
AMAZON CUSTOMER RELATIONSHIP MANAGEMENT 




Structure of the report.
In this report I will introduce Amazon company. As I am working there, I guess my knowledge about it is higher than anyone who is not. The aim of writing this report is to understand how internal and external factors like Covid-19 and Brexit have affected company quality systems and controls for customers. Also, find out how organisation can deal with external factors, and how they can maintain and develop amazing customer relationship. 
First, I will tell you what Amazon company’s aims and objectives. What services company provides. And how quick it grown to become an international organisation. Basically, briefly introduce the organisation.
After that you will be able to read what set of actions Amazon uses for marketing and to promote their service, for that I will use 7P’s Marketing Mix tool that includes Product, Price, Place, People, Promotion, Processes, and Physical Evidence.
 Also, I will use few Customer Relationship Management models for example IDIC Model that in theory helps to identify and deeply understand customers, differentiate them to understand who has value now and who will bring more value in the future. How Amazon interacts with their customers. And how they customize offers and communication with the customers. Another model that I am thinking to use called Payne’s five- process model that are using five core processes like Strategy development process, Value creation process, Multichannel integration process and Data Repository. Both models will help me to understand the Customer Relationship Management types. 
The next in my report will be evaluation of customer relationship development and maintenance regarding the techniques and methods I have used in this report, the importance of using them and keep your customers satisfaction on the high level. 
The last section will be my reflective writing on the first term of my studies. I will explain how it felt from my point of view, how all the new methods and techniques have impacted my understanding and knowledge of  the subject. 
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