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Executive Summary
This individual report has been divided into two parts including task 1 and task 2. In part one a brief discussion about Amazon and its current market practices regarding customer relationship management and quality control management has been done. Several models and theories including the Ansoff Matrix and Marketing Mix and Porter's five forces also discussed in the first part. Application of these theories was also made throughout the study. Analysing Amazon by using these frameworks shows they need to have a concern about product development as well as keep satisfied their customers and supplies as having heavy market competition.
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[bookmark: _Toc120209104]Introduction
Customer Relationship management is one of the significant aspects of the business. It is the combination of technologies and strategies which companies use in order to analyse and manage their interactions with customers. On the other hand, organisational quality is all about making the organisational performance more perfect and enhanced to make a better relationship with the customers. In this individual report, a discussion about organisational performance and customer relationship management will be discovered. Furthermore, this study will also shed light on the quality control and CRM process of Amazon.  This individual research report will significantly draw the attention of the students because it will discover the practical application of several marketing theories including Porter's five forces, Ansoff matrix, and marketing mix. A critical analysis of the internal and external factors of Amazon will also be discussed.      
[bookmark: _Toc120209105]Task 1
[bookmark: _Toc120209106]“A brief introduction about Amazon”
Amazon is one of the multinational organisations in the e-commerce industry. It is a manufacturer of electronic books and online retailers also. The headquarters of the company is located in Seattle, Washington. 
Establishment year- In the year of 1994, Jeff Bezos incorporated Amazon.com. It all started with the book selling but in December 1996 it had created a customer base of 1000000 (Britannica, 2022). In the same year, the revenue of the company jumped to 15.7 million dollars (Britannica, 2022). After that, the company expanded rapidly in other areas of the global market. In 2007, Amazon started to sell its own kindle e-readers, which helped the company to expand its e-book market. Now the company works with various kinds of streaming and downloadable content with the help of Twitch, Amazon prime video and Amazon music. It also published books through Amazon publishing as well as published television content through amazon studios. Although it is a reputed company in the market, it has been criticised for tax avoidance, toxic work culture and anti-competitive behaviour. Amazon currency launches its subsidiary company called Amazon web services. Which provide on demand cloud computing platforms.  
Current CEO and number of locations- The management of the company consists of experienced leaders which provide an extra benefit to the company. The executive chairman of the company is Jeff Bezos (Amazon, 2022a). The CEO and president of the company is Andy jasy as well as the former CEO of the company Judy McGrath.  It works in most of the regions in the global market including Africa, Asia, America, Europe and Oceania. 
Vision and mission of the company-  In the mission statement of Amazon, it said that Amazon is guided by mainly four principles including passion and invention commitment towards operational excellence and long-term thinking. In order to satisfy the customer Amazon focuses on customer reviews which can help them to fulfil their mission.  On the other hand, it is also found that the vision of the company will be the most customer-centric company in the global market (Comparably, 2022). In addition, it wants to create a place for people where people can come and discover many of the things they might want to buy things through online. Thus, it can be understood that the company wants to provide valuable services to their beloved customers. Moreover, it also values the needs of its customers and believes in an effective hiring process. In this regard, the moral values, mission and vision of the company motivate 79% of employees (Comparably, 2022). 14% of their employees said that they stay in the company for a long time because of the mission statement (Comparably, 2022). On the other hand, it is also found that 20% of their loyal employees stay in the company because of their vision statement. By considering the factors it can be stated that the values and vision and mission of the company create a huge impact on employee motivation.  
Current revenue and sales of the company- The annual revenue of Amazon in the year 2021 was 469.822 billion (Macrotrends, 2022a). It increased by 21.7% from 2020. On the other hand, It is also found that the current sales of the company were 314 billion U.S dollars in the year 2021 in the USA market (Statista, 2022a).       
[image: ]          
Figure 1: Sales of Amazon 
(Source:  Geekwire, 2022)
[bookmark: _Toc120209107]“What process Amazon is currently taking to maximise customer value by maintaining good customer relationships?” 
In the current competitive business environment, it has become one of the challenges for organisations in order to retain their potential customers (Farhan et al. 2018, p.1). In this way, retaining customers is significant for business growth. Amazon is a reputed multinational corporation operating in the international market successfully and growing every year. The Executive Chairman of Amazon Jeff Bezos is the first ever trillionaire in the world. Amazon uses many strategies in order to maximise customer values as well as maintain effective relationships with their customers. As per the statement by Jeff Bezos Amazon sees their customers as invited guests. It is the job to make the customer's experience a little bit better (Rob Binns, 2021). 
· It is found that, when customers buy something from Amazon, it asks to create an account to provide better services as well as a smoother and more personalised experience (Amazon, 2022a). With the help of this strep, it is also able to recommend products based on the interest of its customers. By considering this process, the company is able to maximise its value.   
· Customer support is one of the most significant things in order to maintain an effective relationship with customers. Through Amazon, customers can deal with each of the issues. The return procedure was also dealt with online Amazon, 2022a). If something that customers require, customer service assistance is there in order to serve in a better way.  On the other hand, any of the staff of the company's customers’ needs to speak, they are ready with all the details of customers which means a quick and effective customer service which is worthwhile for the customer satisfaction.    
· The recommended product feature is one of the significant services that Amazon provides its customers (Rob Binns, 2021). It recommended products to its valuable customers based on their past purchases. Thus, it can be inferred that these temptations without pressuring the customers help the company in order to turn over billions and trillions each year.            

