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Chapter 1: Introduction 

Topic: Impact of customer satisfaction and brand image on the brand loyalty of Amazon

Background of the project 

Customer satisfaction and brand image is one of the crucial part of business that will lead to have major impact over increasing brand loyalty of company. it is essential for organisation to consider effective strategies which is significant in order to improve customer satisfaction level as well as attract more and more customers towards business. It has been determined that high customer satisfaction level along with the strong brand image will lead to have positive impact over company and this will help in enhancing performance of business. This research report is based on Amazon company (Diputra and Yasa, 2021). This is one of the well known company which is providing high quality products and services in order to meet customer needs. Amazon company was developed in year 1994 and founder of this organisation is Jeff Bezos. Head office of this company is located in Seattle, Washington, US. This report is based on the title to determine the Impact of customer satisfaction and brand image on the brand loyalty of Amazon. In this report information and data have been collected from various sources in order to gathering appropriate information about the topic. Different tools or technique has been considered in order to analyse and evaluate information about the topic. 

Aim and objective 

Research aim 


The main aim of current study is, “To understand Amazon’s strategies to retain its brand image during the pandemic that benefitted it with brand loyalty”. Further, current study also proceeds to understand the changing trends of customer satisfaction of the brand.

Research objective 

· To assess the success of Amazon’s brand image during the Covid 19 pandemic.

· To investigate how changing trends in customer satisfaction have enhanced Amazon’s brand image and increased brand loyalty

· To analyse strategies utilised by Amazon to increase customer satisfaction.
Rationale for the project 
This research project is very significant in order to determine the impact of customer services as well as brand image. Customers services is very crucial for organisation in order to improve customer satisfaction level in order to retain large number of customers towards business. It is essential that company is considering right and accurate tools in order to significantly enhance business practices as well as improve performance level of organisation. Brand image of company will lead to have major impact over attracting large number of customers towards business as well as enhancing performance of business. Through enhancing customer satisfaction level as well as brand image company will be able to retain large number of customers towards business and increase customer loyalty towards Amazon brand. 
Research questions 

· How has Amazon been successful in retaining its brand image during the pandemic?

· How has the changing customer satisfaction trend and brand image helped Amazon with brand loyalty?

· What are the strategies utilised by Amazon to increase customer satisfaction?

Chapter 2: Literature review 

To assess the success of Amazon’s brand image during the Covid 19 pandemic.

Amazon is consider as one of the largest and well known company which is providing its products and services in large market area. This company is providing high quality products and services in order to successfully meet with the demand of customers (Rahayu, 2021). Over the years Amazon has become the most customer-centric company on Earth (Skeepers, 2018) and this is all due to pre-emptively providing customer-oriented services such as easy access to ordering from anywhere to anywhere, feedback and no-hassle returns. The company is always develop new strategies for meeting their customers’ needs, from the items they sell ranging from books in the 1990s to the plethora of millions of items today. But further, Amazon not only sells items anymore, it provides services such as TV entertainment, grocery shopping, music, cloud storage and business solutions. 

The pandemic showed that Amazon's decision to focus on their delivery of services virtually and to the customer was a great path to take with benefits of the customers continually providing good ratings. However the more customers there are, the higher the chance something to go wrong, and with too many services to support, Amazon’s customer satisfaction has steadily decreased over the last 20 years from a high of 88 ACSI score in 2013 to 78 in 2021 (Statista, 2022). 
However, during the Covid-19 pandemic, it was crucial that employees of Amazon company are focusing on full filling the needs and wants of customers in order to meet with the requirements as well as enhance business practices. The main reason for the success and growth of Amazon company during covid 19 pandemic is the fact they could deliver everything without the customer having to leave their home, even return collections. This company is developing effective strategies which is as per the requirement of customers as well as able to timely full fill their demand. Fulfilled by Amazon is a business program allows individual merchants to send their items to an Amazon warehouse and afterward Amazon delivers the item to customers for a percentage of every sale. The program permits Amazon to give a reliable experience to Prime members (Rivai, 2021) which is shown to increase the customers’ belief and order chance by seeing the Fulfilled by Amazon stamp on products. 
It has been determined that effective and accurate supply chain networks of Amazon company also play significant role in order to meet with the needs of customers as well as timely provide them the required products and services. This will lead to have significant impact over increasing customers needs as well as full filling their needs and wants in appropriate manner. due to this Amazon company is able to enhance its products and service in respective market area as well as attain desired goals. Amazon experienced supply chain issues like many other businesses, however they were able to stem virus transmissions almost fully by implementing over 150 process changes from cleaning processes, PPE requirements and working conditions for their employees, which are the reason the chain of deliveries could continue despite it being severely overloaded, with little impact to the customers(Palmer, 2020).
To investigate how changing trends in customer satisfaction have enhanced Amazon’s brand image and increased brand loyalty

