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Executive Summary
This report has been made to assess the relation of Amazon with its customers. The essay begins with an assessment of numerous internal and external aspects that influence Amazon's operations and customer relationships. Highlight Amazon's customer connection theories in order to increase customer loyalty to the company's operations. To ensure a healthy customer relationship in the organization, it employs a variety of approaches such as data collecting, customer assistance, recommendations, and many more. Finally, it had acknowledged the company's techniques for resolving the issues. Covid-19.
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Customer relationship can be defined as the way of behavior of an organization with its customers and the way it treats its customers. Every company has a special department for listening to the needs and complaints of the customers. It helps in enhancing the loyalty of customers towards the firm. Customer loyalty and revenue both are inevitable factors in increasing the revenue of the business. As a result, businesses make an effort to preserve positive client relationships. This research examines Amazon's customer interaction in great detail.
The impact of Covid-19 on Amazon was also investigated. Due to the nationwide lockdown, its operation has been confined to essential items such as groceries for the home. Furthermore, the pandemic's spread has made transporting commodities extremely difficult. Finally, it emphasizes the importance of solid customer relationships in attaining company goals (Mheidly and Fares, 2020).
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Amazon is one of the largest firms on the online platform dealing in varied of goods and services. It is termed as one of the most customer-centric companies. In the past decade, it has spread its business in the technology sector by delivering goods and services that far surpass its initial premises. At present, its business inventory is comprised of spoken audio entertainment, cloud computing, machine learning technologies and many more (Dias Galuchiet.al. 2019). Amazon operates intending to provide higher satisfaction at lower prices to its customers. This customer-centric approach of Amazon is the reason behind its enormous success (Baboolal-Frank, 2021). The company also asks for reviews about its services to customers so that it can make necessary improvements.
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Customer relationships management (CRM) which is a blend of procedure, hardware, software, and managerial commitment for the enhancement of customer service, is being used by companies to increase their client base. CRM could help you build strategic market ties while also implementing technical solutions (Ivanov,2021). It can work to gather all the facts, wants, and preferences of customers about the items and make the appropriate changes (Türegün, 2019). Customer satisfaction is defined as the total assessment of consumers' expectations and experiences with the company's products and services. The key marketing theory are one of the major ways which can be used by the organization in achieving the understanding of their working in market. This is very essential for the company in getting the right ways of developing the increase of working. There is different factor which help the company in getting better results. Company will use the Porter five forces and Pestel analysis tools to understand the marketing situation of covid-19 which is impacting the business of Amazon in their working. It is essential for the company to understand the internal and external environment used to develop a better process of working in the covid-19 situation. There are different factors on which the company needs to develop their working strategy so that they can use the increase of working in retail with better results and services offer to audience. 
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PESTEL analysis:
PESTEL analysis Is a tool which are used by the organization to achieve the overall understanding of the external environment so that they can influence their working in the situation off pandemic. It includes the political, economic, social, technological, environmental, and legal factors. It helped in understanding all the external factors which are essential for the Amazon to work on so that they can increase their quality system and control on their working in the situation of COVID-19 pandemic. Developing the necessary process of working on the political and economic factors it provides help in understanding the necessity guidelines and the economic stability of the countries which the organization needs to maintain while working in the business. Developing the working on social and technological by the utilization of sanitizers and for which test technologies to prevent their workers in providing them with better securities which also help in increasing the relationship management of the workplace.

Porter Five force:
Porter 5 force at the process and tool which help the organization in understanding the market competition which can be crucial in the situation of pandemic where they work pressure is low and the market competition is high. There are different competitors which Amazon are facing like Tesco etc. the Porter analysts help in identifying the market competition in the new competition which can be implemented with new brands to affect the overall business of Amazon. The company needs to utilize the Porter 5 force to understand the market knowledge and according to that they need to make their product and services in high quality and increasing their overall presentation to achieve better results in the pandemic situations and increase their productivity and profitability.




