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[bookmark: _Toc90472627]Executive Summary
This report is created for reshaping the strategic direction of Amazon Company. Amazon is currently focusing upon improving its logistics applications, making investments in the field of technologies, enhancing its web services, improving merging and acquisition (M&A) strategy, protecting its own inventions, improving Research & Development (R&D) activities, etc. The rapid growth in the field of technologies and enhancing automation has increased several challenges for the companies like Amazon. The competitors are increasing which has created a problem in the creation of sustainable growth and competitive advantage. There are ethical, social and other challenges that come across while managing the strategic functions of the company. In this report, the impact of the Covid-19 pandemic on the sustainable development of the company will be discussed. This study aims to build resilience and deliver innovative customer care services in order to create a sustainable competitive advantage. In this report, the strategic analysis will be performed and several key factors would be analysed that has an impact on the business environment of the Amazon Company. The strategic issues will be identified, suitable strategies would be determined and recommendations will be provided at the end of this study in order to mitigate the different strategic issues of the firm. It involves the analysis of the role of stakeholders in the strategic development of the company. The influence of sustainability and CSR performance is also analyzed for understanding their significance in the strategic growth of Amazon. 
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In this study, the strategic management issues faced by Amazon Company will be discussed. The strategic analysis will be performed by analyzing the micro-environmental factors and macro-environmental factors of the company. The sustainable competitive advantage is created with the development of strategic capabilities, thus in this assessment, the critical analysis will be performed to analyse the strategic capabilities of Amazon Company (Johnson, et al., 2017). In this report, several strategic management tools will be used for analyzing and determining the different factors of the organization that contributes to its growth and attaining sustainability. The sustainable growth of the company is important for attaining success in the long run. The company has to give some share of their profits for the welfare of society, people and environment. Corporate Social Responsibility (CSR) is performed by the organization for maintaining its reputation, to enhance the quality of life, for maintain the surrounding, for the wellbeing of people, etc. In this report, the focus will also lay upon the satisfaction of stakeholders (Lynch, 2015). The stakeholder analysis will be performed in order to meet the expectations of the stakeholders. The influence of CSR, sustainability and involvement of stakeholders on the strategic development of the company will also be analysed in this report (Hayes, 2014). In this assessment, the key factors will be analysed that would help in the implementation and designing of innovative strategies that could enhance the profitability and prestige of the Amazon Company. There are ethical dilemmas that are required to be managed efficiently. In this study, the frameworks will also be discussed that could be useful in dealing with the ethical dilemmas in order to ensure ethical sustainability in the business practices (Garner, et al., 2014).
[bookmark: _Toc90472629]Strategy and Strategic Management
Strategy is necessary for accomplishing the targets and it involves general planning to achieve the targets under certain conditions (Dess, et al., 2016). The companies adopt strategies in order to achieve higher performance and increase their revenues.
According to Grant (2015), strategic management helps in creating a competitive advantage and generating revenues. It is defined by Hitt, et al., (2011) that strategic management is comprised of a set of actions, commitments and effective decisions which are required to be taken by a company for earning revenues and achieving competitiveness. The company's ability to create value depends upon its competitive positioning. 
According to Bauer, et al. (2015) M&A facilitates the strategic development of the company. The engagement in M&A enables access to new resources, advanced technologies and a wide range of markets. The managers devise strategies so that the vision can be pursued and the processes involved are referred to as strategic management processes. 
There is an involvement of several stakeholders in order to facilitate decision-making. The perspectives of stakeholders either short-term or long-term are incorporated for strategic management. There are several internal and external factors that influence the strategic management of the businesses, therefore the external and internal environment of the company is required to be assessed. The long-term objectives are set and strategies are developed for attaining the vision. The performance of applying strategic processes in the business operations are analyzed and assessed. The purpose of strategies is to express and define the firm’s purpose to the stakeholders. 
[bookmark: _Toc90472630]Background of Chosen Organisation 
Amazon is a leader in the e-commerce industry that brings both the sellers as well as merchants together in order to deliver great shopping experiences and services to its consumers. The company has set benchmarks and continually makes advancements in order to foster innovation and attain sustainable development. The purpose of Amazon includes the following:
Mission – The mission of Amazon Company is to 'serve customers and emphasize upon price, selection and convenience. 
