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[bookmark: _Toc77771084]1.0 Introduction 
Leadership and managerial skills are considered one of the primary requirements for every business organization. It helps the business organization to improve its performance and also provides direction to the organization. An individual with good leadership skills and managerial skills can easily provide a positive impact upon the business organization and also manage the organizational working activity without facing any additional barrier. The study is based upon the leadership and managerial skills of an open individual and how the skill helped Amazon to grow in the time of the covid-19 pandemic. The study provides brief elaboration about the theories for building good relationships with customers and also improving the quality standard of products and services. The study also provided about the support system for improvising the organizational quality process and also benefiting the organization by meeting the needs of customers. Thus, the study will help in understanding the process that is incorporated by Amazon for meeting the needs of customers in a Time crisis like the covid-19 period.
[bookmark: _Toc77771085]2.0 Organizational Overview 
Amazon is an American multinational technology company that focuses on cloud computing, e-commerce, artificial intelligence, and digital streaming. Amazon is also considered a technological giant in the United States because of its working preferences. The organization is listed under S&P 100 and 500 components. The organization provides worldwide service regarding the requirement of customers, especially delivery service of consumer electronics. The revenue of the organization as per the 2020 annual report is $ 386.064 billion, net income is $ 21.331 billion. On the other hand, the total asset of the organization is valued at $ 321.2 billion, and total equity of $ 93.404 billion (Arendt et al., 2021).  The number of employees working for Amazon and providing service worldwide is 1,298,000. The products and services that are provided by Amazon in the global market include electronics, Baby products, beauty products, groceries, health, and personal care items, kitchen items, Industrial and scientific supplies, jewellery, watches, musical instruments, sporting goods, automotive items, etc.
[bookmark: _Toc77771086]3.0 Marketing theories incorporated in the workplace for customer engagement 
[bookmark: _Toc77771087]3.1 Marketing theories for improving the quality standard of customer service
Balance Theory: 
The balance theory is incorporated by the organization for understanding the manufacturing process and examining the quality surveys before providing them to customers. The balance theory also provides a brief identification of how the business organization is providing the service to customers and building relationships. Balance theory also highlights and consequences about the service quality and the behaviour from both and the customer. It will be later examined with the help of the service triangle when the framework will enhance the organization to understand their quality service delivery. The Service triangle also provides a comprehensive benefit to the organization for understanding the future demand of customers and the place where the organization needs to provide additional effort for improving their domain (Zaman et al., 2020).
Stakeholder Mapping: 
Stakeholder mapping is considered one of the primary requirements for every business organization including Amazon. Customers and employees are considered as the primary stakeholder and the business organization provides additional effort for building a good relationship with them. Stakeholder mapping usually has Amazon for understanding about the option down of the market and the focus point which helps the organization to grow without facing any market barrier. Stakeholder mapping also helps Amazon understand the requirements of the customer and know the customer easily. It is also considered one of the progressive ways by which Amazon can easily maintain its demand and supply (de Andrade et alm, 2021).
Behaviourism Theory: 
Every business organization focuses upon behaviourism theory which is considered one of the primary requirements. The business organization is required to understand the importance of behaviour that will help in retaining customers and attracting new customers. Amazon conducts its business by providing delivery service of products and customers are the primary stakeholders of the organization. By providing training Amazon can easily improve the behaviour studies of employees while working.  The training provided to the employee for safeguarding the brand name and attracting new customers.
Conflict Resolution Theory: 
Conflict is one of the major problems that is faced by every business organization and HRM or leaders are responsible for monitoring the working environment regularly. Employees from different backgrounds work for Amazon and the conflict rate is relatively high due to culture, race, religion, etc. The HRM of Amazon is responsible for training their employees and also motivating them to build a good relationship with employees in the working environment. It will provide a comprehensive benefit to the organization for building good relationships with employees and also improve their physical skills in context to developing working knowledge (Afreen, 2021).
Maslow Hierarchy of Need: 
The Maslow Hierarchy of needs is considered one of the primary progress that is incorporated by every business organization. The theory states that human needs should be satisfied appropriately. An individual working for a business organization looks to meet their psychological and biological requirement which is the first stage. It is considered one of the primary objectives by major business organizations to easily provide the necessary support to the employee as per their requirement. The Maslow hierarchy of needs is divided into 5 basic stages according to the requirement. The leaders and managers of Amazon also provide the necessary support to their employees for retaining them for a longer duration of time.
