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               Executive Summary
The main objective in regards to this report was to develop a leadership strategy for delivering outstanding customer service at Amazon. To comprehend the study in an effective manner internal and external analysis of the business environment of the company was initiated. SWOT and PESTEL Analysis was used. Further to devise the leadership strategy of the organization Leadership models and concepts has been used. Transformational Leadership theory and customer centric leadership model was used to devise the leadership strategy for the organization. Estimated costs and recommendations have been subjected in the report to devise the leadership strategy effectively.
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[bookmark: _Toc132646684]Introduction and Scope
Amazon.com, Inc. is an American global technology corporation that focuses primarily on e-commerce, cloud computing, online advertising, digital streaming, and artificial intelligence as its primary areas of concentration. Amazon is a marketplace in which users can purchase and sell items with one another, as well as with large and small businesses, at substantial discounts. On this website, customers may purchase products that are brand new as well as used ones that have been previously owned. Amazon has become the most successful retailer as a result of the extensive product range and low pricing offered by the company (statista.com, 2022). These prices usually compete or even beat out those offered by conventional stores with brick-and-mortar locations. In the year 2022, the brand value of Amazon is estimated to be over 281 billion dollars, making it more valuable than Walmart, Ikea, and even its digital competitors Alibaba and eBay. Amazon's initial foray into the hardware market was the Kindle e-reader, which is now one of the most popular and frequently used electronic book readers in the world. Current Amazon developments include the voice-activated virtual assistant Alexa as well as a wide variety of Amazon-branded product lines (statista.com, 2022).
[bookmark: _Hlk132647326]Between the years 2004 and 2022, Amazon.com net revenue from online shopping and serviceshas been great. In the most recent fiscal year, the global e-commerce behemoth reported almost 468.33 Euros in net revenue, which is an increase from the 428.24 Euros reported in the previous fiscal year. Since its founding in 1995, the American e-commerce firm known as Amazon.com has been selling a wide variety of goods, including books, clothing, electronic devices, and music, over the internet (statista.com, 2022). As of the year 2022, the company's largest source of revenue is the online retail sale of goods, followed by the provision of services to third-party merchants, cloud computing, and retail subscription services such as Amazon Prime (statista.com, 2022).
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Fig 1: Annual Revenue
(Source: statista.com, 2022)
This paper is going to develop a leadership strategy based on Amazon’s outstanding customer service. Relevant leadership models and theories will be subjected in this report. The main objective of this paper is to develop a leadership strategy with a focus to give great customer service to its consumers. If this goal is accomplished, Amazon will only be able to sustain its success as a customer-centric business in the future. Amazon's expansion and continued success are directly attributable to the excellent reputation the company has garnered for offering customers a satisfying purchasing experience.
[bookmark: _Toc132646685]Internal and external Business environment
[bookmark: _Toc132646686]PESTEL Analysis
	PESTEL Analysis

	Political
	The Government of UK had introduced a tax policy in 2020 which effected Amazon and other digital organizations. The Digital Services Tax takes in 2% of the company revenue which impacts the profitability of the company (Cui, 2019).

	Economic
	The economy of UK is not in a good position due to Covid 19 and the indirect impact of the Russia-Ukraine war (Ben Hassen and El Bilali, 2022).

	Social
	Amazon’s same day delivery service is doing great for the company. Prime members don't pay anything extra for same-day deliveries, but non-members must pay £5.99 (manchestereveningnews.co.uk, 2020).

	Technological
	One of the most challenging aspects of Amazon's aim to achieve net-zero emissions by 2040 is the company's reliance on transportation. They invested over $1 billion in Rivian and placed an order for 100,000 electric delivery vans to hasten the market for electric vehicle technology and facilitate the shift to greener technologies by all businesses (Annual Report, 2022). They teamed up with Mercedes-Benz in Europe and Mahindra in India. More than $300 million will be allocated to safety initiatives in 2021, with an initial $66 million going toward the development of technology to reduce the likelihood of forklift and other industrial vehicle collisions (Annual Report, 2022).

	Environmental 
	Amazon and other cloud computing services have come under fire from environmentalists who point to them as probable contributors to the warming of the planet. Amazon has made major investments in renewable energy sources in the United Kingdom, including wind and solar power, in order to accomplish this objective (Annual Report, 2022).

	Legal 
	The company needs to comply with the rules and regulations in UK as Amazon failed in its attempt to have three representative complaints regarding employment rights, such as minimum wage and holiday pay, filed by British delivery drivers dismissed. About 1,400 Amazon package delivery drivers are suing the company in a London labour tribunal, claiming they are employees rather than independent contractors (reuters.com, 2023).



