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[bookmark: _Toc70595287]Introduction
All businesses in the world are created for a specific purpose and are intended to produce certain products or services to be provided to consumers. A good business could not exist without strategic marketing and stakeholders because these are the pillars that support the business activity. This essay represents an analysis of marketing in a business, namely its role in creating values, offers for consumers. The essay also addresses topics such as the importance of stakeholders for a business, how they communicate with each other and what impact they can have on marketing in a company.
[bookmark: _Toc70595288]Customer Value and Satisfaction
For all organizations in the world, consumer satisfaction and value are considered, to be two of the most important elements that ensure the success and profit of the company. Customer satisfaction is an established process when customer expectations are met following the use of a product or service offered by a company. Customer satisfaction and maintaining it for a long time is therefore considered the crucial result of the entire marketing activity (Richard L, 1999). Customer satisfaction is not always constant. It can change at any time depending on the quality of services offered by a company. Organizations that are focused on keeping the customer satisfied, apply different strategies to understand what their expectations are. Thus, marketers work on the quality of the product and services. Also, those who sell the products must produce a good image of them, so that consumers understand the benefits of these services. Customer satisfaction is considered an attitude that can be influenced by various factors such as: price, personal factors, product quality, situational factors, consumer emotion, service, product features, etc. (Khadka & Maharjan, 2017). The value of the client represents the set of all the benefits received using a product or a service of the company, this being a main element that maintained the success of the business. Once employees work to create customer value, they manage to attract as many people as possible to keep them for a long time. Offering qualified goods and services from the company, have an important role in creating customer value. Thus, consumers survive longer as customers and become loyal (Jobber & Elis-Chadwick, 2012). The value of the customer can be evaluated according to the perceived product. The product must have a good quality, durability, as well as an advantageous price, because they determine the value of the customer. When consumers are looking for certain products or services, they choose them first, of all, without knowing their price. Therefore, if the price meets its expectations, the value will certainly increase. So, the relationship with customers, product quality, price, and effort to meet customer needs are important factors in creating value.
[bookmark: _Toc70595289]Advantage of Marketing to Consumers
Marketing is a set of activities that contains the communication processes, creation and delivery, submission of various offers, all of which have an important role in creating values ​​for customers and partners of an organization (American Marketing Association, 2017).
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Fig.1 The role of Marketing (Hooley, et al., 2020)
In the context of marketing, the term value refers to the benefits that the customer has when using a service or product in an organization. The marketing process includes 3 basic activities focused on customer value: creating, communicating, and delivering values.
[bookmark: _Toc70595290]Creating value
All the products or services of a company, before being delivered to consumers, go through the strategies of marketers. Once the company creates a product, all marketing departments have the task of forming an offer of this product in order, to offer it to consumers. Thus, they are responsible for ensuring that the company's services create value for the consumer in dependence on quality and all other factors that form an image of the product (IFAC, 2020). For example, YouTube is considered a platform that people access to watch videos. While viewing, various types of advertisements instantly appear that resemble the content of the user's page. Thus, YouTube creates value for both consumers and advertisers (Nottingham, 2013). 
[bookmark: _Toc70595291]Delivering value
Marketing is not just about creating product offerings. He is also responsible for providing value to the consumer so that it meets his needs. For example, regardless of the situation, Amazon delivers products ordered online in any area, in a short time and with caution. To meet customer expectations, there are several steps in providing value, how it is transported, both the external and internal appearance of the product, its delivery to the consumer and providing all the information about it, so that the customer knows how to make the most of the service required. All this together forms a supply chain which ensures the efficient delivery of values (PRESSBOOKS, 2020). 
[bookmark: _Toc70595292]Communicating value
Communication is one of the most important factors in the marketing process. This has a special impact in creating values ​​so as, to satisfy consumers' expectations. Long ago, marketers understood that through communication they can improve the company's image so that consumers can express their opinion about their products and services. Following these, marketers implement various strategies that improve the values ​​distributed to consumers. In order, to communicate values, it is not necessary to physically communicate between the company and consumers. Most organizations communicate with their customers through the media, social media television using various public methods to communicate to the population about their prices (Kotler & Armstrong, 2017).