[bookmark: _Toc77771088]3.2 Quality Process improvisation (customer service) in the workplace
The quality system is defined as part of organizational structure and how the organization is taking responsibility while delivering a better quality of service to customers. Providing better quality of service to customer business organizations is required to improve the working standard of employees (Garrison, 2020). For improving the quality standard Amazon incorporated six sigma tools which are considered one of the effective ways for improving the capability of business processes. It also provides a comprehensive benefit to the organization for improving the performance and understanding the decrease of performance with the help of a control chart. the organization used six sigma and Lean six sigma for understanding the working procedure. Six sigma helps Amazon understand the enhancing and variation process to control and promote work standardization. Lean six sigma helps in improving the value to detect prevention. It is also considered one of the significant ways by weight the organization is driving customer satisfaction and the bottom-line results are incorporated by reducing the variation, cycle time, and waste (Disch and Barnsteiner, 2021). 
For improving the quality process in the workplace Amazon uses several key performance indicators and is also considered beneficial.
· Feedback is considered one of the primary ways by which the organization is easily informed about the satisfaction of customers. Necessary feedback helps Amazon to understand the customer's satisfaction level in case of any problem or issues leaders and managers are responsible for providing effective training to the employees.
· Customers are considered one of the primary stakeholders for contacting business and Amazon for customer retention policy. The customer retention policy includes several discounts provided to their customers based on their shopping nature and it is also considered one of the effective ways for retaining them (Pessoa et al., 2020).
· Net promoter score also helps Amazon for understanding the customer's progressive outcome based on the service provided by the employee. Net promoter scores help the organization to understand their customer service standards and measure customer service easily.
· The average resolution time is also one of the primary requirements for every business organization. Amazon resolves the issues of customers in a short period which is considered a good indication for retaining customers. 

Fig: Key Performance Indicator of Amazon
(Source: Self-Created)
Quality control Amazon to focus upon the continual quality improvement process. It also encompasses the operational process that is undertaken by Amazon for ensuring the quality assurance system and also verifying the requirement as per the customer demand. Quality assurance helps in focusing upon the confidence of a blow and also improving their behaviour standard for meeting the requirement of customers. Amazon also incorporated a systematic and plan action, where feedback and data are recorded as per the quality service provided by the employees. Quality assurance is the responsibility of the quality assurance department and HRM (Durski et al., 2020). The leaders are also responsible for providing effective quality assurance in context to meeting the requirement and demands of customers.
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Fig: The growth of Business after Covid-19 pandemic
(Source: Durski et al., 2020)
[bookmark: _Toc77771089]3.3 Effective Strategies and Process implemented by Leaders and Managers by underpinning theories
Leaders and managers of Amazon are responsible for improving the quality standard and customer-related services. The leaders and managers including HRM provide comprehensive training for developing their working standard and also understanding the importance of customer-centric relationships. Fast balance theory is implemented by HR or manager for highlighting the relationship between customer and employee. The effective quality of service provided by the employees and feedback are incorporated based on the service. It is responsible for monitoring the feedback and providing necessary benefits to the employee (Bryar and Carr, 2021). If the working standard of an employee is not up to the mark then it is responsible for providing effective training and also examining therefore with the help of service triangle.
Employees are considered the primary stakeholders for every business organization and HRM is responsible for retaining the employee for a longer duration of time. The leaders and managers are responsible for providing support to the employee as per their requirements and also trained them for improvising their working skills. Skill is considered the primary requirement for every employee who should be developed as per organizational test for approaching customers and also returning that by building good relationships. HRM is also responsible for developing the behaviour of an individual/ employee. Behaviour is considered the primary requirement which should be up to the mark as per the requirement of the organization. 
Conflict is also considered one of the major issues that are faced by every working environment. Leaders and managers are responsible for reducing the country by providing circuit training based on the organizational framework (Bernet, 2021). The motive of Amazon is to provide a better quality of service and retain the top position in the global market. Conflict is considered one of the serious issues that are faced by employees in the working environment and it occurs due to cultural problems, race problems, religious problems, etc. Communication is considered as one of the progressive ways by which the HRM of Amazon helps in improving the communication standard of employees. The improvisation standard provides comprehensive benefits for employees for gaining confidence and communicating with employees. Thus, it is considered one of the effective ways for lowering conflict in the working environment.
The Maslow hierarchy of needs is incorporated in the working environment of Amazon for emphasizing the lower order and need of employees. The hierarchy of Amazon is also concerned with the psychological need where adequate wages are provided to the employees and also benefit them with a safe working environment. It is considered as a primary requirement where employees with the lowest level of need should be made by taking appropriate decisions and compensation acts provided for maintaining a stability concern. Leaves are provided to employees for spending good times with family members which are considered one of the progressive ways by which they remain energetic and refreshed. It is also considered one of the progressive waves by wage the organization is incorporating the policy for improvising their working standard (Clark and Kayes, 2021). The self-esteem needs of an individual are relatively necessary for a better quality of respect for their requirement. 
