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The scope of customer service has subsequently increased due to the onset of the Global pandemic situation where companies must develop different ways to provide satisfaction to the customers and take the risks of applying new rules of developing customer relationships (Rahimian et al., 2020). As covid-19 is quickly evolving, it becomes difficult to develop and adapt to the new customer base and setting priorities that may have different impacts on different customers in the “New Normal”. This assignment focuses on search marketing theories and customer experiences by using an online digital business such as Amazon in order to focus on meeting the requirements of the customers and building good relationships with them during the crisis. 
[bookmark: _Toc77444989]Company Overview
Amazon is a multinational online retail business that focuses on selling a wide range of products online through its application and website that offers reliability and accessibility of operations (Amazon.in. 2021). The founder of the company Jeff Bezos has established the company in 1994 with the aim of facilitating online shopping and creating a marketplace with all kinds of items such as electronics, video games, apparel, furniture, food, and jewelry would be available to the customers as well as do to do services for ease of operations. Never did the founders know that this would be an effective way to conduct business at the times of pandemic with the people not able to go out of their homes however can purchase the items required by them just by using the smart devices. 
[bookmark: _Toc77444990]Marketing Theories
Customer Relationship Management
Customer relationship management is the foundation strategy that a company uses to develop a consumer-centric culture that focuses on optimizing and managing the current in future client relationships. Companies specialize in CRM to provide value to the business as well as to the customers and identify the needs and expectations which will provide an advantage to the company over the competitors. Customer relationship management is that aspect of business that helps to undertake strategic least significant customers as most valuable clients and generate loyalty and revenue from them as an important means of business strategy. 
CRM Value Chain
The value chain model is a principle that is used to enhance the customer relationship and its stages. Developing a customer portfolio analysis will help to identify those customers that are valuable to the business as well as maximize the lifetime value through customer intimacy and the development of a network where peoples and entities are involved including the supplier’s investors (Agarwal et al., 2021). It helps to develop leadership culture and processes which will be effective to conduct other processes of the organisation and make sure that the business follows its processes to enhance the service provided to the customers and gather data important for the optimisation of customer experience. 
Digital Marketing Methods
Digital marketing methods are some of the common ways of conducting marketing in the modern business scenario. Digital marketing includes marketing using social media platforms and the internet of things (IoT) to enhance the marketing segment and also identify the customers in the online platform (Wang and Gao, 2019). The idea is to create an online shopping destination for the people and using broad media which will be effective for the business to carry on marketing activities by using search engines and mobile applications to endorse brands and services. 
Product Marketing
Product marketing is conducted by companies in order to focus on a certain product that offers a large number of benefits to the customers. It generally requires delivering in promoting a particular product through various marketing research and stating the benefits of the product to the customer so that its brand image is enhanced by stating the strengths of the product. 
[bookmark: _Toc77444991]Key Marketing Theories for the Question
The creation of the value chain will be effective for Amazon at the time of pandemic as this value change will increase the brand name of the product where Customer services are provided at the right time (Chen et al., 2019). Customer relationship management should be taken to increase the quality process of service and increase loyalty among them at the time of the pandemic. The value chain through customer service will be effective to influence the organization's quality of service and leadership to bring many benefits to the customers and meet their requirements such as cashless Transactions and no contract deliveries. 
Digital marketing will be an effective way to reach many customers. Digital marketing methods help Amazon to reach a large section of customers and identify the preferences effectively to endorse the services and brands that are newly used and sold by the company (Hébert et al., 2017). Digital marketing will include Search Engine optimization and social media marketing by promoting the products on social media websites and stating the customers about their offers and promotions so that people can avail these benefits from the company. Such digital marketing methods help the company to attain an advantage and focus on developing a large base of customers (Bala and Verma, 2018). 
[bookmark: _Toc77444992]Systems that Support the Organization's Quality Processes
A quality management system is a system that is an important means to control the quality systems of the organisation and improve the processes of customer service through quality products (ASQ, 2021). Amazon aims to develop quality processes through establishing standards for its product and providing ratings and feedback from different customers which can help the prospective customers to conduct their purchases and remove queries from such purchases. It enhances and improves the product based on such feedback and maintains the standardization of products with respect to the competition that the company has to face in the industry (Koch et al., 2020). Amazon has to match its services with those of other online companies and provide better services than the traditional retail organisations. It is required that the staff in management must be engaged towards maintaining the quality of its systems and enhancing the services through ethical activities such that customer satisfaction is obtained from such services. This will help in improving opportunities for the business and attract more customers by providing door to door service and faster delivery for the essential items. 
[bookmark: _Toc77444993]Conclusion
Customer experience is an effective way to know the success of the organisation and the expectations of the customers to attain personal values and priorities when purchasing a product or service. It is important that Amazon must take care of the customer experience that they provide to its customers through online shopping as well as focus on genuine and core services that enhance the satisfaction of the customers and focus on providing benefits to the customers through quality management and processes of safety procedures to be taken when delivering the products to the customers. 
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