[bookmark: _Toc120209108]“Critical evaluation of the benefits and challenges of developing and maintaining good customer relationships in Amazon”
According to Anshari et al. (2019, p.1), customer relationship management is significant for personalised and of services. Thus, it is important to maintain a better relationship with the customers. Amazon is one of the giant multinational organisations effectively doing their own CRM process. In order to do this Amazon enjoys the benefits of it as well a few challenges also occur while Amazon does their CRM. These processes are discussed below in detail,
Benefits
· It is identified that with the help of an effective process it can be feasible to boost sales. The effective CRM process of Amazon includes the recommended product feature and customer support assistance which is significant for establishing a step-by-step sales process building. With the help of these types of CRM procedures, companies are able to solve the notable issues of the customers, as well as the recommended product feature, also helps the company to personalise the customer experience which is important to customer satisfaction.  By considering this process Amazon continuously increased their sales and revenue as well.  
· Customer retention is one of the significant benefits that Amazon took from CRM activities. In this regard, Amazon provides 50% discounts on electronic products (Vouchercodes, 2022). By providing such benefits they are able to retain more loyal customers.   
Challenges 
· AWS managed services is a CRM tool that is used by Amazon for CRM. according to its customers, it faces operating system-related problems and infrastructure-related problems (Amazon, 2022b). Thus, it can be assumed that this CRM tool is not scalable for the business. In this way, Amazon can face slow CRM activities due to flexibility issues and scalability issues. On the other hand, it is also found that in order to implement the CRM software Amazon may need to expense a huge amount which can harm their revenue as well.                   
[bookmark: _Toc120209109]“Briefly introducing the key marketing theory or theories that will be underpinned in this report”
Marketing Mix 
The marketing mix was established by professor James Culliton, a professor of marketing at Harvard University (Mailchimp, 2022). The Marketing mix consists of 
7 p's including the Price, Product, Promotion, Packaging, People, Place and Process. 
Application
This model is mainly used while launching any new product in the market.
Advantages 
This model can help the organisation to formulate and implement specific marketing plans. 
Limitations 
This model is not able to deliver the proper marketing attribution. 
These models can be used in cases analysing the customer experience. By focusing on the people part of the model it is possible to analyse the demand and past experience of the customers.   
[image: ]
Figure 2: Marketing Mix 
(Source: Smartinsights, 2022a)
Communication mix 
The communication mix refers to the particular procedure used in order to promote the products or the company (Neil Kokemullar, 2019). It can include direct marketing to the targeted customers, discounts and promotions and personal selling.
Application
This theory is mainly used to promote products to the target audience.
Advantages 
It is promotional tool organisations use in order to create wide awareness. 
Limitations 
It may bring heavy expenses for the organisation. 
This theory is used in order to promote products to customers by using past experiences. On the other hand, it also focuses on public relations which is significant for analysing the customer experience.
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Figure 3: Communication Mix 
(Source: Marketing, 2022)
Ansoff Matrix  
The Ansoff Matrix is a market expansion grid used by the management team (Corporatefinanceinstitute, 2022). It includes market penetration, Product development, Market development and Diversification. 
Application
It is mainly used in order to market the products significantly.  
Advantages 
With the help of this model, organisations are able to acquire new markets with existing products.
Limitations 
It is a very simple process which needs to add on a few extra thoughts. 