[bookmark: _Toc77771090]4.0 Factor that influences the organizational quality system and control of customers in the crisis time of Covid-19 
[bookmark: _Toc77771091]4.1 Factors that influence the organizational quality system
Amazon is one of the many companies that has benefited from the coronavirus pandemic due to its online sale. The organization also faced several troubles at the beginning of the coronavirus pandemic and also resulted in the high turnover of employees. Artificial intelligence is considered one of the in-progress by which the organization has retained its market position. With the help of technological advancement, the organization has created a devastating outcome in the market by providing a better quality of service. Amazon also faced a covid-19 crisis on the pen that incorporated a long-term impact on the profit generation. Amazon's success in the crisis is incorporated due to its behaviour policy and it is maintained by the CRM (Khandro, 2020). The change management is incorporated by CRM strategies to help the organization maintain a proper customer-centric approach.
Employees are given work from home where the task was to communicate with customers regarding their requirements. On the other hand, the strategy was clear where the demand of customers was meant by Amazon with the help of online tools and technological advancement. The technological tools provided a comprehensive benefit and the CRM is the backbone for communication. For the successful implementation of CRM, the human resource management of Amazon plays a pivotal role. Integrating employees and training them for adopting the changes as per the covid-19 pandemic is the primary issue. Competition is a taco and many business organizations are providing online delivery services as per the requirement of customers. Amazon started gathering feedback regarding the requirement of the delivery of products from where the floors are identified and provided to their employees (Lezak et al., 2020). 
The generic strategy framework is also Incorporated for understanding the value of the organization in context to customer-centric approaches. It also provides a comprehensive benefit to Amazon for understanding customers and their willingness to pay for the services as per their requirements. The theory also consists of three studies which include cost leadership, differentiation, and focus. 
· The cost leadership strategy Health organization for incorporating new technology to improve their quality standard and service standard. The strategy also helped the organization for understanding marginalization that can be incorporated by providing additional quality of support in the time of the covid-19 pandemic.
· The major progress of the organization to retain their market position is to focus upon customers and also creating a differentiated strategy for reaching customers and returning them (Boston-Fleischhauer, 2020). Customer-centric approaches and providing a better quality of service to customers are considered one of the primary aspects of Amazon which help in improving their delivery system.
· The focus strategy also involves concentration upon particulate buyers. The strategy emphasizes advantage and differentiation which helps customers understand the quality standard of the product services provided by Amazon. 
[bookmark: _Toc77771092]4.2 Factors that help in controlling the customer in time of Covid-19 crisis
[bookmark: _GoBack]The customer relationship management theory is considered one of the progressive Amazon has started identifying the needs of customers and providing the necessary support in the time of the global pandemic. The Amazon employee service also started using the Amazon Web Services technology for supporting their employees and also reaching customers most safely. Chris Medina is a member of Amazon human resource and started using Amazon connect which helps customers order products as per the requirement. Amazon connect is also considered one of the effective ways by which customer care easily messages Amazon regarding their product quality and prices (Rudke et al., 2020). According to the response of the human resource manager, it is identified that covid-19 is affecting the average ability to work in the office. Chatbots are considered one of the free platforms where employees can easily communicate with customers and also their requirements.
[image: ]
Fig: Growth in the period of Covid-19 Pandemic
(Source: Rudke et al., 2020)
Chatbots provided a spike in customer devices and the organization to gain profit. Besides using machine learning systems and artificial intelligence, Amazon has used AWS for communicating with the customer and also providing necessary services. artificial intelligence and machine learning professor power the cell service customer interaction can you please also increase the capacity for handling customer spikes. Amazon Connect includes a powerful chatbot where customer care easily communicates according to their requirement and also shares the experience on basis of the product service. he is also considered one of the progressive ways by which the organization is meeting the demand of customers in the time of the covid-19 pandemic, with a leverage of 5% overhead (Edmondson and Besieux, 2021).
[bookmark: _Toc77771093]4.3 Marketing models/theories/models used by Amazon to analyse customer experience
The customers and managers using Amazon connect have been chosen as a new solution and opportunities for addressing the challenges of a covid-19 pandemic. It is considered one of the easy ways by which managers can easily monitor employees and their working nature. in case of any difficulties or challenges faced by the managers and leaders can provide necessary training with the help of technology advancements like machine learning and artificial intelligence. Amazon also incorporated Maslow's hierarchy of needs for understanding the requirement of customers and providing the necessary support (Casey, 2021). Covid-19 pandemic is what are the major problems that are faced by employees and lead to turnover. 
