more than quadrupled which can be seen above with all the availabilities, due to
technology expanding as well as the likes of customer demand and brand awareness. Brand
awareness will have played a significant part due to elements such as advertising which

would have caught potential consumers attention.

Additionally, Amazons main product that it provides to customers is a platform where
business owners can sell their products to a mass market of customers. The sales of said

items have also increased due to features such as recently searched, customer likeliness and




sponsored adverts. Which will all grab a customer’s attention when looking online for
specific products. Additionally, in a statement sourced from the (The Balance Small
Business, 2018) which further backs up the above text by stating is "Qur vision is to be
earth's most customer-centric company; to build a place where people can come to find and
discover anything they might want to buy online.". This coincidentally happens to be the
mission statement for Amazon. It also proves a point on Amazons behalf since their mission
if you like is going exceedingly well. Due to their market share they currently have, not to

mention the volume of products it sources.




2.3 Amazons Target Audience

It would not be to bold to say that potentially everyone is typically an Amazon customer
apart from those who don’t have access to the retail giant’s website. However, there are
some tools and techniques that Amazon use to appeal to customer groups at specific
intervals or typically times of the year, by segmenting their target audience. The same as
any other business really, however Amazon are doing well at it and have mastered the
process if you like or near enough. Also, maybe not everyone is their customer there will
however be some way that will have possibly made a transaction with Amazon or through

one of their many sister companies. As it can be seen from the image 2 below.
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It is very clear to see that Amazon has a large volume of customers, it can be seen in image 2
above that from the beginning of the first quarter in 2013 until the beginning of the first
quarter in 2016 it was measured that Amazon had totalled 310 million active customers
(Statista, 2018). This speaks volumes for the company in terms of market share and
successfulness. It also totally respects the amount of custom amazon are faced with and
shows as a company how well they handle the custom and get the job done to the best
extent possible. Realistically and humanly making some errors along the way as this cannot
be eliminated, just developed to occur less often, or at least easily resurrected with specific

procedures to follow.




2.5 How it Addresses Customers.

Amazon nearly fulfils its customer’ s expectations daily due to the large volumes of stock
that are held within their fulfilment centres as well as the many businesses it has contracts
or connections with, likewise the transport links they have set up with in order to distribute
products within days and even hours if desired (Johnson, 2018). This option is dependant on
a few factors however. One main element to gain from Amazon customers is that when
they purchase a product, they would ideally like it to be delivered within the next hour as
low or reasonably priced as possible. Which Amazon is always working around the clock to

ensure happens.

Likewise, when (xSellco, 2018) mentions how other business that are not competing with
giants such as Amazon. However, they should know their customers essentially and that
“shipping matters! Waiting is unbearable” which is true how many times have oneself
ordered an item anywhere on the internet. Then regretted not paying that little extra for

quicker delivery or even just purchasing it earlier.

Choose your «/Prime delivery speed:
FREE First Class (up to 2 business days)
® FREE One-Day Delivery : get it tomorrow, Tuesday, June 3
£4.49/item Express Delivery : get it by 1pm tomorrow, Tuesday, June 3

£7.48/item Evening Delivery : get it (delivery between 6pm-10pm on weekdays and 4pm-8pm
on weekends) on Tuesday, June 3

Image 3 (Ratcliff and Ratcliff, 2018)

As it can be seen above in image 3, there quite few others when it comes to what shipping
the customer wants and how it does pay rewardingly if you have a prime membership.
Which does cost extra, however could pay for itself in the long run dependent upon how
many purchases are made. Again, it all comes down to how urgent the customer really
needs or more than likely wants the product in a hurry and so each individual shipping type
will address itself more accordingly to the customer. So, on Amazons behalf by offering a

few types with specific prices the can cater for many customers wants and needs.

Addressing Quality




One way in which Amazon lawfully enforces quality within their business practise is by
ensuring all businesses that supply products to their warehouses follow the supplier code
set out by themselves (Amazon.co.uk, 2018). Bye enforcing these principles set out within
the supplier code, Amazon will happily pursue business with likeminded business in order to

maximize quality as well as the whole shopping experience for the customers.

