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 The purpose of this report is to discuss several aspects of a business organisation that offers 24/7 customer service. Amazon has been chosen for this study. This study will shed light on a brief overview of this online retailer. Moreover, the internal factors that impact the quality system and controls of this company in offering 24-hour customer service will be discussed. In order to evaluate the internal factors, this study will take the help of several models. For instance, Porter's five forces, SWOT analysis will be conducted to analyse the internal factors. In addition, the external factors that impact the quality system of this company will also be evaluated. PESTLE analysis. The marketing mix will be utilised to evaluate the external factors. In the end, this study will discuss how Amazon deals with the demands of the customers and attains the objectives of its business by building and managing effective customer relationships. 
[bookmark: _Toc143536500]Brief introduction of Amazon 
 Amazon is a multinational technological organisation based in America. This organisation primarily focuses on online advertising, cloud computing, e-commerce, artificial intelligence and digital streaming. Amazon UK is a subsidiary of this company. Amazon mainly follows four principles. They are obsessed with customers rather than focusing on competitors. They are passionate about inventions. Furthermore, they are committed to operational excellence and they believe in long-term thinking. Amazon consistently puts efforts into being the most customer-centric organisation on Earth. The best services offered by this organisation are personalised recommendations, Alexa, click shopping and many more. This single greatest drive for Amazon is to keep the trust of the customers.  This organisation through the e-commerce platform named Amazon.com offers many products such as groceries, food, products for personal care, gamers, toys, kitchen items, watches, jewellery and beauty products to the customers. Customers can purchase any product through this website anytime they prefer. Amazon offers 24 hour services for consumers (Aboutamazon, 2021).  
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 The impact of the internal factors on the quality system of Amazon and its controls in offering 24 hour customer service will be discussed through some below-mentioned theories. 
SWOT analysis 
Strengths: It is an international giant in the technology and e-commerce industries. This company has an immense reputation and robust brand recognition. Customers are familiar with the excellent services offered by this company. As a result, Amazon is able to attract a large number of customers and earn a huge amount of revenue (Davis, 2016). Furthermore, this organisation offers various kinds of products. This organisation targets a wide range of consumers and meets their demands (Amazon.co, 2023). As this organisation offers numerous kinds of products, the company has been able to capture a large share of the e-commerce market. Furthermore, this organisation is equipped with excellent technology such as artificial intelligence and its usage of data analytics. It has invested a huge amount of money in AI and data analytics to optimise its business operations and boost consumer experience (Gupta, Mittal and Mufti, 2021). 
Weakness: Amazon depends on third-party providers to offer a significant segment of its offerings. If these sellers offer low-quality products through the e-commerce platform of Amazon, it can hinder the reputation of this company. Furthermore, there are concerns associated with data security in this company. As this organisation collects the personal and sensitive information of the customers, it is responsible for protecting this information. Otherwise, it can damage the reputation of this organisation. This organisation acquires the financial and personal information of the consumers which makes it vulnerable to cyber attacks (Sherman, 2017). 
Opportunities: Amazon has the opportunity to expand its business into new markets. In this way, it can enhance its revenue and customer base. By expanding its business into the new market, it can diversify its revenue stream and minimise its dependence on certain products or markets. Furthermore, this company can increase the number of its physical stores. Through physical stores, this company can provide customers with innovative and convenient shopping experiences (Schaverien, 2018). 
Threats: There is immense competition in this industry which poses serious threats to the profitability and market share of Amazon (Pereira, 2023). Moreover, regulatory issues are a  prospective theta for this company. It can give rise to challenges and risks for this organisation. It can hamper the reputation of this company and prevent it from running its business operations in specific markets (Reuters, 2022). 
Porter’s 5 forces 
The power of buyers: In the e-commerce business of Amazon, the number of customers is extremely high as it offers a wide range of products. The power of buyers is high in this case as customers may prefer to buy products from the sellers directly. They may not make the purchase through the platform of Amazon. Moreover, customers can easily switch to other e-commerce platforms for buying their desired products if they find the quality and price of the products offered by other platforms are better. 
The power of suppliers: The streaming infrastructure is developed on AWS which is a subsidiary of Amazon. As a result, there is no bargaining power for the suppliers of the streaming service. However, a large number of production houses offer the content. As a result, Amazon may have to compete with other competitors to get streaming rights. On the other hand, much content is produced by Amazon on its own. As a result, there is limited bargaining power. In the case of e-commerce platforms, some large suppliers have significant power over the organisation. However, most of the suppliers have almost no power over Amazon. 
