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[bookmark: _Toc123772727]1   INTRODUCTION 
The assignment is based on the internal and external factors influence organization’s nonstop customer service under management theories and identification of relevant system that can deliver a premium quality service to its customers. For critical analysis, Amazon Company is taken as an example to illustrate the concepts and models successfully. 
Amazon is the leading shareholder in the online E – Commerce industry. It is the leading organization in online retailing business that starts its initial journey as an online book store in 1994, now selling everything on its platform. The company is owned by Jeff Bezos. The company is not just limited to E- Commerce only but is involved in diversified business with its subsidiaries such as Amazon Web Service that deals with cloud computing, Kuiper system involves in satellite internet and Amazon lab 126 that provide services on computer hardware research and developments. The organization has well established supply and delivery networks across the global markets, which work on the leverage capacities and cost leadership strategies, with highest values and delivered products through its channel that are best fit as per the consumer demand with cheap prices (Kantar, 2019). 
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[bookmark: _Toc123772706]FIGURE 1; AMAZON WAREHOUSE AT USA (ATEN J, 2022)
The figure above illustrates the Amazon warehouse at United States of America that deliver products to customers on demand (Aten J, 2022). 
[bookmark: _Toc123772728]1.1   TOTAL QUALITY MANAGEMENT 
Total quality management is framework on which organizations from senior management to the lowest ranks focus on improving customer service quality that results into consumer satisfaction (Pratt K, M, 2019). Total quality management deals with the longer term goals and objectives in terms of financial aspects because of its continuous and steady improvement for the customer service. 
[image: W. Edwards Deming's 14 points for TQM]
[bookmark: _Toc123772707]FIGURE 2: TQM QUALITIES (ATEN J, 2022)
The figure above shows the total quality management 14 points that are associated in idealistic approach towards organization (Aten J, 2022).
Some of the prime benefits associated with the TQM helps in characterizing the product quality and design with approved guidelines (Soni P, 2022). It also ensures the provision of proper training for the employees. Similarly Amazon uses Six Sigma model of total quality management that bring competitive advantage over its competitors in the market (Denis, 2021). The company successfully established an ecosystem for its customers through social and interactive base with their consumers that attracts clients through personalizing their shopping as per their choices and preferences (Denis, 2021). This diversified range of products with cheap possible prices with advance and up to dated delivery. Amazon has used the Six Sigma model of TQM successfully too streamline its management process by implementing operational excellence, revising staffing and training policy and directly applying TQM Six Sigma Model that with time results into the customer satisfaction. It is estimated that around 2000 orders are made every single minute through the company online platform because of its high quality operational standards they maintain (Denis, 2021). 
[bookmark: _Toc123772729]1.2   CUSTOMER RELATIONSHIP MANAGEMENT 
CRM are the principles, practices, and guidelines that are used by the organizations to engage customers (Hargrave M, 2022). It deals with the direct interaction with customers such as sales, services and forecasting and analysis of the trends and behaviors that drive customers as per their choices. It also focuses on the customer relation enhancement through using modern technologies and well-practiced theories and models. The elements of the CRM includes diversified supportive items from organization’s website to emails, social media feedbacks that results into building positive experience with the customers and build trust between companies and consumers that later on become loyal to the product and organizations (Hargrave M, 2022). According to reports the global market of the CRM was estimated around 40 billion dollars in 2018. These statistics shows the importance and value of CRM in the market that has been widely used by different organization to build and enhance effective customer engagement. These are now done with proper usage of modern technologies including software’s and other machinery.  One of the benefits that are associated with the CRM is it centralize the relevant data on customers that results into sales boost and customer retention (Hargrave M, 2022). 