It has been determined that changes in customer trend will lead to have major impact over performance and functioning of business. the changes in trends in customer satisfaction level will lead to have influence over enhancing the Amazon’s brand image along with this led to increase in brand loyalty. The significance of being authentic and steady cannot be underrated (Arif and Syahputri, 2021). Customers should have the option to depend on the organization to receive similar exceptional items and services over the long run. It is important for respective company to conduct different task and practices which will lead to enhance overall customer satisfaction level and lead to growth of business while meeting customer demand (Fakhrizza, Marsudi and Praharjo, 2021). It has been determined that in the age of digital era now a days customers focus on purchasing products and services through online sources (Muneeb, Mehta and Khan, 2021). 
During the Covid-19 pandemic, Amazon became one of the main places to get things people wanted. With restrictions in place for not leaving the house and Highstreet shops being closed for months, customers were frustrated with the little choice of retailers and many who don’t shop online started doing so. Amazon’s brand become even more pronounced and became a household name even further. And with the increased customer orders, Amazon had to improve the returns services they offered which not only included Post-Office, Hermes and other drop offs but also fully removed the need for home printers with implementing the QR codes for returns (Amazon, 2019). This further incentivised customer to purchase anything and everything they wanted directly from Amazon, as ordering was done with 2 clicks and returns the same, while most other retailers have a more difficult ordering process on their websites. 
Analysing that, Amazon’s investment in their online platform can be seen to provide great benefits to the company by being inviting to use by anyone ranging from tech-savvy customers to people who never shopped online before, due to the ease of doing so from Amazon’s site.

Actually, numerous organizations rush to perceive good thoughts, however they regularly have no arrangement for how to effectively coordinate them into their plan of action. Keeping a steady degree of value that offers a degree of significant worth to the client will make them want more. It is important that Amazon company is focusing identification of customers needs and wants so that it could be timely met. High customer services will lead to have positive impact over increasing customer satisfaction level of customer. it has been determined that if customers are satisfied with the products and services of respective company then it will lead to directly improve the brand image of customer. through this customer loyalty towards business will also increase. 

To analyse strategies utilised by Amazon to increase customer satisfaction.

It has been analysed that there are different strategies which could be considered by the Amazon company in order to increase customer satisfaction level as their goal is being the most customer-centric company in the world(Baldwin, 2020). It is essential that respective company is considering right and accurate strategies in order to significantly deal with the several issues of business along with this increase customer satisfaction level. Strategies can be described as the action plan that will help the company to significantly deal with the problems of business as well as help in focusing to meet with the requirements of customers (Mulyono and Pasaribu, 2021). One of the reasons Amazon can create detailed and customer oriented strategies with such accuracy is the sheer amount of data that they hold. Whenever a customer is logged into their account, visits a product page, searches for something, watches a trailer for a movie, adds something to a wish list, all of this data is stored, analysed for patterns, compared to others, put into clusters of customers closely related, and recommendations created to be shown to those customers on a group level and individual level. That is the basic usage of that data. When all of it is combined on a business level with many other attributes, usages and statistics, Amazon can see the overall trends of customers, regional trends, demographics, as well as prediction of trends based on historical data and teams of analysts whose role is to use that data for predicting the trends that are to come.

Another strategy Amazon use for increasing customer satisfaction is the Prime level membership. While regular customers receive the regular customer support, Prime members receive benefits such as Free same-day, next-day etc deliveries, returns and access to other Amazon services all for a fixed yearly or monthly cost, which in most cases is much cheaper in the long run. Data shows that Prime members spend double the amount of non-prime members which goes to show the correlation between the membership and increase buying patterns as well as a full cycle of purchasing from Amazon, subscribing to Prime membership, more purchasing from Amazon due to more exclusive offers and deals and quick delivery.
Furthermore, customer support is not only based in call centres anymore with many Amazon employees working from home, thereby reducing Amazon’s overheads as well as improving motivation for customer support members, meaning better motivation and incentives for providing good customer service to customers.
Client support groups might be on the right track to bring this shift into client care patterns their job should effectively be possible from a distance, and with the assistance of innovation. they can have each instrument they need readily available, at home. It has been analysed that customer services will lead to have positive impact over practices of business as well as help in attracting more and more customers towards business. Client care reps make a stressful showing since they frequently need to manage troublesome customers or complex solicitations. Having the solace and calm of their homes might assist with expanding morale and productivity. There are different tools and techniques of customer services which could be consider by respective company in order to enhance and improve business practices.

