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Executive summary
 The purpose of the report is to provide information about the famous online company Amazon. The company belongs to the American tech multinational that is working in the business of cloud computation, e-commerce, artificial intelligence and digital streaming. Then the information imparted about the marketing mix of an organisation simply describes the marketing strategies of the organisation. The basic strategies of a company lie in four vital topics. The concept of Ansoff Matrix deals with the market expansion grid. This is a framework used to manage the team members and a deep analysis of the workers which helps to prepare, plan and calculate the growth initiatives. Then the information provided about the customer relationship model, the Quality Competitive Index mainly focuses on managing and establishing relationships with its customer of Amazon. The consistency theory is based on the concept of humans love consistency. In simple terms, it deals with providing values, attitudes, and beliefs which help in providing support to each other. Six Sigma refers to the method which deals with providing an organisation with a tool which helps in improving its capability in the business process. This helps in increasing the performance and reducing the variation in the process. The kaizen It is the approach which helps in creating ongoing improvement which is based on the idea that any small positive change can lead to significant improvement.
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Introduction 
The purpose of the study is to provide information about the description of Amazon along with its mission and objectives. Then the study deals with providing information about the main marketing theory which includes marketing mix, Communication mix, Ansoff mix, and Porter's five forces. The next part of the study provides information about the theory related to marketing management and customer relationship management. The Customer relationship management model helps the organisation in combining the strategies, practices and technology which is being used to manage and analyse the interaction of the customer. Then the study deals with analysing the SWOT and PESTEL analysis. Lastly, the study imparts information about the two quality process systems along with their merits and demerits and it is being applied on Amazon. 
[bookmark: _Toc143533837]Task 1
[bookmark: _Toc143533838]Brief introduction of the chosen organisation 
The famous online company Amazon was started in Bellevue, Washington. It started its journey from the garage of a rented house of Bezos. In 1995, it started its journey as an online bookseller and it became the largest bookseller globally. But slowly this company became the online seller of all necessary commodities. The company belongs to the American tech multinational that is working in the business of cloud computation, e-commerce, artificial intelligence and digital streaming (Aboutamazon, 2020b). Electronic devices are also available in the online store of the company. The company did not limit its business area to e-commerce. It is also successful in the streaming media. People all over the globe are enjoying the benefits of this online streaming through subscriptions. The company is considered a publicly traded company and the net value of its business is more than 458.54 billion Euro (Onepatch, 2023).  The popularity of the company among customers is very high as the company is working as a customer-centric company. More than 310 million people are connected with this company (Hurst, 2023).
[bookmark: _Toc143533839]Discuss the marketing mix, Ansoff Matrix, Communication Mix, stakeholder map and Porter’s 5 forces of Amazon.
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Figure 1: Marketing mix model
(Source: Cleverism, 2022)
[bookmark: _Toc143533840]Marketing mix
The marketing mix of an organisation simply describes the marketing strategies of the organisation. The basic strategies of a company lie in four vital topics. Those are a description of the product, its prices, the place where it has spread its business and the promotional strategies followed to develop the business (Išoraitė, 2016). 
Product
This company is selling books, software, music, various electronic gadgets, tv, various beauty products, groceries, baby foods, branded clothes, watches, shoes, jewellery, musical instruments, kitchen items, industrial tools, musical instruments and various tools used in gardening. The company is more focused on the customer's daily needs. The Company is trying to launch new products which are more beneficial for the customers within a short gap and followed the development of a product approach called working backwards. More than 12 million products are sold by Amazon (Aboutamazon, 2020a).
Price
The famous company Amazon is following a dynamic pricing approach and it also can be called a repricing strategy. The company does not remain constant on the prices of the products which they are offering to their customers. The prices of the company are changed as per the demand and supply of products and the needs of products in the market or on the competitor's price. According to the report, the company's net worth in 2022 was around 421.86 billion euros (Bowman, 2023).
Promotion
The company has its website and app where the customers can easily purchase their necessary products and the delivery of the purchased products is received by the customers in their registered address. The company is following advertising, direct marketing, sales promotions and public relations as the strategies of promotional activity (Ferguson, 2023). Various social media like Instagram or Amazon UK have 135K followers, and more than 657 posts and 947 are following the page (Instagram, 2023).