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[bookmark: _Toc123772708]FIGURE 3: THE CUSTOMER RELATION MANAGEMENT (AMAZON, 2021).
The figure above shows the customer relation management elements that are essential for developing effective relationship with the consumers. 
Amazon customer relation success has wider impact on its business market growth. The company own CRM software house with all features and built in technologies that are sufficient for the required task to perform in terms of customer relation. The company also able to tackle all the customer queries before it reaches the stage of human requirement. That means that the customers can access their order history, current status of delivery and payment methods etc. (Chakrawarty A, 2017). The company return policy is also automatic that ended up on reducing customer service staff as majority of the task were performed by the machinery and software’s automatically. 
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[bookmark: _Toc123772709]FIGURE 4: THE AMAZON CUSTOMER CARE SERVICE MANAGEMENT (CHAKRAWARTY A, 2017)
The figure above shows the Amazon marketing structure that includes R & D in terms of customers choices, trends and needs while sales consists of engaging customers and selling products and then support department that uses customer’s feedbacks (Chakrawarty A, 2017). 
The CRM of Amazon consists of data collection, personal data storage, recommendations, customer supports and kindle marketplace. The CRM system helps the Amazon Company to organize and centralize the information on customers and easy access and customer support. 
[bookmark: _Toc123772730]2   EXTERNAL & INTERNAL FACTORS AFFECTING AMAZON 
External and internal factors generally influence any organization and forced them to drive their decision making. The external factors includes PESTLE analysis while internal factors includes SWOT analysis for assessing these factors for any organization. 
[bookmark: _Toc123772731]2.1   PESTEL ANALYSIS OF AMAZON 
PESTEL analysis refers to the study of external factors that influenced on the organizations which includes political, economic, social, technological, environmental and legal factors that drive the decision making and affect the quality systems and control for the 24 hour customer service (Peterdy K, 2022). 
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[bookmark: _Toc123772710]FIGURE 5: PESTEL ANALYSIS (PETERDY K, 2022)
The figure above shows the PESTEL analysis that includes political, economic, social, technological, environmental and legal factors. 
[bookmark: _Toc123772732]2.1.1   POLITICAL FACTORS 
 Amazon is the leading organization in the E- Commerce industry in the global markets. Due to political changes with time to time the business are affected by these changes. Similarly in the regions of US the company grows faster than any other markets because of government policies and support for the company. Due to lockdown in the recent pandemic the company assets boost significantly because of customer shift towards online platforms and also other retail shops were off during that period. Similarly the US government initiative to support companies by reducing corporate tax by 35% (Miller K, 2022). European Union business agreements supportive laws encourage the company to diversify its business in a positive environment. These policies helps the company to deliver its product with ease as it uses third part supporters for its delivery. The company customer satisfaction level is high and it is due to the fact of supportive agents by government policies including border taxes and supply of goods policies. 
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[bookmark: _Toc123772711]FIGURE 6: AMAZON CUSTOMER SATISFACTION (MILLER K, 2022)
The figure above illustrates the amazon customer satisfaction level that is highest among its competitors in the market because of its own time delivery system (Miller K, 2022). 
[bookmark: _Toc123772733]2.1.2   ECONOMICAL FACTORS 
The economic factors for the amazon shows evidence of 2.4% increase in sales in 2022 in the US markets alone that comprises of around 250 billion dollars (Miller K, 2022). However with decreasing consumer power of buying items & stuff during the Covid -19 results into the sales decrease for the company. This is due to the fact of low per capita income due to pandemic in developing nations that comprises of high consumers including India (Miller K, 2022). These evidence shows that economic conditions of different countries impact the organizational consumers volume with direct effects. As it is known that India is considered one of the largest market for target audience because of its population followed by china and others, the per capita income of these market consumers effect sales and forced the organizations to act according through their decision making process.  
