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Introduction
According to Mitchell (2003) Customers are the most important asset of any organisation. For the retail sector customers are always the focal point. That’s why today’s retail industry is more and more customer oriented.  They always try to meet the customer’s expectations and try to provide them better experience. The retail industry’s business is crucial in nature and face new challenges always. Evaluating and engaging in the customer’s experience is thus needed to understand the need of the customers to provide them better and quality services. According to Delvin (2015) many of the retailers of United Kingdom faced problems regarding their business but still they survived by adopting customer oriented planning and strategies. Amazon is also in the retail sector of UK and faced so many complications regarding it’s retail outlets and still came out more strongly in the retail industry. Engaging and managing the customer’s experiences are evaluated and discussed in this report in the context of Amazon.












Quality Modules and Standards
According to Delvin (2015) maintaining Quality in service providing organizations is an important and crucial factor to consider. Managing standard in the service providing system is very important for any organisation. In the retail sector, the retail outlets should maintain quality standards within it’s service process. 
there are some world recognized quality maintaining standards and ISO 9001 is one of them. It is the updated version of ISO 9000. Amazon follows the ISO 9001 in all it’s outlets around United Kingdom. Amazon Go is the new form of their retail outlets that is following other quality modules as, six-sigma, GAP analysis and Total Quality Management (TQM). Developing the quality strategies according to the standard is very important to maintain quality in all service processes. According to ISO 9001 all the departments of the organisation need to maintain the quality standards set by ISO 9001. 
Evaluate customer centric
Customer is the most important asset of any organisation. Customers are the focus of an organisation. It is important to satisfy the customers. To make the customers satisfied it is important to know the need of the customers. Identifying the customer’s need and then meet them by good product and service is the key to success for the organisations. A retailer organisation like Amazon, must find out the need of the customer and what they want then it must make them satisfied them by providing quality services. 
According to Delvin (2014) to be customer centric an organisation must evaluate the customer’s experiences too. Customers always want superior value from the service providers or the products they purchase. They choose the product or service which provides more value. According to Delvin (2014) customers also choose the product, service or organisation to which they are loyal and have brand loyalty. So it is important for the organizations to develop brand image and brand loyalty in the mind of customer. Amazon needs to consider the customer’s expectations to make them satisfied and loyal. 

Customer Service and Customer Expectations
According to Hernon, Altman and Dugan (2015) customer service is a crucial factor for any organization that provide service or sale product. Managing the customer service is also very important for any organization. Maintaining the customer service management is an important issue and need to be carefully considered. Identifying the customer related issues is important for the organisation. Finding the issues related to service providing is crucial as the service quality depends on this. According to VanAntwerp (2015) to provide better services to the customers it is important to have a efficient workforce and also train them to provide better services. Some qualities need to be developed among the workers and employees to motivate them and provide quality services. According to Hernon, Altman and Dugan (2015) the following factors need to be considered before taking strategies and adopt them in the service process. 
· Responsiveness 
· Assurance
· Empathy
· Tangibles
As a retailer Amazon need to maintain the factors to provide better services in its outlets. The service quality model of Amazon can be shown in a figure as follows;
Figure 1: service quality model for Amazon

Source: (Hernon, Altman and Dugan, 2015)
According to Sortwell (2015) the quality model for Amazon gives a better understanding to find the gaps within the service process. It also provides indications to analyse the service design. Developing effective service design and adopting strategies for better service providing is possible by these. Once finding the gaps within the process is identified, the next stage is to set strategies to resolve the gaps. According to Sortwell (2015) to find the gaps within the service process it is necessary to follow a gap analysis model for Amazon. The service gap analysis model for Amazon is shown in a figure as below;
Figure 2: gap analysis model for Amazon

