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[bookmark: _Toc49893079]Introduction

This report is about the role of marketing in creating value for customers and stakeholders engagement and their impact on the marketing activities of Amazon.

[bookmark: _Toc49893080]What is the societal marketing concept ?

Societal marketing concept is the idea that a company’s marketing decisions should consider consumers’ wants, the company’s requirements, consumers’ long-run interests and society’s long-run interests (Kotler, 2017, p.37).

[image: ]
(Kotler, 2017)

In the figure above Kotler sustains that companies should set their marketing strategies based on considerations such as society interests, consumer wants and company profits.
[bookmark: _Toc49893081]How Amazon creates value for customers?

Amazon aims to be the most customer-centric company on Earth, and its business strategy is guided by principles like customer obsession rather than competitor focus. 
The giant e-commerce knows that customer wants quality, value and speed delivery. Thus, Amazon has one of the world's best customer services based on client satisfaction( Alton, 2016).
An essential step in creating a long-lasting relationship with the customer is to earn his trust. The company's advantages of marketing are based on positive customer trust earned over time, the content of the products sold on the online platform by offering information about the product, ratings and reviews, and the strong online security of their personal information.
According to its blog, Amazon had a positive economic impact in the U.S. over the past 25 years.  In the last ten years, the company invested more than $ 270 billion in innovation, such as cloud infrastructure and customer fulfillment, wind and solar farms, corporate offices, etc. These investments generated more than two million jobs in the U.S. They produced a domino effect by generating more than 680,000 indirect jobs that help develop communities across the country. The U.S. government has written a tax code that incentivizes companies to create more jobs, invest capital, develop new technologies as these are critical drivers of a prosperous economy. Amazon paid in 2019 in the United States more than $1 billion in federal income tax, $2.4 billion in other federal taxes and $1.6 billion in local taxes (Amazon Blog, 2020).

[bookmark: _Toc49893082]What is a brand? 

According to Kotler, a brand is: "A name, term, sign, symbol, or design, or a combination of these, that identifies the products or services of one seller or group of sellers and differentiates them from those of competitors."( Kotler, 2017)

[bookmark: _Toc49893083]Advantages of branding related to Amazon

Amazon provides customers peace of mind experience purchasing. The company has positive customer trust by being one of the most trusted online retail. Amazon has earned consumer's trust by delivering the products they want, on time, intact, in the same branded brown boxes regularly. 
The customer feels safe when ordering on Amazon's website. He chooses the product he wants, checks the reviews, receives accurate product suggestions, and, if it is unsatisfied with his purchase, can, in every moment, cancel his order.
 Customers want convenience, familiarity, trust, and a deep relationship with the brands they support, and this is what Amazon is doing through its customer service regularly to reinforce that relationship (Smith, 2017).

Amazon's online marketplace saves decision-making time. Today the online e-commerce saves customers money and precious time. Searching on Amazon's marketplace by typing keywords reduces the clutter, making it easier to find what customer is looking for.

Amazon's brand provides safety. Customers want to feel safe about their personal information when they are purchasing online. The company is committed to implement payment security measures to combat fraud and secure private data. 

Amazon is a strong brand that gives the consumer a reason to share. Today we live in an increasingly social world, and we have more opportunities to share our experiences. A positive experience on the Amazon marketplace is often related to a good review and rate of the product purchased.  

[bookmark: _Toc49893084]Ansoff Matrix

Amazon Ansoff Matrix is a marketing planning model that helps the organisation to identify growth approaches in four keys areas, such as market penetration, product development, market development and diversification.
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Ansoff Matrix (online source)

1. Market penetration. 
Market penetration is the lowest risk strategy that companies use to sell existing products into existing markets by knowing its consumer marketplace. 
This strategy is effective where markets are still growing, or where organisations are ready to use the marketing mix elements such as sales promotion activity to penetrate the market at the charge of competitors. Amazon uses this strategy in an aggressive manner. An example is Amazon Prime introduced for its premium customers as an additional benefit to reward their loyalty.
The company also uses an efficient customer focus based on user experience personalization by using a methodical application of data science and machine learning with positive implications on the volume of sales of existing products to existing markets(Dudovskiy,2020).
2. Market development. 
This strategy is associated with discovering new markets to launch existing products. The company continues to expand its business into different new countries across the world.  
In India, many potential customers do not speak English fluently. Thus Amazon launched its website in Hindi to facilitate the entrance of new customers. The website also inserts specific local products to develop an easy acceptance of the new customers for the company's products (Sekhose, 2018).
3. Product development. 
This strategy refers to developing new products to sell into existing markets. Product development is one of the key strategies in the company's history. Amazon started with selling books online, and today is selling anything that can be sold online, such as shoes, jewellery, books, electronic devices, clothing, food and drinks, and others. The giant e-commerce sells on his platform more than 500 million products and also allows third-party sellers to sell their products on its platform.
 4. Diversification.
This strategy is considered the riskiest one and refers to launch new products to sell into new markets.
Amazon approaches to diversification in different ways, such as acquiring new businesses already operating in the market. For example, the acquisition of the Whole Foods grocery store chain was to learn about the grocery business and convert that part of customers to online purchasing.

