











COMMUNITY ENGAGEMENT

Executive summary
Amazon has been one of the leading international online retail stores in UK, where they work hard to satisfy the customers. This study focuses on the background of Amazon which is an US based company and was launched in 1994. This study also focuses on the hierarchical organisation structure with customer serving goals and values. This study also shed light on the customers’ expectations from Amazon, role of a manger and what changes must be adopted to bring more development in the working.
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[bookmark: _Toc531186468]Introduction
Community engagement is one of the most important relations that involve communication and interaction between individuals within an organization. Amazon is one of the fastest growing organizations that have been popular mostly in UK and other developed countries. Amazon has made a great effort to bring out the best innovative products in the market. This study focuses on the background of Amazon, its organizational size and structure, goals and values. This study also highlights strengths and weakness of the organization with roles of the employees and the importance of training and development in Amazon.
[bookmark: _Toc531186469]Discussion and analysis
[bookmark: _Toc531186470]Background of Amazon
Amazon is a US based company founded in July 1994 and has its hold over the market all across the world. This retailing organization sells a great variety of products that include video games, toys, furniture and other retailing products (Amazon.co.uk, 2018).
Amazon started as an online library where people could read books and purchase them. Later the revised themselves and started selling video games, video download and streaming, MP3 downloads/streaming and audio books. After gaining much popularity in the market, Amazon started selling software, electronics, dress, food, toys and jewellery. In UK, Amazon has immensely created a positive impact on the markets. It was launched in UK in 1998 and is still continuing to be one of the most famous and user-friendly online retailing stores. Since its launch in UK, Amazon has established 13 warehouses in some of the most populated areas like Manchester, Peterborough, Doncaster and Milton Keynes.
[image: ]
Figure 1: Services provided by Amazon
(Source: Amazon.co.uk, 2018)
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Organizational size
Amazon has not only serves the people as the best online retailing store with a wide range of products but has also been a source of earning for many people. In UK, Amazon hires a huge number of people and provides them with permanent facilities like food, lodging and so on. In 2016, Amazon made a new opening for 2500 employees in UK to bring the total number of employees to 14,000 in UK (Bbc.com, 2018). Seeing the drastic improvement in the production due to increased employees, Amazon in UK, by the end of 2018, is planning to make a place for more 2500 employees to increase the workforce to 27,500 employees (Retailgazette.co.uk, 2018).
Organizational structure
Amazon follows the hierarchical organizational structure which is headed by the CEO, Jeff Bezos. The CEO, being the founder of Amazon, takes all decisions and consults with his advisor and corporate developer. Based on this hierarchical structure, the decision and the work pattern is further conveyed to the other stages of employees like Financial administrator, International retailer, Device digital manager and Human resource administrator. This structure helped Amazon to take quick decisions about its target audience and plan strategies for a better outcome (Zhang et al. 2017).
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Figure 2: Organizational structure of Amazon
(Source: Retailgazette.co.uk, 2018)
[bookmark: _Toc531186472]Organizational goals and values
Goals
Amazon, being one of the fastest growing online retail companies, aims to be world’s most customer-centric company and serve the people with a wide range of products (Izogo and Jayawardhena, 2018). The main objective of Amazon is not only profit maximizing but also building a platform where people of all background can come and discover anything of their choice and can buy things online. Amazon strives to serve the people with almost everything starting from electronics gadgets to furniture and dresses (Wjec.co.uk, 2018). Unlike other online retailing companies, Amazon aims to be the most trusted retailing website not only in UK or US but all over the world. 
Values
Amazon has set certain ethical values for its working and serving the customers from the very first day of its launch and has successfully maintained it over years. Amazon is committed to serve the people with the best quality of product at a lesser price so that it becomes easier for all people to afford it (Wjec.co.uk, 2018). It also has the aim to reduce the amount of non-renewable energy and attract more customers with more innovative products. This company also have values set for the employees and to the people other than just serving the people with products. It puts effort to provide employment to a large number of people with all the facilities (Faulds et al. 2018).
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Amazon in UK has been one of the most trusted online stores that serve the customers with a wide range of products for daily use. The customers of Amazon have huge expectations about the quality of products they serve. 
Affordable range of products
All most all the customers of Amazon expect a very cheap price of the products that can be affordable by them for their daily use (Bianchi and Andrews, 2018). The customers seek various products that would be cost effective as well as satisfying their needs. To meet such expectations, Amazon has set enough filters with a various price range that would be suitable for customers of all economic background.
Best quality of the product
Though the customers expect products in an affordable range, they are not ready to compromise with its quality. The customers expect the best quality of the products from Amazon at a reasonable price (Islam and Rahman, 2017). Amazon puts most of the effort in determining the quality of the product that they serve to their customers.
Easy return and refund facilities
Amazon in UK has been famous for its additional facilities like the easy return and refund policies. The customers expect a quick return procedure with a full and secure refund of the amount of the product they purchase. This service has successfully met the expectations of the customers and has also created a trust among the customers (Simon and Tossan, 2018).
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	Strengths
· Recognised brand
· Trusted relation with the customers
· Effective product distribution system
· Easy “return and exchange policy” attracts more customers
· More affordable price than competitors in the present market
	Weaknesses
· The option of “free shipping” can lead this organization to low profit
· Slow realisation of the customers taste and preference
· Continuous product variation can lead to an excess of stock