Place 
The company is mainly doing its business online. It is working in the Brick and mortar stores. It is spreading its business on websites, mobile apps, various social media platforms and its official websites. The customer has free access to its websites, app (Ferguson, 2023).
[bookmark: _Toc143533841]Ansoff Matrix
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Figure 2: Ansoff Matrix model
(Source: Methven, 2023)
The concept of Ansoff Matrix deals with the market expansion grid. This is a framework used to manage the team members and a deep analysis of the workers which helps to prepare, plan and calculate the growth initiatives. Through this application, stakeholders can understand the level of risk connected with the different growth factors of the organisation (Loredana, 2016).
Market penetration
The Company Amazon is applying its market penetration positively. Various features which are applicable in the website of the company can help the company to develop its penetration strategies. The company stored the data of customers by applying advanced data science. The company stores the data relating to customers' gender, age, preferences, and address by using AI applications which helps the company to understand the nature of the market. The company launched Amazon Prime to its customers who are getting the subscription as premium members for giving them facilities regarding orders and prices and also showing them loyalty regarding its goods and services. The company also promotes some small brands in various markets (Adamkhankasi, 2020). As per the financial report of 2023 Flipkart, the market share of this company increased to 48% so Amazon also did the market penetration to increase its business (Minhas, 2023).
Product development
Product development of a company can grab more customers if the company modifies its product according to the needs of the customers and the market. Product development can be possible by changing its concept, design, and raw materials and by introducing new products in the market or rebranding any goods (Villamil et al. 2022).
Market development
Market development means finding new markets for the products which already existed in a company. By developing the market a company can reach its customers and expand its business and earn more profits (Khan et al. 2022).
Diversification 
The company successfully plays an aggressive role in diversification strategies. The company is launching various new products to grab the attention of customers. Now the company is working as a single-handed online retail company that has media, software, advertising, logistics, and hardware. The company started its marketing with books and now it has more than 12 million goods for sale (Rahman, 2023) The company has to spread its business in different countries and launch new products as per their culture and needs to expand its market and productivity. 
[bookmark: _Toc143533842]Communication mix
[image: Several colorful square labels

Description automatically generated with medium confidence]
Figure 3: Communication Mix model
(Source: Bhasin, 2021)
Communication mix is a kind of business strategy used to communicate with its customers and effective consumers. A company can use various tools such as advertisement through social media, direct marketing of products, attractive packing of their goods and through exhibitions and events (Todorova, 2015). 
Advertising
As an advertisement strategy, Amazon uses its media and print as a way of advertising its products and services. The company posts its newly launched products and offerable products through its websites, mobile apps and by messaging its customers or on Instagram. Amazon has made tv ads and 30-sec ads on Youtube to promote its products and services. The advertising revenue of Amazon has reached more than 37.7 billion dollars according to the report, 2022. (Bigcommerce, 2023).
Sales and promotion
Amazon has taken various initiatives to promote sales and goods or services. The company introduced seasonal sales portions like Christmas sales, new year sales etc. The company provides money off coupons to its customers at the time of sale regarding offerable products. The company provides loyalty cards to its customers. Amazon offers Prime membership to its customers to give them special benefits. The company offers 8.99 ponds per month to take its prime membership to its customer. (Quiroz, 2018).
Personal selling 
The company has no products in its name. The company is selling the products taken from its various suppliers and selling them on its websites or mobile app. The company is doing its business by using its tools (Chaffey, 2023).
Public relation
Amazon takes the reviews and feedback from its customers after purchasing a product. The company gives the option to the customer to give ratings and a place to write about his or her feeling after getting the product. It helps the other customers before their purchase. The company also gives response to any questions asked by the customers or try to clear doubts regarding any products. The customer care service is also good for Amazon. It provides all the necessary facilities regarding return and refund policies (Chaffey, 2023).
