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[bookmark: _Toc79064283]Executive Summary
In the following assignment, I will address the influence of changes in consumer behavior as a result of the COVID-19 Pandemic, as well as the post-pandemic period, which never seems to demonstrate what sort of changes the market will face in terms of consumer relationships, engagement, and experiences. Because I work for Amazon as a department manager, I keep a close eye on how things are changing in terms of customer interactions and expectations.
Amazon Plc. will be referred to as one of the largest corporations functioning in the United Kingdom's market, as well as their culture, profile, and products or services. The organization's quality processes, as well as the effects of the Pandemic on them, will be explained, as well as how the company is willing to adapt and make the required changes in the future to achieve better outcomes and build a resilient business in the post-Covid-19 market.
Furthermore, internal and external factors, including COVID-19, will be exposed as triggers that led to the current situation, as well as the necessary solutions that must be implemented while the market undergoes such drastic changes and no clear segments or limits have been established due to the fact that we are in the midst of a market transformation.
The definition of customer relationship management will be discussed in order to gain a clear picture of Amazon's relationship with its customers, including pre- and post-pandemic interactions, as well as attracting potential customers, in order to maximize the company's efficiency and productivity and put it on the right track in the new market that has changed everything related to customer demand.
The importance of customer relationship management (CRM) will also be discussed, as it is critical for Amazon to be able to compete on the market and grow because it is the company's top priority to engage and have a good relationship with its customers, as the company relies on selling its products and services.
 Last but not least, the assignment will cover topics such as Amazon's plan for achieving its goals in the event of a pandemic, as well as the technologies that support these features. While plans have been established to complete the task, the assignment will quickly outline the benefits as well as the major problems that come with creating customer relationships and customer engagement processes.
[bookmark: _Toc79064284]As a firm employee, I will provide personal insights on the subject based on my own experiences, as well as explanations and, where appropriate, solutions. A conclusion will be included in the assignment since it is essential to highlight the results of the tools and methods used in the project, as well as a personal opinion about the overall situation owing to the pre- and post-pandemic overall scenario and its impact on the market.


Introduction 
Customer experience management is a concept that focuses on the various tools that a company use in order to increase customer engagement and improve the customer experience with the company's product. This notion is founded on the idea that any firm should make an attempt to make potential and actual customers adore their product in order to get them to engage with it and, why not, promote it without being told to do so explicitly but influencing them to do so. Customers that enjoy a product will quickly recommend or speak about it to their friends, family members, relatives, co-workers, and so on. (Penaflorida, 2020)
This type of marketing is a typical tactic employed by any company that desires and tries to reach the top since it leads to long-term benefits such as client loyalty and retention, which affects a company's ascending path. According to statistics, 92 percent of customers rely on reviews and images taken by people who have purchased a product before purchasing it, so customer experience marketing is a relatively new trend among consumers. (Penaflorida, 2020)
Amazon.com Inc., along with Microsoft, Facebook, Apple, and Google, is one of the world's largest firms, specializing in digital computing, e-commerce, artificial intelligence, and cloud computing.
 (According to The Conversation, 2018). Jeff Bezos, an entrepreneur, started the firm in 1994. Amazon's major focus is on the online market, where it sells and retails things and provides services through its websites, which also allow third-party sellers to sell their wares. The three divisions that allow the Amazon phenomenon to exist and be so successful are North America, International, and Amazon Web Services (AWS).
Because it includes technology services, databases, and so on, the AWS portion is more technologically oriented. Advertising is a key aspect of Amazon's operation; not only does the firm make advertisements about itself, but anybody can pay for ads on Amazon to grow their business or sell their products. Amazon Prime is another asset of Amazon.com Inc., as it provides movies and unique material created by Amazon. (Qontro Business Profile, 2008)
[bookmark: _Toc79064285]CRM - Customer Relationship Management
The Customer Relationship Management definition refers to any activities that involve customer communication or attraction, as well as everything else that has to do with attracting customers and building a strong brand image on the market. In the same vein, a successful CRM in a firm leads to increased profitability, market exposure, and advancement on the leader board. (Chai, 2020). 
The good news about Customer Relationship Management is that it encompasses the entire cycle that must be followed, beginning with advertising in order to attract customers, creating a good image of the product in order to make customers interested in the product the company is selling, proving that the quality is good, and being responsive to the customer's needs.. (Creatio, 2021). 