Table 1: PESTEL Analysis
(Source: Researcher)
[bookmark: _Toc132646687]SWOT Analysis
	Strengths
	Weakness

	· Amazon's standing as the most successful online retailer may be ascribed to the company's drive to cost leadership, product differentiation, and laser-like focus. This has helped Amazon achieve its current position as the most successful online retailer. Amazon has been able to turn a profit from its activities and increase the value it offers to its stockholders by utilizing this strategy (Yang, 2022). 
· Taking advantage of IT (Information Technology) and e-Commerce, which give a platform that is easily extendable and highly scalable, has allowed the firm to accomplish its goal (Annual Report, 2022).
· Amazon has been successful in penetrating markets that were previously inaccessible to it while competing e-commerce firms have struggled to do the same. This is largely attributable to the fact that consumers all around the world quickly identify the Amazon brand (Baboolal-Frank, 2021).
· Amazon has a competitive advantage over its rivals as a result of its superior capabilities in the areas of logistics and distribution, which have enabled the firm to improve the fulfillment of orders placed by customers (Jindal et al. 2021).
	· The strategy of diversification that Amazon has been pursuing over the past few years has led to the company "spreading itself too thin," which means that resources and attention have been diverted away from the company's traditional strength, which is online bookselling (Annual Report, 2022). Amazon must be careful not to dilute its competitive edge by straying too far from its strengths, even though this strategy would be a good idea from the perspective of risk diversification (Yang, 2022).
· As a direct result of its free shipping policy, Amazon bears the risk of reducing its profit margins, and as a consequence, the company may not be able to optimize its expenditures (Annual Report, 2022).
· Due to the fact that Amazon is an online-only retailer, the company's sole focus on e-commerce has the potential to "get in the way" of its expansion goals, particularly in developing nations (Baboolal-Frank, 2021).
· The fact that Amazon uses business practices that have a near zero margin, which have severely hurt the company's profitability, despite the fact that the company has high volume and massive revenues, has been cited as one of the company's most significant flaws and has been frequently commented on by analysts and industry professionals (Rikap, 2022). This issue has been the subject of a great deal of attention and discussion.

	Threats
	Opportunities

	· Amazon's business faces a significant threat from customers' worries about the security of their personal information when they shop online due to the risk of identity theft and hacking. As a consequence of this, Amazon needs to move quickly to allay the concerns of its customers over the safety of its website and to protect the users' constitutional rights to privacy and safety online (Talha et al. 2020).
· Because of the corporation's aggressive pricing methods, some retail competitors have decided to sue the company. Amazon's business rivals are upset with the company since it stole their customers, and this has resulted in a backlash against the corporation's fixation with cost leadership (Geradin and Smith, 2023).
· Amazon faces significant competition from a multitude of local, smaller internet retailers that are capable of outmaneuvering its massive business model. Taking this into consideration, the company must carry out its strategy for the global market while keeping in mind the particulars of each unique market (Jindal et al. 2021).
	· Amazon has a huge window of opportunity to expand into new markets by launching its online payment system, as consumers' worries about their personal information being compromised while purchasing online are among their top concerns. As an added bonus, the company's profit margins will increase due to the benefits of having its own payment gateway (Rikap, 2022).
· Amazon can also take advantage of this situation by releasing more products under its own brand rather than only acting as a distributor for other companies' goods. That is to say, rather than just selling and stocking things created by its partners, it can expand the number of products sold under its own brand (Jindal et al. 2021).
· Amazon is in a strong and secure position since it has the potential to enhance its revenue by stocking a wider variety of products than is now the norm (Gielens et al. 2021).
Amazon's needs to increase its global presence by launching additional e-commerce websites in developing nations (El-Ebiary et al. 2021).