Direct marketing
The company give instructions to its customer on their websites through different types of online marketing channels which are primarily targeted to grab the attraction of customers. Those channels are portal advertising, email marketing campaigns, associate programs and searching the sponsors and other necessary steps. The company has more than 500 billion sales in a year with its new business model to make the position secure in business (Quiroz, 2018).
[bookmark: _Toc143533843]Porter’s 5 forces
[image: A diagram of a company's five forces

Description automatically generated]
Figure 4: Porter’s 5 Forces Model
(Source: Edrawmax, 2023).
Porter’s five forces model consists of five factors and is also performed as a strategic framework. This model guides the company’s profitability by analysing those five points. It helps a company to take initiatives where the performance of the company is very low (Anton, 2015).
Competitive rivalry
From the beginning, the company faced competition in the business market. The competition of online retailers is increasing very fast. Amazon also has to deal with these rival companies to stay in its position in the business market. Small and startup companies are giving the best competition to Amazon with their low-pricing strategies (Greenspan, 2023). Various rival companies such as Flipkart, eBay, Alibaba, and Walmart are giving the best competition to Amazon. The annual net income of the company Walmart is 10.71 billion euros in 2023. Flipkart also has increased its net value to 59.61 billion Euro in 2023 which is a great threat for Amazon (Moneymint, 2023).  
Supplier power
Suppliers have important control over business productivity. Amazon also depends upon the various hardware components and equipment for its cloud service to its suppliers. The company always talks about its supply chain as the business is very big and the company is switching its suppliers frequently. The bargaining power of the suppliers in the company is in moderate force (Edrawmax, 2023).
Buyer power
According to Porter’s 5 forces model the bargaining power of the buyer for Amazon is medium to high. The company’s success depends upon the quality of the product and how it satisfies the customer’s needs. Customers can easily get information about the products from the mobile app or its websites and they can easily search it on other e-commerce platforms which becomes a great threat for Amazon (Hivelr, 2023). 
Threat of Substitution
Amazon is facing the threat of new substitutions of its products from various small brands. Those brands are providing the commodity at a lower price but the brand name Amazon gives the customers more loyalty as they are protecting their image for so many years as leaders of e-commerce. The organisation focuses on its infrastructure, service quality, warehouse network and distribution which becomes very hard to compete (Edrawmax, 2023).
The Threat of New Entry
The company has held a strong brand image in the e-commerce service for so many years. Amazon invested a huge amount in its logistics, customer service and eCommerce solutions so the new small industries can grab the attention of customers from small areas for its low pricing but the Amazon has no threats for any new entity in the business market (Greenspan, 2023). 
[bookmark: _Toc143533844]Stakeholders map  
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Figure 5: Shareholders Matrix.
(Sources; Self-Developed, 2023)
Customer: Customers are the external stakeholder of Amazon. Through research, it has been found that approximately 90% of the shoppers in the UK used Amazon. It is also found that 40% of the customer of the organisation avails of its prime subscription services. As per Mintel, it is found that approximately 15 million of its customers have subscribed for its prime members which cost £7.99 a month and provides the facility of one-day delivery. Through this information, it can be concluded that customers have High power with Low interest and should be satisfied with their needs (Butler, 2019).
Officers and directors: The role of the director and officers of Amazon is to apply their business judgement best, act in good faith and ensure the interest of other stakeholders in the best manner (Walker, 2022). The position of executive chair is held by Jeffrey P. Bezos made an effort in making the company offer low price items with fast delivery across 190 countries. The position of president was held by Andy Jassy who led Amazon Web Services till July 2021. Douglas J. Herrington holds the position of CEO from July 2022. The directors and officers of Amazon have a high interest in high power and should be managed closely (Aboutamazon, 2023).
Shareholders: The shareholder of Amazon helps in providing finance by purchasing the share of the company and becomes its part. The individual stakeholder of the company includes a 9.73% share of the company, followed by the Mutual fund holder with a 32.66 share of the company and a 27.94% share held by other institutions. Some of the shareholders of Amazon include T.Rowe Associate with 27.2 million shares of the company. GQG Partners LLC with 15.5 million shares of the company and then Morgan Stanley & co LLC with 12.2 million shares. The shareholders of Amazon have high power with high interest and should be managed closely (CNN, 2023).