Source: (Sortwell, 2015)  
From the gap analysis model it is important to find the gaps within the service process. Finding the gaps within the process is essential to find out and then resolve the gaps within the process are crucial. According to Sortwell (2015) those gaps can be arises within every step of the service process. Gaps can be arises from the consumer’s expectations to the organisation’s perception. Gaps can also be arises from customer’s expectations to organisation’s perception. The expected service may also not be matched with the perceived service. Gaps may arise from there also. These service gaps may be resolved by taking different strategies in every stage of the service delivery process. 
After finding the gaps in the service process, Amazon needs to set strategies to resolve them accordingly. While taking strategies to resolve the gaps it is needed to consider the factors that make the service gaps. Finding the gaps and develop strategies to resolve them is the key to provide better experience to the customers. According to Sortwell (2015) customers always expect better from the provider as they want more value to be delivered. Delivering value as per customer’s expectation is the way of achieving goal for Amazon. Communication with customers effectively and strong presentation make customers satisfied and loyal towards the organization. Effective development and implement of strategies are also needed for Amazon. If Amazon can create brand loyalty it will achieve it’s target easily. Creating goodwill and brand loyalty need a lot of investment in customer relationship management. The customer’s expectations are crucial to evaluate and it needs a lot of effort. The best way for Amazon is to develop a feedback system by which feedback, expectations and experiences from the customers can be collected and assessed.
Customer Care
According to Mitchell (2003) as customers are the focus of every organisation the organisation must care the customers. Managing the customer care is important. Customer care management is an important issue of the customer relationship management department.  Managing customer oriented issues and provide them prompt services to solve their problems is the ultimate goal of the customer care management. The workforces that handle the customer care issues need to be cooperative, dedicated and determined to help and support the customers. 
According to Sortwell (2015) there are specific strategic pattern of the customer care department of Amazon. These strategies are developed to provide the customers better services and meet their expectations. These strategies are taken by the management of Amazon to develop the personal attributes of the workforce so that they may provide expected service effectively. Some strategies can be mentioned here as below;
· Taking the complains of the  customers promptly
· Solve the problems as soon as possible
· Communicate with the customers effectively
· Showing positive body language while communicating
· Adopting empathy and responsiveness
· Intention to help and showing “can do” attitude
According to Hernon, Altman and Dugan, (2015) if the workforces adopt all the strategies they will provide better services to the customers and will give them a better experience. This will also help the organisation to satisfy the present customer and gain new customers. Customer care also deals with customer’s behavior and experience. The customer will expect better services and superior value and it is the duty of the customer care departments of Amazon to provide them effectively and efficiently. The organisational success and achievement of both short and long term goals are also depends on this process.
Customer Relationship Management (CRM)
According to Sortwell (2015) customer relationship management is one of the crucial departments of today’s modern retail organizations. It is a comparatively new field of study that is directly related with the customers of an organisation. Customer relationship management deals with a lot of things. Behavior of the customers, need of the customers, expectations of the customers and experience of the customers are the contents of this department. Maintaining strong and favorable relationship with the customers is the ultimate goal of the customer relationship management department in an organisation like Amazon. According to Hernon, Altman and Dugan, (2015) maintain good relationship and assist other departments to take effective customer oriented strategies are the liabilities of this department too. Engaging and experiences the customer’s expectations are important for managing customer relationship. The customer relationship management needs to have access and communication with other departments of the organisation like, finance, marketing and human resource management departments. According to Sortwell (2015) collaboration with all the departments will make the customer relationship management department strong and take better strategies for the benefit of both the organisation and customers. Maintaining a database of the customers is important for the customer relationship management department of Amazon. Every available information of the present and prospect customers need to be stored in the database. According to Hernon, Altman and Dugan, (2015) getting feedback from the database while taking a strategy is also good planning related to relationship management. Amazon needs to run the relationship management activities more effectively with the changing expectations of the customers.
Buyer seller relationship
According to Hatter (2014) the relationship between buyer and seller is crucial. It is also a complicated relation. This relationship is based on different factors. These various factors influence the relationship of buyer and seller. According to Delvin, (2015) as the revenue of any organization come from the customers they are the most valuable asset of the organization. The organization depends on their buyers as the revenue is generated from them. To make a good relationship between buyers and sellers it is important to exchange value between these two. The retail sector and organizations like Amazon focuses on the relationship between buyer and seller. Amazon should maintain good relationship with their customers to attain value from them. According to Mitchell (2003) A retail store can control it’s microenvironment but cannot control the larger macro environment. Amazon may control the organizational policies, budget, employees, marketing strategies etc. but it is not easy to control the macro environment as customers. Lot of effort and effective strategies need to be taken by the organizational policy makers to keep customers happy. The seller need to maintain a good relationship with the buyer for it’s own sake. Making a good relationship and make them loyal toward the company is profitable for Amazon. In this context Amazon may follow some specific strategies to make the customers happy. To build and keep good relationship with the customers these strategies can be followed as mentioned in below;
· Targeting and setting vale based marketing strategies
· Adding superior value to the product or service
· Building relationship with the customers based on value proposition
· Developing Brand image and Brand loyalty
· Providing competitive advantages to the customers
· Engaging in corporate social responsibilities related works to attain brand awareness
Customer’s Expectations
According to Lucas (2014) customer’s expectations are important to the organizations. Managing the customer’s expectations are need to be managed. Customer relationship management is the process by which is possible to manage customer’s expectations. Engaging in the customer’s experience is also a good strategy to know their expectations and satisfy them. the customer’s expectations can be managed by providing superior values. Some tools of managing strong customer relationship management can be mentioned here;
· The needs of the customer need to be identified
· Setting strategies to meet the need of the customer is important
· Developing the service according to the expectation of the customers
· Providing better experience to the customers
According to VanAntwerp (2015) communication with customers effectively and strong presentation make customers satisfied and loyal towards the organization. Effective development and implement of strategies are also needed for Amazon. If Amazon can create brand loyalty it will achieve it’s target easily. Creating goodwill and brand loyalty need a lot of investment in customer relationship management. The customer’s expectations are crucial to evaluate and it needs a lot of effort. The best way for Amazon is to develop a feedback system by which feedback, expectations and experiences from the customers can be collected and assessed. According to Sortwell (2015) gaps can be arises within every step of the service process. Gaps can be arises from consumer’s expectations to the organisation’s perception. Gaps can also be arises from customer’s expectations to organisation’s perception. The expected service may also not be matched with the perceived service. Gaps may arise from there also. These service gaps may be resolved by taking different strategies in every stage of the service delivery process. 
Buying Decision Making Process
Customers generally go through a process when they intend to buy a product or service. There are basically five stages by which a customer actually makes the final purchase. 
According to Lucas (2014) at the first stage the buyer feel or recognise the need of a product or service. Then he go for the information search through various sources like, reference group, media etc. after knowing about the product or service he then evaluate the available alternatives and then finally purchase the product he thinks the best. The last stage is the post purchase evaluation stage when the customer evaluates his experience about the perceived product or service. The stages of customer’s buying process are shown in a figure as below;