[image: US retail e-commerce revenue forecasts]
[bookmark: _Toc123772712]FIGURE 7: THE E- COMMERCE INDUSTRY REVENUES FROM 2020 TO 2025 (MILLER K, 2022)
The figure above shows the E- Commerce industry revenues from 2020 to 2025 which shows significant increase every year consistently provides an evidence that new consumers are added every year. 
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[bookmark: _Toc123772713]FIGURE 8: THE NUMBER OF PERCENTAGES OF BUYERS PER INCOME (MILLER K, 2022)
The figure above shows the per capita income of consumers that associated with the company which shows that 22% of the buyers have less than 25000 dollars income with 13% with between 25 thousand to 34 thousand per year. This shows that around 35% of the buyers and consumers on the platform are belong to low income background that along with other factors affect the online E – Commerce business (Miller K, 2022). 
[bookmark: _Toc123772734]2.1.3   SOCIAL FACTORS 
According to reports, consumers taste for the products are now changing and they prefer technological support and personal visits to stores for buying items and products. The reports also shows that around 46% of the global community prefers to visit stores for shopping while 34% of the consumers are satisfied with the online purchasing for gadgets. Alongside that people uses smart home voice assistant with 42% ratio that include Amazon Echo, Google Home etc. Furthermore the growing trends among the consumers to the online platforms has created a golden opportunities for the companies as it is estimated that there has been 50% increase since the pandemic outbreak (Miller K, 2022). Also due to awareness among the buyers the company experienced 62% hike in the Indian market as they want premium and sustainable products available in the market. 
[bookmark: _Toc123772735]2.1.4   TECHNOLOGICAL FACTORS 
As the planet is now become a global village and people are almost 100% associated with the technologies that is why companies and industries uses handsome amount of budget on its research and development. As per the reports companies in 2021 spend around 500 billion dollars on research and development that includes customer behaviors, their choices and trends to manufactures as demanded product as possible for their consumers (Miller K, 2022). In the retail industry these trends and advancements are shaping them as new innovations are attracted by customers more and more. Companies uses artificial intelligence to cope with customers response time, any mishandles and other surveys that helps the companies to grow further in the market. Organizations now use chat-bots to reduce their expenses along with the drones and robots in their warehouses for delivery and shipment. These reduced costs results into cheap products yet provide another upper hand among their competitors (Miller K, 2022). Similarly the use of block chains and crypto currencies are shaping the industry in to new avatar and provide customers the wide range of choices for payment.  
[bookmark: _Toc123772736]2.1.5   LEGAL FACTORS 
Legal factors are those that concern the legal legislations and rules for the market and industry. These legal factors depends upon the type of industry and region as it’s varies with countries and products. In the US markets the anti- competitive practices are forbidden that means that companies are not allowed to indulge in price fixation or rig bids. Furthermore some laws prohibits organizations from indulging in merger as it may results into hamper the spirit of competition. Alongside that organizations are bound to the obligation of safety rules and laws as per international labor organization acts, child labor and human rights that protects bias behavior and discrimination among human beings at the workplace (Miller K, 2022). As per the Bloomberg report amazon has been charged with allegations of gender decimation that safety concerns at the workplace that ended up on strike against the companies by Amazon employees in US (Larson E, 2021).  These allegations create a negative image in the consumer’s mind that have long term repercussion in the form of boycott.  
[bookmark: _Toc123772737]2.1.6   ENVIRONMENTAL FACTORS 
The environmental factors that influence the Amazon is the use of plastic and energy usage that has direct impact on the landfill wastes. E – Commerce industry has shaped their business by obeying all these practices that results into the sustainable environment (Larson E, 2021). 
[bookmark: _Toc123772738]2.2   SWOT ANALYSIS OF AMAZON 
SWOT analysis deals with the internal factors of the company as it deals with the strengths, weaknesses, opportunities and treats. These factors gives an ideal scenario of all the internal factors that influence on the company and organizations. Below are the SWOT analysis of the Amazon Company (Gupta S, 2022). 