Employees and workers: The employee and the worker of Amazon serve the main purpose of contributing towards the success of the company. Employees completed the task of the company as per the guidance of the management (Kantor et al. 2021). As per the data of Dec 2022, the company has a strength of 61,000 employees in the UK dealing in the activity of warehousing and logistics. In this matrix, the employees and the worker have Low power with high interest and should be well informed with the required information  (Coppola, 2023).
Competitors: The main competitor of Amazon in the UK is Ebay with a global ranking of 551 and the country rank with 14. Followed by Argos with a 970 global ranking and 43 in the country ranking. The Johnlewis with a global rambling of 1,679 and a country ranking of 73. They are in need to look after the proceedings of Amazon as their strategy adopted affects the normal course of proceedings. They have low power and low interest and should be monitored closely (Similarweb, 2023).
[bookmark: _Toc143533845]Marketing and customer relationship management theories for the Amazon  
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Figure 6: Quality Competitive Index
(Sources: Slideplayer, 2023).
As per the customer relationship model, the Quality Competitive Index mainly focuses on managing and establishing relationships with its customer of Amazon. To do it effectively it deals with components which are listed below (Krstić, 2023).
Analysis and planning: This component deals in filling the relevant data which are easily available and the behavioural gaps and figuring out the values that Amazon brings towards the customer (Freedman, 2023).
Proposition: This component deals with using the needs of the customer Amazon to determine the way to serve. After that this proposed approach to the customer (Freedman, 2023).
Information and technology: This component deals with looking at the technology used by Amazon which enables them to determine the way of adding the information of the customer to the CRM and analyse the relevant data (Freedman, 2023).
People and organisation: This deals with designating the employee of Amazon with the responsibility of managing its customer feedback which deals with online reviews (Freedman, 2023).
Process management: This component deals with ensuring the sales and the customer service team of Amazon provide effort in supporting customer needs. This helps in figuring out the issue and the way of resolving it (Freedman, 2023).
Customer management activity: This component deals with three different elements which include acquisition, penetration, and retention which helps Amazon in providing its service most efficiently (Freedman, 2023).
Effect measurement: It deals with analysing the performance of the Amazon team in respect of the volume of sales. The main focus of the team is to enhance the sales of the organisation (Freedman, 2023).
Customer experiences: This is the continuation of the previous process but it provides focus on the satisfaction of the Amazon customer rather than the sales volume (Freedman, 2023).
The main criticism of the customer relation model is that it lacks in determining which customer adds value to Amazon and it also lacks in obtaining new data through the interaction of the customer. It lacks customer intimacy and fails to collect new data which could prove to be effective in dealing with the customer satisfaction level (Freedman, 2023).
[bookmark: _Toc143533847]Consistency Theory
This theory is based on the concept of humans love consistency. In simple terms, it deals with providing values, attitudes, and beliefs which help in providing support to each other. This theory makes understanding the psychological process of the consumer of Amazon that they buy the product to obtain pleasure which helps them in avoiding the pain and the outcome to be achieved (Autoklose, 2021). This theory deals in making compatibility with Amazon related to the transpiring processes related to the mental condition of the consumer. This theory also provides concepts that emerge through the discussion of morality. It is efficient in exploration of the moral dilemmas. It helps in establishing the basic needs of the customer rather than the approach to satisfy the goals (Arvanitis, and Kalliris, 2020).
The criticism of the Consistency Theory leads to the distortion of the financial statement of the organisation. This statement is needed by Amazon in using the accounting policy about the different types of transactions. This does not help the organisation in recording the revenue and the expenses and fails to disclose the relevant information which is required to be kept confidential to its competitors and other concerned parties (Tomasetti, 2023).
[bookmark: _Toc143533848]SWOT Analysis
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Figure 7: SWOT Analysis
(Sources: Jodie, 2017).