Figure 4: buying decision process
Source: (Philip Kotler, 2011)

The first stage of the decision making process of the customers is to need recognition of the customers. In this process the issue that needs to find out that needs to resolve. Secondly the information needs to gather from all around the organization. The accuracy of the information is very effective to take right decision for the organization. Collected information’s is needs to evaluate effectively to find out proper solution of the organization. Finally the customers take decision for product purchasing of the organization. The post purchase behavior is very significant for ensuring the fulfillment of customer’s expectation. The perceived experience of the customers is very crucial to develop customers satisfaction level (Kotler, 2011).
Various factors influence the buying behavior of the customers. Personal characteristics like age, life-cycle stage, occupation, economic circumstances, lifestyle influences the customer’s buying decision process. All these things influence the buying behavior of the customer. 
A buyer’s behavior is shaped by these socio cultural and personal factors. Buying behavior is influenced by all these things as all these things shape the buying behavior of the consumers of an organisation. According to VanAntwerp (2015) the psychological factors can be motivated by the marketer of the organisation. By taking advertising and promotional strategies it can be managed and achieved.
Figure 5: factors influencing customer buying behavior

Source: (VanAntwerp, 2015)
There are some key factors that create strong impact on the buying behavior of the organization.  social culture, personal culture and psychological factors are very effective factors for making the customers influence for decision  making process.
According to VanAntwerp (2015) each factor in the buying decision process is an important factor for the organisation to assess and evaluate. Buying behavior is a mysterious thing and thus need to be studied carefully by the organisations. 



Figure 5: customer’s post purchase behavior model 

Source: (VanAntwerp, 2015)
According to VanAntwerp (2015) customers will behave differently after buying the product or perceived the service. They behave differently according to the experience they had.  If they get a good experience they will be loyal. The buying behavior will be different according to the expectations and experiences. They usually show four types of behavior based on their expectation and experience. All the behaviors are not favorable for the organisation. The basic four types of behaviors are as below;
· Complex Buying Behavior
· Variety Seeking Buying Behavior
· Dissonance Reducing Buying Behavior
· Habitual Buying Behavior

When a buyer shows complex behavior he or she can be loyal to the organisation or he or she may leave the organisation. If the customers are not so much satisfied then they will show this type of behavior. Variety seeking behavior is the behavior where customers try to find other organizations that provide superior services and more value to the customers. According to the dissonance reducing behavior the consumers generally leave the organisation for their more product or service (Allwood, 2014). Habitual buying behaviors are the most favorable for the consumers as they become loyal and never leave the organisation in that type of behavior. Amazon will certainly try to influence the customers to show habitual behavior after they purchase the product. 