[bookmark: _Toc70595293]Definition of Stakeholder
Stakeholders are one of the most important aspects of an organization. In general, it is considered that all managers' decisions, strategies applied in an organization are made depending on the expectations of stakeholders. Respectively, all marketers tend to be always informed with the visions and expectations of stakeholders, because they are varied depending on several factors. The stakeholders of an organization represent people or a group of people who show interest in the company and who can affect the business from several points of view (Johnson, et al., 2008).
[bookmark: _Toc70595294]Internal and External Stakeholders
In the business world there are two categories of stakeholders: internal and external. Internal stakeholders represent an interest for a company directly, such as investment, employment. Internal stakeholders are the people who participate in the administration of the company and in the process of providing services to the company. Internal stakeholders have a great impact on the organization because they know the problems or secrets of the business. The internal stakeholders can be: Employees are people who work and have a direct relationship with the company, always being interested in the income they earn and other benefits they can receive depending on the type of company. For example, in the air transport industry such as British Airways, Wizz Air, etc. employees have a special interest in their safety at work. Owners are one of the most important stakeholders of an organization because the success of the business depends on their decisions. They are always interested in making the business successful because that way they get a good profit (WIKIBOOKS, 2020).
External stakeholders are people who do not have a direct working relationship with the company but are interesting and affected by the company's successes and the strategies they want to implement in the future (Kotler & Armstrong, 2017). The groups of people that are considered as external stakeholders can be: Customers are considered stakeholders of a company because they rely on product quality, they always want the product to be of high quality but at a low price. For example, passengers traveling by plane are aware that their life is in the hands of the company when flying with the airline. Suppliers are those who sell goods and services for a business and rely on revenue and security. They are interested in the business to develop well and to have good revenues because if it were not so, the suppliers would lose their money and work. The government is also one of the most important stakeholders of an organization because it receives taxes from the profit of the business as well as from the salaries of employees or from the expenses of the company. Investors refer to shareholders, and debit holders. Shareholders always expect a result of their investments in the business, so they expect a rate of return. In 2020, when the pandemic began, the US government funded AstraZeneca with a million dollars so that they could create a coronavirus vaccine as soon as possible (CFI , 2020). The community is the largest group of stakeholders in a company. With the development of a business in a certain area, the community is interested in jobs, in the economic development of areas. The community can also be affected by various factors such as safety or health. For example, in areas where gyms operate, the community has jobs as well as activities useful for its health, and areas where power plants operate, the air becomes polluting and affects the health of the community. When Nissan, announced that intend to close car-making facilities in the UK, people loss of around 3000 jobs and it was a negative impact on the local economy and national as well (Hooley, et al., 2020). Every company must take, into account all stakeholders and their expectations and be prepared to meet any expectations. Once the organization manages to identify the types of stakeholders and meet their requirements, it assures the company that it will not miss its stakeholders.
[bookmark: _Toc70595295]     Stakeholder Relationship
[bookmark: _Toc70595296]Communication between the company and stakeholders
Stakeholder relationship is a process of keeping in touch with groups of people who are based on something and have a common interest in a particular organization. Stakeholder relations are the practice of establishing mutually beneficial links with third groups and individuals who have a "stake" in the common interest. These connections are important for a business because together they can analyze different issues, products, or services (Freeman & McVea, 2001). 
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Fig. 2 The stepts to an effective stakeholder relationship 
All members of a business need to understand that communication between them and their stakeholders is what they need. This helps them to exchange opinions or experience during the process of offering a service or buying a product. They need to know each other so that once a problem arises, it is resolved, and if the relationship between them is not well developed, can arise various conflicts or may be made incorrect decisions. Effective communication must be between members of the organization such as between employees or between employees and owners. The members of the organization also need to communicate with external stakeholders. Some of the most common methods by which the company communicates with stakeholders are annual reports, various publications, meetings with stakeholders, frequent meetings with staff to analyze their activities and training, press statements, social media, conducting case studies, etc.