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Organisation’s Quality Systems and Customer Relationship Management

Executive Summary 

This report will show the importance of CRM, explain the customer cycle, as well as how Amazon has built a strong quality management system and good relationships with clients, as well as how the company predicts what customers want or need by using an effective CRM and other analytical tools and strategies, such as Porter's 5 analysis and the marketing mix, to gather this information (7ps).

It is critical for every organisation to have a robust CRM since this system helps businesses to build connections with their customers, resulting in increased customer loyalty and pleasure. Increased sales and profit margins are the end results of this management strategy. This system makes it possible to better communicate with consumers, to take their desires and requirements into account, and to provide the resources necessary to promptly reply to requests, all while ensuring the security of customer information. An organization's performance may be measured by how well it manages its customer relationship management (CRM).
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[bookmark: _Toc103019757]Introduction

This report’s objective is to highlight the quality system and customer relationship that Amazon has developed with its customers, as well as understand how this organisation has understood and engaged with its customer experience by anticipating what they want or may need by pulling this information using an effective CRM and other analytical tools and strategies such as Porter’s 5 analysis and applying the marketing mix (7ps).

Having a good CRM is crucial for any business, as this system allows companies to develop relationships with their customers, which results in customer satisfaction and commitment. This management method increases a company's revenue by increasing brand loyalty and profitability. This system facilitates improving overall interaction with clients, enables consideration of customers' needs and wants, as well as providing the tools for responding quickly to requests, and ensures the safety of customers' details. Amazon is a perfect example of how good management of CRM can make an organisation successful.


[bookmark: _Toc103019758]Amazon’s Background
Amazon.com, Inc. is a company that offers online retail services. Consumers, sellers, businesses, and content providers are the four key client groups served by the service. One of the Big Four in the technology field is Google. Apple, and Microsoft are also part of it.

Bezos regret the minimization framework, which characterised his attempts to avoid any disappointment for not engaging sooner in the Internet business growth at the time, pushed the establishment of the firm in 1994. It all started with John Ingram of Ingram Book (now named Ingram Content Group) and Keyur Patel, who still owns stock in Amazon, talking about the notion of an online bookshop. Amazon sold to all 50 states and more than 45 countries in its first two months of operation. Amazon's sales reached $20,000 per week after only two months.  (Washington, 2022)

Customers may earn flat rates, profit sharing fees, or per-unit activity fees for selling items on the business's websites and their own branded websites via the use of the company's programmes. Amazon Web Services, which gives access to technological infrastructure for nearly any form of organisation, also supports programmers and companies of all sizes. Both North American and international markets are served by the corporation's two main divisions.

As a result of the COVID-19 epidemic and the ensuing confinement and social isolation measures, many people's purchasing and purchasing patterns have been altered. Shoppers are adapting and creating new habits as they learn to adapt. If a customer can't go to the store, he or she may have the shop come to them. Individuals may revert to their old behaviours, but new policies and restrictions governing how they shop for and buy goods and services are likely to influence how they do so. A new set of habits will be formed as a result of changes in demography as well as new approaches consumers have developed to deal with the confluence of work, play, and education.

Purchasing and consumer behaviour were immediately impacted by the Covid-19 epidemic, there are some repercussions of the pandemic:

Cost Saving: Essential supplies for everyday use are being stockpiled by consumer, causing in occasional shortages and outages. Disinfectants and household items are all included in this category.

Experimentation. Restrictions force people to think beyond the box. During the process, old habits were broken, and new ones were developed. This virus unlocked consumer' ingenuity and resiliency when it came to tradition-bound parties and events and memorials. 

Competition that has been building for some time: Casual purchases and spending are often put off during times of crisis and unpredictability.
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Taking use of the Internet: Many technological innovations and apps have been accepted by customers out of need. Zoom streaming site is a prime example.

An Erosion of the Work-Life Divide: Customers are confined to their own homes, where they must juggle a plethora of tasks including job, study, purchasing, and socialising.