Figure 6: post purchase customer behavior

Source: (Allwood, 2014)
According to Allwood, (2014) post purchase behavior of the consumer is an important factor of the customer where the organizations have opportunity to motivate them. As if the customer gets satisfied after buying the product or after having the service from the provider he or she will be loyal to the consumer. The customer will also make repeat purchase. It is also possible that the customer will be loyal forever to the organisation.  To attain value from the customer it is important to make them loyal by providing good value and emotion. Post purchase behavior of the customer will give them a better experience if they set satisfied. The retailers like amazon and others can play important role to provide good experience to the customers. By providing superior value and service it will be possible to make a position in the consumer’s mind. Amazon can motivate the post purchase behaviors of the customers to force them to commit repeat purchase and make tem profitable and loyal. 
Importance of the Quality Control
According to VanAntwerp (2015) maintain quality in every part of the organisation is important for the success of the organisation. Quality is such an issue that provides competitive advantage and customer loyalty. According to Allwood, (2014) customer loyalty also creates brand loyalty and it also retains new customers. The whole process play important role in achieving organizational goals and ultimately organisational success. Maintaining quality in every level of the organisation need to be maintains by specific strategies. All the departments from sales to human resources need to run by specific strategies and develop a central strategy for the whole organisation. 
Maintaining the quality should be based onstrategic direction of the policy makers and leaders of the organisation. The quality needs to be achieved by the changing the core components of the service related issues. Quality issues are significant for relative matters those need to be considered with more empathy and appropriation. Amazon needs to consider all the issues regarding workforce and their quality concerns to provide quality services according to the engagement and participation of the workers and the employees.
Quality Control Strategies
According to Allwood, (2014) maintaining quality control is very important for any kind of service organisation. For the retail sector it is a crucial and significant factor. Assessing the factors that hampers the quality control process is the primary objective of the quality control process. Taking an overall quality management strategy is a good option to maintain the quality in every part of the organisation. Maintaining quality of the workforce is also very important for the organisation. According to VanAntwerp (2015) workers usually contacts with the customers directly, so it is important to be patient, dedicated and motivated for the employees while delivering service. The quality control strategies can be shown in a figure as below;
Figure 7: quality control strategies for weekend staffs of Amazon

Source: (Delvin, 2015)
Quality can be controlled by taking specific strategies in the related issues where the quality is not achieved properly. Quality control strategies can be developed by identifying the issues first. The first step is to define and make an outline of the issues related to quality control. The second step is to measure the issue regarding the quality issue. According to Delvin (2015) a lot amount of data needs to be collected regarding the issue in every step. Analyzing the data to resolve the issue is the next step to be considered. Improve the whole system according to the new strategy formation is important too. The last step is the controlling of the total process as to achieve the success in the process. Amazon may adopt the whole process and develop solution for the problem it faces about it’s weekend staff.


Customer Value
According to Roberge (2015) providing value to the customers is important strategy to attain value from the customer in return. Today’s modern organisations create more and more values for the customers to attract them and capture value from them. In a competitive world of business all the companies are creating superior value from competitors to attain new customers and make the present customers happy. According to Allwood (2015) providing superior value can be achieved by taking and implementing appropriate strategies. By taking superior strategies and providing more values it is possible to meet customer’s expectations and make them satisfied. Some strategies to value proposition to attain value in for Amazon are given as follows;
Figure 8: value proposition strategies for Amazon

Source: (Roberge, 2015)
If the organisation creates more value than the competitors, the customers will be motivated towards the organisation positively. Amazon has taken the above mentioned strategies to attract the customers and provide them superior value than the competitors in the market. Providing value and maintain relationship is the key to success for Amazon in all these years.
Conclusion
Managing customer care and customer relationship management are important issues of any orgfanisation. For the retail sector these two are most important as these are deals with the customers directly. Customers experience issue is a relatively new field of the customer relationship management. Though it has great significance in the customer’s mind and it is important from organisational perspectives also. To gain advantages from the customer relationship management and customer experience management the organizations like Amazon need to be careful in developing and implementing strategies. To develop and implement customer oriented strategies it is important for the organisations to be customer friendly as well as superior from the competitors. 
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