Student name: Calin Andrei Buica
Student ID: 2112409
Lecturer name: Mohammad Rahman 
Module code: BMSW 5103



 UNDERSTANDING AND ENGAGING IN THE CUSTOMER EXPERIENCE



Executive Summary
Customer experience can be considered one of the key factors from an organisational aspect as it helps to determine the potential growth of an organisation shortly. Besides this, the Consumer experience and consumer Centric approach sit in the heart of Amazon which is the retail conglomerate. This report has covered an overview of Amazon and also has covered a coherent analysis of the external and internal factors that have highly influenced the operational practices of Amazon. This report has also shed light on the systems that in turn assist the quality support process of Amazon.  
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[bookmark: _Toc120201045]Introduction 
Online shopping opened ways for the ultimate immediacy to congregate into delving optimistic customer shopping experience. It has been the principle of every organisation to delve into providing satisfactory service to their customer and so it has been to Amazon, the leading company. Without a strong base of customers, no such company can thrive for much longer in the market. To maintain their foothold, one must engage in exceptional service to enhance their performance in dealing with their consumers. Drawing up on this, this report will cover the vital points of introducing the various marketing theories like that of the communication mix, Ansoff's matrix, Porter's five forces and the stakeholder map for analysing the impacts these theories have on Amazon's quality system and customer support. Besides throwing light on this, this report will also discuss the challenges and benefits concerning the maintenance of good customer service. Manifold systems will also be portrayed which have been of imperative value to Amazon's reigning and trustworthy customer service. Furthermore, in this report, many aspects of providing better customer service will be discussed to show Amazon's contribution to retaining customers and creating a brand image. This report will highlight the benefit of maintaining healthy customer relations.      
[bookmark: _Toc120201046]Task 1
[bookmark: _Toc120201047]A brief introduction about the chosen organisation 
Amazon is one of the leading American Multinational Technology companies that is ruling the retail industries that was founded by Jeff Bezos in 1994. In the beginning, Jeff Bezos entered the business market by selling books on the online platform to deliver any book anywhere. In 1998 after seeing a huge hike in their business practices Jeff Bezos started to expand its business in the sphere of music and video selling. In the year 2000, the organisation built a platform where other sellers and small ventures can sell their products through the official platform on Amazon. In current days’ Amazon has overhauled the scenario of the retail industries by spreading its wings in a myriad spectrum of businesses that includes e-commerce, digital streaming, cloud computing and online advertising. The core principles behind the operational practices of Amazon rely upon its customer-centric strategies, commitment towards operational excellence, passion that leads to innovation and the long-term vision of Jeff Bezos that has already led Amazon to the height of success (Amazon, 2022a). 
Additionally, Amazon has fostered coherent strategies over the years to provide the most convenient services to the consumer that includes its low pricing high-quality product strategy. After the outbreak of the pandemic, it has also introduced its doorstep delivery of farm fresh vegetables and other food items that includes dairy products and is continuously developing its services to delight the customer in every possible way (Amazon, 2022a). It has been reported that Amazon generated 127.1 billion US Dollars in the third quarter of 2022 and has surpassed its net sales of the third quarter of 2021 which was about 113 billion pounds (Statista, 2022).  In connection with the above, the customer service team sits at the heart of the mission of Amazon as it enables Amazon to become the Earth's most customer-centric Company. 	
[bookmark: _Toc120201048]Key marketing theories and how have internal and external factors affected or influenced your selected organisation's quality systems and controls for customers to deliver 24-hour customer service
[bookmark: _Toc120201049]Marketing Mix 
Marketing Mix can be illustrated as the set of actions and strategies that an organisation uses to promote its brand and product in the competitive market. Additionally, it assists an organisation to foster the right marketing strategy and the process through which they implement those strategies to enhance their business growth (Thabit, T. and Raewf, 2018). Marketing Mix mainly covers the areas of Price, place, product and Promotional strategies of an organisation and Amazon also follows this comprehensive strategy for the development of the organisation. 


	Focus Area
	Strategies

	Price
	Amazon always maintains its low pricing strategy for all its products and services to serve the best to the consumer in a minimum and affordable range.  Amazon has always maintained its low and affordable pricing strategy even in conditions like soaring inflation which has given a competitive advantage to Amazon to increase its consumer base through a low pricing strategy (Amazon, 2022a). 

	Place
	Amazon sells its product through its official online platform in every country and provides digital streaming services through the Prime Video app in every corner of the globe.

