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ABSTRACT

With the fast growth of technology and science, the acceptance of people towards technology of online services is also growing at fast rate where online shopping is considered as the most accepted business in this growing world. But somehow, the growth of social media has taken the control of marketers in managing the brand image. Where people are accepting online shopping at a fast rate, the feedback of online consumers is also playing their role in impacting the brand image of the business at a very fast rate. Customer’s feedback on online products helps other people to observe the experience of those customers with the brand which in case of Amazon directly impact on their brand image. The purpose of this study is to comprehend the customer’s feedback on products of online companies like Amazon where it is evaluated that how the feedback of an online customer can impact the brand image of Amazon in UK. With the help of literature review the study is further processed where the importance of brand image of Amazon is investigated along with the role of customer feedback. This study evaluates the issues and the methods of data collection where it is analyzed that what impact customer feedback has upon brand image of Amazon and how it can be a challenge for marketers to understand and study those reviews to enhance the brand image of the company. this research also explains the impact of positive feedbacks as well as negative feedbacks on the brand image of the company and how Amazon can utilize these feedbacks for their own benefit. 
INTRODUCTION

Online businesses like Amazon are achieving progress day by day as compared to the other businesses. Businesses like Amazon provide their services in many different countries, but the main focus of this study is upon UK that how the brand image of Amazon in UK is affected by the feedback of customers. The main issue which is faced by companies like Amazon is the satisfaction of their customers which can whether leave a positive mark or a negative mark on their brand image. According to Yarimoglu (2014), the feedback of a customer whether it is online shopping or not shows the brand image of the company. When it comes to online customer feedback, the experience of the customer is considered as an essential tool because it is their experience which facilitates them to provide a feedback to the company in a positive or a negative way. Also, according to Yarimoglu (2014), the feedback of the customer not only acknowledges other customers about the product or their experience but also it illustrates the brand image of the company. If a customer leaves a positive review regarding the product of the company then it shows the brand image of the company in a positive way to other customers but if the reviews turns out to be negative then it can turn the whole brand image of the company towards negativity and it can also affect the profitability and brand loyalty of the company. According to Zhang (2015), the brand image of the company is what changes the behavior of the customer or their purchase intention towards the company that is why the feedback of the customer plays an important role in illustration of brand image of a company. 
According to Lien et al., (2015), the brand image of a company shows its quality level which ensures the customer’s uncertainty towards the quality of the product. If a company contains a strong brand image than there are higher chances of achieving more customer loyalty which can lead the company towards competitive advantage in the marketplace with more market shares. The purpose of this study is to identify the impact of online customer feedback on brand image while focusing on Amazon Company an online business in the UK. With the help of this research the role of customer feedback can be identified and how it can be used for the benefit of brand image of Amazon. This research also discusses that what problems can be faced by online companies like Amazon if they choose to ignore the feedback of their customers and how badly it can affect their brand image as well as their brand loyalty. 
OBJECTIVES
The main objectives of this study are to evaluate the impact of online customer feedback on brand image of online businesses in UK like Amazon. Using as a case in point following are the main objectives of this research.
· To analyze the role and extent of online consumer feedback of online businesses in UK.

· To assess the impact of online customer feedback on brand image of online businesses in UK. 

RESEARCH PROBLEM
The research problem of this study is that many researchers and authors have focused upon the impact of brand image on customer behavior, customer satisfaction, and customer experience and customer loyalty of Amazon but there is a little research present when it comes to the impact of customer feedback on brand image of Amazon in UK. According to Lahap et al., (2016), it is necessary for companies these days to improve their brand image in order to attract more customers because it is believed that the role of brand image is quite important towards the purchasing intention of a customer or the brand loyalty of a company. But on the other hand, it is also focused that customer feedback plays a vital role on the brad image of a company especially in the case of Amazon. According to Xu et al., (2017), in online businesses the feedback of the customer is considered as an important asset which helps the company to improve their services and products according to the requirements of the customer. The feedback of a customer not only illustrates the brand image of a company but also makes other customers change their buying behavior towards the brand. According to Xu et al., (2017), when a customer looks forward to online shopping the first thing, they acknowledge is the reviews of other customers which gives them the idea of what they can expect from the company or product. The review of the customers for the product whether they are positive or negative helps the other customer to make their purchasing decision. This problematic situation hence generated the research questions below that will be addressed in this study.