Friends and family get-togethers: Contacting loved ones who live far away to check on them and hear about their health and well-being is one of the most significant effects of the coronavirus.

Talents are unearthed: In the midst of extra time at home, customers have experimented with recipes and tried out new methods to enjoy music, share their knowledge, and purchase online more imaginatively.
(Sheth, 2022)

Higher levels of anxiety and panic associated with COVID might explain changes in consumer behaviour, resulting in an increased demand to purchase needs. Higher stressful situations would cause customers to preserve money or, alternatively, to spend more on needs (Di Crosta et al., 2021).

For Amazon, this global epidemic seems to have been a crowning achievement, and it has played a critical role in making sure that people have access to the items and necessities they require on a day-to-day basis. COVID-19 has had a profound impact on the global economy, and like many businesses, it is attempting to find solutions. COVID-19 has had a profound impact on the global economy, and like many businesses, it is attempting to find solutions.









[bookmark: _Toc103019759]Amazon SWOT Analysis – COVID 19 
	Strengths

· Almost two out of every five individuals buy on Amazon.
· During quarantine people were prompted customers to shift to shop online
· Amazon is a dominant force in the digital streaming, cloud computing, and artificial intelligence industries.
· Amazon's executive board has a former Starbucks chief operating officer, a former dean of MIT's Schwarzman College of Computing, a former chair and CEO of MTV Networks, and a former CEO of PepsiCo.
· Amazon has worked with over 1300 businesses, employing thousands of people and operating hundreds of distribution stations. Amazon's extensive supply chain, along with developments like as delivery drones, positions the company at the cutting edge of e-commerce.
	Weaknesses

· Vendors are worried about inventory levels storing restrictions, speedier delivery requirements there is risk.
· Amazon employees demands better health protection and hazard pay.
· Employees are highly stress due to demand and performance levels are low
· Unable to verify the authenticity of claims or the quality of items offered on its platform


	Opportunities

· Amazon has expanded to post cast services, music platform which work well with Alexa.
· Amazon is able to expand profits by working alongside with big delivery companies such a UPS, FeDex and DHL
· Expand store project around the world “Amazon Fresh”
· Amazon's foray into food delivery is another way for Amazon to exploit its distribution network capabilities.
	Threats

· Amazon is under growing regulatory pressure to be held accountable for damages caused by counterfeit items sold via Amazon.
· Local merchants were also supported more than the e-commerce sector by government legislation.
· Congress expressed concerns about Amazon's monopolistic and data-privacy rules during a House Judiciary antitrust subcommittee meeting.
· Lack of responsibility and monitoring may result in a loss of trust.



We can conclude that Amazon's strength lies in internal factors for growth. Its weaknesses due to internal problems are a major source of its issues. Its opportunity for ascent is being driven by a slew of external forces and Amazon's success may be slowed by external circumstances. (Sudhakaran, 2020)

Even Amazon's not-insignificant supply chain and fulfilment skills were put to the test as the company had to respond with extraordinary speed. Although it had its superior infrastructure and flexibility, Amazon, like some other businesses, was unable to keep up with the tremendous demand caused by this unanticipated occurrence.

To maintain the customers' trust, Amazon had to quickly address issues that had arisen, such as unauthorised medical claims that did not meet safety regulations and putting a limit on over four hundred seller accounts. To ensure fair trade as well as control inflated prices, this was only possible to regulate through Amazon Customer Relationship Management. (CRM).

[bookmark: _Toc103019760]Customer Relationship Management 
It's a method for managing consumer and potential client contacts. In order to enhance sales, improve customer service, and maximize profits, a CRM system helps organisations create customer connections and simplify procedures.

Using CRM, a company may better connect with its customers, service users, employees, business associates, and suppliers from a single location.