	STRENGTS
	WEAKNESSES

	The company has strong brand among the consumers and customers
	One of the strong negatives of the company is its easily imitable business model that can be easily adopted by the others

	
	

	The company has good brand valuation (2nd top organization with 249 billion dollars’ worth of assists)
	The company has faced losing margins in some areas such as India and other developing countries

	
	

	The company caters large volume of consumers with cheap prices very single day that made it customer oriented brand 
	Some of its products such as fire phone that was launched in the US was big setback for the company

	
	

	Amazon is known for its innovative approach with differentiation ideas for service delivery and product sales
	Controversies such as tax avoidance in Japan, UK and US has trigged the company publicity by negative prospective

	
	

	The company has effectively control the costs and lowered its inventory replenishment time through economies of scales 
	The company has limited brick and mortar presence which means it things that are not available on online market will hinder to attract the customers

	
	

	The company has the largest merchandise with more than 75 million products sold on its platform
	Reposts of poor working conditions, poor housekeeping facilities for the customers and many other bias behaviors halted customers with sensitive mind setup

	
	

	The company has created an ecosystem of largest third party seller’s web for its company with more than 2 billion items available for the third party sellers. 
	The company uses third party sellers that results into the unfair use of data safety for both clients and sellers. 

	
	






	OPPORTUNITIES 
	TREATS 

	The company has the opportunity to further explore and penetrate into other markets
	The company brand image has been greatly affected by few controversies that dent their image and value.

	
	

	Amazon has the opportunity to expand its physical stores which will improve its competitiveness. 

	Different government regulations has created treat for the company business in some markets. 

	
	

	The company has the opportunity to improve in technological sector by reducing its counterfeit sales. 
	The company has already been involved in human rights abuses in its workplace that may results into legal actions.


	
	

	The company has the opportunity of expanding in house brands that will improve profit margin for the company. 
	One of the biggest challenges for the company is the cybercrime attacks control measures

	
	

	More acquisitions of same business will increase the company market share and reduce the competition level. 

	The company is facing aggressive competition from its rivals such as Walmart, Home etc. 

	
	

	The company new startup self-driving with the budget of 1 billion dollar that can exploit the increase demand for ride services. 
	The company also facing challenges from the new entrants in the market which are using innovative tools and strategies

	
	

	The company has the opportunity of entering into the cryptocurrency market that will provide further opportunities 
	Fake products and economic recessions are the most growing challenges for the Amazon. 

	
	