It has been determined that social media is also effective and accurate strategy that will lead to improve customer services level of Amazon company. There are different social media platform which could be consider by organisation in order to carry out customer service practices in effective and appropriate manner. social media strategy includes considering of Facebook, Instagram, Pinterest and so on which will lead to increase customer services of business as well as help in improving business practices (Dash, Kiefer and Paul, 2021). Social media is dependably important for client assistance patterns, since they advance continually. Without a doubt, social media is an extraordinary stage for associating with customers. it has been determined that through social media practices respective company will be able to increase its business practices as well as able to meet with the needs and wants of customers. Social media has likewise been an extraordinary spot for brands to go through humour and construct their image, and we saw that inclination strengthening during the pandemic, when many individuals took to the web as opposed to going out. Through this it has been analysed that effective and efficient strategies of business will lead to have positive impact over business as well as help in enhancing business practise. Strategies of business assist in attracting more and more customers towards business along with this help in attaining desired goals and objectives of business. 

Chapter 3: Research Methodology 

This section of the research project tends to provide a discussion about the selected research method which are applied in current investigation to have an effective and systematic collection and analysis of facts to meet set objective. 
Research philosophy- the four main types of research philosophy comprises of positivism, interpretivisim, pragmatic and realism philosophy (Kurniati, Prabumenang and Aditya, 2021). Out of these type of research philosophy, making use of the positivism philosophy is suggested for current study as it tend to supports a more practical and systematic way of research and investigation to effectively meet the set objective. 
Research approach- this section of research method is bifurcated and divided into two main types comprises of deductive and inductive approach. As per the nature and in context to current investigation making use of the deductive approach is most suitable and appropriate as it provides an effective way for testing and scanning of the collected facts. Along with this, selection of the deductive approach is also suitable and justifiable as it in line with positivism philosophy and support effective meeting of set objective. 
Research strategy- implication and making use of survey strategy tend to be made within current study as it supports and leads to easy and most effective collection of the data to meet the set objective (Bimaruci, Mahaputra and Ilhamalimy, 2021). Making use and application of survey strategy is suitable as it includes making use of questionnaire which provides easiest tool for collection of data from a larger number of participants. 
Choice of method- there are two main types of research method comprising of the qualitative and quantitative method of research method. The qualitative method of research comprises in-depth and detailed form of investigation which is tend to be more complex and time consuming. On the other hand, the quantitative method of research comprises of collection of fact and data in numeric term that is easy to collect and present. Thus, use of the quantitative research seemed appropriate and suitable for current study to have proper collection and effective presentation of objective fact with the help of statistical charts and tables which supports specific set of results to meet current research objective. 
Data collection – Data collection can be described as the practice of gathering and analysing information from different fields. Through this, a researcher will be able gather appropriate information that is relevant to the topic. There are two main type of data collection sources consist of both primary as well as secondary sources use of both of which has been made within current study (Badar, 2021).
 Primary data collection method can be described as the process of gathering information that is never used before. In this researcher who is collecting primary data is known as the owner of the data. In this method of data collection researcher is gathering information form different sources such as questionnaire, survey, experiments, observation and so on. Secondary method of data collection can be explain as the way of gathering information and idea which has been collected before. In this researcher will be able to data from the primary collected information. 
The main advantage of gathering information form secondary sources is that it will assist researcher to find and collect information in less cost and time. Making use of primary sources of data is significant as it supports collection of first hand and authentic information. On the other hand, use of secondary source is also vital it tend to lead a base and framework current study based on past findings and existing data. In this research, investigator is considering both primary and secondary methods of data collection. Through this researcher will be able to gather accurate and appropriate information which is relevant to the topic. In this research, investigator is considering the questionnaire as the method of gathering and collecting information from the respondents. 