	Pro
· Consolidation of client data provides a foundation for a deeper understanding of customers.
· As a result, it enhances the efficiency of selling.
· It boosts efficiency and cuts down on labour costs.
· It enables teams who are spread throughout the globe to work together efficiently.
· Increased personalization and faster answers to questions enhance the customer's overall experience.
	Cons
· Staff dependency on the technology may lead to a worsening of the customer journey.
· Centralised data poses security and data protection concerns.
· At the time of deployment, the additional time and profitability costs.
· Sales organisations must be process driven.
· CRM may not be appropriate for all companies.


[bookmark: _Toc103019761]Amazon Customer Life Cycle
One area in which Amazon has made significant investments is the efficacy of communication with their consumers, as well as the ease with which customers may access their items and the information provided during the purchase:

Purchase process:

· Locate a product and put it in your shopping cart.
· Create or login into an amazon account 
· During the purchase customer are asked to confirm the deliver address and payment method
· Once the purchase is completed, customers are notified by email as well as when the order has been sent/on its way and delivered. 
· Another email also is sent to customer to request feedback of the product and service.
· And finally amazon send emails to users with product recommendations based on their purchase history.

Amazon makes every purchase informative and pleasant for the customers. This can be accomplished by utilising a customer relationship management system (CRM) and your other company systems to their greatest capacity.

[bookmark: _Toc102126448]By implementing automated workflows and display process chains, as well as by guaranteeing that you have reliable customer information, you can run a quality customer lifecycle that you can be proud of, and which will reflect the quality of your company, your product lines, and your services, among other things.
[bookmark: _Toc102126449][bookmark: _Toc103019762]CRM. Models
Strategic CRM prioritises the needs of its customers. Using this knowledge, the company is able to provide a superior value offer for its clients. Users' feedback is critical to the sustainability of the organisation. When compared to Product-Centric CRM. Amazon is a perfect example of a business that always continues learning about the customer needs and adapts to them.
They know that clients who are satisfied purchase more often than those who are not are more loyal. If a company does not address strategic CRM, it tends to lose market share to competitors that do so well.
Operational CRM Marketing, sales, and customer support are all examples of operational CRM procedures. Sales Force Automation, Marketing

 Automation, and Service Automation are all included.

a. Sale force Automation: Managing sells operations using advanced technologies: That's the definition of SFA.
 
· Customization of the product: This feature allows salespeople or consumers to create their own customised products and set their own prices. It follows the if-then-else model.
· Client Name, Delivery Requirements, Product Code, Number of Pieces, etc. may be entered by the salesperson to produce a quote for the customer and a proposal.
· Accounts Management It controls inward entries, credit and debit amounts for different transactions, and archives transaction data as records for future use.
· Allows users to categorise and allocate prospects to the best-fitting salespeople.
· Assistive Technology Customer care information, salesperson calendar appointments, and automated phone numbers are all included in the system. All of this data is kept in electronic records. Communication with consumers is made easier with this application.
· Users may track leads from the time they're first identified until the time they're finally closed, and even after they've been closed.

b. Service automation: takes care of incoming interactions as well as level of service management and problem resolution. It entails figuring out what's wrong with the product and fixing it. A consumer may engage with a company's computers by dialling the right menu selections using an IVR system.
c. [bookmark: _Toc102126450]Marketing Automation: allows the marketing team to access consumer data the research of planning, implementing, and analysing personalized advertising and communications, as well as the ability to categorize the audience depending on demographics.
[bookmark: _Toc103019763]Amazon’s CRM Effectiveness

WANT, RESEARCH, ENGAGE, BUY, USE AND COMMENT
Amazon's growth is based on a strong customer - centric approach, and this is made possible by the corporation's smart use of CRM. Amazon's CRM software, whom the company built in-house, collects consumer information at the time of sale and utilises it to quickly personalise the digital store for each user.

Simple and straightforward is the best way to describe Amazon's user interface. It's easy to keep track of how much money customers spent and what they have ordered, and exchanges are processed quickly. Reordering is easy, and users can keep tabs on the progress of the order at each step of shipment. All of this is due to Amazon's innovative use of CRM software and its ability to overcome conventional CRM issues.
      