» Health and safety in production areas and any living quarters.
« The right to legal wages and benefits,

- Appropriate working hours and overtime pay.

» Prevention of child labour or forced labour.

- Fair and ethical treatment, including non-discrimination.

Image 4 (Amazon.co.uk,2018)

Here are some of the more ethical aspects of Amazons supplier code. Also, not only does
the businesses supplying Amazon with products have to comply. So, do their subcontractors
and any other companies supplying them too. This is to maximise the supplier code and
ensure business is carried out professionally as well as legally, according to Amazon
procedures. This way Amazon can overall guarantee practices are being done by the rule
book, which equates to a happy customer essentially as well as emphasising the need for

quality.




3 Slacks five performance objectives

Cost Low price

Quality High quality

Speed Fast delivery

Dependability Reliable delivery

Flexibility Frequent new products/services
Wide range of products/services
Changing the volume of producl/service
deliveries
Changing the timing of product/service
deliveries

Image 4 (Slack, 2018)

Above in image four can be seen are the five performance objectives defined by slack et al.
These five elements are performance objectives to which most businesses act towards.
Some achieve all and some specialise in one or two and others may depend on the business

type as well as their main business aim (Slack, 2018).

When reading this from a consumer or a business perspective, it might be noted that
Amazon do in fact strive towards all these objectives; cost, quality, speed, dependability and
flexibility wherever able to do so. They will offer these in a range of ways to their customers

too.

4 Amazon Performance Objectives

Below in this report are the evaluations of Amazon’s performance based on slacks five
performance objectives. Even though Amazon are pretty much an “all-rounder” within the
five objectives there will be some elements they may be better at conducting, the reason for
their continued success leads back to Bezos’s mission statement of which aims to be the
most customer centric business. Which is essentially working given the high market share

and custom Amazon has today.
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4.1 Cost

Although Amazon may not always be the cheapest. They do however price their products
competitively according to a statement from (Business Insider, 2018) saying “Amazon changes
product prices 2.5 million times a day”. Which could potentially mean they are always
watching the market to see how competitors or other elements such as seasonal sales affect
the pricing on competitors’ products, and so price theirs accordingly. Hence why they may
change a products price up to ten times a day. Also due to high ranges of product here will

alternatively be cheaper variants of products to suit all types of consumers.

4.2 Quality

Amazon’s quality levels are very high and so can only become higher. This is because of the
systems they have set in place, which sellers must adhere to in order to distribute their
products. This is known as the supplier’s code (Amazon.co.uk, 2018), which was mentioned
earlier in the report and sets out guidelines which suppliers must conform to. As well as the
suppliers code Amazon benefits its suppliers by addressing them with metrics and if
followed exceedingly well, this will lead to having a higher rating than others and so speaks
volumes to potential customers ensuring they are quality inclined throughout their
procedures (Profit Sourcery, 2018). It will also ensure that their products and services will be

worthwhile.
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4.2i Amazons Metric system

Below is a copy of my Amazon Performance Scorecard:

Performance scorecard

Order Defect Rate Cancellation Rate Late shipment Rate Policy Violations

Learn Mars Leacn More Leacn Mars Learm Moce

Image 5 Source (Profit sourcery, 2018)

So as mentioned above are the main crucial elements that effect Amazons suppliers’ ratings
which will essentially gain or lose them customers. So overall this should act as a strict
guideline for Amazon sellers to follow as well as maintaining quality within all their items
based on their order defect rate. In addition to this, if the sellers cannot conform to
Amazons supplier code then they will not get too far within the relationship with Amazon
and will also show that they have no concern for quality, inevitably resulting in rightful

resignation from the Amazon platform (Amazon.co.uk, 2018).
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4.2ii Traffic Light System

Good performance

A green check-mark in this column means that your performance is meeting
Amazon's target for this metric,

& Fair performance

A yellow exclamation point this column means that your performance does not
currently meet Amazon's target for this metric. You should take steps
immediately to improve your performance in this area. Performance at this
level will not generally result in the suspension of your selling account,
provided you are actively working to improve your customers’ satisfaction.

