[image: Press Releases 2018 | University of Wales Trinity Saint David]

BA Business Management LCBB4004








Marketing Fundamentals
Analysis and Evaluation

Amazon 





Module tutor: Sadeque Imam Shaikh
Student:          Simona Tutui
Student ID:      2023029







Table of Contents

Abstract………………………………………………….3
Introduction…………………………………………..…4
Background of the organisation…………………….…..5
PESTLE analysis………………………………………..5
SWOT analysis………………………………………….7
Porter’s 5 forces ……………………………………….10
Conclusion………………………………………….…..12
Recommendation……………………………………….12
References………………………………………………13
















Abstract


The large-scale expansion of the COVID-19 epidemic in most nations throughout the world has resulted the most challenging year in a long time in several implications across the board. Many governments have reacted to limitations on economic activity that have never been seen before in modern history, ranging from daily business interruptions to entire blockades of specific industries and activities. Health, economy, and society has been heavily impacted. Amazon has shown a massive online sale growth that it has due to the increased number of internet users. Social distancing and staying home has been resulted as a positive fact for Amazon as the number of sales have been increased significantly.
During the pandemic in 2020 Amazon’s profit has been affected, even with the one-day shipment in with has been invested a large sum of money in 2019 the shipping costs have been increased by 46% and the net revenue decreased by 26% (Shannon, 2017).















Introduction

In this report an internal and external analysis will be conducted using SWOT, PESTLE and Porter’s 5 forces in order to analyse the impact of the Covid-19 o business operation of Amazon. Fact that has impacted both positive and negative the company will be clearly described.
Due to the COVID-19 pandemic, customers are increasingly turning to electronic trading platforms for their purchases. As a result, among other types of e-businesses, e-commerce thrives. However, because there has never been an event of this magnitude in the history of e-commerce, sellers may find it difficult to capture the changes. This was not the case of Amazon as already being on an online platform managed to survive and more exactly thrive during the pandemic. Amazon is affected by the pandemic in both positive and negative ways. On the plus side, individuals are shopping less frequently and relying more on online shopping, which has resulted in a quick increase in Amazon's e-commerce company order volume. In the United States, Amazon's orders are predicted to increase by 10% to 12%. Consumers purchased more things online, bringing in at least $800 million in monthly income for the corporation. In addition, interest in Amazon's streaming media entertainment services has grown. People are spending more time in their homes because of the pandemic, and they are spending money to pass the time by viewing Amazon's streaming media shows and movies. Amazon's company has also suffered because of the pandemic. Other Amazon brick-and-mortar locations saw a drop in sales. It currently operates over 30 Amazon bookstores in the United States, many of which are in regions where social distance is restricted. Furthermore, Amazon's ability to create original content is significantly limited. Amazon Studios, the company’s television and film production division has temporarily paused production of all Amazon original TV programmes to establish a safe social distance for its actors and crew.



Company Overview 
Background 

Jeffrey Bezos launched Amazon in Seattle, Washington, in 1994, and the company's headquarters are still located there. The company began as an online bookstore, and after a successful first year, the company declared its intention to go public, with the first public offering taking place in 1997. The company survived the dot-com bubble crash of the early 2000s, which decimated many e-companies at the time. From that time till now, the company has managed to broaden its services and shift even more into the technology sector, becoming one of the big four technological corporations, alongside Google, Apple, and Facebook, by developing both organically and inorganically. Amazon's cost structure has been relatively steady over the last five years, with costs of sales accounting for around 62 percent of total operating expenses, down from 67 percent in 2015. The company's expanding diversification of business divisions can be used to justify this decline.