[image: ] 
Figure 4: Ansoff Matrix
(Source: Smartinsights, 2022b)
Porter’s 5 forces 
Porter's five forces are one of the powerful tools used in order to identify the key sources of competition in a specific sector or industry. This pacific model considered the bargaining power of customers, the bargaining power of suppliers, competitive rivalry, the threat of substitute products and the threat of new entries (Bruijl et al. 2018, p.1).
Application
This model is applied by organisations in order to identify the competition in the market.  
Advantages 
Organisations are able to take effective decisions about the market.
Limitations 
It is not able to take account of various economic forces.
While using this model, organisations consider the customer experience to determine the bargaining power of customers in the specific industry. 
[image: ]
Figure 5: Porter’s five forces
(Source: Business, 2022)
Stakeholder map  
It is the process of drawing the visual representation of the different stakeholders for a specific project (Appvizer, 2022).  
Application
Organisations implement this model in order to identify the key players in the market.
Advantages
It helps to find out the most influential stakeholder and its impact.
Limitations     
It won't be able to influence the decision-making process of customers.
Organisations are able to understand the impact of customer experiences while considering the stakeholder interactions within this framework.      
[image: ]
Figure 6: Stakeholder map 
(Source: Smartsheet, 2022)
[bookmark: _Toc120209110]“Critical analysis of the internal and external factors that influence Amazon’s quality systems and controls for customers to deliver 24-hour customer service?”
· Internal factors influencing Amazon’s quality systems and controls
There are several internal factors which influence and also control Amazon’s quality system. Those are processes, staff, financial situation and also culture. Amazon’s robust quality management system is affected by those factors. In order to identify every factor properly, a marketing mix will be done properly down this section.
	Price
	The company’s target customer is a wider population as everything is available on the website. Starting from branded luxury products, affordable products are available. For example, on Amazon UK - Apple’s brand new mobiles are available and also Samsung and Motorola’s mobiles are available (Amazon, 2022c). People with different financial backgrounds can shop from this platform.

	Place
	The company does not have few physical stores, rather the company is popular for their online retail service worldwide. Amazon is considered one of the greatest and largest eCommerce retailers by estimating global revenue and in the large marketplace, they are the dominator (Peters, 2022).

	Product
	The company maintains the availability of all products on their website so people from anywhere in the country can place orders and purchase orders.

	Promotion
	Amazon promotes their services through online social media platforms such as Facebook, Instagram and Twitter. The company has 3.8 million followers on their Instagram (Instagram, 2022).

	Physical evidence
	The company makes documents of every individual purchase to keep records. The billing system consoles and allows consumers to understand spending and tax preferences (Aws, 2022a).

	Process
	The company focuses on warehousing and inventory management to focus on pricing and also focus on delivery (Businesstechweekly, 2022).

	People
	A 23.88% increase has been identified in the company and it was estimated at 1,608,000 (Macrotrends, 2022b).


Table 1: Marketing Mix 7 Ps of Amazon
(Source: Self-developed)
From the above analysis, it can be understood that the company is widely known in the world and they are responsible to provide good-quality service offerings. Affordable and luxury pricing (both), a flexible supply chain and logistic process, a skilled and huge number of workforces and the right promotional channels are a few major internal factors which positively and intensely influence Amazon's quality management system. The company is also able to fulfil ISO 9001:2015 requirements (Aws, 2022b). The company has billions of consumers and in order to reach high-quality service to their doorsteps, it is necessary to sustain quality to holding the brand image.
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Figure 7: Amazon’s Quality management process
(Source: Aws, 2022b)
The company has also undertaken a communication mix strategy to identify in which way they connect with their customers and receive feedback. A communication mix of the company is elaborated below.
	●     Advertising
	The company used their own websites to promote their services and announce offers through the web platform (Advertising, 2022).

	●     Direct marketing
	The company itself can directly reach their consumers by doing content marketing.

	●     Personal selling
	Sellers can directly sell their products on the website.