· The covid-19 crisis has accelerated the expansion of e-commerce towards new demand of customers and Amazon to grow without placing any additional barrier. It provides a comprehensive benefit to customers for accepting a significant variety of products safely and conveniently to their homes. It also provides a comprehensive benefit to the organization for incorporating the operating progress under several guidelines of WHO. 
· The Covid-19 crisis has created a major problem for expanding the E-Commerce business of Amazon. Battery cover strategy leadership strategies are incorporated by the organization for retaining the customer and also providing the necessary service as per their requirement (Rao, 2020).
The key customer value proposition of Amazon is incorporated with three basic policies which are also maintained by the organization in a time of the covid-19 pandemic. 
· Low price
· Fast delivery
· Vast selection
Amazon also maintains some progress for conducting their business and also building good customer-centric relationships without facing any marginal differences from the market. The growth strategy of the organization regarding the pandemic period has relatively grown due to the low pricing strategy that is provided on every product. A low pricing strategy is also considered one of the significant ways by which the organization is gaining more customers and resulted in profit margination. The organization also provides fast delivery in a time frame of 2 hours on the same day which is considered one of the vast strategies for retaining customers and also attracting new customers. On the other hand, the selection is also considered the progressive wave gaining customers (Afreen, 2021). Amazon provides a phone website from where customers care easily shops without facing any trouble or difficulty regarding their selection criteria and payment process. Thus, the above-mentioned processes are helping the organization to contact their business without facing any additional trouble in the period of a covid-19 pandemic.
[image: ]
Fig: Factors driving to buy amazon product
(Source: Afreen, 2021)
[bookmark: _Toc77771094]5.0 System that supports organizational quality process and system help in meeting the need of the customer and maintaining a good relationship with the customer 
[bookmark: _Toc77771095]5.1 Impact of covid-19 on strategies of consumer management
Amazon is an organization that primarily focuses on consumer satisfaction and developing a greater experience for the customer. The organization has evolved various strategies and principles regarding the services. All the goods and strategies are customer-centric which provides effective results in a globally competitive market. Amazon also promotes a better relationship with the consumers and understanding every issue for providing appropriate consumer satisfaction. Identification and understanding of various aspects of consumer behaviour toward the organization significantly improve the business activities of Amazon (Petry et al., 2020). But in the year 2019, the outbreak of the covid-19 pandemic has changed every segment of business actions and strategies implemented by Amazon.  Government regulations and due to health concerns, consumers are very affected. The financial instability due to the covid-19 pandemic and continuous lockdown in various countries have a great influence over Amazon and its financial stability also. The organization has to provide additional concern over employee’s management and diagnosing the risk of covid-19 spread within the organization. Better interaction with the consumers was expected but to the greater dismay, the pandemic situation has created a major inconvenience for the business organizations like Amazon.
[bookmark: _Toc77771096]5.2 Amazon's approach for maintaining consumer relationship
Understanding the influence of consumer interaction and the importance of consumer relationships is very oblique 8 for Amazon development. In the covid-19 pandemic, Amazon has taken various strategic approaches and development methods to interact with the consumers (Kaplan et al., 2020). For building a good relationship and maintaining consumer loyalty, Amazon has introduced features like 
· better development in product quality, 
· providing a hassle-free eCommerce platform, 
· hygienic and sanitary delivery system.
These features help the organization in a pandemic situation along with maintaining health standards for both employees and the consumers of Amazon.  The quality development method in the product segment is also introduced by the organization for retaining consumers with the organization. Improving quality with a suitable pricing strategy retained loyal consumers as well as attracted new consumers to the organization. The hygienic and healthy delivery system with a sanitary packing process for the ordered goods is a useful feature for the consumers to choose Amazon over other organizations (Ryan, 2020). Amazon has also managed its employees very efficiently in pandemic situations. Understanding and identifying various issues of employees along with appropriate measures for solving them is performed by the organization.
[bookmark: _Toc77771097]5.3 Challenges faced by Amazon while maintaining a good relationship with the consumers
The pandemic situation has created major inconvenience for business organizations and limited organizational activities within a certain limit. organizations like Amazon have also been significantly affected by the lockdown and spread of the covid-19 pandemic. But the features of home delivery and e-commerce websites help Amazon avoid major losses in the pandemic. Amazon is a customer-centric organization from its very initial time which is also one of the prime objectives for the organization (Indla, 2021). Management and development of consumer satisfaction along with improving the relationship with consumers Amazon has faced various issues and inconvenience is like,
· Consumer-centric organizations might perform business activities regarding popularity and consumer benefit.