1. Why online consumer feedback is important for companies?

2. Does consumer feedback impact the brand image of Amazon?
3. Does online consumer feedback help Amazon to improve their brand image or enhance it?
4. Does the platform of consumer feedback help other consumers of Amazon to change their buying behavior?
LITERATURE REVIEW

BRAND IMAGE
Brand image of a company shows the customer’s perception towards a brand. It can also be evaluated as how a customer thinks or expects from a brand. According to Lin and Chuang (2018), the brand image plays an important role in changing the purchasing intentions of a customer as well as to enhance the customer loyalty of the brand. According to Wang et al., (2019), the brand image of a company cannot be developed within a matter of days. It takes it time to develop which requires an effort. According to Mete and Davies (2017), the image of a brand is developed by the experience of customers with a brand which encourages them to cast  their feedback which not only effects the brand image of the company but also acknowledges other customers that what they can expect from the brand. 
BRAND IMAGE OF AMAZON
The brand image of online businesses is not any different from the ones that do not offer online services. According to Heding et al., (2015), Kotler stated that the brand image of a company describes a set of ideas, belief and the impression of a brand to its customers regarding their products or services. According to Chakraborty and Bhat (2018), in case of Amazon the only difference is that the brand image of the company is built by none other than their own online customers. It is only the feedback and reviews of their customers online which implies a positive or a negative impact on the brand image of the company. According to Wang et al., (2019), when it comes to brand image of online businesses like Amazon of UK, different customers have different point of views. Most people believe and go with the feedback given by other customers regarding a service or a product whereas some of them prefer to have their own experience with the brand which puts a different impact upon the brand image of the company in customer’s mind. According to Al-Busaidi et al., (2018), the brand image of company not only creates a mental image, but it also creates emotional values in customer’s mind regarding the company. According to Mazurek (2019), brand image is considered as an effective tool which assists people to look towards the company’s personality, its values, its style and its reputation in the market place which in case of Amazon is considered as a vital tool to enhance their brand loyalty. 