Competitive rivalry: This force is high in the case of Amazon. This company faces huge competition from different companies in different markets. The competition in this market is increasing at a rapid pace. The big competitors of this company are eBay, Walmart and many more. Apart from these giant organisations, startups and small-scale brands are snatching the market share in this industry on account of offering low-cost products (Ali and Safaa, 2022, p.1456.). 
The threat of new entrants: This force is low. Amazon is a global giant in the industry. It enjoys an immense reputation and robust brand image. Furthermore, this company is large-scale. It has made a huge investment in marketing, logistics, customer service and e-commerce solutions. As a result, it is not easy for a new business to pose a threat to Amazon. However, small businesses can snatch a small segment of consumers on account of low switching costs. 
The threat of substitutes: This force is medium to high in the case of Amazon. Customers who like to try products before buying them opt for offline stores. Moreover, customers may like to purchase from brand websites which attract customers by giving app discounts or exclusive sites. In the case of streaming services, the large substitutes of Amazon are movies in theatres or any other form of entertainment. 
Stakeholder Map 
	Keep satisfied
· Employees
· Customers
	Manage closely
· Competitors
· Governmental bodies
· Suppliers

	Monitor
· Leaders 
· Employees
	Keep informed
· Managers
· Government of the UK



Keep satisfied: A survey reveals that Amazon has failed to keep its employees satisfied. This organisation puts excessive pressure on the employees. As a result, their mental and physical health is affected. This organisation has failed to keep its employees safe at three warehouses. The employees of this company are at high risk of musculoskeletal disorders and injuries in the lower back as they are required to lift items and packages frequently (Perrigo, 2023). Amazon tries its best to keep its customers satisfied. In 2020, the score of customer satisfaction of this company was 84 ASCI points. This number indicates that Amazon has been able to add value to the lives of customers efficiently (Statista, 2023). 
Manage closely: Amazon operates in a highly competitive market. There are some big online retailers that can pose a challenge to this company. As a result, this organisation is required to manage the competitors closely so that ṭhey can build effective strategies to snatch the market share from its competitors. As an e-commerce platform, Amazon has to comply with several regulations implemented by the government of the UK to run its business operations efficiently. For instance, Amazon has to adhere to laws associated with data privacy and protection, marketing and advertising and customer protection (Crunch, 2023). As a result, it has to manage governmental bodies closely. Furthermore, Amazon is dependent on suppliers to run its business operations successfully. As a result, this company needs to manage suppliers closely.
Monitor: The performance of the employees plays a crucial role in ensuring the success of Amazon. As a consequence, Amazon needs to monitor the performance of its employees regularly. It has been observed that Amazon strictly monitors the performance of its employees. In order to confirm the timely delivery of the products to the customers, this organisation monitors the activity of workers to ensure the workers are not spending time on other activities instead of delivering the products on time. However, these practices sometimes go beyond the limit and affect the workers significantly (Ashworth, 2022). Furthermore, leaders play a significant role in boosting the performance of an organisation. They guide the team members towards achieving common goals (Ciulla, 2020, pp.153-163). That is why, Amazon monitors the performance of the leaders to ensure its success. 
Keep informed: Amazon needs to keep the managers informed about trends in the industry so that they can build effective strategies to manage the business operations accordingly. Moreover, Amazon needs to keep itself informed about the latest changes in the law and legislation of the UK so that it can avoid any legal implications. 
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Marketing Mix 
Products: Amazon offers a wide range of products. For instance, it offers fashion products, books, baby products, handmade products, kitchen and home products, personal and healthcare products and many more (Amazon.co, 2023). From prime wardrobe and Amazon fashion to handmade gifts and automotive supplies, this organisation provides customers with a vast range of services and products. Furthermore, this company offers delivery options that fulfil the requirements of customers. Customers can make purchases through the e-commerce platform of this organisation 24/7 (Aboutamazon, 2021). 
Price: Amazon UK follows competitive pricing strategies. Competitive pricing is the method of choosing a pricing point for the services and products offered by an organisation on the basis of pricing set by the competitors in the market (Chargebee, 2023). Furthermore, this organisation follows dynamic pricing strategies. In other words, it sets adaptable prices for services or products on the basis of current demands in the market (Saharan et al. 2020, pp.603-625). In addition, this company provides considerable discounts, attracting deals and many offers which persuade the customers to buy the products which in turn boosts the sale of this company. 