This is why it is important to mention the fact that the CRM tools is vital while expanding the business or wanting to penetrate new markets such as expanding abroad because of the fact that encourages the whole process of attracting and keeping a good relationship with the customers and also to be able to maintain the relationship on long term by stocking data in order to be able to personalize the customer’s experience.
For example, when growing into new markets, Amazon should employ CRM tools. Expanding into Asia is not the same as being active in the European market, thus CRM solutions must be tailored according to consumer trends in that region. In order to handle clients across departments while remaining professional, the CRM application facilitates this process by providing access to information across departments. Last but not least, with the help of a Customer Relationship Management solution, the customer lifetime value is increased, and as a result, the long-term outcomes for the business object are improved. (Sales Force, 2021)
 In order to be successful, Amazon company have been tailored its own Customer Relationship Management tool in order to be able to provide the best experience regarding the bond between the company and their actual and future customers. Being such a high ended creation of Amazon, the tool is designed to underpin the exact location of the users, create an overall image about their preferences in order to design the best experience for the customer. Excluding the contact with people, by introducing automatic methods of seeing the order history and set the return policy by a few clicks away, Amazon gained the position on the market because customers rely on simple actions in order to solve this kind of issues rapidly and efficiently at the same time. (Chakrawarty, 2017). 
In order to highlight the excellent results by using and tailoring their own CRM tool, Amazon have been increasing their sales with 37.4% at the end on 2020 because of the fact that the company specialized in retaining its customers. Moreover, the easy-to-use interface of Amazon makes things easier for their customers as well as the fact that every of them have a personalized experience and promotions appear regarding their personal interests. (Binns, 2021).
For example, if you have an account on Amazon and you use to buy clothes and barber products then most probably, you will receive an e-mail with the recent promotions on that specific category of products. On the other hand, in order to enhance the relationship with their customers as it is vital for the well-being of the company, Amazon offers solutions for every issue that a customer may encounter during the purchasing process. If there is need of speaking online with an assistant, the CRM is offering the customer the possibility to do that and also, alive chat icon will pop up on their screen and issues are solved immediately. 
Moreover, the Amazon Prime subscription is also a provider of movies, series, documentaries and so on but the interesting fact is that in a short period of time, Prime became the main competitor of HBO GO and Netflix which were the leaders until last year. Alexa is also an intelligent gadget created by Amazon which registered a very impressing growth in the last years because of the fact that customers use it easily and they rapidly get attached to it. On the other hands, every customer is kindly asked to get reviews, thing which is used by Amazon company as a tool in attracting and maintaining a good relationship with actual or future customers. (Software Advisory Service, n.d.)
For example, if you go on the Amazon website and search for a washing machine, you will see that there are hundreds of reviews, thing that will convince you to buy from them. 
Due to a Forbes statistic, more than 88% of the active online buyers are trusting the reviews as much as they trust a referral from a close friend of family member. For this reason, Amazon is relying on reviews that much because it increases with 88% the chances of buyer to purchase a certain product. (Forbes, 2020)
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The Customer Experience is a tool used by the big retailers and other companies on the market that are willing to offer their customers personalized experiences in order to increase their engagement with the company, make things easier and offer a great experience while using their platforms in order to purchase something. In shorter terms, creating a customer experience implies developing a system that will facilitate the appearance of the point of interests of each individual that joins the application or website of a company based on what they need, past searches and points of interest. (Pehrson, 2020). 
For example, if you will buy an eBook entitled ‘Marketing Practices used by Amazon’, later on you will receive an e-mail from Amazon, showing you other books related to the subject or offers based of your points of interests. It is important to mention the fact that engaging with customers by providing personalised experiences will increase the sales by 25%.
Another example, Amazon is a company that knows exactly how to handle this tool as they are implementing presentations regarded their products so the customers can clearly see how the certain products will make improvements on their lives if purchasing it. This being said, Amazon did not became the number one largest retailer in the world just because of the fact that they deliver good quality products but their service helped the company to raise the sales and get into the top retail leaders.