Vision – This statement is 'to become the most customer-centric firm on Earth. It is to offer the customer everything whatever they are looking for to buy online. He wished for Amazon to be "an everything store". Jeff Bezos is the founder of Amazon who has founded this company on July 5, 1994, with a vision that this company would dominate the e-commerce industry and it would attain explosive growth over the years. 
Corporate Values – The values of Amazon includes 'Resist proxies, high-velocity decision-making, embrace external trends and customer obsession'. The company has an obsession with the customers and focus on offering the best services.  
Objectives – The main objective of Amazon Company is to boost the happiness of customers. The aim was to satisfy the customers and offer them the lowest price possible. The leaders believe in adapting to the changes and bringing innovation in order to survive in a long run. 
The strategic issue faced by Amazon is the excessive dependency on cost leadership. The uniqueness of the products is not maintained and the focus of the company is in varied directions. There are consequences of multi-business which is faced by the Amazon Company (Wood & Morais, 2021). The business environment and the different factors that are required to be analyzed for strategies management would be performed with the use of suitable strategic management tools. 
[bookmark: _Toc90472631]Suitable Strategic Management tools
Amazon utilizes customer-centric philosophy for ensuring the satisfaction of customers. There are several strategies utilized by the company. The excessive focus of Amazon is on cost-leadership which needs to be reduced. The aim is to meet the customer needs by creating value for the customers (Leavy, 2014). The tools that could be employed for analyzing the strategic functions of Amazon are SWOT analysis, Stakeholder analysis, Ansoff Matrix, etc.
[bookmark: _Toc90472632]Ansoff’s Matrix  
The overall strategy of Amazon can be understood using Ansoff's Matrix. Amazon Prime program helps in offering steep discounts, waiving off the customers’ delivery charges, providing express and timely delivery to their regular customers. The focus of the amazon strategies is upon providing smooth and seamless experiences to the customers. The strategies adopted by Amazon create a competitive advantage. The advanced technology utilized like Big data analytics facilitates the mapping of customers' behaviour. The behavior of customers is tracked and recommendations are provided to them based on the browsing history. 
The little product differentiation depicts the copying of the business models that have increased the cut-throat price competition. The emphasis is laid upon cost reduction rather than upon the differentiation of products due to which there is the availability of products on other portals also which reduces the uniqueness of its products. 
Amazon has its own movies and produces digital items. But it doesn't stock products and provides gratification to the customers. The same-day delivery system of Amazon has increased the convenience for the customers. 
The issue of differentiation is addressed by Amazon as it is now also focusing upon providing cloud-based web services, etc to the customers. Thus, it is reducing its over-dependency on cost-leadership (Shukla & Nigam, 2018). 
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Figure 3: Ansoff's Matrix
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Table 1: SWOT Analysis
	Strengths
	Weaknesses

	· Amazon effectively utilizes and manages the data for enhancing its products, services and own operations.
· The company has a great market share all across the globe and it has a great influence on the emerging markets.
· The logistic system of the company fulfills the customer requirements.
· The decision-making of the firm is fast and efficient.
· It creates a competitive advantage through leveraging advanced technologies like big data analytics, etc. Customer satisfaction has also been enhanced due to effective logistics and distribution systems. 
	· The company offers several services like producing top-quality shows, delivering online retail services, providing web services and many more. Due to its work in different directions, there is no particular strategic goal on which the company could focus (Baldwin, 2020). 
· The brand value is not much created and maintained in a few categories like food, etc.
· The free delivery service offered by Amazon reduces its profit margin (Leavy, 2014).


	Opportunities
	Threats

	· The seamless ordering process of Amazon has enriched the experience of customers through its products like Amazon Echo, Alexa, etc.
· The effective analysis of customer data leads to the creation of value for the customers (Baldwin, 2020).
· The revenue generation can be increased if the production of their own products would be increased rather than just selling and stocking of partner’s products.