Place: Amazon mainly offers products through its e-commerce platforms. Customers place orders online and their desired products are delivered at their desired locations. Apart from online services, this company has many physical stores in the UK. Customers can get various services and products in these stores. For instance, they can get everyday groceries, ready meals and some kind of hot food. Furthermore, Amazon has opened a grocery store whose carbon emissions are claimed to be net zero (Chargedretail.co, 2022). 
Promotion: Its promotional strategy of Amazon is comprehensive. These effective strategies have helped them to attract a large number of customers and ensured the success of this company. Amazon knows the importance of communication in marketing. It utilises various kinds of advertising to connect with the people who may purchase or make use of the products offered by it. Amazon offers huge discounts and sales which is a significant way to develop its brand. It has ads on social media, newspapers, TV, websites, billboards and other places on a regular basis. Promoting through a large number of platforms ensures the success of this company (Simplilearn, 2023).
Ansoff Matrix 

	Market Penetration
It indicates boosting the sales of products that already exist in the existing markets (Clarissia, 2020).
Amazon enhances the sales of existing products by improving qualities of user experiences in the existing markets. It utilises these strategies efficiently. It constantly strives to personalise user experiences by leveraging machine learning and data science. This company utilises AI to evaluate the data of customers and recommend products that a specific segment of customers is likely to purchase (Aboutamazon, 2023). 
	Market Development
It involves the strategies of offering products that already exist in new markets (Clarissia, 2020). Amazon is involved in this aspect in a strategic way. This company commenced its business in the US. As of now, it operates in several other countries including China, the UK, India and Canada. This organisation is continuously expanding its markets (Worldpopulationreview, 2023). 

	Product development
It puts emphasis on offering new products in an existing market (Clarissia, 2020).
It is one of the significant strategies of Amazon. In 1997, Jeff Bezos started this business by only offering physical books online (History, 2023). As of now, Amazon offers any products that can be offered online. It is the greatest online retailer in the world. 
	Diversification
It puts emphasis on offering new products in a new market (Clarissia, 2020). Amazon implements this strategy immensely. Apart from online retail, it is presently functioning in B2B distribution, logistics, hardware, software and advertising. 



Communication Mix 
Communication Mix is the certain methods that are used to market an organisation, its services and its products to targeted consumers. Advertising is the most important factor in the communication mix. Advertising comprises all information that a business organisation spreads through a medium to connect with targeted customers (Kokemuller, 2019). Amazon utilises advertising aggressively. It advertises its products on various platforms such as social media, websites, newspapers, and billboards on a regular basis. As a result, customers become aware of the products offered by Amazon and most likely they end up buying those products. In this way, this company increases its sales and achieves success. An effective and fruitful marketing strategy plays a crucial role in the success of this company (Simplilearn, 2023). Another component of the communication mix is promotions and discounts. Sales promotions indicate providing the buyers with a discounted price. It may include rebates, coupons and per cent-off deals. Discounts have a huge potential to attract customers. The purpose of this communication tool is to boost cash flow, and revenue and attract new consumers (Kokemuller, 2019). Amazon utilises this tool significantly. This company frequently gives discounts on products and persuades consumers to purchase products offered by it. Another important component of the communication mix is marketing directly to the targeted consumers. It comprises several aspects of personal selling and sales promotions. Direct email is one of the formats of this component (Kokemuller, 2019). With the help of a Tailored Audiences tool, sellers send emails to consumers who have bought the products offered by them in the past 12 months. In this way, it creates a meaningful connection with the customers and ensures that customers receive the news of exciting offers and new products. This communication tool enables the sellers of Amazon to develop profitable and lasting relationships with existing consumers (Blondel, 2020). 
PESTLE analysis 
The analysis of PESTLE is a tool and Amazon uses this tool to evaluate the macro factors that have an impact on its businesses (Widayanto, 2022, pp.861-864). Analysing external factors by Amazon, helps to gain market potential according to their online merchandise and also determines the experience of the customers. 
Political: The effects of political factors are the biggest determinant for the success or failure of Amazon online merchants. Government regulation and policies related to digital sales and e-commerce significantly affect the profitability and its operation (Pereira, 2023). However, before 2018, it is not required for online merchants to pay the amount of sales tax in the region where the company has no physical presence. This allows Amazon.com to pass the lower price to individual consumers along with their savings which helps to encourage the platform of e-commerce.    