IMPORTANCE OF BRAND IMAGE

According to Aaker (2012), to build strong brands, strong brand equity is required which cannot be developed without a strong brand image. Every online company is struggling to build a strong brand image for their companies which can help them to achieve their goals and fulfill the mission of the company. According to Ataman and Ulengin (2003), a strong brand image in online businesses like Amazon can be helpful in providing more profits to the company as well as increase the sales of the business by attracting more customers to the brand. According to Alhaddad (2015), brand image of a company helps marketers to introduce new products easily to their customers, it also helps in gaining the confidence of their customers which helps in building a better and healthy relationship among the brand and customer which further leads towards brand trust and brand loyalty. According to Bian and Moutinho (2011), brand image not only plays an important role in changing the purchase behavior of a customer but it also helps the companies who are suffering from a bad image and are not able to introduce any new product to their customers. 
ONLINE CUSTOMER FEEDBACK
The satisfaction of customer has become the main priority of businesses whether they are online businesses or other businesses. Along with the satisfaction of customers, it is also necessary for the companies to recognize their demands in order to keep them loyal to the brand. According to Liu and Zhang (2010), if a marketer is not able to recognize what the customer’s perception is regarding the product or service, they provide than it is impossible for them to endow the customer with a good customer experience. The opinion of customers is what that enables the brand to identify their strengths and weakness. According to Moreira (2017), the feedback of a customer can be evaluated as the information that is received to the company by their clients regarding their experience with the brand that whether they were satisfied or dissatisfied with their products and services and how their experience was while purchasing from the brand whether it was positive or negative. Again, Moreira (2017), stated that the opinion of the customers of a company helps them to improve their customer experience according to their needs which can help them to satisfy their customers with ease. 
According to Felbermayr and Nanopoulos (2016), the online consumer feedback is not only important for the company, but it is also important for the customer as well. The online feedback of a customer describes their emotions regarding their experience with the brand which aids the marketers to identify the feedback whether it is beneficial or not and understand the role that is played by those emotions on impacting other customer’s purchasing intention. According to Nasr et al., (2018), it is evaluated that the online consumer feedback can help the marketers to identify that how a positive feedback can be beneficial for the company and how a negative one can harm the reputation of the company. It further helps to understand that how important it is to listen to their client’s voice in order to stay ahead in the competitive market. It is observed that a feedback of a customer whether positive or negative can not only impact the purchase intention of a customer, but it can also impact the brand image of the company. 
IMPACT OF ONLINE CUSTOMER FEEDBACK ON BRAND IMAGE OF AMAZON
When we talk about brand image it is considered as the ensured image of quality presented to the customer who can help to reduce their uncertainty. According to Zhang (2015), when a brand have strong brand image than customers are willing to pay higher prices for their products and services but a brand image can be build up strong if they are able to provide a good customer experience to their customers which lead towards positive feedback from the customers. According to Lee et al., (2018), a case study of Amazon evaluates the usefulness of customer feedback that the feedback given by customers regarding a brand’s service or product whether in the form of reviews, blogs or texts help in providing a platform to other customers where they can observe other experience with the company so that they can easily make their purchasing decision towards the brand. According to Vinhas and Faridah (2008), the brands which provides a platform to their customers to give their honest opinion regarding their experience with the brand and encourage them to share it with other customers are the brands which can be fully trusted because these brands are the one which improves their brand image by considering the feedbacks of the customers. According to Li and Shimizu (2018), for online businesses like Amazon in UK the online feedbacks of customers work as their marketing tool which can be also called as customer endorsement. This tool helpful for Amazon to make them different from their competitors and build customer trust that the company is willing to acknowledge their perception regarding their experience with the brand whether it is positive or negative so they can further enhance it or improve it. According to Vinhas and Faridah (2008), the positive feedback of a customer works as an attraction for other customers whereas the negative feedback works as an advice for companies to improve themselves further. 
When it comes to online businesses while customer seek for online purchasing, they use other people’s suggestions or feedbacks as a tool to distinguish whether the product is right or wrong for them which assists them to make their purchasing decision. According to Moreira (2017), it is founded in a research that there are 53% customers who make their purchasing decision while following and acknowledging the feedbacks of other customer’s experience whereas 51% look forward towards good service and the quality of product while shopping online. According to Stevens et al., (2018), it is quite difficult for online businesses like Amazon to maintain their brand image because the only thing on which their brand image relies on is the feedback of the customers who have experienced purchasing from the brand. It is because the new customer has only the experience of other customers as their way to look forward to the brand and its quality. As for marketers of online businesses the feedback is considered as a piece of information that where they need to make amendments or where they need to refine processes to give a better customer experience to people. According to Yarimoglu (2014), in online businesses like Amazon the customer experience is everything on which the customer loyalty is based which also effects the brand image of the company because if company listens well to their customers feedbacks they not save their brand image or sales but also they win the loyalty of customer for long-term. As the online shopping trend is expanding day by day with the modernized world, the only thing to deliver and keeping the promise that the brand image reflects is to listen to the feedback of customer and act upon it. 
RESEARCH METHODOLOGY
In this research, the research method that is conducted in order to study about the impact of online consumer feedback on brand image of Amazon is the qualitative research method. The reason why qualitative research method is used in this research is because it is helpful in observing the characteristics and provides the ability to explore and have deep knowledge regarding the motivation, reasons and opinions. This study is based upon qualitative research or can be defined as a qualitative study because the investigations requires human behavior, personality characteristics and emotions of the customers towards the brand image of Amazon where it is easy to investigate that what they feel about the impact of customer feedback on the brand image of Amazon which is not able to be investigated properly by quantitative research. Qualitative research method can also be referred as the exploratory research due to the exploration process conducted in the research method. In this research process, in order to analyze the impact of online consumer feedback on brand image of Amazon qualitatively, the main observation was held upon the Amazon store of UK and the role of online consumer feedback, how it is effective upon brand image of Amazon and how the company face these situations whether they use it for their benefit or face more complication in maintaining their brand image. 
Considering the circumstances of this research, the online business of Amazon in was observed and inquired to gather further information that how they face these sorts of situations when they receive a negative or a positive feedback regarding their services and products quality or the experience of the customer while purchasing from the company, also how these feedbacks put an impact on the brand image of the company. The website of Amazon in UK was visited during the research process to find out how customers have shared their experience with the company and how others have reacted to their feedbacks that whether they are satisfied by reading their reviews or not while making their purchasing decision and how they further see the brand image of the company after reading others reviews about the company. The data was collected by acknowledging the reviews of customers and by reaching these customers online to question them regarding the product they purchased and how their experience was with the company and what their further perception is towards Amazon that whether the brand image the company has built is according to their expectation or not. By observing the comments and reviews of customers on the websites and their answers to the questions asked the research questions were able to be answered and it was further concluded that other customers also pay attention to their reviews and motivates them to make their purchasing decision. Their reviews not only affect the brand image of Amazon, but it also affects the sales and revenue of the company. 
SAMPLE