 Amazon has been analyzing and working on producing ideal shipping alternatives and costs in order to improve the consumers' experience. There are numerous delivery alternatives available, including free shipping for purchases over $25, free delivery for Amazon Prime users for a fee of 119$, and the introduction of Amazon boxes, which provide an easy pick-up process from various locations around any city. (Hunersen, 2019)
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The customer engagement process is a mechanism that allows a firm to communicate with its consumers or potential customers in order to get them to visit their websites or shops. It actually acts as a magnet, drawing customers closer to the firm and engaging with them in the same way that a person would engage with their best friends on a daily basis. Companies should engage with their customers to build a relationship. (Jacobs, 2019) 
Amazon is using Customer Engagement tool in order to be visible on the market, create a strong bond with their customers and make new released products visible in order to make them buy. Increasing retention is one of the consequences of engaging the customers and this ca be done by creating promotions and offers even for the products they have not purchased yet but is in the customer’s area of interest. The company also offers the opportunity to grow other brands with the help of them in order to increase their sales and at the same time the third-party seller affiliated with Amazon. (Johnson, 2021)
For example, if Amazon is developing the Customer Engagement Tool, then not just engagement will rise but also the sales and the retention due to the fact that clients leave reviews so the new ones can have a broader image about the products they are willing to purchase. On the other hand, Amazon’s bond between customers and the brand is automatically working as an customer engagement tool as they have been purchasing products and being satisfied about them, they will buy other products in the future. 
[bookmark: _Toc79064289]Factors that influence Amazon’s quality systems and controls for customers
The company's philosophy of wanting to make their customers happy is an internal aspect that drives customer behavior. If a customer is exploring the internet for a specific product, they will be seeking for reviews and support if they have a question about it. Because of this, Amazon has introduced online Customer Support that is available 24 hours a day, seven days a week, and thus the customer will receive free assistance, whereas most companies do not offer this, or if they do, Customer Support has a very set schedule and you cannot get help at any time of the day. Returns being free to ship is another cost cutter appreciated by the customers that do not want to pay transportation fees in order to return a product they do not want so it increases the credibility of Amazon and influences customer retention and engagement. (Thackston, 2020).
The Amazon Web Services (AWS) support is a tool developed by Amazon.com Inc. to assist enterprises that sell their products through their platform in optimizing and developing their business in terms of marketing and sales strategies by providing assistance so that they may focus on their core business. This element has a beneficial impact on the firm because third-party sellers are also involved in the company's growth process, so if they have a well-executed strategy, marketing, and product design, their sales will improve, and Amazon will benefit. (Kim, Stewart, Gal, 2021)
Because Amazon handles the entire purchase process, including transportation, the increase in buy online habits recorded in the previous year as a result of the COVID-19 Pandemic has had a substantial impact on the corporation. As a result of their strong brand image, client trust, and wide range of products, Amazon has established massive warehouses with supplies of the things they offer in order to deliver goods and products to their customers more quickly. Customers will be satisfied and return to Amazon for future purchases if they are given a quick option when ordering their products. By this fact, Amazon managed to help people who lost their jobs by creating new ones during the COVID-19 Pandemic period which positively impacted both the communities and the company. (McAfee, 2021)
An external factor that is worth to be discussed is the Trade War which impacts Amazon company by the trade war between China and the United States of America which actually stopped the rapid raising of Amazon company. Because of the fact that America imposed a 15% tariff on the goods imported from China, Amazon had been suffering because of the extra costs that are demanded by the US Government. In order to be able to support the increase in taxes, Amazon have been increasing their prices by 2.1% which can affect the sales number registered by the company annually. (Kolakowski, 2019)
Another external element that is posing a challenge to Amazon is the government's lack of support for e-commerce in India, which might have a detrimental influence on Amazon and other large corporations around the world. Actually, the Indian government supports local and national businesses more than global corporations such as Amazon, and has strict standards for allowing large corporations to enter their market so that they do not become the most popular in their country at the expense of local enterprises. (Rai, 2020)

[bookmark: _Toc79064290]How Amazon deals with the COVID-19 Pandemic situation
Everyone is aware that the COVID-19 Pandemic had a significant impact on the entire planet, ranging from everyday living among the populace to changes in global companies, stores, and so on. COVID-19, as a significant driver of change, propelled Amazon to a 37 percent gain in sales, owing to the fact that the company's management understood how to quickly adjust to these changes. Because people were unable to walk outside and many stores were closed, Amazon introduced products that people use on a regular basis, resulting in increased customer engagement and sales.