	Product
	Amazon sells various products while maintaining high quality through its e-commerce platform. Additionally, the e-commerce platform of the organisation sells general merchandise, electronics, grocery items, and farm fresh foods and also provides the digital streaming service Amazon prime. The additional services of amazon include the book and online reading platforms like kindle and music streaming platforms (Amazon, 2022a). 

	Promotional activities
	The promotional activities of Amazon include online promotional activities through social media platforms that include Facebook and Instagram and other digital platforms. Additionally, Amazon also uses sales campaigns that include the pay per click campaigns to attract the consumer base. Furthermore, Amazon has introduced social media that includes post and image-based feeds where the brand owners post a video on the product description page.   


Table 1: Marketing Mix
(Self-developed)
[bookmark: _Toc120201050]Ansoff Matrix 
To develop the business, a company has to identify opportunities to generate a profit by launching new products in the market. This process of identifying the market is usually practised under Ansoff Matrix. According to Clarissia (2019), Ansoff Matrix is divided into four parts which are Market Penetration, Market Development, Product Development and Diversification. As per Market penetration in Ansoff Matrix, the company launches new services or products in the existing market. Under Market development, the company focuses on selling existing products into new markets. Product development means bringing new products into an existing market and lastly, Diversification means entering a new market with a new product. Under these four strategies, a company can analyse growth and risk for the business (Kurniawan et al. 2020). This theory is one of the crucial parts for a business that is launching a new product in the market or the company is making plans for launching a product or service in a new place. This helps the company to assess risk on a long or short-term basis to develop a new product. 
This model is very easy to understand as this gives a clear idea as to what to be applied to increase the productivity of the company. But this structure has one drawback, it does not give an idea about the competitors in the market and the products which are in demand. This affects the company’s cost and profit as the competitor's and existing product information is not available under this matrix. As stated in Amazon (2020a) the Institute of Customer Service which improves customer services all across the UK, has awarded the customer services award to Amazon. Amazon has received an 87.4 score on the average customer service provided in the UK. This shows that the company’s employees and managers are committed to providing the best quality of 24 hours’ customer service. Under the Ansoff Matrix, Amazon is bringing new technologies to detect fraudulent activities of hackers on the Amazon website. Amazon is a customer-centric organisation which helps customers to fix problems through chat and over calls on a 24/7 basis (Amazon 2022b). It states that the company is practising Product development by bringing new technology to the existing market for enhancing its desired customer services.      
[bookmark: _Toc120201051]Communication Mix 
The communication mix refers to the series of activities which are implemented by the companies to help promote their services or products that in turn help them reach their potential customers. Just like any other multinational company, Amazon too has adopted the communication mix for promoting its products to a wider range of clients. One of the prime tools is advertising by using media and print which accentuates their game to communicate with more members of their segmented clients by marketing their products. This giant retailer has used a video clip which featured Jeremy Clarkson, an English broadcaster, to promote their product named Amazon Fire TV. This was done to test the delivery of drones for getting delivered in the UK (Campaign UK, 2020). 
Besides this, sales promotion falls under this category as well for the discounts, offers, coupons and membership programs help the companies to accelerate their marketing strategy. They create promotional codes so that their dear customers can exclusively get some money off while purchasing their favourite products from their website (Daily Mail Online, 2022). Vouchers and gift cards are other essential tools under the communication mix. Amazon has special gift cards in just the range of £1 which can be given to dear and loved ones as a token of love. These are usually given in the form of e-cards, and plastic gift cards which enriches their promotion activities (Daily Mail Online, 2022). As seen recently, Amazon has launched their Black Friday deals where they have discounted the prices of tons of their products (CNN, 2022).
Furthermore, these are mainly done to promote their deals to call for more attention from their customers, which has enhanced their quality system as a whole. Even their membership cards, namely Amazon Prime membership has been derived as a superior item for drawing customer loyalty. From delivering the products within a day Amazon tends to benefit in manifolds which made them improve their control on prioritising their customers by giving them viable support and help whenever required. These internal factors have highly influenced Amazon in selecting quality systems even by marketing their products by applying this communication mix model. 
Stakeholder Map 
Stakeholder Mapping can be illustrated as the visual representation that enables the organisation to identify, analyse, and prioritise the project stakeholders to meet to draw a coherent report regarding the impact of the stakeholders in the development of the organisation (Oliveira and Rabechini, 2019). The stakeholders play a pivotal role as they directly influence the outcome of a project through different ways and Amazon has both internal and external stakeholders that directly influence the outcome of the Amazon. 