	Opportunities
· Growing demand for products among the customers
· Technological advancement in the form of adoption of e-commerce anti-fraud tools (Foster et al. 2017)
· More variety of products
· Expansion in the global market recognising the demands
	Threats
· Efficient competitors like eBay, Tesco, Apple, Asda, Marks and Spencer (Realbusiness.co.uk, 2014)
· Low quality of “third-party products” to customers
· Cyber security and cybercrime
· Unsecured online payment
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The major role of the employees in Amazon is work hard to make its customers satisfied. The employees working there have major responsibilities that they focus on while working.
Maintaining a good quality of the products
The major role of Amazon employees is to see that they maintain a proper quality scale of the products and do a thorough check of it. The employees are responsible to check that the products are able to meet the orders of the customers (McDaniel et al. 2018).
Quick service
Though Amazon is a product selling online platform, the employees are also responsible to serve the customers with many facilities like tracking the order, solving any query, easy return and refund policies and so on. By giving these facilities, the employees play a key role in maintaining a trusted relation with the customers.
Profit maximisation
Other than just serving the customers the employees are also responsible to bring the maximum amount of profit to the organization (Carretero and Higueras, 2017). The employees of Amazon have achieved great revenue in the past years by its product and service to the customers.
[bookmark: _Toc531186476]Importance of training and development in Amazon
Amazon has been into continuous progress and expansion for serving the customers in UK. To satisfy the customers, the Amazon employees must undergo continuous development and training processes. 
Improved scrutiny of the products
Training of the employees help Amazon to come up with more innovative products and a proper check of the “third-party products” so that Amazon’s brand image is not hampered (Sethna et al. 2017). These training of employees help them to create a loyalty with the customers.
Enhance skills
More profit to Amazon is only possible after he employees go for a developmental procedure. These developmental procedures help the employees to enhance their own skill and serve the customers more efficiently.
Enhancing product and service knowledge
In Amazon, the training of the employees help them to enhance their product knowledge so that they can be enough capable of solving the queries of the customers very easily and quickly (Piatkowski et al. 2017).
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In Amazon, the manager plays a very important role in supervising the overall working of the organization. Though Amazon is an online retailing store, it is essential for the manager to keep a proper coordination among all the departments.
Managing the employees
The manager plays a very important role in managing the employees and keeping a proper coordination among them so that they can enhance the productivity. In Amazon, the manager makes the employees follow the organization's objectives and ethical values so that they can serve the customers better (Ntounis and Parker, 2017).
Link between organizational heads and employees
The manager in Amazon is very much important as it creates a link between the organizational heads and employees and disseminates the decisions that are taken by the management among the employees.
Dealing with the customers
Any customers that face any major problem regarding any product or any return policies are dealt by the manager. He is responsible of solving the problem very patiently so that the customers do not lose their trust and faith from the brand.
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A manger has several organizational responsibilities that he has to carry out diligently. Thus for being the manager of Amazon, he must possess certain skills and knowledge.
·  The manager must have proper knowledge about the product and services that Amazon serves to its customers.
· The manager must have proper coordination and communicating skills so that he can effectively create a link between the employees and management.
· The manager is also required to have quick decision making skill s that he can be enough capable of making employee level decisions quickly (Sethna et al. 2017).
· The manager of Amazon is also expected to have the skill of handling customers patiently so that the customers do not lose faith from the brand.
These skills must be possessed by the manager of Amazon so that he can effectively carry out his responsibility and make the employees work under him for maximum productivity.
[bookmark: _Toc531186479]Training and development that needs to be considered 
In Amazon the employees are required to undergo certain training procedure so that they can serve the customers better and effectively. In order to bring more development in the organization, Amazon is expected to adopt certain strategies that would help them in their long run.
Regular training sessions
Amazon is required to hold regular training sessions for the employees so that they can get more efficient with the updated skills and techniques of serving the customers. These training sessions will help them to increase their product knowledge and solve the queries of the customers much faster
More advanced technologies
Amazon must make their employees use more advanced technologies so that they can make the products more secured and increase the quality for serving the customers.
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Amazon is one of the fastest growing online retail stores in UK. It has been effectively serving the people of UK since 1998. At present, Amazon in UK is planning to pull up its employees to 27,500 by the end of 2018. Amazon follows the hierarchical structure of organization which is headed by Jeff Bezos. Amazon aims to be world’s most customer-centric company and serve the people with a wide range of products at affordable price. The customers mostly expect good quality of products at affordable and cheap price. The trusted relation with the customers has been the biggest strength for Amazon with “free shipping” as its weakness for profit. As a manager the most important responsibility is to manage the employees and thus he must possess proper coordination and communicating skills.
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