	●     Public relation
	The company maintains public relations through their social media account and also sends them emails and text messages. The company has around 1.5 million followers on their UK Twitter account where they communicate with its consumers (Twitter, 2022).

	●     Sales promotion
	Amazon promotes their service through Instagram (Instagram, 2022). They also do celebrity endorsements for sales promotion.

	●     Event Sponsorship
	In national events, the company does sponsorship.


Table 2: Communication Mix 7 Ps of Amazon
(Source: Self-developed)
The organsiation uses every possible communication channel and they are aware of quality management. By managing its services, the organsiation promotes its high-quality products.
· External factors influencing Amazon’s quality systems and controls 
Quality management in an organisation plays a pivotal role in attracting as well as retaining customers. Amazon, in this regard, has bad reviews on their product and services as well. According to a customer review, it is seen that Amazon has the worst services in the UK and orders do not reach on time (Sitejabber, 2022). It is also suggested by Kaushik et al. (2018, p 3), that reviews on the product can have an impact on sales. Thus, bad reviews on Amazon products and services force them to take a Product development strategy as per the Ansoff Matrix. Developing products as well as services can play a positive role in enhancing customer numbers and retention of existing customers. In this way, Amazon can enhance their product quality in order to attract more customers in the UK. 
	
	Existing
	New

	Existing 
	Market Penetration
(Suggested)
Amazon needs to penetrate the market by attracting customers and gaining good reviews. Thus, the above strategies have been suggested. 
	Product development (Strongly Suggested strategy)
As most of the worst reviews are on the product and services it is important to develop the product more effectively thus, suggesting this strategy strongly.

	New
	Market Development
(Not feasible)
This strategy is not suggested now as firstly market penetration is needed in an effective way. 
	Diversification
(Not feasible)
Product diversification is not suggested as product development is important first so customers can get attracted. 


Table 3: Ansoff Matrix
(Source: Self-developed)
As per the above discussion, it is clear that Amazon UK does not have many preferences from UK customers to be chosen as an online shopping site. In that case, they need to be more focused on developing their product and services first. As stated by Haque et al. (2018, p 1), it is seen that online review is vital as people in the UK and all over the world have relied on online shopping. In that case, Amazon needs to keep satisfied their supplier as well as distributors so that they can diversify their products and gain customer numbers, However. Keeping a note on employee performance as many reviews on employee behaviour is bad about Amazon. Monitoring employees can play a role in improving their services. On the other hand, having records of customer reviews can be helpful in taking steps to improve their operation. In this way, Amazon can improve their service quality and control its market in the UK. 
	Keep Satisfied
Distributors, suppliers and customers
	Manage Closely
Customers and employees

	Monitor
Customers preferences and employee performance
	Keep informed
Customers and employees


Table 4: Stakeholder analysis map
(Source: Self-developed)
Customers need to be satisfied as unsatisfied customers can reflect on bad reviews on the amazon product leading to make their customer base lower. On the other hand, employees need to be monitored with their performance or behaviour with the customers so that they can be trained with the needed learnings. In this way, Amazon can improve its product and service quality to attract more customers towards their organisation. Moreover, informing customers about their offers can play a role in making them more interested in their products. For instance, if Amazon needs to implement free delivery facilities, customers need to know about their offer in order to know about the quality control of this company. 
	Threat to new entrants
(High)
	It has been noticed that by reducing the cost of entering an online business, almost 25% of new entrants penetrate this industry. Thus, customers can get substitutes (Statista, 2022b). 

	Power of suppliers
(Low)
	There are many suppliers in the UK to deliver raw materials, thus creating a low threat in this part. 

	Power of buyers
(High)
	There are many retailers in the UK such as 220685 (Retail Economics, 2022), Thus buyers have many choices for different things in the UK. 

	Threat of substitutes
(High)
	As per the above data threat of this factor is high in the UK market.

	Industry rivalry
(High)
	As there are many competitors of Amazon in the UK, rivalry can be in a high-risk zone. 