The sample chosen for this research is purposeful sampling. The reason to select purposeful sampling in this research is because it will help in identifying the selection of information from the limited resources. The population in this sampling is selected according to the requirements of the researcher and the study’s objective. The research investigates the impact of online consumer feedback on brand image of Amazon that is why the sampling is purposeful. However, the research method selected is interpretive research because it helps in understanding the human experiences and integrating the interest of people in this study. 
For this research sample, the website of Amazon was chosen to observe where the feedbacks and comments of online customers were mentioned regarding their experience with the brand while purchasing product and how their perception is changed after the purchasing from Amazon. Other than Amazon different websites were also investigated where different feedbacks of customer were available regarding their purchasing from Amazon and what they expected from the brand. Whether their requirements were fulfilled or were they disappointed. The website observed included Customer Feedback @ Amazon.com and Amazon.com Help: Leave Seller Feedback. These two websites were investigated because here customers are provided with a platform where they can share their experience or opinion regarding the services and quality of the product also leave a feedback for the seller from whom they are experiencing purchasing. The following table shows 5 different feedbacks from each website where some of them are positive while some are negative. 
	WEBSITES
	CONSUMER FEEDBACK NUMBER
	POSITIVE FEEDBACKS NUMBER
	NEGATIVE FEEDBACKS NUMBER

	Customer Feedback @ Amazon.com
	5
	4
	1

	Amazon.com Help: Leave Seller Feedback
	5
	2
	3


WEBSITE 1: CUSTOMER FEEDBACK @AMAZON.COM
	CUSTOMER
	FEEDBACK
	POSITIVE IMPACT
	NEGATIVE IMPACT

	Customer 1
	I really appreciate purchasing from Amazon because if there is any problem faced regarding the product the customer service provides help to resolve the issue.
	It provides a positive impact to other customers.
	

	Customer 2
	Amazon products are great, and I recommend others to purchase from it and their customer serviced is very wonderful.
	Impacts upon the brand image of the company.
	

	Customer 3
	Jeff Bezos is a superb entrepreneur who introduced Amazon. Have a pleasure purchasing from the company.
	Puts a positive impact on the company image and reputation of Jeff Bezos. 
	

	Customer 4
	Amazon offers a lot to their member, which in my case is very beneficial so that I can avail those deals and discounts.
	Helpful in attracting more customers.
	

	Customer 5
	I faced quite some bad experiences with the company which made me quite purchasing from the brand because the products delivered were damaged. Not recommended.
	
	Shows the bad experience of the customer which in case of Amazon is helpful to improve their delivery methods but puts a negative impact on company’s delivery service as well as brand image.