	Stakeholders
	Internal 
	External
	Influence

	Employees
	Internal
	
	In 2021 Amazon hired about 500,000 people and employed about 1.3 million people across the world (Amazon, 2020b). The workforce can be considered the strongest pillar behind the growth of Amazon in the Global market and employees of Amazon can be considered the driving force behind the innovation that in turn helps Amazon to boost its consumer-centric Approaches

	Customers
	
	External 
	Consumers sit at the heart of Amazon and the core objective of Amazon relies on their consumer-centric approaches. One of the principles of Amazon's operational practice includes the obsession of Amazon towards the consumers as the growth and development of the company decides upon the consumer experience (Amazon, 2022a). 

	Board of Directors
	Internal
	
	The Board of Directors of Amazon set the vision for the organisation that includes the process of delivering the best service to the consumers. Jeff Bezos the former CEO of Amazon always believes the consumer can be considered the key factor behind the success of an organisation. Board members of  Amazon also decide on the consumer-centric goal to enhance their operational practices towards the goal (Amazon, 2022e).


Table 2: Stakeholder Map
(Self-developed)
	
From the above table, it can be analysed that employees of Amazon play a pivotal role in creating the consumer-centric approaches of Amazon by helping the organisation to implement all those coherent strategies of Amazon. Additionally, the workforce of Amazon also helped Amazon to foster innovation within its operation practice to serve the best consumers. Additionally, consumers of Amazon can be considered as one of the integral parts of the business of Amazon as they decide the profitability rate of Amazon. Besides this, the Board of Directors helps Amazon to set the vision of the organisation that includes the consumer-centric goals of the organisation.  
[bookmark: _Toc120201052]Porter’s Five Forces 
Porter’s Five Forces can be defined as a model that helps an organisation to know the current scenario of the market. This model helps to know the current competitors in the market who are leading and their threat of impact on the company. The threat of new entrants is also analysed in the market which the company has to know about to expand the business. The power of suppliers is an important part as this shows the bargaining power of the supplier is high or low. In the below table, Porter’s Five Forces has been discussed to show the company’s competitors and entrants in the online retail market of the UK. 

	Criteria 
	Factors 
	Impact 

	Threat of competitors 
	As stated in Statista (2022a), Tesco is one of the leading online companies in the UK with net sales of $7,654 million followed by Argos with Sainsbury's with net sales of $7,555 million. This shows that the threat to Amazon is increasing in the UK. 
	High

	The threat of new entrants 
	Asos is an online fashion retail company which provides the best customer service (Asos 2022). Apart from Asos, there are other online companies like Farfetch, Misguided and Boux Avenue that are getting more exposure in the online retail market. Thus, the entrance of new companies into the market has increased the threat to Amazon.
	High

	Power of the suppliers 
	As Amazon is one of the biggest online retail markets in the UK, it has multiple suppliers that provide services like a technological backup for customer support. Since there are multiple suppliers of the company, Amazon is not dependent on any one supplier.   
	Low

	Power of customers 
	Reviews of customers help Amazon to make changes in their services (Amazon 2022c). As many other companies provide better customer services on an online basis, customers of Amazon easily shift from one company to another based on the services provided by the company.
	High

	The threat of substitute. 
	With companies like Argos, Sainsbury and Tesco providing similar customer services to their customers, thus threat of substitutes is high for Amazon. 
	High