 Table 5: Porter’s Five Forces Analysis
(Source: Self-developed)
Based on the above table it can be said that Amazon mainly faced competition in the market as having the worst reviews in the market. As stated by Wassan et al. (2021, p 296), if customers are talking about the packaging Amazon, they need to clarify their issues and work on the customer review part to make their service better. It is seen in the above table that there is a chance for the customers to switch to another retailer for their desired product. On the other hand, there are many competitors of Amazon in the UK such as “ebay.co.uk, argos.co.uk, johnlewis.com, and etsy.com”. From this scenario, it can be said that Amazon needs to be more focused on improving its products and services in order to take advantage of the market competition. In this way, Amazon can enhance their quality system and control the market competition. 
[bookmark: _Toc120209111]“Identifying the systems that support Amazon’s quality processes and provide a critical understanding of the extent to which I 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 (AI)”
As stated by Araújo et al. (2019, p.1), quality control can be defined as the key driver of organisational culture. Thus, it can be inferred that managing quality is significant for survival in the long run in the market. Amazon is one of the giant e-commerce organisations continuously expanding in the global market. Artificial intelligence is a significant system that is used by Amazon in order to maximise the asset's availability and productivity.  Amazon uses artificial intelligence in order to continue its product recommendation process (Emerj, 2022). With the help of the product recommendation process, companies are able to provide personalised and customised services to their beloved customers. On the other hand, it is also found that it enables the company to win a significant market share as well as continue to satisfy their customers. With the help of its artificial intelligence, it is able to analyse the past shopping patterns of its customers and recommend products accordingly. Thus, it can be inferred that within such services companies can reduce the efforts of their customers and make the shopping experience effortless. By considering this recommendation algorithm it is able to enhance its service quality. Additionally, it also helps to meet the necessary requirements of the customers because analyses past shopping experiences. It also can be said that with the help of this procedure, companies are able to satisfy their customers 24/7 days. A report claims that 35 per cent of the purchases were driven by personalised recommendations. On the other hand, using AI also improves their technological infrastructure, one of the significant internal factors which prove effective for effective data collecting and analysing. Moreover, it is also found that Amazon also uses Big data in order to understand their customers (Bernardmarr, 2022). By understanding the behaviour pattern of the customers it provides necessary services as well as with the help of analysing the available data in the closet warehouse it is also able to reduce shipping costs. By reducing the shipping costs and personalising customer services it is able to compete effectively in the market where competition is one of the significant external factors in the business. Machine learning has long been part of Amazon (Geeksforgeeks, 2022). Amazon Prime uses machine learning. Using machine learning in Amazon prime helps the company in order to enhance the quality of its online streaming. Additionally, it also helps the company to enhance its other services over the internet. Thus, it can be said that by implementing machine learning company is able to meet the expectations of their customers in 365 days which helps them to maintain a healthy relationship with their consumers and enhance their productivity as well. As an eCommerce organisation Amazon also considers speech recognition, statistics and prediction analysis with the use of machine learning which helps them to understand the scope of the market. By determining the scope, it is able to fill the market gap and refrain potential customers by serving quality services and personalising the customer experience.                     