Threat of new entrants (low-slung): Both the low-slung remittance charges in the market space sort it easier to entrants the e-commerce industries and acquire customs, otherwise it will be problematic for any product to adapt to such a giant marketplace as Amazon does. Where Amazon It has huge investments in warehousing, distribution, marketing, building easy-to-use web sites and logistics services, such as 24/7 customer service and prime delivery. The market delay and its fears and the downturn produced by the epidemic made it impossible to launch a multi-billion-dollar investment and compete with Amazon. Amazon has brand credit as the largest online retailer in the online marketplace. Amazon wins in several privileges in the investments of millions in customer experiences, for example, the websites and friendliness of customers from the on-time delivery and returns of goods, where I heard Amazon progress and provide the best experience in the online market.
Bargaining power of buyers (high): every time customers manage to the problem of prices. Amazon provides a variety of goods and products on the site, where the customer can compare prices between the products on the site and can search for the minimum prices offered to the customer with good quality. Where the customer does not go searching in another site for the same product as Amazon offers a lot and there is no opportunity to leave and search elsewhere. Also, the shrinkage in costs is minimal and the economy during the epidemic period reduces the on-consumer goods, which may increase competition. Amazon focuses on customers and its distinguished reputation.
Competitive Rivalry (High): In current years, has been there an increase in the number of competitors such as Alibaba, flipkart, walmart as they go from income to
In many industries, small-scale brands and retail sales are under the influence of the epidemic. Count the competitors in the two periods, the first period before the epidemic and the second period during the epidemic, where Amazon achieved excellent profits and while the others did not exist. Amazon was faster than other competitors in previous years and still is. Where competitors have been trying to focus on online business due to the pandemic.
Substitution risk Threat of substite products (medium to high): When thinking about and retailing via the online market or the Internet only, purchasing the product from physical availability and may be a primary alternative under normal pre-pandemic conditions, the threat to industries via the electronic market and the Internet from physical retailers Medium to high. This has resulted, through the pandemic, in customers' reluctance to shop in physical stores as well as reducing the risk of being replaced by Amazon and other depository companies. The damage is greater during the period of the epidemic.
Bargaining Power of Suppliers (Low to Medium): In general, the products purchased retail enough that the retailer can buy other products from another seller. However, there was a shortage of specific medical products such as hand sanitizers, masks, vitamins, and other disinfectants for homes during the pandemic and the reason was the increased demand. Most products, and Amazon can influence supplier prices because of the quantities you buy. Most sellers had to find other online commerce websites with the same level of visibility as Amazon and customer traffic. Also, Amazon's well-developed customer fulfilment system can discourage advanced integration by sellers.
SWOT Analysis
 It is a general review of a company and knowledge of the strengths, weaknesses, opportunities, and threats in the company. The main objective of this analysis is to help the advancement of the company and to know what is more appropriate in the coming future and to be aware of and be more aware of internal and external developments that affect the development of competition strategies.
1. Strengths: The quarantine feature in the pandemic period has shifted customers to online shopping, especially in groceries. Estimated consumer spending on Amazon increased by 70% year over year.
Amazon has maintained a 38.7% market share across industries.
And a market share of only 5.3%. Besides online commerce, Amazon provides digital streaming, cloud computing, and artificial intelligence on its websites. Of these, Amazon Prime Video holds 32.4% of the market share. In Amazon's 2020 Annual Report, Amazon has partnered with 1,300 companies, which employ 85,000 people, across 400 delivery stations across Amazon's extensive and deep supply chains in the US and UK along with solutions and innovations such as customer drone delivery and the Amazon Hub Same-day delivery service. Amazon has been at the forefront of e-commerce for some time.
Weaknesses: Third-party retailers must keep up with Amazon's new regulations, delivery and speed requirements, and competition from Amazon's private label products. Amazon is communicating with suppliers and reaching agreements on these concerns. If Amazon cannot reach an agreement with its suppliers, suppliers may turn to other competitors such as Walmart and eBay. Amazon also needs to maintain and control the average quality of products. Otherwise, it may cause a significant drop in customer satisfaction, and customers will move to other online commerce retailers. Despite Amazon's dominant position in the e-commerce marketplace, Walmart and Target still outperform Amazon in the brick-and-mortar market. The pandemic is bringing more pressure on the health and wages of employees, especially those working in warehouses, distribution centers and fulfillment centers. Workers' complaints and protests are growing when compared to previous periods before the pandemic.
Opportunities: Amazon is seeking to open 1,500 Amazon centers in cities and suburbs across the US and UK. By 2022, a delivery network and delivery accelerator will provide Amazon Business customers for non-Amazon packages. Amazon Fresh will continue to coordinate in-store and online shopping at consistently low prices and same-day delivery to support customers during the pandemic and beyond. Spending on small business retailers is planned to help accelerate supplier growth. Amazon has integrated its podcast service with its Amazon Music platform to support Amazon's Alexa services with Apple Music and Spotify.
Threat: Amazon should watch out for counterfeit products sold by third-party retailers within the platform. There are already issues with which Amazon will be held liable for damages and raise concerns about the security of data privacy. India banned sales of essential goods on Amazon during the early days of the pandemic. Other competitors who pull the rug from Amazon may develop their own e-commerce services to pull market share from Amazon.
Strategy Goals
Amazon is currently focusing on customer satisfaction as a good strategy. Amazon's goal is to continue as a leading company. Competitor company in the field of electronic market. The company is the most customer focused. As Jeff Bezos, CEO of Amazon Obsession, seeks to make them happy and satisfied through cloud services and artificial intelligence provided to them. Amazon stimulates new innovations to make things easier, fun, faster, better, and more cost-effective.