· The organization has to provide appropriate quality of service as well as maintaining a good pricing strategy.
· For attracting consumers to e-commerce websites, Amazon has to publish different sales and events for the time being.
· The major inconvenience for maintaining consumer relationships is providing additional concern over data analysis and research.
· Additional effort and cost involvement are necessary for performing effective research to understand consumer behaviour and consumer characteristics (Reinders et al., 2020).
· The organization is established in various countries with consumers having different backgrounds. Hence maintaining a good relationship with the consumers’ needs complex strategies and appropriate measures of understanding.
· The cultural diversity and regional aspects are also major obstacles for the consumer relationship of Amazon.
Every geographical location and group of people has its issues regarding business and marketing. Amazon has to maintain their consumers from all over the globe which also includes various religions, cultural backgrounds, financial standards, and sensitive issues. The research team and data analysis might be appropriate for understanding various issues and their in-depth understanding.
[bookmark: _Toc77771098]5.4 Benefits of good consumer relationship
Every business organization is focused on maintaining a good relationship with the consumers and establishing business actions in various markets. Consumer relationship is one of the most important aspects for any organization which can significantly improve the brand value.  Amazon can have major features with developing a good relationship with the consumers (Calvimontes et al., 2020). The most abundant positive outcome of consumer relationships is,
· Better consumer relationships help the organization to understand market requirements. It will help the organization to maintain the inventory according to the current trend and provide appropriate products.
· Better consumer relationships improve the communicational aspects of the organization. It is very helpful to understand different aspects of organizational culture and perform various business activities.
· To improve the consumer relationship, the organization has to perform feedback analysis and different Research methods. It can significantly improve flexibility and organizational capability.
· Better consumer relationships subsequently provide a better potential consumer group which is very helpful for supporting the financial aspect of an organization (Lawton et al., 2020).
· Consumer relationships also influence the socio-cultural image of the organization. It is very crucial for promoting the brand value of Amazon as well as improving the product penetration of the organization.
· The organizational values and cultural diversity within Amazon are also improved with the strategies used by the organization to improve the relationship with consumers.
· Better consumer relationships can be a significant feature of organizations to experiment with new products as well as useful for understanding the market potential for any geographical location.
Consumer relationship is a useful method for developing greater organizational benefit and performing business activities more efficiently (Kenney and Zysman, 2020). It allows the organization to extend its activities in different regions and improve the most effective scenarios within the organization. Interaction with the consumers and feedback analysis can help Amazon take appropriate decisions in various situations. Hence, it can be concluded that consumer relationships have a significant impact on organizational culture and developing greater business activities.
[bookmark: _Toc77771099]5.5 Theories and methods used by Amazon for developing a better relationship
The covid-19 pandemic has provided appropriate realization about the importance of consumer management and the development of a relationship with the customers. Amazon has introduced various strategies and methods for appropriate consumer retention policies (Agunis et al., 2020). The most important and appropriate methods for consumer management during pandemic situations are,
· Providing a hygienic and healthy delivery of products. This helps the consumers to avoid unnecessary thinking about the risk of diseases and providing a useful delivery also improves the experience of consumers.
· Amazon has improved The E-Commerce websites and strategies to provide better consumer-centric services. Using the consumer data individually for improving personalization is also improving the consumer experience.
· Sales and various events with attractive pricing strategies engage new consumers as well as use as a consumer retention policy.
 These are the most important and appropriate methods used by Amazon in the covid-19 pandemic (Farrugia and Plutowski, 2020). Understanding the influence of consumer relationships along with its benefits can provide better flexibility and organizational activities to Amazon.
[bookmark: _Toc77771100]6.0 Conclusion
This assessment provides an appropriate understanding of various aspects of Amazon in the recent pandemic situation. The outbreak of the covid-19 pandemic has altered business activities very significantly. Understanding the leadership and Management capability within any organization is very helpful to perform various development methods and changes within the framework. Amazon has great compatibility with the other organizations regarding consumer management and retention policies. This assessment also provides appropriate information about various aspects of management skills and individual capabilities which can support organizational development in scenarios like the covid-19 pandemic. The inclusion of various methods and theories which are used by Amazon in pending situations to improve consumer relations is also useful for other organizations. This assessment has great future potential as the pending situation is continuously and deliberately influencing the business activities. Hence it would be a great scenario for utilizing the purpose of this assessment and understanding different aspects of organizational development compared with this assessment.
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