Amazon has near-infinite available means. An in-house software system built specifically for Amazon's requirements was built rather than searching for the finest programs in the world.

Every year, Amazon continues to expand. Sales revenue in the third quarter of 2020 were $96.15 billion, an increase of over thirty seven percent across the same time last year. But even though the business actually crossed that specific record a year ago, its creator Jeff Bezos is on course to become the world's first ever trillionaire.

With the support of its CRM approach, Amazon has managed to retain consumers and adapt its service to each individual. Furthermore, it has enabled it to keep selling to its millions of devoted clients while fending off hordes of rivals.
[bookmark: _Toc102126454][bookmark: _Toc103019764]How Amazon Makes Use of CRM
All Amazon consumers are required to sign up for an account, which makes it simpler for them to make purchases in the future. Additionally, these accounts provide Amazon the ability to use consumers' prior purchases to send offers and promotions directly to their inboxes. 

A user's personal data, such as name, address, and phone number, is saved whenever they create an account, making future transactions even faster and easier. Users profit from the highest quality products as a result of this.

In terms of product suggestions, Amazon has long been a leader in this area. Customers who log in to their Amazon accounts are shown a list of items that Amazon thinks they may be interested in. Customers' previous purchasing habits inform this advice. Also, it has included a 'user who purchased this' function and other features that are extremely advantageous in raising sales without pressuring the clients.

 Amazon's return policy is entirely electronic. As soon as there's a problem, consumers may contact customer support who seems to have access to their whole previous purchases and other useful facts. As a result of this, the returns policy is streamlined, and all complaints are resolved swiftly and effectively.
The kindle experience and goods would not be the same without using customer relationship management (CRM) in the kindle marketplace
[bookmark: _Toc102126455][bookmark: _Toc103019765]Amazon 5 Porter’s Analysis
The Porter's Five Forces study enables to identify the organisation strengths and weaknesses. It aids companies in learning out their rivals and determining the industry's long-term sustainability.

1. [bookmark: _Toc102126456][bookmark: _Toc103019766]Threat of New Entrant – Low
To compete with Amazon, a company would need to spend heavily in storage, transportation, marketing, customer care, excellent logistics, and many other areas.

The minimal switching costs in the e-commerce business make it simple to join the industry and obtain rivals and clients. It is, nevertheless, tough for rivals to compete in the market due to Amazon's substantial investment in brand building and customer support initiatives.

In terms of economies of scale, Amazon has an edge over other businesses because of its reputation as the world's biggest online retailer. New companies may join the industry with ease, but they cannot take advantage of Amazon's cost savings.

Loyal Customers has made the company invest in the customer experience from the start, whether it's via the creation of a more consumer-friendly web, faster delivery times, or the ability to return items.

2. [bookmark: _Toc102126453][bookmark: _Toc103019767]Buyers power is high

E-commerce at Amazon is centred on the customer's needs. It ensures that the company's goods are of the best standard and arrive on time.

For Amazon, the capabilities in order to provide a wide variety of high-quality products at a low price with the greatest customer service possible. It's almost impossible for any other brand to achieve this degree of popularity. There is a difficulty in finding this degree of expertise elsewhere, making it difficult for purchasers. It's easy to find what you're looking for on Amazon.

3. [bookmark: _Toc103019768]Supply power Low
Amazon vendors have little negotiation power. Among many other things, the following variables contribute to the establishment of supplier bargaining power:

· Amazon works with a diverse set of vendors. More than 1.9 million small and medium-sized enterprises sell on Amazon, accounting for about 60% of the platform's revenues.
· 
4. [bookmark: _Toc102126457][bookmark: _Toc103019769]Substitute Threat is High

[bookmark: _Toc102126458]Amazon competes in both the online and physical retail markets. The industry's cheap switching cost means consumers may readily move from Amazon to other merchants. Because Amazon doesn't really offer unique things and most of its products are retail, quality service is essential. Any unpleasant experience will discourage people buying from Amazon due to the ease of finding inexpensive rivals.