Economical: Some of the critical factors of the economy affect Amazon such as a pattern of consumer spending, inflationary pressure, fluctuation in exchange rates, and the interest rate. Although, the prevailing situation of macroeconomics is important to drive the company’s profitability. Because the corporation multinational creates consumerism and detects the ability for providing a huge array of goods for consumers at an affordable and respected time. According to Coppola (2023), amazon and its several product and service is critically favoured by consumers satisfaction and the net sales of amazon doubled in 2018. However, the income of amazon service ltd of the UK exceeded 155 million pounds in December 2022.     
Social: The rapid rise in e-commerce popularity and digital shopping is quite well fortunate for the leading digital merchant Amazon. This enhancement creates a base for Amazon for expanding its business operations and build a strong foothold in the emerging market. This strong foothold helps the customers to fulfil their demands and the company can analyze their expectations. Amazon provided almost 5 million delivers of food and it is free of cost and also all the essential goods which are for a vulnerable group of families (Aboutamazon, 2023).      
Technology: This online merchant, constantly embraces the latest development technologies and integrated them into their digital business model. Although adopting new technologies by Amazon, customers feel very joyful because most of the customers want the company will regularly change their pattern to satisfy the needs of the customers (Pereira, 2023). In addition to this, several advanced technologies or adopting AI technology by Amazon help to work with competitiveness and also encourage the performance of its digital operation. Moreover, Amazon company analyze several behavioural aspects of customers and also the purchasing pattern of the buyers for improving the recommended personalised products through machine learning and AI adoption.   
Legal: It is very important for Amazon to create a solid legal framework which can help to carry out its online operations across the world. Although, the trademark of Amazon company is fully protected by the intellectual laws that ensure that the organisation will not infringe on the rights of trademarks of other brands (Shackell, 2023, pp.582-605). However, patent and copyright protection laws are quite essential since these laws protect various technologies of companies. Such as packaging, algorithms and delivery technologies. That is why, amazon make use of IP registries and patent for protecting brands value that are using its service by counterfeiting (Pereira, 2023). While following legal factors, customers feel safe while purchasing products through the online market of Amazon.    
Environment: This online merchant company has come up with various commitments over the past few years to decrease its carbon footprint. Also trying to enhance sustainability through the investment process in various environmental programmes. Although, formulating environmental programmes helps Amazon to obtain more eco-friendly alternatives and technologies (Pereira, 2023). In addition to this, amazon has critically faced criticism from its potential customers for using excessive packaging materials during its operations. For this kind of review, this online merchant has come up with relevant programmes that can encourage the morale of the customers to recycle its materials of packaging. In this regard, amazon also invested in adopting advanced technology that can optimize the packaging material and decrease waste. Committed to obtaining 100% renewable materials in their packaging materials by the end of 2025 (Annadur and Jain 2023).   
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The main vision of Amazon company is to become the top most customers centric merchant in the world. For this, this online merchant company honours and celebrates Consumers' rights day every year. It is very important to recognize the essential ways for Amazon company to fulfil the effective demands of the customers. As Amazon is the largest and leading online business merchant across the world, the company always try to analyze the viewpoint of the customer. Although, the customer support team of Amazon works 24/7 to maintain and fulfil the required demands of its customers. However, the dedication level of Amazon.com is to keep informed about their products and service to the customers even if customers are not shopping from their websites. While informing the customers, amazon constantly focuses to build trust through the shopping experience of its consumers. In the year 1997, amazon's founder wrote in his first letter to shareholders that, the company will constantly focus relentlessly on the customers' viewpoint. 
Build customers' loyalty: Amazon builds effective customers trust through the excellent shopping experience. For providing a trusted experience shopping amazon invested in several resources, tools, and technologies. While concerned with this amazon created an effective process to resolve the problem of property damage and personal injury claims which are hampered by defective products (Aboutamazon, 2023). Consumers can claim up to $ 1 million according to their damage and Amazon is the only digital e-commerce company that provides this kind of protection. To drive the consumers loyalty, amazon usually runs promotions of its products and services. Although, buyers constantly look out for the best and unique deals on the official page Amazon and especially during the time of peak or at the festive season. Running ads for promotion through deals and coupons can enhance the essential intention of consumers and encourage positive reviews on the purchase of products. However, this digital merchant company usually run a promotion in three types such as coupon deals, lighting deals and 7-day deals (Stewart and Small 2023). Another effective strategy regulated by Amazon for building customer loyalty is to create engagement with customers through posts. Sometimes it is necessary to communicate frequently with the customers because this process makes them happy and feel special.      