	· A data security breach is a threat.
· One big issue with Amazon is its excessive cost-leadership and aggressive pricing strategies.
· The change in the legislation of the nation would affect the business of the company.



[bookmark: _Toc90472634]Stakeholder Analysis  
Stakeholder Management is necessary for the company’s growth. The involvement of stakeholders leads to effective management of risks. Amazon meets the requirements and considers the interests of stakeholders by focusing upon technology and the quality of services. Stakeholders' interests include the security of online transactions, fair pricing, the convenience of service, etc. Stakeholder analysis is performed for analyzing the interests and influence of the stakeholders. This strategic management tool can be utilized for collecting qualitative information regarding the power and interests of the stakeholders in executing the different strategic functions or policies. As the power and interests of each stakeholder of the corporate business are different, thus the influence is also different. The key internal stakeholders are the CEO, Manager, Employees, Chairmen, President, etc. The decision-making is done by the senior management and they have more power to make strategic decisions. The delivery workers' wages are low and there are safety concerns associated with them. The poor working conditions of the employees were also the problem and the number of shareholders has been made responsible for this issue.
The external stakeholders of Amazon are Customers, government, online sellers, local communities, etc. The visits over the website in a month are more than 197 million. Amazon is a customer-centric company that emphasized customer complaints.  The online sellers on Amazon are millions in the number who sells the products online and they enable customers to discover what they are looking for.
The establishment of effective communication is necessary for stakeholder management. The queries and issues of the stakeholders are majorly resolved with the information provided on Amazon's website. The advertising campaigns and marketing strategies are adopted by the company to increase its customer reach. 
There are some other strategic management tools like Porter’s Five Forces, Bowman's Strategy Clock, PEST Analysis, etc can be used in determining the different aspects of the Amazon. It enhances understanding of the business environment and the corporate position of the company in the market. 
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Figure 1: Porter's Five Forces
The competitors of Amazon are IBM, Accenture, Google, Alibaba, Walmart, Netflix, Disney, etc. These competitors are different in different sectors in which Amazon is working. Bowman's Strategy Clock is created so that companies can know about their position in the market. It is created by David Faulkner and Cliff Bowman. Amazon’s hybrid model enables the manufacturers to act as both seller as well as vendor. The low-pricing strategy of Amazon is for making the products available for the customers at lower prices that results in less profit margins for the company. The hybrid model may have benefits like better controlling prices, effective listing of products, logistical benefits, proper availability of products, etc. But there are risks involved in the hybrid model of Amazon as if the quality of products are not maintained by the seller than it would reduce the satisfaction of customers. The legislation of the government are also different for different nations that are essential to be considered for implementing the hybrid model. 
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Figure 2: Bowman's Strategic Clock
[bookmark: _Toc90472635]Impact of Covid-19 pandemic on the sustainable development 
The covid-19 pandemic has had a huge impact on the growth and development of the Amazon Company. It has been found that due to the covid-19 pandemic, online shopping has been increased to a great extent. Amazon has fulfilled the high demand and created more than 1500 jobs for smoothening of their services. The reduction in transportation due to the government legislation in pandemic reduces the emission of greenhouse gases in the surrounding which is good for attaining environmental sustainability. 
The positive impact is that it has brought an opportunity for Amazon to build new habits among the customers. Consumers who earlier preferred offline shopping has turned their faces towards online shopping. But majorly that circumstance of a pandemic is a great challenge for the manufacturers, consumers, marketplaces, etc (Arnett, et. al., 2018). 
There are a few setbacks that have affected the business of Amazon such as more time involved in delivery, unavailability of products, poor rotation of stocks, inefficient basic assortment and some more problems. These issues lead to poor customer experiences. The company has managed the high demand by prioritizing the orders. The orders with higher priority should be fulfilled first than the orders that have low priorities. The customer demands are managed properly in order to improve the customer experiences. The health guidelines, logistical capacity and demands of the customers are kept in mind in order to deal with the issues that come across due to the Covid-19 pandemic (Shukla & Nigam, 2018). 