[bookmark: _Toc102126459]Therefore, the High danger of substitution in Amazon's Five forces Analysis reveals that consumers' experience is important to Amazon's profitability in online shopping.

5. [bookmark: _Toc102126461][bookmark: _Toc103019770]Rivalry — Moderate to High

Amazon faces tough competition from online retailers like eBay, Alibaba, and others.
Customers may easily move from one shop to another at cheap cost, putting increasing strain on Amazon. In order to obtain an edge over competitors, Amazon spends much in offering high-quality goods and services.

Because no one else has invested as much as Amazon in terms of customer service quality it has maintained its leadership place in the e-commerce business.
(Marketing10, 2020)
[bookmark: _Toc103019771]Amazon’s Marketing Mix (7Ps)

Internet commerce giant Amazon has a major advantage over its competitors because of its worldwide reach, which is illustrated via its marketing mix and the 7 Ps (FERGUSON, 2017)

[bookmark: _Toc103019772]Product: In addition, the quality of Amazon's items is much superior to that of its rivals. In spite of this, consumers are ready to spend a greater price for a product that is far more likely to endure or retain its quality of the original.
There 
•	Devices such as Amazon-produced fire tablets, kindle, and the like; as well as other gadgets such as earphones and cell phones.

•	Goods and services that may be used to create media material, particularly cloud-based services.

•	In this area, Amazon provides a variety of global computing, storing, and database servers are four categories of products in Amazon.
It is possible for Amazon and other parties to sell tens of millions of goods across dozens of product categories on Amazon's web.

[bookmark: _Toc102126464][bookmark: _Toc103019773]Place: 
Due to the e-commerce nature of Amazon's operations, the corporation has never had any physical storefronts and depended on online sales methods. In addition to online sales, Amazon also sold to wholesalers, who in turn sold to stores around the nation. However, now Amazon has added physical stores such of Amazon Fresh.

In order to guarantee on-time delivery, Amazon also collaborates with a wide range of delivery service providers.

[bookmark: _Toc102126465][bookmark: _Toc103019774]Price
Because they continually drop costs, Amazon hopes to undercut their competition on all items. Amazon's pricing approach allows them to change their rates more often than their rivals.

As part of Amazon's price approach, they also have a program named Amazon Prime. Users of Amazon Prime get access to extra services that are sometimes unavailable or at a higher cost to normal consumers of Amazon.com. For example, same-day delivery and streaming music and video are among the options available.

Having a distinct edge over their rivals in a multitude of areas can enable them to achieve market share.

[bookmark: _Toc102126466][bookmark: _Toc103019775]Promotion: 
With their promotional skills, Amazon is able to attract new consumers. Marketers do get paid for promoting Amazon products on their websites and blogs, and their fees are depending on how much money they generate. On a regular basis, Amazon offers bargains and discounts. It also promotes its brand to improve its brand's reputation.

Consider Amazon's online store, allows web hosts and services online to make money by showing adverts and hyperlinks to items sold on the Amazon.com website.com website The firm ’s market presence is increased as a result of this approach. When it comes to communicating with consumers, Amazon uses a range of tools and strategies.

For example, frequent advertising via television commercials, radio commercials, billboard signs, magazines, and social media is a good example.

In addition, Amazon was the first to provide "fully customised shop recommendation alerts" based on previous purchases, prior product value, geographic location, age, and gender. It is significantly more effective to use this strategy than to send unsolicited emails that have no value to the recipients.

Amazon has a well-deserved reputation for spending a lot of money on advertising. In only one year, they spent billions of dollars on advertising. As a result, direct marketing enables the company to directly interact with other businesses, allowing them to provide their online services, such as publication and digital content syndication, to clients. A major component in determining the success of Amazon's brand management in this area is marketing.