Strength: The main strength of Amazon is its strong recognition of the brand and reputation in the eye of the customer. Another strength of the company is that it deals in a diverse range of products. It offers its customers different products like clothing, household goods, electronic items, and books. Amazon holds the rank 2 in the list of Fortune's World’s most admired companies (Aboutamazon, 2022).
Weakness: The main weakness of Amazon is that the business model followed by the organisation can be easily copied. Services like fast shipping, offering a different range of products, and enhancing customer experience can be easily replicated by other companies. Through the study, it has been found that there are nearly 30 top sites which are just replicas of Amazon which includes eBay, Aliexpress, and Shop4world (TechBoomers, 2022).
Opportunity: The opportunity that stood in front of Amazon is to expand its business in physical stores and planning to enter into crypto. The expansion of the business in the physical stores helps Amazon in reaching out to new customers who are not familiar with the online platform of shopping and create tangible experiences related to shopping with them. It also helps companies compete better with traditional retailers in the market (Schaverien, 2018).
Threat: The main threat that Amazon faced is the regulatory issue and the stiff competition from its competitors. In the UK Amazon faced legal action due to the unlawful favouring of its product offers (Pankratz, 2020).  The main threat of competitor to Amazon is eBay as they together hold 407 million visits every month and alone eBay make 298 million visits (Pool, 2023).
[bookmark: _Toc143533849]PESTLE Analysis
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Figure 8: PESTLE Analysis
(Sources: Enterslice, 2020)
Political: The rules and policies of the government of the UK determine the growth rate of the Amazon in the country. As the UK political conditions are stable it provides a good opportunity for the company to expand its business. The latest value in the stability of the UK is 0.54 points which indicates the absence of any corruption and violence (the global economy, 2023).
Economical: As per the latest data the current inflation rate of the UK was 6.4% in June 2023. The CPIH all goods index rose by 8.5% as compared to the previous year. It is also noted about the movement in the CPI inflation rate which is 8.7%. So the economic condition of the UK is not stable and it lacks the opportunity to Amazon in its operation (Gooding, 2023).
Social: The social factor that Amazon needs to look at in the UK includes changes in the culture of the people, education level, and demographic structure of the people. As the change has been noted in consumer behaviour and can create social movements which inspire people towards making positive social and environmental changes. So society provides a favourable environment which helps Amazon to expand its business (SocialChange, 2023).
Technological: The UK is a technologically advanced nation which can pave the path to the success of the Amazon. The UK AI technology comes at the 3rd position in the AI publication rate. Uk has 19 universities which deal in the academic centre of excellence about cyber security.  This technological advancement helps Amazon in expanding its operation and meeting the needs of its customers in the most effective way (Gov, 2023).
Legal: Amazon needs to comply with several laws implemented by the government of the UK which includes health & safety law, consumer law, and industry regulation. Compiling this law makes the company complex and not able to do it feely. So the UK legal sector does not prove to be beneficial for Amazon (RPC, 2023).
Environmental: Amazon needs to deal with the challenges like pollution and the problem of climatic changes. So the company has an opportunity to consider the good factors related to the environment through eco-friendly products. The problem is related to the plastic product which can be reduced by the company through effective steps. So this factor proved to be favourable to the company (Salas, 2023).
[bookmark: _Toc143533850]Task 2
[bookmark: _Toc143533851]Identification of Quality Process systems in meeting customer requirements and helping in maintaining customer relations. 
[bookmark: _Toc143533852]Six Sigma
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Figure 9: Six Sigma
(Sources: McMenamin, 2018).
Six Sigma refers to the method which deals with providing an organisation with a tool which helps in improving its capability in the business process (Pyzdek and Keller, 2018). This helps in increasing the performance and reducing the variation in the process. It also helps in the improvement of the profit, increasing the morale value of the employees and enhancing the quality of the product and service rendered. Through the implication of six sigma, the business can reduce its variation in the process and able to control its process by eliminating waste (ASQ, 2023).
Advantages of six sigma
Helps in decreasing waste: The advantage of six sigma is to focus on the reduction of waste generation in the quality process system (Karpinski, 2023).