[bookmark: _Toc123772739]3   MARKETING MIX MODEL FOR AMAZON 
The marketing mix model consists of 7ps that involves the critical seven p formula. It includes products, price, promotion, place, packaging, positioning and people. In terms of Amazon the company uses itself the model of 4ps due to its unique characteristics of E-Commerce industry. 
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[bookmark: _Toc123772714]FIGURE 9:  MARKETING MIX 7PS STRATEGY (HANLON A, 2022)
The figure above shows the Seven P marketing mix for their successful strategies that starts from products all the way to physical evidence (Hanlon A, 2022). 
As discussed above Amazon uses 4Ps strategy that includes product innovation, pricing, promotion and planning. All these marketing strategies are contributing to the company success by creating an effective ecosystem for its consumers. 
[bookmark: _Toc123772740]3.1   AMAZON PRODUCT STRATEGY 
The company is recognized as one of the top five IT companies in the global market that deals with the E- Commerce products and services. The company sells its products online which is delivered to desired customer as per their demand. The distribution channels are controlled by third party suppliers. The company diversified its platform over the years that now deals with almost every product that a customer need ranges from books to gadgets etc. The company further expand their service by offering and dealing grocery products and items along with web hosting services to its clients (Dudovskiy J, 2022)
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[bookmark: _Toc123772715]FIGURE 10: AMAZON PRODUCTS THAT THEY OFFERS TO THEIR CLIENTS (CONNOLLY B, 2022)
The figure above shows the Amazon product strategy by offering diversified category items to its customers with wide variety of quality. 
[bookmark: _Toc123772741]3.2   AMAZON PRICE STRATEGY  
Amazon pricing strategy shows that the organization is the market leader compared to its competitors especially in its pricing strategy. The company products are sold on the lowest possible prices and it is done by efficiency of its operations and web based business model. It adjust the price frequency based on product, time and season category (Connolly B, 2022). The organization also provide value added services where consumers pay subscription charges for just one day delivery and they provide them with the leverage of access to the deals. The company also offers diffencial pricing for the same products depending upon the location, website and other factors. They also provide cheap web hosting solutions (Connolly B, 2022). 
[bookmark: _Toc123772742]3.3   PLACE & DISTRIBUTION STRATEGY 
The company distribution strategy deals with the products and services to their customers through third party suppliers. It means that once order is placed at the platform then the product is delivered from its warehouses to its fulfillment centers. These centers are further categorized as large and small goods, non-sortable, customer return and specialty items. This means that the company has successfully developed a series of warehouses as per the following categories to identify and classify accordingly. Then the products are transferred to distribution centers followed by later stages where they are then transferred to customers (Connolly B, 2022). The company also uses local courier and postal service for delivery and shipment. Recently the company is focusing on adopting its own delivery network. 
[bookmark: _Toc123772743]3.4   AMAZON PROMOTION AND ADVERTISING STRATEGY 
The company uses aggressive market campaigns for its promotion. The company focus on advertisements with all sorts of available resources including TV ads, Newspapers, commercials etc. the company also has a well-established affiliate programs where through blogs and website the product are promoted successfully. Also the company promotes its brand image through offering discounted products and services to its customers. 
[bookmark: _Toc123772744]4   COMMUNICATION MIX MODEL FOR AMAZON 
The communication mix model deals with the all available resources such as tools and strategies for communication with customers (Professional academy, 2022). These are generally adopted through social media campaigns, product packaging, direct marketing, websites etc. 
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[bookmark: _Toc123772716]FIGURE 11: THE COMMUNICATION MIX MODEL (PROFESSIONAL ACADEMY, 2022)
Amazon uses both print and electronic media for its promotions and advertisements. To deliver its message to customers they target customer segments. The amazon TV ads that are so famous among the customers are former Top Gear host Jeremy Clarkson Promotion Amazon Fire TV which costs around 160 million Great Britain Pounds (Dudovskiy J, 2022). Also the company uses attractive features in its TV commercials such as cute animals, and other pictorial figures with quantitative values. These strategies succeed in the market significantly as their Amazon prime membership advertisement for 99.00 dollars that features furry pets with the message of offering discount online steaming platform (Dudovskiy J, 2022).  Similarly the company uses print media aggressively by continuously advertised on magazines, journals, newspapers and billboards. The company uses Minions movie pictures on its shipping boxes. Furthermore viral marketing plays a vital role in the company success and marketing strategy because of the fact that it has been adopted at very early stages by the company and is also associated with one of its affiliate marketing programs. On social media a video clip showing new Amazon services “Prime Air” that involves delivery of the purchased items and products by flying robot within the time frame of about 30 minutes has reached more than 10 million viewer (Dudovskiy J, 2022). The company uses the strategy of celebrity endorsements for reaching maximum audience but on occasional manner. The best example of such instances are super bowl ads etc.  
[bookmark: _Toc123772745]5   AMAZON USES STRATEGIES TO ENGAGE & MANAGE CUSTOMER RELATION 
Amazon uses all these strategies to engage customer and manage customer relationship. As discussed above, the company first use products and present it to their customers as per their choices and it is made possible through surveys and research on the customers. After quality and premium products are selected then the company focuses on price that were selected upon factors such as competitors approach for the products price and minimizing costs and other profit margins that results into the success of the company. Furthermore the company then use strategies of distribution and make sure the product delivered to customers on time and with proper packaging etc., followed by advertisements. Alongside that the company make sure that the customers were engage every single time they visit their platform for any quarries and for that reason the company uses advance software’s and chat-bots to answer the desired quarries any time and facilitate the customers at any location in the globe. 
[bookmark: _Toc123772746]6   ROBOTICS AND SOFTWERES SYSTEM OF CUSTOMER RELATIONSHIP SYSTEM AT AMAZON 
The amazon uses Flywheel engineering concept to its company model that uses high technologies for bringing solutions to its problems (Manole L, 2022). These technologies are advanced and has the potential of dealing large capacity of challenges with multiple abilities at same time and 100 percent accuracy. 
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[bookmark: _Toc123772717]FIGURE 12: THE FLYWHEELS ENGINERING TECHNOLOGY USED AT AMAZON (MANOLE L, 2022).
The figure above illustrates the flywheel technology that deals with number of tasks at the workplace including customer care and services (Manole L, 2022). 
The company uses this technology to enhance its services and product delivery with relevant specified time but it also provide sufficient helps in customer dealings. For this purpose the company uses Alexa robot to facilitate the customers for grocery items and recipes from the Amazon online store perfectly. 
Furthermore for the customer care and services the company Flywheel technology and engineering solution brings Chat-bots that automatically uses artificial intelligence to deal with the customers and one of the benefit associated with that it cannot take breaks unlike human and can work with multiple tasks at a time with very rapid and effective results (Manole L, 2022). 
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[bookmark: _Toc123772718]FIGURE 13: THE FLYWHEEL TECHNOLOGY THAT USES CHABOT’S (MANOLE L, 2022)
[bookmark: _Toc123772747]7   CONCLUSION 