Table 3: Porter’s Five Forces
(Self-developed)
The above table shows that the competitors and new entrants of Amazon are also providing the best quality 24/7 customer service. It can be said that the threat from other companies is high for Amazon.  With the application of new technologies like Artificial Intelligence, it has become easier for companies to give better customer service, thus it can be said that the application of new technologies by competitors and new entrants creates a threat for a substitute for Amazon.  
[bookmark: _Toc120201053]Demonstrates the application of an appropriate level of critical understanding of the quality process (relating to customer service) in the workplace 
When a company makes a product and sells it whether on an online platform or at a physical store, it is upon the company to have a customer service department. It is because of customers a company is deemed to grow and expand its level of production. According to Adam et al. (2021), online chat and telephonic communication have become important aspects of customer service around the globe. Yesterday time, customers used to go to a physical customer services store to take necessary services for the product. In this developing time, Artificial Intelligence has played an important role in making customer services easy and approachable by customers. After the pandemic of 2020, the whole world has shifted to buying products from online retail stores. This avoided the customers' physical harassment of going to stores and buying products. As stated in Statista (2022d), nearly 60 million of the UK's population are e-commerce users. This shows that there has been rapid growth in online purchasing customers. 
In today’s time, every company has an online customer care service which is active 24/7 to provide the best service to customers at any time of the day. This shows that the company can be reached anytime from anywhere over phone calls and texts. By providing quality customer services, customers become more loyal to the brand and buy products regularly from the same brand over and over. This helps the company to make a brand image of the company in the market. To give better customer service there are many new technologies which companies are implying in their customer care department. As stated by Følstad et al. (2018), Chatbot is one of the software that communicates with customers to provide better customer service. Under this software, Chatbot simulates conversation like a human being to understand customers' queries and provide necessary solutions accordingly. This is an AI-based software that is active 24 hours a to help customers anytime through chats. This allows the company to provide a better quality of customer service. By application of new technology, Amazon has made big changes in the customer services department. 
Amazon has won the best customer service award which showcased the company's contribution to providing the best customer support (Amazon 2020a). It can be seen that Amazon is providing quality customer services to stay ahead of its competitors like Tesco and Argos. It is the quality of work which makes Amazon different from other online retail companies in the UK. As per Amazon (2022d), the technology team has developed systems to detect the queries of customers and identify possible issues and create automated services for the customers. It can be seen that the company has developed software which automatically helps in resolving basic customer problems before passing the problem to a customer care representative. This shows that Amazon provides quality customer services by application of Artificial Intelligence which is operational on a 24/7 basis.   
[bookmark: _Toc120201054]Critically evaluate the benefits and challenges of developing and maintaining good customer relationships 
It needs to be the springboard of every organisation to fore mostly underpin their operations in building a strong working relationship with their clients. This should be the watchword for it is this factor that makes a company flourish in the long run. Forming trust among consumers with the aid of transparent communication skills surely is of huge benefit to every business. It becomes very essential to integrate into managing interactions and consumer relationships, besides opening more channels. It is of an added benefit to the companies for if the clients feel secure with purchasing from the business, then the company gains a lot in retaining their existing clients, without leading to much client turnover. 
Having built customer loyalty by providing efficient customer service automates the companies to not fall prey to the negative impact of customer turnover. Keeping this in mind, Amazon uses AWS-managed services to offer a positive customer relationship so that they can foster a well-defined affiliation with their clients who are their important stakeholders (AWS, 2022). This has surely led to gaining control over their customers who feel safe to make purchases from them for they know that every need will be taken care of by Amazon. A survey conducted by Statista in 2019 showed that consumers were keen to buy from this e-commerce website where 30% of the respondents said that they were loyal shoppers of Amazon (Statista, 2022c). Thus, this loyalty is a sheer reflection of maintaining proper relations with their clients. Besides this, it also has to be stated that not only do their sales increase or their bottom lines substantially increase but their cost of acquiring new clients also saves, which is otherwise very costly. Another benefit that the companies get is that their reputation or popularity also gets boosted due to the mouth-to-mouth promotion done by the customers. It is especially a result of maintaining a good relationship with them. The action of making a customer paradise has helped Amazon to be successful. 
Alongside, it also has various challenges and one is of rejecting proposals aligning with the protocols of the company. This makes the client dissatisfied and in this way, they lose that client which is detrimental to the company. This turns out to be a huge loss for the company because customer support cannot go against the policies of the company. Even if their job is to ensure that the clients are getting their money back or not they cannot entertain any other demands of the clients which sounds illogical. Another challenge faced by the companies is an invasion of data or data leaks of the clients. With the advancement of technology, thefts and fraudulent activities have taken a toll, so, referring to this, this can be a grave challenge towards offering good customer service. Even an employee of Amazon has been fired after being charged with the activity of leaking the personal information of their clients (ITPro, 2020). Thus these were some serious issues that a company can befall into while developing good relationships with their customers. 
[bookmark: _Toc120201055]Task 2
[bookmark: _Toc120201056]Identify the systems that support your organisation's quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements and maintaining good customer relationships 24/7/365 and other internal and external factors such as Artificial Intelligence.