The Covid-19 pandemic has increased the need for a remote workforce due to government policies related to social distancing. Organizations have realized the need of making changes in the existing practices like training, hiring, etc. Amazon has felt the need for interactive self-training programs in order to enhance the efficiency of its employees. It is the responsibility of the supervisors to maintain the work culture so that the engagement of the employees can be maintained (Buesing, et al., 2020). 
[bookmark: _Toc90472636]Impact of CSR and sustainability on strategic development
Corporate Social Responsibility (CSR) is the commitment of the firm in order to contribute to social and environmental sustainability. Amazon contributes to the surroundings and people through conservation of the environment, promoting education and healthcare. CSR is associated with compliance whereas sustainability is associated with the business (Baboolal-Frank, 2021). 
According to Whelan & Fink (2016), the engagement of stakeholders is essential for driving competitive advantage. The value needs to be created for all stakeholders for the sustainability of the business. Amazon should foster innovation in order to facilitate strategic development. Some of the key innovations of Amazon are Prime, Alexa, Kindle, Cloud Computing, One-Click purchases, etc. The company invests more than $100 million on projects related to reforestation. It has ordered 100,000 electric vehicles for delivery so that energy consumption can be reduced and emission of harmful gases in the surrounding can be reduced to some extent. Amazon has built solar and wind farms for producing clean energy which is consumed by the customers who utilizes Echo devices. 
The impact of events like 'Girls Who Code' promotes coding learning among females. The company tries to retain the employees by its program of 'Pay to Quit' by offering USD5000 to the staff working in the warehouse so that increase their chances of retention and meeting their needs. Amazon has a vision of utilizing 100% renewable energy by 2030. The vision of companies like Amazon is to increase environment-friendliness and reduce the carbon footprints from the surrounding. The CSR and sustainable practices performed by Amazon creates awareness and brings positive changes for environmental conservation. The sustainable development of the company is encouraged with the retention of employees. The impact of CSR is that it would provide better working conditions to the employees and reduce their staff turnover rate. The CSR initiatives increase the engagement of the employees, enhance productivity, improve efficiency and HR statistics that contribute to the sustainable development of the company. Amazon provides value to the communities and society by making investments in CSR and sustainability initiatives. The concerns related to the environment include climate change, pollution, energy efficiency, etc (Krechovská & Procházková, 2014). 
However, the business model of the model requires enhancements in order to become more sustainable. Like the company has to increase their margins in order to improve the working conditions of their workers. Amazon should adopt an effective framework for strategic management of human resources and efficient communication techniques should also be utilized for contributing to sustainable development. 
[bookmark: _Toc90472637]Several Theories and Concepts
The use of different theories and concepts facilitates the strategic management function of Amazon. 
[bookmark: _Toc90472638]Business power
Amazon has the power to enhance the satisfaction of customers as it has the capability to lower its margin for offering benefits to the customers. Society has given the authority to the company to make effective decisions and perform certain actions for providing benefits to them (Baboolal-Frank, 2021). 
[bookmark: _Toc90472639]Managerial revolution
It is a strategic management concept that leads to a shift in the controlling figure of the company as the power of controlling is transferred from the owner of the corporation to the professional manager who is having more knowledge as well as an understanding of the business operations. This concept was given by James Burnham. Amazon has focused upon increasing production efficiency by transferring of power of making production decisions in the management hands (Tayşir & Pazarcık, 2013). 
[bookmark: _Toc90472640]Mechanisms of corporate control
Amazon adopts this concept for increasing efficiency. It includes controls, guidelines and policies for strategic management. This theory helps in controlling the costs and enhances the understanding related to different mechanisms (Florin & Parker, 2020).
[bookmark: _Toc90472641]Corporate governance 
The key principles of this theory include integrity, competence, confidentiality, professional competence, professional behaviour, etc. The company defines and expresses its strategic management functions to the stakeholders in order to enhance its understanding of the decision-making process. Amazon reinforces the cost-conscious culture and makes investments for maintaining its lean culture. It attempts to provide customer-centric services for enriching the customer experiences (Krechovská & Procházková, 2014).