[bookmark: _Toc103019776]Process:
Many of Amazon's most important functions are dependent on a wide variety of procedures from recruitment and hiring to product innovation to sales and customer support. Efficiencies are sought in each of these procedures by the e-commerce and cloud computing organisation.

Kaizen 's Evaluation has been used by Amazon, which greatly helps to cost-effective and rapid product processing. To increase precision and effectiveness, no one chooses whole orders; alternatively, each employee selects bits of orders from inside his or her work area.

Additionally, Amazon relies heavily on machine intelligence to analyse user information in order to enhance sales.

[bookmark: _Toc103019777]People:
Ground workers at Amazon are known for their tough labour conditions and excessive workloads. When it comes to training and work ethic, Amazon places great emphasis. Diverse educational options are available on-site, including several conferences and accredited colleges. For the sake of productivity, Amazon employees aren't permitted to carry their mobile phones to work. Worker KPIs is based on the rate at which orders are correctly completed, which is a measure of how well the company fulfils orders.

[bookmark: _Toc103019778]Physical Evidence
The term "physical proof" is used to describe tangible elements connected to Amazon's brand awareness.
Among them are Amazon's logo, which has a little black and yellow arrow that goes from A to Z, indicating that the corporation offers a vast variety of things and distributes them to a large variety of locations. Additional piece of tangible proof for Amazon's brand is the website's distinctive design.
[bookmark: _Toc103019779]Amazon CRM SWOT Analysis 
According to article at Expert Market by (Binns, 2013), it was identified the following:

Strength 
Success in launching a product into the market
Strong ties with current vendors
Solid business ties with current clients
CRM Database has a solid financial report and income statement.

Weakness
Although the corporation has a variety of patents and copyrights, the CRM Database business model may be simply reproduced by others.
The company's environmental record isn't stellar.
Failing customer touch points.
High-cost investment on innovation

Opportunities
Global Production Offer Lucrative Possibilities.
There have been advancements in artificial intelligence
Increasing the level of uniformity.

Threats 
U.S.-China Commercial Cooperation, China is trading is growing with affordable price

[bookmark: _Toc103019780]Conclusion and Recommendation

After this report, we can conclude that a CRM can organise, evaluate, and prioritise new customers so that your sales team can concentrate on the prospects that are willing to close and offer correct replies to customers quickly and efficiently, and your customer care team has the knowledge they really have to promote and cross-sell.

With so many products and services to choose from, customer loyalty seems to be a thing of the past in today's competitive market. New products and services may become commodities within months, making it easy to switch suppliers.

Contrary to popular belief, not all consumers are alike. Despite the fact that they spend relatively little, some businesses are a strain on customer service capabilities. Others are regular consumers who often purchase new items and services. They may also have a significant impact on their market.

CRM helps sales and marketing teams decide what to do first when they have to deal with different types of clients.

These are some of the goods we think you'll like. After logging into your Amazon account and browsing through your previous purchases, the site may suggest new things that may be of interest to you. You can also see what other people who were interested in an item purchased, as well as easily browse similar goods. This is how Amazon makes billions of dollars a year: by providing these opportunities while putting the client under any kind of pressure.