Macro-Environment Analysis
In order to conduct an external analysis PESTLE analyse has been used 
2.1.1. PEST Analysis 
a) Political
Because Amazon is such a massive and powerful organisation, it is heavily influenced by government policies across the world. Amazon must guarantee that it adheres to the standards of the nations in which it operates, especially as attitudes about e-commerce and retail in general fluctuate widely between countries. Brexit had a big impact, as a result Amazon's European Fulfilment Network (EFN) and Pan European FBA programmes have been discontinued making it more difficult to sell UK merchandise in Europe and vice versa. Merchants had major storage and logistical challenges, as warehouse space in the United Kingdom is limited. Because the storage capacity has been considerably limited, Amazon vendors have been compelled to sell their excess product or have excess merchandise recalled. For many businesses, this is having a considerable influence on long-term purchasing forecasts.
b) Economical
Despite the economic crisis, Amazon continues to be successful, even during a pandemic, as purchasers seek alternatives to traditional stores. Economic conditions have been favourable for Amazon in comparation to many businesses that have been declared non-essential due to the covid situations and had to shut down for a long period.
c) Social
Behind the scenes, social and cultural trends influence the growth of e-commerce businesses; however, this is not always evident. The number of mobile users is growing all the time these days, which helps companies like Amazon flourish because they are expected to be more proactive. (Pratap, 2016).
To manage with the modern typical, a few brands have been responding in an unexpected way to guarantee coherence, progress flexibility, and move to imaginative ways to produce benefit. 
For example, Amazon, their communication techniques conveyed messages that communicated empathy, value, and data, rather than disregarding the emergency.
d) Technological
Thousands of individuals are being forced to adjust their buying habits, and as a result, their connection with the market and its businesses is changing as well. Amazon is committed to developing innovative technologies in e-commerce, cloud computing, smart devices, and logistics. Even during the pandemic Amazon continues to study and innovate in this area, such as personalised product recommendations, automated storage robots, "unmanned driving" supply chain, and so on, as one of the first Internet businesses in the world to dip in machine learning and artificial intelligence technology (Sohu, 2020). 
As the shift from offline to online has been accelerated by the lockdown, Amazon has benefited from increasing demand across virtually all its business lines, including online sales, physical retail, entertainment, and cloud computing. Amazon's capacity to gain more influence over its competitors in this new environment is demonstrated by its expansion.
e) Legal
Amazon, being a global e-commerce corporation, is required to adhere to product rules as well as import and export laws.The costs of Amazon have increased as a result of changing import and export laws. Amazon, like many other retailers, has had difficulty obtaining the necessary medical and personal protection equipment. They have been compelled to pass on greater costs to clients due to product export/import limitations, yet they do not appear to have the same product range. They have been compelled to pass on greater costs to clients due to product export/import limitations, yet they do not appear to have the same product range. 
In order to conduct an internal analysis SWOT has been used :
SWOT Analysis 
a) Strength
Strategic management is founded on the concept of creating harmony between a company's strengths and internal weaknesses on the one hand, and opportunities and threats in the external environment on the other (Andrew, 1987). 
Consumers can shop on their own time, rather than being restricted by store closing times and time limits. A trip to the mall necessitates not only some planning but also a significant amount of time. A consumer can do a transaction practically instantly when purchasing online. E-commerce also allows customers access to an almost infinite number of product options, allowing them to find the best deals as well as compare products in real time.
b) Weaknesses
Employees, particularly those in warehouses and distribution centres, are more stressed as a result of the pandemic, putting their health and income at risk. When compared to previous periods, workers' concerns and protests are becoming more common. Maintaining the control over the quality of products in order to not lose the customer satisfaction, fact that can make the customer change to a different e-commerce retailer. The damage on the brad image due to tax avoidance scandal in UK has been an important fact that can be counted among the weaknesses of Amazon. 
c) Opportunity
Online payment, contactless delivery had played a key role under shutdown to fight Covid-19 as people felt more safe and able to carry one with their purchasing without felling in danger. As a result of the COVID-19 viral pandemic, it became impossible to carry out daily tasks in the regular dynamic. This had an impact on the essential adjustments in people's and organisations' daily behaviour and work, as they had to adapt and find ways to manage under the constrained circumstances. The fact that the fear of going in public pleases and expose themselves to the virus made people use online platforms  instead of going in stores. Therefore, new solutions are being developed, and online activities are on the rise. This includes online transactions and digital payments, the volume of which has risen in recent years, but especially after the first limits were imposed (FIS Worldpay, 2021; Mišić, 2021). Amazon 
d) Threats
-The loss of the suppliers 
-Loss of profitability
-Loss of market share 
-Lawsuits against the company
The external environment of the company is classified into two categories: general and industrial environments (Ireland, Hitt and Hoskinsson,1999). Business rivalry is unavoidable because there are many or many actors in the business world. For the sake of the firms prosperity, when faced with competition, a company should make the best selection in a set of competitive tactics. As a result, it is vital to pay attention to the competitive environment in which the organisation conducts business in order to make effective decisions in competitive strategy.
The threat of substitutive products and the rivalry of similar companies. Labour costs have been increased and will be increased, the shortage of drivers this are facts that can constitute important threats.
Challenges 
Amazon faced two issues as a result of the surge in orders during the lockdown: it needed to increase its workforce to accommodate the increased demand of essential food items and products such as masks, sanitizers, paper that were short supply at that time after the panic buying that occurred as people wanted to stock up in case the lockdown lasted for months, while also ensuring sufficient worker safety.

2.2. Micro-environment Analysis 
Customer satisfaction is determined by how well a product performs in comparison to a buyer's expectations. The consumer is unsatisfied because the product's performance falls short of their expectations. The customer is satisfied if the performance meets his or her expectations. The customer is exceedingly satisfied or delighted if performance exceeds expectations. Customers who are pleased not only make repeat purchases, but also become willing marketing partners by telling others about their positive experience. Most of the researchers suggest that higher levels of customer satisfaction result in increased customer loyalty, which leads to improved corporate success (Armstrong, G., Adam, S., Denize, S., and Kotler, P.,2014)


Employees 

Amazon is dealing with a variety of human resource management difficulties as a result of the epidemic, including hiring, firing, salary and benefits, training and development, and so on.
In order to keep his employees protected during the pandemic Amazon had implemented measures such as protective equipment, social distancing, thermal cameras and working from home for some departments.