[bookmark: _Toc49893085]Stakeholder engagement and their impact on the marketing activities of an organisation

What is a Stakeholder?
"The stakeholders can be any person or entity, who influence and can be influenced by the company's activities." (Shurbi, 2015)
The stakeholders are internal and external.
"Internal Stakeholders are those parties, individual or group that participates in the management of the company. They can influence and can be influenced by the entity's success or failure because they have vested interest in the organisation. Primary Stakeholders is the second name of the Internal stakeholders." (Shurbi, 2015)
"External Stakeholders are those interested parties, who are not a part of the management, but they are indirectly affected by the company's work. They are the outside parties that form part of the business environment. They are also known as Secondary Stakeholders." (Shurbi,2015)

Amazon sustains a corporate social responsibility (CSR) strategy to respond to stakeholders' interests. The company needs to enhance 
The stakeholder's interests and expectations in the e-commerce industry are continuously changing, and the company must continue improving its efforts to satisfy that.
Amazon's CSR Initiatives are structured to satisfy stakeholder groups interests such as customers, employees and communities.

The customer
The customer is an external stakeholder and the most important for the company. This stakeholder is determinant for the e-commerce business success. 
The giant e-commerce places itself through the most customer-centric companies in the world. Amazon's vision statement "to be Earth's most customer-centric company, where customers can find and discover anything they might want to buy online" highlights how the customers are the core of the business and its development.
Amazon satisfies all customer interests such as excellent and convenient customer service, reasonable prices and secure online transactions through continual improvement and innovation of its services and technology.

To communicate with his customers, Amazon uses elements of the marketing mix such as :
· print advertising through magazines, journals and newspapers;
· media advertising through sponsorship advertising on social like Instagram and Facebook;
· sales promotion techniques like seasonal sales promotion and loyalty Card;
· direct marketing via e-mail marketing and direct mail.

The Employee
The employee is an internal stakeholder valued by the company as a significant part of its organisation because he supports the competitive advantage based on Amazon's culture.
Employees are interested in career development, remuneration and benefits. 
Amazon satisfies its employees through an appropriate compensation policy based on role, experience and location.
The company's continuing growth creates career advancement opportunities for employees, mainly in leadership and management positions. Apprenticeship and Career Choice programs have been created to give employees the possibility to build a career.
Amazon has created a series of benefits for the employees such as life insurance, private medical insurance, private pension plan and paid-breaks.
Due to the risk of Covid-19,  Amazon recommended to employees who can work from home to do so for a period of time.

Even so, Amazon's culture was criticized in 2015 with an article titled "Inside Amazon: Wrestling Big Ideas in a Bruising Workplace" posted on The New York Times newspaper. The article is about how the employees sacrifice their personal lives to advance in career.

Also is well known that “Amazon’s system of employee monitoring is the most oppressive and combined state-of-the-art surveillance technology with the system of “functional foreman,” introduced by Taylor in the workshops of the Pennsylvania machine-tool industry in the 1890s” (Head, 2014).


The community
The community is an external stakeholder. This group of stakeholders influences customer perception goods and services of a company.
Communities interests are based on development through educational, healthcare, and environmental conservation support.
The company has significant CSR programs and initiatives to support communities such as Amazon Relief Fund, Amazon Smile, Amazon's Device Donation Program and others.
Amazon Relief Fund was created to help people who are facing financial hardship after a natural disaster or other stakeholders to handle Covid-19 negative effects on business evolution.
Amazon Smile is a program that donates 0.5% of the price of your eligible purchases to a charity organisation that customers choose (Smile.Amazon, 2020).

[bookmark: _Toc49893086]Conclusion and Recommendation

Amazon creates value for its customers through excellent customer service, offering a wide range of products, affordable prices and secure online transactions.
Amazon integrates stakeholders interests in its CSR strategy. The company considers that its stakeholders interests have an essential influence on its business. The vision and mission statement of the company supports the CSR strategy. 
Amazon prioritizes customers as the most important stakeholder group due to the nature of its business and the inclusion of other stakeholders such as employees and communities, reinforce the CSR strategy. 
Amazon is recommended to increase its focus on employee work-life balance and employee job satisfaction.
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