Amazon is the leading shareholder in the online E – Commerce industry. It is the leading organization in online retailing business that starts its initial journey as an online book store in 1994, now selling everything on its platform. Total quality management is framework on which organizations from senior management to the lowest ranks focus on improving customer service quality that results into consumer satisfaction. CRM are the principles, practices, and guidelines that are used by the organizations to engage customers. PESTEL analysis refers to the study of external factors that influenced on the organizations which includes political, economic, social, technological, environmental and legal factors that drive the decision making and affect the quality systems and control for the 24 hour customer service. Due to lockdown in the recent pandemic the company assets boost significantly because of customer shift towards online platforms and also other retail shops were off during that period. Similarly the US government initiative to support companies by reducing corporate tax by 35%. However with decreasing consumer power of buying items & stuff during the Covid -19 results into the sales decrease for the company. This is due to the fact of low per capita income due to pandemic in developing nations that comprises of high consumers including India. According to reports, consumers taste for the products are now changing and they prefer technological support and personal visits to stores for buying items and products. As per the reports companies in 2021 spend around 500 billion dollars on research and development that includes customer behaviors, their choices and trends to manufactures as demanded product as possible for their consumers. The marketing mix model consists of 7ps that involves the critical seven p formula. It includes products, price, promotion, place, packaging, positioning and people. In terms of Amazon the company uses itself the model of 4ps due to its unique characteristics of E-Commerce industry. The communication mix model deals with the all available resources such as tools and strategies for communication with customers. The amazon uses Flywheel engineering concept to its company model that uses high technologies for bringing solutions to its problems. 














[bookmark: _Toc123772748]8   REFERENCES 
Amazon, 2021. “B-Line CRM SUITE (Customer Relationship Management)”. Amazon. [Online]. Retrieved from https://www.amazon.in/B-Line-SUITE-Customer-Relationship-Management/dp/B08FCT84JH. [Accessed on 2nd Jan, 2022].
Aten J, 2022. “The 9 Simple Words That Made Amazon a Trillion-Dollar Company”. Inc. [Online]. Retrieved from https://www.inc.com/jason-aten/the-9-sinple-words-that-made-amazon-a-trillion-dollar-company.html. [Accessed on 28th Dec, 2022].
Chakrawarty A, 2017. “Amazon’s customer relationship management strategy”. LinkedIn. [Online]. Retrieved from https://www.linkedin.com/pulse/amazons-customer-relationship-management-strategy-atul-chakrawarty/. [Accessed on 2nd Jan, 2023].
Connolly B, 2022. “Top Amazon Product Categories”. Jungles cout. [Online]. Retrieved form https://www.junglescout.com/blog/amazon-product-categories/. [Accessed on 2nd Jan, 2023].
Denis, 2021. “Amazons Six Sigma Model of Quality Improvement”. Havard essays. [Online]. Retrieved from https://havardessays.com/amazons-six-sigma-model-of-quality-improvement/#:~:text=Amazon%20has%20continued%20to%20achieve,customer%20experience%20in%20its%20processes. [Accessed on 28th Dec, 2022].
Dudovskiy J, 2022. “Amazon Marketing Communication Mix”. Research Methodology. [Online]. Retrieved from  https://research-methodology.net/amazon-marketing-communication-mix-2/. [Accessed on 2nd Jan, 2023].
Dudovskiy J, 2022. “Amazon Marketing Mix (Amazon 7Ps of Marketing)”. Research Methodology. [Online]. Retrieved from https://research-methodology.net/amazon-marketing-mix-amazon-7ps-marketing-2/#:~:text=Amazon%20marketing%20mix%20(Amazon%207Ps%20of%20marketing)%20comprises%20elements%20of,process%2C%20people%20and%20physical%20evidence. [Accessed on 2nd Jan, 2023].
Gandolf S, 2022. “The 7 Ps of Marketing”. Health care success.. [Online]. Retrieved form https://healthcaresuccess.com/blog/medical-advertising-agency/the-7-ps-of-marketing.html. [Accessed on 2nd Jan, 2023].
Gupta S, 2022. “Amazon SWOT 2022 | SWOT analysis of Amazon”. B Strategy Hub. [Online]. Retrieved form https://bstrategyhub.com/swot-analysis-of-amazon-amazon-swot/. [Accessed on 2nd Jan, 2022].
Hargrave M, 2022. “What Is CRM? Customer Relationship Management Defined”. Investopedia. [Online]. Retrieved from https://www.investopedia.com/terms/c/customer_relation_management.asp. [Accessed on 2nd Jan, 2023].
Kantar, 2019. “Accelerated Growth Sees Amazon Crowned 2019's Brand Z™ Top 100 Most Valuable Global Brand”. PR news wire. [Online]. Retrieved from https://www.prnewswire.com/news-releases/accelerated-growth-sees-amazon-crowned-2019s-brandz-top-100-most-valuable-global-brand-300863486.html. [Accessed on 28th Dec, 2022].
Larson E, 2021. “Amazon Sued for Alleged Race, Gender Bias in Corporate Hires”. Bloomberg. [Online]. Retrieved from https://www.bloomberg.com/news/articles/2021-03-01/amazon-is-sued-for-alleged-racial-and-gender-discrimination?leadSource=uverify%20wall. [Accessed on 2nd Jan, 2023].
Manole L, 2022. “Amazon's Flywheel Approach: How The Tech Giant Uses AI”. Zentail. [Online]. Retrieved from https://www.zentail.com/blog/amazons-flywheel-approach-how-amazon-uses-ai. [Accessed on 2nd Jan, 2022].
Miller K, 2022. “A Pragmatic and Substantial PESTLE Analysis of Amazon”. Crow jack. [Online]. Retrieve from https://crowjack.com/pestle-analysis/amazon. [Accessed on 2nd Jan, 2022].
Peterdy K, 2022. “PESTEL Analysis”. Corporate Finance Institute. [Online]. Retrieved from https://corporatefinanceinstitute.com/resources/management/pestel-analysis/. [Accessed on 2nd Jan, 2023].
Pratt K, M, 2019. “Total Quality Management (TQM)”. Tech target. [Online]. Retrieved from https://www.techtarget.com/searchcio/definition/Total-Quality-Management. [Accessed on 28th Dec, 2022].
Professional academy, 2022. “Marketing Theories – The Communications Mix”. Professional academy. [Accessed on 2nd Jan, 2023].
Soni P, 2022. “Total Quality Management: Importance, Components, Pros & Cons”. Analytics steps. [Online]. Retrieved from https://www.analyticssteps.com/blogs/total-quality-management-importance-components-pros-cons. [Accessed on 28th Dec, 2022].






