WEBSITE 2: AMAZON.COM HELP: LEAVE SELLER FEEDBACK

	CUSTOMER
	FEEDBACK
	POSITIVE IMPACT
	NEGATIVE IMPACT

	Customer 1
	Misleading emails are sent to the members by Amazon where they make them to spend money to get advertised credit. 
	
	The impact of this feedback is negative on the brand image which helps Amazon to make sure their customers are not mis-leaded again. 

	Customer 2
	Amazon removed sale from products within half an hour which is not acceptable as a regular member of the company. 
	
	This kind of feedback assets Amazon to make sure their sales hours are appropriate for their customers so that their customers are satisfied.

	Customer 3
	Customer service of Amazon is not taken seriously; the problems faced by the customer are not solved by the company which makes it worse than other local companies. 
	
	Shows a negative impact on the brand image of the company but helps the company to be responsible regarding their employees and their customer service s that their customers experience a quality time with the company.

	Customer 4
	I believe it is the best website to purchase from because they are trustable and do not fake their products quality.
	A positive brand image is built up with the help if such feedback so that the other customers are able to trust the company. 
	

	Customer 5
	My order was stolen but thanks to Amazon they provided me with the same order without any further charges. I recommend it as the best customer service in online shopping platform. 
	It shows the positive impact upon the brand image that the company takes the responsibility of the loss of their customer, so they do not face any inconvenience. 
	


RESEARCH PHILOSOPHY

Research philosophy is a helpful tool for a researcher in a study because it facilitates the researcher to identify the rightful and proper way of conduction of report that is required (Crossan, 2003). Due to the nature of the research being qualitative the data was required to be interpreted and analyzed appropriately with the help of interpretive approach. Furthermore, the interpretive philosophy used in this research is effective in conducting the research from different feature where it is considered to be necessary to achieve answers of the research questions. 
INTERPRETIVE
The most appropriate philosophy for this research is the interpretive philosophy because the reason why it is suitable is because it smoothens the progress of research process for the researcher and enables them to conduct the research as self-explanatory which focuses upon the concepts and perceptions of people i.e. it identifies and explains the characteristics of an individual during the research process completion. The main explanation for selection of interpretive philosophy is that it facilitated the researcher to evaluate and utilize his very own thought and perception to the subject. The main objective of this research is to evaluate that what is the impact of online consumer feedback on brand image of Amazon and how Amazon can utilize these feedbacks as a platform to improve their services for their online consumers. It is necessary in this research that the perception and understandings of the researcher are pointed out where interpretive philosophy has played its role. 
RESEARCH APPROACH
The research approach selected for the research while considering the research method i.e. qualitative and the research philosophy i.e. interpretive, the selected research approach is inductive approach. The explanation to select this research approach is that the researcher is able to make and develop theories or concepts with the help of this approach regarding the subject and will be able to analyze the aspect and patterns of the objectives of the research. In this research case, the inductive approach is selected by the researcher because it will enable the researcher to analyze the collected data and achieve an appropriate outcome which is based upon the analysis and perspective of the researcher. Inductive approach can also be defined as inductive reasoning because it is helpful in reaching the goals that are required for the qualitative research which are set-up by the researcher. Inductive approach is helpful in observing the subject and make theories according the observations of the researcher. Furthermore, the collected data of the research is then analyzed which helps the researcher to gather findings for the qualitative research to prove their point that the researcher observed during the research and finally is able to provide conclusion for the research. 
RESEARCH ETHICS
During the conduction of this research the research ethics were being considered and focused by the researcher properly and the researcher was responsible to follow the required ethics for the research. The research process was further conducted in a very responsible manner where the privacy of the participants was respected, and any inappropriate action was avoided. For this research process, ethical principles were followed by the researcher responsibility and the feedbacks of the customers provided by the customers were kept confidential that no names are revealed in the research regarding the comment. However, the provided data is genuine, honest and non-fabricated. Furthermore, any sort of bias has been avoided by the researcher during the interpretation of the data, data analysis and the adopted aspects of the research. The legal principles are also being followed respectfully during the research process. Before the research process started, the researcher made sure that the websites from which the feedbacks of the customers regarding products and services of Amazon are gathered are genuine or not so that no false comments can be used in the research. Even the researcher contacted the Amazon Help and Customer Service to make sure that whether the platform provided to the customer to give their feedback regarding their products is genuine or not by providing them the required information “That my name is Waseem Shahzad and I needed to make sure the feedbacks of the customers mentioned on the website or not or whether the feedbacks are noticed by the company or neglected and whether they inspire them to make improvement or do they affect their brand image or not.”
QUALITATIVE RESEARCH: ANALYSIS
FINDINGS