[bookmark: _Toc90472642]Key Factors for implementing and shaping innovative strategies
The innovative strategies can be implemented by accepting the new talents and listening to the perceptions of employees. The invaluable customer insights can be attained through customer care employees (Analytics, 2016). The work efficiency and productivity of the employees would help in increasing the success of the business. Amazon builds its innovative strategies through collaboration, generating ideas, execution and value creation. The shaping and implementation of innovative strategies depend upon several factors such as technology, economic conditions, competition, regulatory conditions, legal conditions, stakeholders, etc. 
The innovation, creativity and talent of the employees facilitate the implementation of the innovative strategies. Talent management is one of the key challenges that come across the organization when the subject is of retaining the employees. The management of talent reduces the turnover rate of the employees and analytics-driven strategies are also employed for talent management (Buesing, et al., 2020). Technology is another important factor that plays a key important role in shaping effective and innovative strategies. The use of advanced technologies is necessary for making advancements. The performance of the Amazon company is influenced by several factors and with the use of technologies like Machine learning (ML), Artificial Intelligence (AI), Big data analytics, etc it could be possible to analyse these factors (Cao, 2021). The factors that reduce attrition, amplify customer satisfaction and raise the productivity of the company would be enhanced and advancements are made for inventing profitable strategies. The use of advanced technologies would help in performing analytics in order to make effective strategic business decisions. Irrespective of the type and size of the firm, the innovation and creation of new technologies boost the performance of the company.  It is said by Jackson, Schuler & Jiang (2014) that strategic management of human resources can also help in bringing innovation. 
[bookmark: _Toc90472643]Response of strategic management functions to ethical challenges
Strategic management functions can be possible with optimal utilization of corporate resources in the short or long run. There are ethical challenges that have been faced by Amazon. The ethical challenges are associated with the social, legal, moral issues, etc that influences the reputation of the company. Amazon has faced allegations against employees working conditions, monopolistic behavior, etc. Ethical dilemmas are required to be handled well with the use of effective frameworks (Tayşir & Pazarcık, 2013). 
According to Peters (2021) the unsanitary working conditions, long working hours, fewer breaks, etc has reduced the satisfaction of employees working at Amazon. The response to this issue could be the enhancement of working conditions of the employees. The need for safety and health has been increased more with the covid-19 pandemic. The company should adopt and prioritize practices regarding the health and safety of the employees. The protection of employees should be considered as most important and therefore wherever possible, remote working of the employees should be promoted. The safety and sanitary practices need to be encouraged for protecting the employees (Arnett, et. al., 2018). 
The ethical challenges of Amazon are required to be critically analysed in order to determine the consequences, analyse the actions and finally, decisions should be made in order to deal with the ethical dilemma. White Framework helps in dealing with the ethical issues in order to make the right decision for resolving the ethical problems. The response to deal with the ethical challenge related to poor working conditions of employees is to preserve the rights of workers and follow the compliance in order to maintain the reputation of the company. The consideration of legislation and abiding by the laws helps in reducing the legal, ethical or social issues (Peters, 2021). 
[bookmark: _Toc90472644]Conclusion
It can be summarized with this report that strategic management is necessary for managing human resources, attaining environmental sustainability, becoming socially responsible, enhancing customer satisfaction, supply chain management and many more. In this report, different strategic management tools are utilized for analyzing and assessing the business environment of the company. SWOT analysis has been performed to determine the strengths, weaknesses, opportunities and threats of the company. It has been found that the company is customer-centric and focuses on enriching its experiences. The complaints of the customers are taken seriously and seller would not be permitted to sell their products on Amazon if regular complaints again the seller is noted. The company has invested in CSR and sustainability initiatives that have been discussed in this report. It has been understood with this report that innovative strategies are required to be implemented by adapting change, managing talent, adopting advanced technologies and strategically managing the human resources. The sustainable development of the company would also be facilitated through attaining environmental sustainability and becoming socially responsible. It has been found that there are threats associated with the security and privacy of data. The occurrence of data breach issues could reduce the trust of the consumers. This risk is required to be managed effectively for maintaining the consumer's trust and for promoting the sustainable development of Amazon. 