20

image3.png
E-Mail
Marketing

>

G




image4.png
SALES





image5.png
Political factors

Social
factors

Environmental
factors

Identify

opportunities
and threats

Economic factors

Technological
factors

Legal
factors




image6.png
Amazon Consumer Satisfaction

90% 95% 99%

Customer Relevance of Assortment of
service search results products




image7.jpeg
fﬁew Retail e-commerce sector revenue projections (US)

13295
I I =
N @ N ) N o
& 8 3 s & 2
° 3 3 ) s 3 3

Revenue in billion U.S. dollars
Image source: Statista




image8.png
Less than s25,000
525,000 §34,999

150,000

o





image9.png
The 7Ps
Marketing Mix




image10.png
FURNITURE

¥

LAWN & GARDEN

AMAZON HOME

- . -
HOME DECOR KITCHEN
LIGHTING STORAGE

BEDDING & BATH

©

HOME IMPROVEMENT




image11.png
Direct Marketi





image12.png
Constructing flywheels

The virtuous circles designed by Amazon (left) and Uber (right) have allowed them to thrive in this age of higher clock speed.

SC lCC"’l‘ov\

3

CU S"'DME?
ExPeR\ENCE

TRAFFIC

Note: Original Amazon sketch: Jeff Bezos (2001). Original Uber sketch: David Sacks (2014).

Source: Ashish Khandelwal post, Medium, July 27,2016

M
LOWﬁL P ruegs / oEmAWD

LESS mwa,
DowrTIME

_—

FASTER
PACkUfS

MOrE

MOILE
(,EO&M(H\L
covernok |
SATURATION

N\

N‘OL& omveRs




image13.png
Raw text:

Customer: I want to cancel the shoes I ordered yes-
terday.

Agent: Welcome to Customer Service.

Agent: I am here to help you.

Agent: Give me a moment to look into this.
Training Sample:

Input: CUSTOMER I want to cancel the shoes I or-
dered yesterday. AGENT Welcome to Customer Ser-
vice. AGENT I am here to help you. PROFILE can-
cellable, carrier, membership-status. Output: Give me
a moment to look into this.
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