With the help of this qualitative research it was possible for the researcher to explore, examine and understand the role, importance and impact that a consumer feedback can put upon the brand image of a company whether the company is online or not. In the case of Amazon it is necessary for the company to receive as many positive feedbacks as they can because the brand image of the company relies upon the feedbacks provided by other customers which is proven by the research conducted by the researcher where different feedbacks of customers are observed and it is noted that how people go through these feedbacks before they make their decision to purchase from Amazon. While asking form the company itself the responses given from the customer service was not 100% authentic because they would try to give their best shot in proving the company image effective and the customer service helpful for their customers. But considering the feedbacks of the customers regarding their products quality and their services it is proven that people have faced good experiences as well as bad experiences with the company which both puts a great impact on the brand image of the company negatively and positively.  However, it is also evaluated that these positive feedbacks does impact on the brand image of the company positively and make the company to enhance that area of the company whereas the negative feedbacks enables the company to improve their mistakes and make amendments for their customers to give them a better experience with the company and save their brand image from falling. 
The findings of this research are purely based upon the observations that are made by the researcher and the feedbacks noted by him. The feedbacks were observed by the researcher critically in this research process from which 5 from each website are described in this research. However, the conversation occurred between the researcher and the customer service of Amazon shows that the company provided the platform to their customers where they can provide feedback regarding the company’s service and even they can leave a comment regarding their experience with Amazon and the third party form which the product is being purchased whether the feedback is positive or negative. The Amazon Company also explained that these feedbacks are noticed by the company on daily basis and every feedback is being responded and action is taken for the amendments of the damage or the customer is appreciated for providing a positive feedback for the company. It was concluded by the Amazon Company that these feedbacks plays a very important role in enhancing the brand image of the company as well as to provide a positive experience for the customer while they purchase from us, it also helps in improving the areas where company is lacking to focus upon. 
However, according to the feedbacks that are observed and noted by the researcher a different perspective of impact of online consumer on the brand image of Amazon is being highlighted but the findings are however similar. The feedbacks show that the mistakes done by a company can seriously harm their brand image or can decrease the level of customer loyalty of the company. It depends on the company to use these feedbacks for their benefit or to ignore them. It is observed by the researcher that a negative feedback can totally change the mind of another customer regarding the product of Amazon because they find their trust to demolish while considering the feedback authentic. However, the positive feedback also plays the same role where the trust of other customer is increased by considering the positivity in the feedback of the product that they consider purchasing and make their final decision. The impact of positive feedback and negative feedback is discussed below where it is also shows considering the observation of the researcher that how these feedbacks can be a benefit for the company if noticed and acted upon properly. 
IMPACT OF POSITIVE FEEDBACK

The impact of positive feedback on the brand image of Amazon according to the observation of the researcher is that it shows other customers that the company takes full responsibility of their money spend on the product they purchase and they will be provided with the best quality and service to their customer so that they end up with a positive experience with the company. The positive feedbacks of the customer not only enhance the brand image of the company, but it also increases the number of new and loyal customers which further increases the productivity and profitability of the company. These positive feedbacks not only encourages other customers to purchase from Amazon but it also motivates the employees of the company to provide their best performance for the progress of the company to achieve more customers which is the main goal of Amazon to make their customers happy and satisfied. The positive feedback of a customer helps other customer to understand that the company will not let them face any inconvenience if they purchase from Amazon which impact positively on Amazon’s brand image.