° Poor performance

A red "X" in this column means your performance does not meet Amazon's
target for this metric and continued performance at this level may result in the
suspension of your selling account.

Image 6 Source (TheBrewsNews, 2018)

Rather simply, the above image explains the traffic light type system that enables Amazon
to score its suppliers based on meeting specific requirement or deadlines. If these

requirements are not met correctly, then specific scoring will be allocated.

4.3 Speed

Speed again this depends on the consumer needs however Amazon as a fulfilment centre
are very consumer based and so aim to have products shipped sooner than later. Despite
this they do have premium shipping packages which will arrive quicker and reliable.
Additionally, according to (Panmore Institute, 2018) some orders do not even reach the
warehouse floor and rather than none are straight into the packaging department and
straight to the customer door. Which in turn shows how customer inclined Amazon are
towards their customers. Despite already being fast paced as well as customer inclined
there are premium shipping types to get to your destination even faster, further pleasing

the customers needs for a little extra fee (Amazon.co.uk, 2018).
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4.4 Dependability

They are rather reliable when it comes to dependability in terms of their consumers, in
terms of how fast the products are picked, packed and shipped to the customer within the
specific guideline of days to arrive. Whether this be standard delivery, next day with prime
or even afternoon given that the product was purchased before a certain time. Overall only
if the item was out of stock, damaged or unaccounted for would Amazon not be very

dependable and if there were any problems encountered during transported.
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4.5 Flexibility

Their flexibility is quite large as well. Since they have lots of products in stock as well
different cheaper as well as more expensive variants. Additionally, they have lots of delivery
types. Whether it be standard, next day, prime or the afternoon if purchased by a specific

time beforehand. This information can be seen in the image 7 below.

Choose your /Prime delivery speed:

() FREE First Class (up to 2 business days)
® EREE One-Day Delivery : get it tomorrow, Tuesday, June 3
() £4.49/item Express Delivery : get it by 1pm tomorrow, Tuesday, June 3

() £7.48Jitem Evening Delivery : get it (delivery between 6pm-10pm on weekdays and 4pm-8pm
on weekends) on Tuesday, June 3

Image 7 Source (Amazon.co.uk, 2018)

15




5 Potential Operational Issues

As it has been clearly seen Amazon are great at what they currently do, mainly through their
core competence which is selling products through their platform on behalf of their
suppliers. However, they as a large organisation with many fulfilment centres must face a
multitude of problems which can and will affect future business. So, they must tread
carefully and think like the potential customer and os empathise what they would want
cost, speed, quality, flexibility or dependability. Who knows maybe they want a piece of
each, however sometimes this cannot be done unless the infrastructure is there, or the
customer is stupendously rich and want the product yesterday with all the other pending

characteristics too.

So, one main issue for Amazon would be deciding on which of Slacks five performance
objectives to weaken, despite strengthening others to comply with customers wants and
trends based off reviews possibly or continuous complaint on specific products or services
perhaps. Itis not extremely clear which of the five forces is there strongest link no their
weakest however, Amazon could cut down the price maybe just to be that little more
appealing to the customer. They are already extremely great at flexibility, speed and
dependability and are always seeking new ways to get the product to the customer faster
and at reasonable prices too. Lastly quality can only be as good as the supplier producing as

well as the Amazon workers inspecting it before shipping.
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6 Conclusion

It is very clear to see that Amazon as a business has conquered a lot, coming from nothing
to being one of the wealthiest companies worldwide. Some may say Bezos has truly
mastered the customer service experience or has one of the most successful shopping
platforms for sellers that are interested (Hartmans, 2018). And this may just possibly be due
to having Bezos's initial mindset for the customer (The Balance Small Business, 2018), some
may even say luck. However, when you look at his original mission statement it does go to
show how passionate he was for the customer as well as his dream to basically provide the
best shopping platform for customers to experience. They have also expanded their range
of products and services which goes to show how diverse they have become and continue

to do so as well as remain in competitiveness (101, 2018).