[bookmark: _Toc103019781]Reference List 
all my systems (2014). Customer lifecycle - what do Amazon do? [online] All My Systems. Available at: https://www.allmysystems.co.uk/customer-lifecycle-amazon/ [Accessed 29 Apr. 2022].
Author, N.K.-C. (2021). e-CRM software used by Amazon. [online] Fynsis. Available at: https://www.fynsis.com/case-study/e-crm-software-used-by-amazon/ [Accessed 9 May 2022].
Binns, R. (2013). How Do They Do It? Amazon’s CRM Success Story. [online] Expert Market. Available at: https://www.expertmarket.co.uk/crm-systems/amazon-crm-case-study#:~:text=A%20strong%20emphasis%20on%20the [Accessed 28 Mar. 2022].
Chakrawarty, A. (2017). AMAZON’S CUSTOMER RELATIONSHIP MANAGEMENT STRATEGY. [online] Linkedin.com. Available at: https://www.linkedin.com/pulse/amazons-customer-relationship-management-strategy-atul-chakrawarty/ 
Companies History (2013). Amazon.com. [online] Companies History - The biggest companies in the world. Available at: https://www.companieshistory.com/amazon-com/ [Accessed 2022].
Di Crosta, A., Ceccato, I., Marchetti, D., La Malva, P., Maiella, R., Cannito, L., Cipi, M., Mammarella, N., Palumbo, R., Verrocchio, M.C., Palumbo, R. and Di Domenico, A. (2021). Psychological factors and consumer behavior during the COVID-19 pandemic. PLOS ONE, [online] 16(8), p.e0256095. doi:10.1371/journal.pone.0256095.
dynamics folio3 (2020). Amazon CRM – How to master the Amazon CRM Strategy? [online] Folio3 Dynamics Blog. Available at: https://dynamics.folio3.com/blog/amazon-crm/ [Accessed 28 Mar. 2022].
Greenspan, R. (2019). Amazon.com Inc. Five Forces Analysis & Recommendations (Porter’s Model) - Panmore Institute. [online] Panmore Institute. Available at: http://panmore.com/amazon-com-inc-five-forces-analysis-recommendations-porters-model [Accessed 29 Mar. 2022].
Kaur, J. (2022). Customer Relationship Management: A Study of CRM Policies of Different Companies. Global Journal of Finance and Management, [online] 8(2), pp.153–159. Available at: https://www.ripublication.com/gjfm16/gjfmv8n2_05.pdf 
Marketing10 (2020). Porter’s Five Forces Analysis of Amazon. [online] MARKETING10. Available at: https://www.marketing10.in/porters-five-forces-analysis-of-amazon/ [Accessed 29 Mar. 2022].
Reiff, N. (2021). How Amazon Makes Money: Cloud Services Takes Off. [online] Investopedia. Available at: https://www.investopedia.com/how-amazon-makes-money-4587523 [Accessed 27 Mar. 2022].
SASES (2019). How CRM is The Secret Behind Amazon’s Success. [online] Software Advisory Service España. Available at: https://softwareadvisoryservice.es/how-crm-is-the-secret-behind-amazons-success/ [Accessed 28 Mar. 2022].
Sheth, J. (2022). Impact of Covid-19 on Consumer Behavior: Will the Old Habits Return or Die? Journal of Business Research, 117(117), pp.280–283. doi:10.1016/j.jbusres.2020.05.059.
Sudhakaran, A. (2020). Amazon SWOT Analysis: 2020 a Year to Remember. [online] PESTLE Analysis. Available at: https://pestleanalysis.com/amazon-swot-analysis/ [Accessed 29 Apr. 2022].
tutorialspoint.com (2019). CRM Types. [online] www.tutorialspoint.com. Available at: https://www.tutorialspoint.com/customer_relationship_management/crm_types.htm [Accessed 28 Mar. 2022].
Washington, D. (2022). UNITED STATES SECURITIES AND EXCHANGE COMMISSION. [online] Available at: https://d18rn0p25nwr6d.cloudfront.net/CIK-0001018724/f965e5c3-fded-45d3-bbdb-f750f156dcc9.pdf 




2

image3.svg
  
.MsftOfcThm_Accent1_lumMod_40_lumOff_60_Fill {
 fill:#B4C7E7; 
}

  


image4.png




image5.svg
  
.MsftOfcThm_Background1_lumMod_85_Fill {
 fill:#D9D9D9; 
}

  


image6.png




image7.jpeg




image8.png
webservices




image1.png
University of Wales
Trinity Saint David
LONDON




image2.png




image9.png
w University of Wales
\ Trinity Saint David