There were also challenges due to this situation because of the fact that the demand was so high that many of the third-party seller did not have enough stock to be able to deliver all the demanded products by the customers. For this reason, there was implemented the price gouging concept that raised the price of the products while the stock was minimizing. In order to be able to help the buyers community all around the globe, Amazon postponed the Prime Flag day in order to be able to focus on the necessary products that were on high demand. Furthermore, there were incentives added for postponed deliveries. (Edge by Ascential, 2020)
Because the firm's visionary CEO, Jeff Bezos, has been constructing a plan to be successful in both good and terrible times, the Amazon company appears to be built for difficult times and events like as the global crisis or the COVID-19 Pandemic. It is undeniable that Amazon has had significant growth in sales, but the Amazon Web Services (AWS) platform has also grown in popularity as a result of the fact that many businesses required services in order to stay afloat during the COVID-19 Pandemic. For this reason, Amazon has icreased significantly in the past year their business because more and more affiliate companies cam t sell their products through Amazon company due to the fact that it is well-known the popularity and the success of the company in matter of selling products. (Dumaine, 2020)
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Benefits
Amazon is well-known for its exceptional customer relationships, with the primary benefit being that it increases consumer engagement, which leads to increased corporate expansion and development. Customer loyalty is another asset gained after developing a great relationship with them because of the fact that if the customer will be satisfied about the products sold by Amazon company, they will still search for products next time they need to make a purchase. (Channel Reply, 2016). 
Customers that are loyal are more likely to broaden their interests and, as a result, make more purchases from the same seller. For example, if a customer will buy products for their kitchen such as robots, blenders and they will be happy and satisfied with them, next time, when it comes to different kind of products for their home, will start looking on Amazon’s website and order from there. As there are books and e-books sold on the company’s website, parents can easily give access to their kids to read almost any book, or even for the personal or professional growth they will still have the possibility to find books on Amazon. Offering personalized offer for every customer will increase the value of retained customers on long term, which will lead into an increase of the revenues of the company. (Taylor, 2014)
Challenges
Despite the fact that the CRM is a tool that brings success to Amazon.com Inc., it also includes huge costs and the transfer of data that can be lost easily if there is a human error. For this reason, Amazon is securing all the data in their data base and calculate the costs of every implementation in order to worth at the end of the process. Furthermore, the main challenge is maintaining the relationship with the customers and for this reason, Amazon needs to be sure that the company is offering their to their clients optimized and unique experiences in order t increase retention. (Haughey, 2020)
 Another challenge for Amazon is too keep both old and new clients happy while attracting new customers on the market. This can be hard to be done due to the fact that it involves analysing each of the customers preferences and habits in order to be able to deliver exceptional services for all of them and maintaining them engaged. Old customers may be lost while focusing too much on the new and potential customers due to the fact that their needs need to be tracked and observed. 
As a result, Amazon will place a premium on short-term profits in order to reap long-term rewards from its customers. Furthermore, there is a razor-thin line between having a happy customer and losing one, because if a customer is dissatisfied with products purchased from Amazon on multiple occasions, they are likely to leave a negative review and never choose to purchase from Amazon's website again, instead searching for goods on other platforms, and their efforts will be in vain. Most of the clients use to maximize problems and this is why retaining and creating a very strong bond with the customers is a hard and long-term process. (Smith, 2020)
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In conclusion, I would say that Amazon is a company that have a future vision above the market and is very careful in taking into account further situations that can happen. For example, being able to adapt to a global crisis is something that many other businesses failed at and so it lead to their bankruptcy while Amazon has successfully overpassed the situation and handle it. Moreover, the company have been succeeding during the COVID-19 Pandemic situation and managed to increase the number of sales with a high rate. In shorter terms, I can say that this means that any of the businesses need to be prepared for financial or global crisis as we can not know what is planned to happen next. 
Being aware of maintaining a very good relationship with their customers, boosted Amazon in the top 5 leaders in the world and this means that success in not hard to be achieved but it needs critical thinking, future vision and resources. I would also add the fact that having expanded in more than one areas, was the main factor that benefit the expansion of the company as it opened warehouses and it is working on delivering their products as fast as possible in order t keep their clients happy.
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