Amazon are also very efficient when analysing their performances of its processes and
ensuring quality is kept within its focus, this is due to lots of targets for its employees whom
are rewarded. Secondly, they ensure quality and legal as well as ethical rules are met. This is
proven by their earlier discussed suppliers code (Amazon.co.uk, 2018) and metric system
(TheBrewsNews, 2018). Amazon do manage to apply each of the five-performance
objective s of Slacks theory as they try to be as customer centric as possible and so want to
satisfy every aspect of the customer’s needs. The only downside to these five performance
objectives is that sometimes they will have to drop some for others typically dropping speed

or quality for factors such as cost, so that it is cheaper.
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RUBRIC: BACHELOR'S ASSESSMENT CRITERIA

RES-INF LIT Excellent 70-
79%

Research-informed Literature. Extent of research and/or own reading, selection of credible sources,
application of appropriate referencing conventions

OUTRIGHT FAIL 0-  Little or no evidence of reading. Views and findings unsupported and non-
29% authoritative. Referencing conventions largely ignored.

UNSATISFACTORY  Poor evidence of reading and/or of reliance on inappropriate sources, and/or
30-39% indiscriminate use of sources. Referencing conventions used inconsistently.

SATISFACTORY 40- References to a limited range of mostly relevant sources. Some omissions and minor
49% errors. Referencing conventions evident though not always applied consistently.

GOOD 50-59% Inclusion of a range of research-informed literature, including sources retrieved
independently. Referencing conventions mostly consistently applied.

VERY GOOD 60-69% Inclusion of a wide range of research-informed literature, including sources retrieved
independently. Selection of relevant and credible sources. Very good use of
referencing conventions, consistently applied.

EXCELLENT 70-79% A comprehensive range of research informed literature embedded in the work.
Excellent selection of relevant and credible sources. High-level referencing skills,
consistently applied.

EXCEPTIONAL 80-  Outstanding knowledge of research-informed literature embedded in the work.
100% Outstanding selection of relevant and credible sources. High-level referencing skills
consistently and professionally applied.

SCALE 8

K & U SUBJECT Very Good 60-
69%

Knowledge and Understanding of Subject. Extent of knowledge and understanding of concepts and
underlying principles associated with the discipline.

OUTRIGHT FAIL0-  Major gaps in knowledge and understanding of material at this level. Substantial
29% inaccuracies.

UNSATISFACTORY  Gaps in knowledge, with only superficial understanding. Some significant inaccuracies.
30-39%

SATISFACTORY 40- Evidence of basic knowledge and understanding of the relevant concepts and
49% underlying principles.

GOOD 50-59% Knowledge is accurate with a good understanding of the field of study.

VERY GOOD 60-69% Knowledge is extensive. Exhibits understanding of the breadth and depth of
established views.



EXCELLENT 70-79% Excellent knowledge and understanding of the main concepts and key theories. Clear
awareness of challenges to established views and the limitations of the knowledge
base.

EXCEPTIONAL 80-  Highly detailed knowledge and understanding of the main theories/concepts, and a
100% critical awareness of the ambiguities and limitations of knowledge.

SCALE 8

ANALYSIS Excellent 70-
79%

Analysis. Analysis, evaluation and synthesis; logic, argument and judgement; analytical reflection;
organisation of ideas and evidence.

OUTRIGHT FAIL0-  Unsubstantiated generalisations, made without use of any credible evidence. Lack of
29% logic, leading to unsupportable/ missing conclusions. Lack of any attempt to analyse,
synthesise or evaluate.

UNSATISFACTORY  Some evidence of analytical intellectual skills, but for the most part descriptive.
30-39% Ideas/findings sometimes illogical and contradictory. Generalised statements made
with scant evidence. Conclusions lack relevance.

SATISFACTORY 40- Evidence of some logical, analytical thinking and some attempts to synthesise, albeit

49% with some weaknesses. Some evidence to support findings/ views, but evidence not
consistently interpreted. Some relevant conclusions and recommendations, where
relevant.

GOOD 50-59% Evidence of some logical, analytical thinking and synthesis. Can analyse new and/or

abstract data and situations without guidance. An emerging awareness of different
stances and ability to use evidence to support the argument. Valid conclusions and
recommendations, where relevant.