Building a cleaner world by Amazon for customers: In this year, the applauds of Amazon created a consumer global theme as per international customers' rights day. The theme is “consumers empowerment through the transactions of clean energy”. Although, this online company believes that climate change is the real effective and there is no need to waste time. In addition to this, the climate pledge is founded by Amazon and committed to accomplishing net zero carbon emissions by the end of 2040 (Erb et al. 2022, pp. 2985-3018). However, amazon.com has already acquired 85% of renewable energy in its whole business operations. As a digital brand, customer obsession will always be at the top centric as per the core value of Amazon. While concerned with this, Amazon continuously works on innovations and advanced delivery that can enhance the well-being of its customers.       
To inform customers outside its store: Amazon.com has a high level of commitment to keeping customers informed about its product and service, even if they do not shop on its website. For this reason, this online merchant company has engaged in partnership agreements with various agencies of customer protection across the world. This process helps to educate the customers for protecting themselves from online fraud and make effective decisions for purchase. For this, amazon launched free training programs across the globe on cybersecurity awareness for educating their customers about digital protection (Aboutamazon, 2023). This online merchant company also started interactive street plays to educate individuals, that how they can purchase safely.     
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Amazon faces both challenges and opportunities in changing customer expectations, as well as the increasing use of online interactions 24/7. Strategies to cope with new customer needs and achieve objectives are set out in this section, which includes developing and maintaining effective relationships with customers. Adaptation of trending demands of consumers and achieving business objectives: Amazon needs to be more focused on meeting these demands.
Simulated Intelligence Chatbots: AI-powered chatbots provide instant answers to routine questions. Chatbots can be used to increase efficiency and provide 24x7 support. Although, amazon become the top most intelligent e-shopping platform by adopting AI chatbots in the company’s search engine. In addition to this, amazon.com planned to establish search features for products in the web store. By incorporating the style of a chatbot as well as generative AI. Furthermore, Amazon lex is worked as an AI service with an advanced model of natural language to build, design, test and employs the conversational interface in its applications (Mylet, 2012).  
Customized Suggestions: Amazon make use of analytics to get insights into customer preferences and behaviour. The product recommendations of Amzon.com, as well as the various offers are based on individual shopping patterns. Personalization makes it easier for customers to get engaged and increases the likelihood of buying again. 
Proactive Issue Goal: Amazon Implement proactive resolution of problems by analysing the interaction of customers in real-time and looking at potential concerns and addressing them before they grow out of hand. It points out that a high level of satisfaction with the customer is experienced by organizations which proactively provide service.
Ceaseless Criticism Circle: While seeking customer inputs and acting upon their suggestions, Amazon gives rise to a constant feedback loop (Amazon.co.uk, 2023). This will give the impression that Amazon values its customers' opinions and encourage them to be involved. It stresses the possibility of a significant improvement in customer loyalty through actions based on feedback from customers.
Empowerment & training: To ensure the highest levels of service quality, it is essential that staff training for customer services and continuous system improvements are carried out. Amazon must ensure that customer representatives are equipped with comprehensive training and competence to make decisions. Amazon's authorized customer service agents can immediately address the issue, providing a pleasant experience for customers even during nontraditional hours.
Execution Investigation: The efficiency of the customer relationship management strategy is to be monitored 24/7 using performance analysis. For data-driven improvements, amazon is capable of constantly analysing metrics like response times, customer satisfaction scores and conversion rates.
[bookmark: _Toc143536507]Conclusion 
The report overall concluded the effective approach of Amazon to fulfilling the demand of customers and collecting reasonable feedback from customers. The report evaluates the internal and external factors that can change the perception of customers and what are the essential elements that should be considered to satisfy the demand of customers. Although, the report contains the SWOT analysis, map of stakeholders, Porter's five forces, ansoff matrix as well as PESTLE analysis. Amazon UK becomes able to attract a large number of customers and earn a huge amount of revenue. The company may increase the number of bricks and mortar stores. This company will be able to offer customers innovative and comfortable shopping experiences through its physical stores. However, a holistic approach to customer relationship management is needed for meeting the new demands of customers and achieving business objectives in a constantly evolving digital environment. Strategies such as simulated Intelligence chatbots, customized suggestions, proactive issues, and ceaseless Criticism Circle. 
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