(OpenLearn, 2020).  Some of these methods are effective and give stakeholders more value and trust while others are less effective. But each method is made depending on the type of stakeholder and his expectations because, as I mentioned above, they are different. As long, as there is a relationship between the organization and the stakeholders, it can be considered bidirectional, because both parties are interested in continuing their activity. Through this, both parties expect different attitudes, strategic decisions, or behaviors towards each other. The combination of all these factors, as well as the motivation of the employees to bring the company's performance, the trust and sincerity of the stakeholders, ensures a successful relationship between both parties. If the company does not tend to maintain good relationships with stakeholders, it can affect the success of the business (Bourne, 2010). An example may be one of the most important beauty companies in the world, The Body Shop. This is one of the businesses whose success has suffered greatly due to the lack of good relations with both internal and external stakeholders. At the beginning of its activity, the company was a huge success and was supported by various community methods, but a few years later, consumers exhibited several articles with negative impressions which surprised many public opinions that had a severe impact on stock prices, employees were dissatisfied, and the success of the business was reduced (Svendsen, 2010). So, all types of stakeholders in an organization expect their needs to be met by providing services. In favor of maintaining a good relationship between both parties, there is a cycle of stakeholders that involves several stages in the communication process. 
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Fig.3 Stakeholder management cycle (Bourne, 2010)
Going through these stages, the company provides several facilities that come from stakeholders.
[bookmark: _Toc70595297]Impact of stakeholders on marketing activity
It is well known that both internal and external stakeholders have a great impact on the performance developers of a business. But the internal parts have a special role because they are the basis of starting a business. Employees have an important role in the company's financial performance, profitability, and sustainability in the labor market. Companies have always been in a competitive race, but the literature states that the success and performance of the business can continue even if it will continuously maintain or improve relationships with both internal and external stakeholders, as both play an important role in the company's activity (Freeman & McVea, 2001). Owners also have a big role to play because they have the opportunity, to make the most strategic decisions regarding the company's activity. They also deal with financing, which allows the business to start achieving its objectives. Being an external stakeholder, customers are the ones who can give the company the right feedback on the products or services received. At the same time, they can propose strategies to improve the services because once they have used them, they can express their point of view. A special influence is given to customers because they can promote the company's image to a larger community. But the positive or negative image depends on the quality of the services provided. Special attention must be paid to the community because this is also a factor that can affect the business activity both positively and negatively. If the business only benefits the company or a certain area, people can support the business by buying products and requesting its services. But if the business affects a large number, of locals, they can fool or take other actions that can stop the business. The government also has an impact on the activities of a business because at any time it can adopt new laws, impose other levels of taxation, or change spending levels through large financing or granting (BBC, 2021). 
[bookmark: _Toc70595298]Conclusion
Analyzing the literature and all additional information, can be conclude that all companies are constantly competing in the labor market, and its place in this battle depends on the strategies implemented by marketers, the attention paid to consumers, the quality of services provided and the company's relationship with the stakeholders. All these aspects depend on each other and together they form an image of the organization that later, depending on the quality, can bring success or failure. It can also be said that the marketing process is very important and due to its strategies, the level of performance can increase or decrease. Equally, the success of the business depends on the views of stakeholders on the values ​​offered. Being a process of continuous development, the business needs periodic changes and maintaining strong relationships with stakeholders in order, to meet consumer expectations.
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6 STEPS TO AN EFFECTIVE STAKEHOLDER RELATIONSHIP

IDENTIFY STAKEHOLDERS

‘What role does each stakeholder play?
Who has an impact on project outcomes?
‘Who needs to stay in the loop?

SET DESIRED OUTCOMES

What are the needs of all parties?
What has to be accomplished to meet these needs?

BE OPEN WITH STAKEHOLDERS

What makes for effective stakeholder communication?
What will everyone need to know?
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How can you make everyone feel heard?
How can you productively respond to feedback?
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What solutions are possible for the issue?
What can be done to compromise?

KEEP YOUR PROMISES

Are your promises realistic?
How will you ensure that you deliver on your promises?
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