Helps in increasing efficiency: Due to the reduction of waste the company can enhance its efficiency in the process of the manufacturing of the product (Karpinski, 2023).
Disadvantages of six sigma
Need to deal with the bulky data: Six Sigma deals in a step-by-step operating process which generates a large amount of data which needs to be considered for an effective result. 
The company needs to find a six sigma institute to train its employees: The company needs to provide training to its employees to effectively implement the six sigma strategy in its organisation. This may lead to spending money (Muhoro, 2019).
Application of six sigma on Amazon
The application of six sigma on Amazon leads to the streamlining of its operation in day-to-day activity. With this implication, the company can deploy more of its manpower in its customer service centre which helps in keeping its service to the customer at a high level. Further, this six sigma will also help in the transportation method of the product and the package-related activity to be done without any wastage of the material (Sixsigmadaily, 2021).
[bookmark: _Toc143533853]Kaizen
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Figure 10: Kaizen
(Sources: Daniel, 2021)
It is the approach which helps in creating ongoing improvement which is based on the idea that any small positive change can lead to significant improvement. It is effective in the manufacturing sector which helps in lowering defects, eliminating wastage reduction, helps in boosting productivity, and can promote innovation. This theory leads to continuous improvement in association with methodology and the principle (Daniel, 2021).
Advantages of Kaizen
Helps in employee empowerment: This helps the employee by providing them with the best and improved way of doing their job. This helps the leader of the organisation in creating an environment in which employees feel empowered and make improvements in their job. 
Enhancing the management of the organisation: The best reason why the company implements this theory as it enables the efficiency of the management in action and decision-making. This enables management to take long-term commitments towards continuous improvement (SafetyCulture, 2023).
Disadvantages of Kaizen
Making changes is difficult: The drawback of this theory is that people are always reluctant to change. The employee of the organisation is not ready to welcome the changes in their processing system. And sometimes management feels its implication is expensive. 
Requirement of training is necessary: The implication of the kaizen in the existing process system required training for the employee to get familiar with the new system. It also involves time in dealing with the new system which reduces productivity (Drmahey, 2022).
Application of Kaizen on Amazon
The goal of Amazon is to be better and get better results by improving the operation process. Through the application of Kaizen, the organisation can focus on making its efficiency at maximum level to match the needs of its customer. With the implication of this, the company can process a maximum of 35 orders every second. Every distribution centre of the company must be assigned to continuous improvement to match the workflow. It also helps the company in managing its process and can give stiff competition to its competitors. In the year 2014, a total of 2,300 associates took part in the kaizen activity of continuous improvement (Aboutamazon, 2018).
Application of Six Sigma with AI 
The implication of Six Sigma with AI helps in redefining the business to make improvements in its operation process in different ways. Six sigma with the help of AI enables to make major operational improvements in the processing system of the business along with reduction of wastage and increasing efficiency. It allows robots in the operation sector to absorb the knowledge and act as per the direction of the data. The combination of the two can serve as a potent tool which can assist the business in adopting important changes related to the operation. The improved processes are listed below (Lean Six Sigma Institute, 2023).
Helps in process mapping: Al can be used in analysing the data and helps in the identification of the process which is error-prone. 
Helps in root cause analysis: AI can also help in analysing a large amount of data and identify the pattern which can be contributed to the related process issues.
Helps in controlling charts: With the use of AI and Six Sigma it can be used controlling chart data and identification of the factor related to the process to test (Lean Six Sigma Institute, 2023).
[bookmark: _Toc143533854]Conclusion 
[bookmark: _ug2a9tswm77]After completing this study the information imparted about the introduction of the Amazon. The company belongs to the American tech multinational that is working in the business of cloud computation, e-commerce, artificial intelligence and digital streaming. Further, the information provided about the internal and external factors which create an impact on the smooth proceeding of the business. Then the information about the theory related to management has been provided. Six Sigma refers to the method which deals with providing an organisation with a tool which helps in improving its capability in the business process. This helps in increasing the performance and reducing the variation in the process. The kaizen It is the approach which helps in creating ongoing improvement which is based on the idea that any small positive change can lead to significant improvement.
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