[bookmark: _Toc90472645]Recommendations
The few recommendations for enhancing the customer experience and improving the strategies of Amazon are as follows:
Risk Management – It has been analysed while performing SWOT Analysis that the company could face issues related to data security breaches. Security vulnerability is a major risk that is required to be managed. The strategic management of the company is possible with the effective management of the risks associated with the company’s program. Risk management is one of the key elements that facilitate the strategic management of corporate businesses. The leaders of Amazon should effectively identify, analyse, assess and treat the risks. The management of the risk is possible with the risk treatment strategies. These strategies include risk avoidance, risk mitigation, risk acceptance and risk transference. In order to manage the risks, the likelihood and impact of the risks are required to be analysed. It is important to determine the cause and assess the consequences of the risks in order to evaluate the impact of the risks on the reputation of the company. The risk of security can be handled with the adoption of advanced security techniques (Baboolal-Frank, 2021).
Build resilience – The convenience and flexibility provided to the customers catch the attention of the customers. The improvement in customer experience can be possible through building resilience. There is nothing more valuable than the experiences provided to the customers (Florin & Parker, 2020). The enrichment of customer experiences is necessary for satisfying them and retaining them. The use of motivational theories and effective leadership is important for retaining employees. The online operation of the business processes increases flexibility. Amazon should reduce overheads that would enhance flexibility. The company is less focused upon earning profit margins and it showcases a variety of products among the customers. This is why Amazon is already giving freedom of choice to the customers. But there is a need to keep upselling the Prime benefits to the customers through which more convenience could be provided to the customers and more benefits could be offered to them for enriching their experiences (Wood & Morais, 2021). 
Improve predictability – The uncertainties in the market are continuously increasing. The predictions are required to be made for attaining higher performance. The predictions for one nation are different than in another nation. The adoption of advanced technologies like machine learning, artificial intelligence, etc technology helps in improving predictability. The utilization of big data analytics is already facilitating the firm in analyzing the behavior of customers. The increase in predictive accuracy would help in reaching a wider range of targets that would raise the revenue gains of the company (Cao, 2021). 
Attain environment sustainability – The Company has to utilize eco-friendly materials for packaging its goods and products. The use of 100% recycling packaging would contribute to environmental sustainability. The promoting of sustainable products by Amazon would increase the awareness and it would gain the attention of the customers. Environment sustainability is required to be attained through enhancing energy efficiency and investing more in sustainable initiatives. It has been studied in this report that Amazon made investments in building wind farms, solar farms, etc, purchased so many electric vehicles, etc. These actions are required to be increased to a greater extent for contributing to sustainability (Wood & Morais, 2021).
Creation of Globalised Value Chain - The Company should adopt a global approach along with the logistic supply chain. Amazon should allow anyone, from anyplace and at any time to purchase products. The expansion of its global business value chain would facilitate the development and maintenance of its market leadership. This recommendation is for delivering smooth services to customers from all across the globe. The hiring of skilled and talented people having knowledge of advanced technologies would support the growth of the company. The strategic functions of Amazon are for creating customer value that could be improved through offering more benefits to the consumers by increasing Prime memberships. 
For Delivering innovative customer care services - Amazon should focus upon enhancing the services delivered by their contact centers. The improvisations and innovations in customer care services would boost customer satisfaction. The suggestion is to enhance the capabilities of the employees with the changing requirements of the business. Digitalization has brought several changes and nowadays chatbots are available for handling general customer queries. The complex customer queries are reported at the customer care center. These problems can be resolved by the employees if they have more advanced knowledge, a better understanding of the current scenarios and required skills. Amazon can build an effective coaching and training program for the employees where they can learn new and required skills. Due to the Covid-19 pandemic, remote working capabilities is one of the key skills required in the employees. Companies like Amazon should invest in increasing the talent of the employees that would ultimately reduce the cost, enhance productivity and improve the extent of customer satisfaction (Arnett, et. al., 2018). The improved services delivered to the company would increase the overall revenue and sales of the company. 
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