Factors for Quality management System:
There are different kind of factors which the organization used to improve their quality and control within the workplace in the situation of pandemic it is very crucial for them to increase their performance. The use of spacing technology, wearing masks and hand sanitizer are among the factors that helped production. and use technologies such as Amazon Hub,Cloud services and artificial intelligence within the organization are among the factors that help the organization in increasing its productivity and developing rapid work to produce more products and services to be presented in the market audience. It is essential for them to work on technologies so that the COVID virus can spread as do the people working on products and services.To increase the quality management system the organization needs to develop their overall performance by providing the necessary and sanitizers do the employees so that they stay safe from getting infected from the virus (Fernandes, 2020). it is very essential to increase the relationship management of the workplace with the audience and employees, all the factors are essential for a business and Amazon needs to increase their customer relationship management by increasing their quality end control during the pandemic to provide service with all the necessary security safety procedures. The quality system and control need to have a storage facility and the availability of the raw material which the organization needs to produce their product and services in the market. working in the pandemic it is very tough for them to utilize their 100% of their employee capacity. they are working with less capacity due to the pandemic and the government guidelines to work in retail sector. Utilizing the change, the workplace can be a vital factor for the Amazon to work in pandemic and utilization of technologies to provide the online service as a major part of company business operations. it can help the organization in attracting and awareness of their services to audience and develop more profitability by increasing their sales in the market. The market competition is increasing, and it is very essential for the Amazon to analyze all the factors for quality system and control. developing the process of change it is very crucial for them to manage the retention of employees as well as development of Better Business so that they can offer the services to the audience.
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A quality management system is one process that has been formalized in documents and procedures with responsibility but if the objective and policies are of better quality in the workplace (Singireddy, Daim, 2018). Quality management in Amazon enjoys advanced developments The quality management system works on direct final coordinates for the activities of the organization is to meet the requirements of customers from the time of initiation of the order until delivery in response to regulatory requirements to improve its efficiency and effectiveness on a continuous basis. There are various benefits of a quality management system that can help an organization achieve its goals and objectives. A quality management system helps reduce wastage and lower the cost of products and services and can be a vital factor for the Amazon region while operating in the event of COVID-19. It is essential for them to understand the use of the quality system and the monitoring process so that they can engage their staff and prevent mistakes that can cause them during a pandemic.
· Process approaches it’s one of the factors and identification system to support the quality. it works on how the organizational employees are working to achieve the overall objectives and goals by their performance during the COVID-19 pandemic. it is very essential for the organizations to work on their process approach so that they can increase better services and increase their input within their workforce. the process approach works on the overall process of product and services which the organizations offered to their audience, in the time of pandemic the process is to maintain the hygienic and safe working environment with all the necessary guidelines of the government are followed (Bin-Nashwan and Hassan, 2017).
· Quality it’s one of the first documentations of the quality management standard. Quality manuals describe the scope of the quality management system and help the organizations to work on the quality with Visual documentation and manual quality process of checking.
· Data management is one of the core element and quality process which are used by the organizations to achieve the overall objective. Data management held Amazon in understanding the situation of COVID-19 in the workplace and they need to maintain the process of working to be better skilled and match the overall standards of the organization.

·  Customer satisfaction with product quality is one of the major factors on which the Amazon works to monitor the reviews and the feedback to understand the customer satisfaction. It is one of the processes to increase in support quality working in the workplace and during the time of pandemic it is very essential to ask the customers about how they are thinking about the services offered by organization. the pandemic makes people scared for the services as they are not feeling safe while taking the product and services from the delivery guys. It is very essential for the Amazon to ask their customers about their services in safety and security. this help in increasing the trust and loyalty of the customers towards the organization and provide better support.
· Continuous improvement is a system to support quality process so that the organization can keep on working better and increasing their qualities over the period by understanding their market situation (Swedha and Dubey,2018). It is one of the major factors which helped the organization in keep on working on their changes and provide a process of working where they increase the training and development and continuous change of improvement with better skills employed. it is essential for them to work on the pandemic situation and provide overall process of working to get the right results over their competitors in the market operated industry.
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Internal factors can be termed anything either tangible or intangible present in the company and are under the company's control (Kumaret.al. 2020). Also, these factors affect the working of the organization.