Competitive advantages
Porter and M. R. (2018) make a point about competitive advantages. As that is, what distinguishes and separates firms and organisations from one another.

Amazon has been able to operate more effectively as a result of the enormous number of orders placed during the pandemic. It has filled its warehouses to capacity, and its delivery drivers have made additional stops along their routes, allowing them to spend less time driving between customers. The amount of things Amazon sold increased by 44%, but the cost of fulfilling those orders only increased by 31%.  The New York time “Amazon’s profit soars 220 percent as pandemic drives shopping online, 2021 (Duygun and Şen, 2020).

Porter's 5 Forces 
1. The Threat of New Entrants: 
Amazon has a reputation for having the greatest customer service in the industry. Although low switching costs make it easy to get into the e-commerce business and attract customers, taking on a market giant like Amazon would be difficult for any company. Amazon's performance in e-commerce would involve large investments in warehousing, distribution, marketing, user-friendly website development, customer assistance, and logistics. A billion-dollar venture to compete with Amazon is practically impossible to start due to the pandemic- induced slump. Amazon distinguishes itself from the competition by investing millions on customer experiences like as its user-friendly website, delivery times, and return policies.

2.  Bargaining Power of Buyers:
The economic downturn caused by the pandemic reduces consumer demand, increasing competition. Amazon's customer-centric strategy not only earns the company a prestigious name, but it also offers a large range of products on one site, allowing users to compare prices and discover the best deal in the market without having to go to a store.
Companies who are active in the media and modify their messaging tone are better able to interact with and engage their customers. Given the pandemic, all businesses are scrambling to move resources and respond, but communication is critical in this situation since it emphasises humanistic messaging. This is critical because it can help people relax and minimise their anxiety of a pandemic (Camargo, 2020).
      3.  Competitive threat of rivalry:
There was an increased number of competitors entering in the retail industry in the recent years. During the pandemic, not many of them managed to survive on the market. Amazon has faced some strong competitors, such as Walmart, Alibaba, and eBay. 
Competitive advantages
Porter and M. R. (2018) make a point about competitive advantages. As that is, what distinguishes and separates firms and organisations from one another.

4.  The Threat of Substitution: 
The Covid-19 pandemic had a significant impact on our way of life and purchasing, bringing numerous issues for both consumers and businesses. Consumers' behaviour, views, and purchase habits tend to alter when they are confronted with economic and health crises (Wright and Blackburn, 2020). 

Purchasing the product from a physical store is the primary substitute when considering online-only sellers. Physical retailers provide a moderate to high danger to the online business in typical circumstances. However, during the pandemic, consumers' aversion to shopping in physical stores has reduced the prospect of Amazon and other retailers being replaced. Furthermore, the threat from the physical retail industry is lessened because many small local firms are closing or ceasing operations as a result of the pandemic.
5. Bargaining Power of Suppliers 
The things bought for retail sales are usually generic enough that a merchant might buy another product from a different source. However, due to increased demand, particular medical supplies like as masks, vitamins, and hand sanitizers are in short supply during the pandemic. It is possible to demand premium prices. Because of the volume of things it buys, Amazon has a lot of clout with suppliers. he majority of suppliers have been unable to find another e-commerce platform with comparable visibility and traffic. Vendors would also be discouraged from pursuing forward integration due to Amazon's well-developed customer fulfilment infrastructure.


Conclusion

After analysing the impact of the Covid-19 for Amazon using the Pestle analysis, Swot analysis and Porter’s 5 forces positive facts have been resulted, as the company managed to operate efficiently during the difficult times imposed by the pandemic. 
Forced by the government’s new rules, the day-to-day customers were left with a single option, buying online. This has led to increase sales but also an increased pressure in the ability of fulfilling orders on time.
The way Amazon managed to adapt during the pandemic can be concluded as one of the biggest success stories by increasing the profit with almost 200%. 

However, according to the analysis published by Public Citizen, products listed as "sold by Amazon" had price increases of 48% for hand sanitizer, a category that the company says it restricted in March, until 1000% for disposable protective masks. In June, a packet of rolls of paper was sold for $ 36.39, while other online retailers offered the exact same product for $ 6.89. A bottle of antibacterial liquid soap ended up being listed at $ 7, after initially selling for $ 1.49, a 470% increase. This conclusion is very sad as it shows an immoral practice in which Amazon has taken advantage of the customers necessities.

             Recommendations

1.  Outsourcing customer care to third-party vendors would relieve Amazon workers of their customer service duties.
2. Amazon needs to understand the needs of different customers.
3. Amazon should also think about investing in a robotic sorting centre, which would use programmed robots to automatically identify products and package packages.
4. Amazon should aim for its private label products to be considered premium.
5. In order to cover the emissions of CO2 that pollute the environment Amazon should consider planting trees or use eco-friendly products and clean energy generated by solar panels.
6. The company should consider donating the unused or returned products instead of destroying them as they do. This will also reduce the waste and poverty. 
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