VERY GOOD 60-69% Sound, logical, analytical thinking; synthesis and evaluation. Ability to devise and
sustain persuasive arguments, and to review the reliability, validity & significance of
evidence. Ability to communicate ideas and evidence accurately and convincingly.
Sound, convincing conclusions / recommendations.

EXCELLENT 70-79% Thoroughly logical work, supported by evaluated evidence. High quality analysis,
developed independently or through effective collaboration. Ability to investigate
contradictory information and identify reasons for contradictions. Strong, persuasive,
conclusions, justifiable recommendations.

EXCEPTIONAL 80-  Exceptional work; judiciously selected and evaluated evidence. Very high quality

100% analysis, developed independently or through effective collaboration. Ability to
investigate contradictory information and identify reasons for contradictions. Highly
persuasive conclusions.

SCALE 8

PRAC APP&DEPL Excellent 70-
79%



Practical Application and Deployment. Effective deployment of appropriate methods, materials, tools and
techniques; extent of skill demonstrated in the application of concepts to a variety of processes and/or
contexts; formulation of innovative and creative solutions to solve problems.

OUTRIGHT FAIL 0-  Limited or no use of methods, materials, tools and/or techniques. Little or no
29% appreciation of the context of the application.

UNSATISFACTORY  Rudimentary application of methods, materials, tools and/or techniques but without
30-39% consideration and competence. Flawed appreciation of the context of the application.

SATISFACTORY 40- An adequate awareness and mostly appropriate application of well established

49% methods, materials, tools and/or techniques. Basic appreciation of the context of the
application.
GOOD 50-59% A good and appropriate application of standard methods, materials, tools and/or

techniques. Good appreciation of the context of the application, with some use of
examples, where relevant.

VERY GOOD 60-69% A very good application of a range of methods, materials, tools and/or techniques.
Very good consideration of the context of the application, with perceptive use of
examples, where relevant. Evidence of some innovation and creativity.

EXCELLENT 70-79% An advanced application of a range of methods, materials, tools and/or techniques.
The context of the application is well considered, with extensive use of relevant
examples. Application and deployment extend beyond established conventions.
Innovation and creativity evident throughout.

EXCEPTIONAL 80-  Outstanding levels of application and deployment skills. Assimilation and development
100% of cutting edge processes and techniques.

SCALE 8

SKILLS PROF P Satisfactory

40-49%
Skills for Professional Practice . Demonstrates attributes expected in professional practice including:
individual initiative and collaborative working; deployment of appropriate media to communicate (including
written and oral); clarity and effectiveness in presentation and organisation.

OUTRIGHT FAIL 0- Communication media is inappropriate or misapplied. Little or no evidence of
29% autonomy in the completion of tasks. Work is poorly structured and/or largely
incoherent.

UNSATISFACTORY  Media is poorly designed and/or not suitable for the audience. Poor independent or
30-39% collaborative initiative. Work lacks structure, organisation, and/or coherence.

SATISFACTORY 40- Can communicate in a suitable format but with some room for improvement. Can work
49% as part of a team, but with limited involvement in group activities. Work lacks
coherence in places and could be better structured.

GOOD 50-59% Can communicate effectively in a suitable format, but may have minor errors. Can
work effectively as part of a team, with clear contribution to group activities. Mostly



coherent work and is in a suitable structure.

VERY GOOD 60-69% Can communicate well, confidently and consistently in a suitable format. Can work
very well as part of a team, with very good contribution to group activities. Work is
coherent and fluent and is well structured and organised.

EXCELLENT 70-79% Can communicate professionally and, confidently in a suitable format. Can work
professionally within a team, showing leadership skills as appropriate, managing
conflict and meeting obligations. Work is coherent, very fluent and is presented
professionally.

EXCEPTIONAL 80-  Can communicate with an exceptionally high level of professionalism. Can work
100% exceptionally well and professionally within a team, showing advanced leadership
skills. Work is exceptionally coherent, very fluent and is presented professionally.

SCALE 8
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