IMPACT OF NEGATIVE FEEDBACK
The negative feedbacks of customers for Amazon according the researcher’s observation not only puts a negative impact on its brand image, but it also works as a platform for the company to improve their flaws and amend their mistakes. These negative feedbacks of customer show Amazon the areas where focus of the company is required the most.  The negative feedback of a customer provides an opportunity for the Amazon company to listen to their consumer’s complaint and observe that where they are wrong or to understand the inconvenience that is faced by their customer. It helps them understand the emotions of their customer and put themselves in their places. Furthermore, they are able to ask their customers that what went wrong so that amendments can be made, and the company will be able to improve themselves. it not only helps them to make the customer remain loyal with the company but also to stable the trust relationship between the company and the customer. Negative feedback of a customer not only impacts the brand image of the company but it effects the trust of the customers towards the company and it also decreases the reputation of the brand in the market place and in case of online businesses it can lessen the ratings of the company which makes them lower in search engine ranking. 
CONCLUSION
The reason for the conduction of this research was to analyze that how important a customer is for any company which in this case Amazon where the satisfaction of a customer is considered as the most important aspect for the company’s success. The satisfaction of the customer is what that enables the customer to leave a feedback regarding their experience with the company which not only describes the brand image of the company but also enhances it if the feedback is positive and diminishes it if the feedback is negative. According to the observations of the researcher it is proved that customers are satisfied from other customer’s reviews because it gives them the idea of what the company is providing and what they can expect from the company. In short, the brand image of the company is portrayed by these feedbacks.  These feedbacks help the company to observe that were their employees are distracting from their work or where the quality of product is falling, or which product needs to be more developed before providing it to the customers. in conclusion for this research it is proven by the observations of the researcher that the impact of online consumer feedback on the brand image of Amazon is positive if the feedback is positive and negative if the feedback is negative but it still the negative feedback plays an important role for the company to improve their services and products for their customers and their brand image as well. 
A REFLECTIVE REPORT
This reflective report is conducted in order to demonstrate the reflection of the overall research procedure. The research topic on which the research is conducted is “The impact of online consumer feedback on the brand image of Amazon” where the case study of online businesses is being highlighted. The objective of this research was to investigate and critically analyze in depth with the use of qualitative research method to evaluate that what impact can online consumer feedback put upon the brand image of Amazon and it the importance of consumer feedback is also highlighted in the research. The main highlighted part of this research is the impact of online consumer feedback whether the feedback is positive or negative, how it can impact the brand image of Amazon. Different platforms were observed that are provided by Amazon for their customers to provide their feedback regarding their experience with the company, these observed platforms helped in understanding the role played by customer feedback for the benefit or loss of the company which makes the research more important. As many online shopping companies are introduced in the marketplace with a variety of products to offer to their customers at reasonable rates, the competition for Amazon is increased in the marketplace. These consumer feedbacks not only impact the brand image of the company, but it can be also effective for Amazon to achieve competitive advantage in the marketplace if these feedbacks are utilized for the benefit of the company. It is also observed with the help of this research that around 60-70% people take the feedbacks of other customers seriously while they make their purchasing decision from Amazon. It shows the importance level of a customer feedback and how it is effective in enhancing or damaging the brand image of Amazon.

Furthermore, the part of this research where literature review is provided supports the research to be more authentic that various researchers and authors have almost similar observations and analysis when it comes to the impact of online customer feedback on the brand image of a company which in this case is Amazon. Different articles, journals and books are used in this research process to make the research more authentic and to prove the point that the impact of consumer feedback is strong on the brand image of Amazon. However, the references used from these journals and articles are credited and referenced to their original authors and researchers. The whole research process was conducted while considering the ethical principles of research, so no ethics were neglected. The data collected and analyzed is authentic and is reliable for reader. Also, the journals and articles used for the research process to review are referenced respectively to their researchers. Secondary data is used for the research process so that data collected can be supported with the help theoretical and practical approaches with various applications. For the completion of research effectively, various methods were applied to the research process, suitable and specific research methods were selected so that findings of the research can be obtained, and authentic result can be achieved. Along with the research methods, research philosophy and research ethics were followed in the research process. Throughout the whole research process the research method used is qualitative. However, for the collection of data both the secondary and primary qualitative methods were used i.e. with the help of primary research the Amazon company was contacted and information was gathered regarding that how they response to the positive and negative feedbacks of the customer and what are their action towards a negative feedback. Also, at what level the feedback of a customer impacts their brand image. The secondary data included the researcher of different, journals, articles and books of various authors in order to support the research findings. 