Amazon can be considered the global leader in enhancing the customer experience through reorganising the operational practice of Amazon by AI and Machine Learning. Amazon uses Artificial Intelligence and termed it as a flywheel which has acted as a catalyst for Amazon to build the product recommendation strategy by generating consumer insight through the benefits of Ai in their operational practices. Additionally, the Amazon Echo which is a feature of the AI bot Alexa can be considered as one of the forays of Amazon into machine learning that has in turn helped amazon to enhance its consumer base Additionally AI and Amazon goes hand in hand for many years that has helped Amazon to generate the market analysis report to predict consumer demand that eventually Amazon to develop its product ranges according to the demand of the consumer (Forbes, 2018). 
Additionally, Artificial intelligence has opened a door for Amazon regarding the evaluation of product availability that in turn assists the organisation to restock its product to serve the products to the consumers as early as possible.  Amazon has developed item-item collaborative filtering to inform the consumer about their previous purchasing history and that in turn helps to reduce the time the consumers while searching for any product from the Amazon online platform. Amazon has used AI to develop a voice-enabled shopping experience for consumers to enhance their shopping experience by introducing Alexa and it has, in turn, helped consumers to manage the checkout points without even using their hands. Additionally, this feature has enhanced the consumer experience of Amazon as it has helped the consumers to create a shopping list by using Alexa and thus it has made the shopping experience of the consumers more convenient (BBC, 2021).  
Besides this, Amazon has been using artificial intelligence in their warehouses to enhance its consumer-centric services. In connection with the above, it has helped Amazon to generate product availability insight and also the consumer demand forecast and has helped to optimise the delivery routes to track the entire supply chain process. This process has opened the door for Amazon to sustain a coherent relationship with the consumers by delivering the best services to the consumers on time. The incorporation of AI in their warehouses eases the process of delivering goods and provides a delightful shopping experience to consumers in an effective way.  Besides this Amazon has used Artificial Intelligence to build a strong relationship between the consumer and Amazon as it has enabled amazon to track online sale analytics and consumer profiles have enhanced the process of analysis of consumer purchasing history to send the specific product to the consumers and by introducing the Amazon Go that automatically stores each purchase made by the consumers (Forbes, 2018). Overall it can be inferred from the above context that Artificial Intelligence has benefited Amazon in every sphere of business operation from generating consumer purchasing history to developing Alexa to record the preference of consumers through voice instructions.  
In meeting the requirements of the customers, Amazon has speculated this urgency and developed their services effectively in meeting up with the demands of the clients. Adopting the promising resort of customer relationship management technology, Amazon has introduced AMS, the acronym for AWS Managed Services in their operations (AWS, 2022). This indulges in maintaining a coherent relationship with their customers so that it can be established and maintained efficiently. They clearly understood the importance of building strong interaction with the clients and have thus delved into making this. Incorporating all such essential elements in uplifting their performance in treating their customers, Amazon has been entitled to the title of the world's most customer-friendly and consumer-oriented company. Their in-house CRM software has made them engage in fetching the data of their customers while they proceed to purchase things from their platform. This is generally used to provide customised or personalised service to their customers so that they experience an imperative online experience. Amazon has dealt so sincerely with its AWS services for its interface is developed in a very concise and simple manner so that it does not get incomprehensible for the customers to go through. 
It has to be admitted that the robot success of this huge company lies in the formulation towards its CRM. This strategy has made their company go to zeniths of success just by incorporating this efficacious tool in their services. It has changed the entire dynamics of this organisation as with the integration of this service in their organisation, the customers feel no urge to take help from their customer support. This seamlessly running CRM of Amazon which deals with the essence of serving clients with the most comprehensive and client-oriented approach, has made the online experience very smooth for the clients to enjoy. Besides garnering such positive impacts, this has never made compromises with the vital data of its clients by always making way for safe transactions, besides downtime. This strategy of theirs has made a massive blueprint for the customers to be loyal shoppers of this company for they need not contemplate much of the quality of their products or run after getting the proper support from the chat executives always available 24x7 hours and 365 days. Putting infinite emphasis on delivering better and strong customer experience, Amazon has undeniably made it its foundational rock. This has to be the reason behind Amazon’s colossal inducement in their net sales, surpassing $96.15 billion (Binns, 2022). Their CRM has been so advanced that whenever a customer purchases anything for the first time, they start getting personalised recommendations and offers from Amazon’s CRM as regards their first purchase. This popular approach has made them achieve staggering growth in their sales and performance as well. With this comes their customer genial and ready-to-help customer support who solve any issues by delivering the easiest resolution to the consumer’s problems. Therefore, it can be stated that Amazon is no wonder legendary for possessing the best customer service. They have been very efficient in meeting all the customer’s requirements by maintaining a cordial relationship with their client base.  
[bookmark: _Toc120201057]Conclusion 
It can be concluded that customer care is essential for any company that is selling products or services. As opined by Cao (2018), customer service is important post-purchase of goods or services as this helps in the growth of e-commerce business. In this report, various aspects of customer services have been discussed. Various models like the Ansoff matrix and marketing mix have been discussed to show the contribution of Amazon in providing better customer services. Porter's analysis has been made for Amazon to show the company's competitors, power of suppliers and power of customers has been discussed under this report. Furthermore, the application of Artificial Intelligence like chatbots has been mentioned to show the advancement of technology in customer care services. AWS and CRM technology has been discussed in this report to show the use of AI in multinational companies in providing 24/7 customer services.  
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