Impact of internal factors on the Amazon 
“We’re helping to ensure that our employees and their communities have access to COVID-19 vaccinations and testing. Here are some of the ways we’re stepping up:
· More than half a million Amazon front-line employees have access to COVID-19 vaccines through on-site vaccination events. 
Amazon is helping vaccinate thousands of people through pop-up clinics in the U.S. 
· We quickly ramped-up onsite COVID-19 testing for employees thanks to the ingenuity of our fast-moving response team–and we’re sharing what we learned. 
Amazon is also heavily invested in supporting employees, customers, and communities during the pandemic, from enhancing safety measures to increasing paid time-off. Here are a few examples:
We provided more than $2.5 billion in bonuses and incentives for our teams globally in 2020. 
· We established a $25 million relief fund for partners, such as delivery drivers, and seasonal associates facing financial hardship or quarantine.

· With an eye on customers, Amazon is vigorously combating price gouging to ensure fair pricing and fight entities seeking to profit off the COVID-19 crisis”. (Amazon staff)
While the novel coronavirus pandemic was sweeping the world, Amazon employees 
were often concerned about virus concerns. Employees often asked if the virus had 
caught the virus, what to do, and what to do about prevention. Where I valued low 
salaries, grocery store employees, and cleaners inside Amazon risked an epidemic, that 
they couldn't stay home — even when the nation was in lockdown. Currently, Amazon 
sought to renew the safety factors inside the warehouses, demolish the complacency 
during this period, work to distance, wear masks, and wipe hands with disinfectants 
available inside the warehouses, and during that period hundreds of thousands of so-
called essential workers were employed or contracted with Amazon, whose delivery 
network appeared. As a vital service to the millions of people stuck inside their homes.
While there have been hundreds of workers working for Amazon during the Covid-19 
crisis over the course of the pandemic and their own words about being on the job. They 
work in Amazon fulfilment centres, deliver packages and groceries, and stock food in 
Amazon cafeterias. Some are employed by Amazon directly, and others are contractors.
 Horror was playing with their emotions and the safety of their health and that of them 
families, and many believed that Amazon was not doing enough to ensure their safety. 
While the company has often portrayed its frontline employees as heroes, there have 
been salary increases and adjustments to the health and safety system.
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The factors present outside the organization that impact its growth can be termed external factors. These factors are not in the control of the business and can have both positive and negative impacts on the company.
Impact of factors on Amazon:
The government intervention in a business is termed a political factor. As a worldwide retailer Amazon is not immune to such factors. Due to COVID-19, the government imposed strict lockdown all over the nation, which adversely affected the business of Amazon (Crick and Crick, 2020). It was tough for the company to keep continue the delivery of its products. When the lockdown was removed, the company could deliver its products but with the proper safety measures like masks, sanitizer, and social distancing by delivery workers. It, in turn, enhanced the loyalty of customers as the company is taking proper care of customer’s safety (Ramadanet.al. 2019).

Economic factors also affect the quality system of an organization. These factors mainly comprise the cost of raw materials, foreign exchange rate, jobless rates and many more. Covid-19 led to an increment in foreign exchange rates because of lockdown. It led to increased prices of exports by the company. The customers are now less likely to purchase expensive. Amazon is a customer-centric company is fulfilling all the requirements of the customers with a single click. It further enhances the loyalty of customers. Legal factors compel the company to fulfil all the obligations, rules and regulations formulated by the UK government. This law is made concerning customer satisfaction. So, the fulfilment of these obligations will assist in enhancing the customer loyalty and organizations quality system.

The operation of the business activities of Amazon is entirely based on technology. With the help of technology, Amazon made people habitual of online shopping. Due to COVID-19, people prefer to stay at home. So, amazon took advantage of this behavior of people by delivering necessary products to customers' doorstep. It has enhanced the overall turnover of Amazon and increase the loyalty of customers (Krueger and McKeown, 2020). 

Conclusion

From the above report it can be concluded that customer relationship management is one of the factors which will impact the overall business the customer relationship management is essential for the organization to maintain a better relationship with their employees and customers as both the people major factors for business. it is essential for the organization to develop their process of working and developing the need of change towards their results. further the report concluded that internal and external factors are very essential for the customer relationship management and for the business. Customer relationship management It’s essential and Amazon are working to develop better relations through change management in the workplace. Every business must priorities customer happiness to maintain client loyalty. To improve customer loyalty and happiness, Amazon, a customer-centric firm, employs numerous Customer Relationship Management techniques. Employees, leaders, politics, legality, technology, and a slew of other internal and external elements all have an impact on how a company operates. There has been no change, customer relationships are managed by DSL’S that feedback to us which parcels need to be delivered due to high urgency or small delivery window.
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