The reason to select qualitative research method for this study was that with the help of this method the researcher was able to explain his point of view regarding the topic where his perception and concepts are defined properly. In quantitative research method it is not easy to define the emotions, perceptions and concepts of participants which in this case the feedbacks of various customers because quantitative method required statistical and numerical data which in this research is not required. Perception of different authors and scholars have been considered and utilized in this research for the achievement of authentic outcome. Also, the researcher’s own perceptive and observations are used for the completion of research. While providing the positive and negative feedbacks of the customers on the platform of Amazon customer service, the observation of the researcher shows that it impacts the brand image as well as the brand loyalty of the company. However, it is possible for Amazon according to the researcher’s observation that these feedbacks can be utilized for the company’s own benefit to improve their customers are evaluated appropriately that how they impact on the company’s brand image and how they are affect other customer’s purchasing decision. The findings of the research shows that now only the observation in this research but other researcher’s observations also proves that a vital role is played by online consumer feedback when it comes to the brand image of a company and it is responsibility of the company to take these feedbacks seriously or not if they require to achieve success in the marketplace. At the end of the research it is concluded that every single feedback by a customer plays an important role whether it is positive or negative because in case of online shopping the feedbacks of the customers are the perception of other customers towards the brand and its image. 

In conclusion of the research it is also stated that why this research was important and why it is important to understand the satisfaction of a customer and their experience with the company because it is their experience which encourages them to comment about the company or their products and services which plays an important part in the company’s success. If the satisfaction of the customer is not taken seriously by Amazon or any other online company than it is impossible for them to gain achievement and competitive advantages in the marketplace due to the increasing competition in market. The main areas were the focus of the researcher was considered necessary were the different websites were the reviews were given regarding the products of Amazon and the article were the ratings of Amazon company are discussed and how these reviews and ratings affect the brand image of Amazon. These reviews and ratings are necessary for the company to be acknowledged because it takes very less time to make the company face downfall due to these ratings which not only impacts it profitability and productivity but also lowers its position in the search engine. 

There are also recommendations provided in the conclusion as well as the sample chart that how a feedback can be used for the company’s own benefit i.e. that if a person provides a negative regarding the delivery services of Amazon than the company is able to observe that their delivery services are not performed appropriately and is needed to be focused upon so that the client is not disappointed ever again. Also, if a customer gives a positive feedback regarding the quality of the product than it is the responsibility of the company to give response to their feedback and thank them to purchase from Amazon which can help in building a friendly relationship between the customer and the company. Furthermore, the qualitative logical reasoning the researcher is able to establish an essential motivation which further assets as an important aspect when we discuss about the impact of online customer feedback on the brand image of Amazon in an effective manner. According to the observations of the researcher it is also observed that the feedbacks of customers also play their role as a motivation for Amazon to provide the best for their customers, if they are failing at some points then these feedbacks encourages the company to be more responsible and enhance their performance in order make their customers satisfied. 

Along with the benefits of this whole research process, limitations are also present in this research. The limitations of this research are that the area focused upon in this research is the customer feedback only i.e. the whole research revolves around the feedback of a customer whether it is positive or negative and its impact upon the brand image of  Amazon that whether it changes the purchasing decision of other customers or not and how a company is able to handle such feedbacks which can either provide benefit or harm to the company image and effects the experience of customers with the company which can directly affect the brand loyalty of the company. Concluding the research, it is finally emphasized that not only the customer, but the feedback of a customer can be harmful and beneficial for the success of Amazon as well as its brand image. It is evaluated with the help of this research that the feedback of a customer must be given importance and action must be taken upon. 
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