[bookmark: _Toc120209112]Task 2  
[bookmark: _Toc120209113]“How can Amazon deal with the new customer demand and achieve its business objectives by developing and maintaining good customer relationships 24/7/365?”
E-Commerce in the UK became the latest mainstream retail for the last decade, attracting customers in an efficient way. It is seen that the outbreak of the pandemic is influencing customers to choose online shopping more than in previous days. As per the views of Rita et al. (2019), it is really challenging for online businesses to provide customers with satisfying products and services. It is also supported in many articles that customers have demands to be satisfied especially in the e-Commerce industry. 
For instance, customers have a preference to shop online through their mobiles to make their shopping experience more convenient (Statista, 2022c). Amazon needs to focus on making their software easy to use through mobile phones so that customers can be attracted in a more positive way (Amazon, 2018). On the other hand, providing customers with this facility can play a role in increasing customer numbers so that they can be sustainable and competitive in the market. It is seen that Amazon UK has a mission to be the earth's most customer-centric company. Thus they need to be more focused on the customer's demand, especially in this era. It can also be helpful in increasing their sales leading to making them more competitive in the market. 
On the other hand, customers have been noticed to feel attracted to online retailers who have easy-to-return and free delivery options in online shopping (Statista, 2022c). For example, products having free shipping or discounts on the delivery process can be major attractions to customers. However, among some bad reviews about Amazon, it is also seen that some customers have issues with the late arrival of products. Amazon can face major issues or challenges with their sales due to having the worst reviews. As suggested by Rai et al. (2018, p 2), by having free delivery as well as return on the products customers can have patience for product arrival thus creating more attraction in shopping. Amazon thus needs to focus on free delivery or easy return application on their products that can lead them to be the first choice of maximum customers. Moreover, they can handle this by offering any discount on the delivery charge so that customers can be attracted in an effective manner. 
The most important thing is the shipping or delivery of products with the maintenance of environmental pollution. It is seen that the UK are very much concerned about its environment thus supporting a pollution-free delivery process. Shoppers in the UK appreciate products with less environmental impact through their delivery process (Statista, 2022c). Thus, Amazon needs to implement the use of electronic vehicles for their delivery process so that they can attract more customer appreciation. In this regard, they need to be concerned with training their employees in the use of electric vehicles. At the same time, their employees need to be educated with the information about the importance of using electric vehicles for environmental safety. 
Last but not the least, the environment-free packaging of the products is another demand, especially from UK customers. It has been noticed that customers from the UK have an appreciation for less or recycled product packaging in order to lower the impact of online shipping on the environment (Statista, 2022c). From the scenario, it can be said that most of the distributors related to Amazon need to be focused on lowering their use of plastic in packaging or making them sustainable. 
However, from the above scenario, the demand of UK customers is clear not only for Amazon but also for all online retailers. Amazon needs to be focused on some extra things in order to be the largest customer-centric retailer. For example, they need to be focused on training their employees about order taking and delivering 24/7/365. Most of the customers have been found to be in a hurry to get their orders. Amazon needs to be more focused on assuring deliveries within given times. 
[bookmark: _Toc120209114]Conclusion 
A discussion about customer relationship management and quality control has been done in this study in which it is recognised that Amazon is a multinational organisation that uses AI, Big data and Machine learning in order to maintain their service quality and maintain a healthy relationship with their valuable customers. On the other hand, a Few models and theories are also used including the Ansoff matrix, Porter's five forces and Marketing Mix in order to identify the internal and external influential factors of Amazon. To identify the internal and external factors, a brief introduction of the following models has been discovered in this individual report. By considering the above-discussed factors it can be concluded that Amazon needs to be working on their customer relationship management and quality management in order to survive in the competitive market.  
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Appendix: 21 CFR 1 Controls
Shared Responsibilty for use with

AW services

Notices.

GxP Systems on AWS X

scope, roles, responsibilities and management commitment. All policies are maintained in a centralized location

that s accessible by employees.

Project Management Processes

‘The design of new services or any significant changes to current services follow secure software development
practices and are controlled through  project management system with multi-disciplinary participation.

Quality Organization Roles

WS Security Assurance is responsible for familiarizing employees with the AWS security policies. AWS has
established information security functions that are aligned with defined structure, reporting lines, and
responsibilties. Leadership involvement provides clear direction and visible support for security

tatives.

AWS has established a formal audit program that includes continual, independent internal and external

assessments to validate the implementation and operating effectiveness of the AWS control environment.

AWS maintains a documented audit schedule of internal and external assessments. The needs and expectations of
intemal and exteral parties are con
AWS control environment, Parties include, but are not limited to:

lered throughout the development, implementation, and auditing of the

« AWS customers, including current customers and potential customers.

Exteral parties to AWS inclu

ng regulatory bodies such as the external auditors and certifying agents.

Intemal parties such as AWS services and infrastructure teams, security, and overarching administrative and
corporate teams.

Quality Project Planning and Reporting

‘The AWS planning process defines service requirements, requirements for projects and contracts, and ensures.

customer needs and expectations are met or exceeded. Planning is achieved through a combination of business
and service planning, project teams, quality improvement plans, review of service-related metrics and
documentation, self-assessments and supplier audits, and employee training. The AWS quality system is
documented to ensure that planning s consistent with all other requirements.

AWS continuously monitors service usage to project infrastructure needs to support availability commitments and

requirements. AWS maintains a capacity planning model to assess infrastructure usage and demands at least
monthly, and usually more frequently. In addition, the AWS capacity planning model supports the planning of
future demands to acquire and implement additional resources based upon current resources and forecasted
requirements. &
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