Table 2: SWOT
(Source: Researcher)
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1) [bookmark: _Toc132646690]Transformational Leadership for Delivering outstanding customer service
Transformational leadership refers to a kind of leadership that aims to improve the lives of those it oversees through positive change. Leaders that are able to motivate followers to shift their worldviews are typically charismatic figures who exude a sense of optimism. These leaders are invested in the outcome for the entirety of the team and are contributing meaningfully to the procedure (Chauhan et al. 2019).
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Fig 2: Transformational Leadership Theory
(Source: https://lieslkeen.com/t)
Intellectual stimulation: Transformational leaders give a cerebral exercise for their followers by not just challenging the status quo but also inspiring uniqueness in those who follow them by questioning the status quo. A strong leader motivates their followers to explore new territory and make the most of each educational opportunity that comes their way by encouraging them to do so (Chauhan et al. 2019). 
Individualized consideration:  Personalized consideration It is necessary for a leader who successfully changes the lives of their followers to also encourage and support those followers on an individual level. The channels of communication between transformational leaders and their followers are kept open so that followers can freely express their thoughts without fear of retaliation and so that leaders can quickly appreciate the unique contributions made by each follower (Putri et al. 2020).
Inspirational Motivation: Transformational leaders are able to motivate their people by painting a compelling picture of the future for their organization. These leaders have the ability to instill their followers with the same sense of determination and excitement that they themselves experience (Putri et al. 2020).
Idealized influence:  A transformational leader is one that inspires others who follow them to aspire to become better versions of themselves. They do so out of respect for the leader, which causes them to adopt their ways of thinking and acting (Chauhan et al. 2019). 
If Amazon is led by a visionary executive who possesses the capacity to alter the culture of the company in such a way that providing exceptional customer service becomes the utmost priority for each and every employee. The members of the team will have the opportunity to gain a more in-depth comprehension of how providing exceptional service to customers may significantly contribute to the success of an organization (Chauhan et al. 2019). The transformational leader possesses the ability to tailor their assistance to the particular requirements of each individual member of the team, which paves the way for the members' continued growth on both a personal and a professional level. Training and opportunities for growth could be helpful in enhancing the abilities of members of a team in the areas of communication, problem-solving, and the management of conflicts (Putri et al. 2020). The transformational leader is able to set an example for others to follow by placing the needs of customers at the top of their priority list, demonstrating empathy and compassion for customers, and going above and beyond to meet customers' needs. This could take the form of offering a direct reaction to issues made by consumers or recognizing and awarding members of the team for their excellent contributions to the project (Gradinaru et al. 2020).
2) [bookmark: _Toc132646691]Customer Centric Leadership for Delivering outstanding customer service
CEOs that place a high priority on the satisfaction of their consumers have a greater chance of reaching their objectives. Leaders who put an emphasis on the requirements of their customers also put a premium on maintaining their clients' satisfaction. An executive at Amazon who places the satisfaction of customers as their top priority would always be on the lookout for novel approaches to enhancing the quality of the buying experience (Denning, 2022). The suggestions and comments made by clients would be taken into consideration by the company in order to enhance the quality of the services it offers. They made a commitment to provide their staff members with the independence and resources they required to put the needs of their customers first (Rajagopal, 2020).
One technique for increasing customer loyalty and advocacy for a business is to cultivate a culture of leadership that places a premium on the customer. Customers are more loyal to Amazon as long as their concerns are taken into consideration and resolved. In the cutthroat e-commerce sector of today, this can result in returning consumers and positive word of mouth, both of which are quite valuable (Denning, 2022). A CEO who places the needs of Amazon's workforce ahead of other considerations would strive to foster an environment in which all employees are made to feel valued and respected. They would make sure that their workers had access to continual training and education opportunities so that they could improve their skills and advance in the company. In the process of making modifications to the workplace, they would also listen to the opinions of the personnel (Rajagopal, 2020). When workers believe that they are appreciated and valued in their place of employment, they are more likely to go above and beyond for the customers. They have a propensity to remain for longer, which is wonderful for retention rates and for maintaining a high level of service for existing customers (Rajagopal, 2020).
[bookmark: _Toc132646692]Recommendations
Investing in Leadership Developmental Programs: Amazon will first make investments in leadership development programs for its senior managers and leaders in order to adhere to the transformational leadership model within the firm. In this setting, they will seek out individuals with leadership potential and offer them the education and resources necessary to develop into transformational leaders (Tingle et al. 2019).
Customer Feedback: Amazon intends to make investments in infrastructure in order to improve its ability to gather and evaluate consumer input in order to position itself as a leader in the industry with regard to customer happiness. Using data analytics and customer relationship management solutions will be necessary in order to keep track of the interactions and comments made by customers (Bagnoli et al. 2022).
Empower Employees: Amazon is going to engage in employee empowerment initiatives in order to produce leadership that is transformational and focused on the customer. In order to accomplish this goal, businesses need to provide their employees with the autonomy and tools necessary for them to concentrate on providing superior quality customer service to the company's clients (JH Coun et al. 2022).
	Recommendation
	Estimated Cost (in euros)

	Leadership Development Seminars/Programs
	€200,000 

	Customer Feedback (CRM Software/Data Analysts)
	€20,000 

	Empower Employees (Employee Training/ Training Tools)
	 €2,000,000



Table 3: Cost Estimation
(Source: Researcher)
[bookmark: _Toc132646693]Conclusion
Amazon.com, Inc. is an American global technology company specializing in electronic commerce (e-commerce), cloud computing (cloud storage and processing), online advertising (online marketing), digital streaming (online video), and artificial intelligence (AI). This paper has developed a leadership strategy based on Amazon's strong customer service in order to deliver similarly high-quality assistance to the company's clientele. To ensure that the company's transformational and customer centric leadership paradigm is consistently used, Amazon plans to invest in leadership development programs for its senior managers and executives. Amazon plans to invest in infrastructure to better acquire and assess user input, strengthening its position as an industry leader in customer pleasure. 
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