Sampling – This can be described as the way of selecting the sample from the whole population. It is essential for researcher to gather relevant and accurate information form right sample so that appropriate information could be gathered (Mawa, Tumbel and Soegoto, 2021). 
For this study, the random sampling method seems to be the most unbiased and reliable sampling to conduct because it will provide a measured overview of the general population of London in a specific area. Based on the answers of random participants, a more diverse result can be obtained therefore providing a more comprehensive research point, maybe even conflicting. More concretely, Cluster random sampling is applied as it will be conducted within one area where while several demographics will be present, there are cultural and other similarities due to the proximity in which they live. An even more thorough sampling could be conducted with several clusters of different areas being targeted however that will not be done due to time and cost constraints.
In this research there are 80 participants provided a questionnaire and their answers analysed. In this samples are the customers of Amazon company by collecting information in person by handing out questionnaires to people passing by. The research was done in North London. The questions are designed to check the understanding and thoughts of the population towards Amazon’s marketing and customer strategies as well as their experience, if any, with the company. This will not only  provide a useful insight into people’s understanding of the Amazon company they purchase from, but also their takeaway from the interactions with customer support representatives as well as their brand awareness.
	Questionnaire

Name –

Age –

Contact number –

1. Do you have understanding regarding the concept of customer satisfaction?

· Yes

· No

2. According to you what are the significance of customer satisfaction of enhancing performance and productivity of Amazon company?

· Increase customer loyalty

· Enhance customer retention

· Gain competitive edge over other rival companies

· All of the above

3. As per your views what are the main needs of customers which will lead to have major impact over enhancing customer satisfaction level?

· Price

· Quality

· Choice

· Convenience 

· All of the above

4. Do you think that company needs to consider different tools and approaches in order to determine customer satisfaction level?

· Agree

· Disagree

5. Do you feel that brand image of company will lead to have impact over loyalty of customers towards organisation?

· Yes

· No

6. What are the crucial aspects of brand image which will lead to have influence over organisational brand in market area?

· Logo

· Image

· Positioning

· Tagline

· All of the above

7. According to you what are the major advantages of strong and effective brand image that will lead to affect its profitability?

· Enhance customer recognition

· Word of mouth marketing

· Increase credibility

· Improve customer loyalty

· All of the above

8. What are the essential elements of a brand that will lead to affect its performance and productivity for enhancing organisational practices?

· Brand awareness

· Brand attributes

· Perceived quality

· Brand loyalty

· All of the above

9. Do you feel that customer satisfaction and brand image will lead to have impact over the brand loyalty of Amazon company?

· Agree

· Disagree

10. According to your views how Amazon company has been successful in retaining its brand image during the COVID 19 pandemic?

· Effective customer services

· Online products and services

· Innovative technology

· All of the above
11. Do you consider that changes in customer satisfaction trend as well as brand image will lead to have impact over enhancing brand loyalty of organisation?

· Yes

· No

12. As per your views how changing customer satisfaction trend and brand image helped Amazon with brand loyalty

· Improve trust 

· Retain customer

· Develop positive impression

· All of the above

13. Do you feel that company needs to develop effective customer services strategies in order to improve business performance and functioning in market area?

· Agree

· Disagree

14. What are the effective or crucial the strategies which could be utilised by Amazon to increase customer satisfaction?

· Social media

· Effective customer services

· Personalised products and services

· Use of innovative technology

· All of the above

15. Do you have any suggestion for Amazon company which will assist in enhancing its brand image as well as customer services in order to improve brand loyalty?



Chapter 4: Data analysis and Research findings 
Question 1 - Understanding regarding the concept of customer satisfaction.

	1. Do you have understanding regarding the concept of customer satisfaction?
	Frequency

	· Yes
	70

	· No
	10


Interpretation – According to the above collected data it has been analysed that most of the respondents are aware regarding the concept of customer satisfaction. It has been identified that out of 80 respondents who are customers has responded in positive manner with Yes, where as other 10 respondents has responded with no that they are not aware regarding the concept of customer satisfaction. Customer satisfaction is essential for organisation in order to retain large number of customers towards respective company.

Question 2 - The significance of customer satisfaction of enhancing performance and productivity of Amazon company

	2. According to you what are the significance of customer satisfaction of enhancing performance and productivity of Amazon company?
	Frequency

	· Increase customer loyalty
	10

	· Enhance customer retention
	10

	· Gain competitive edge over other rival companies
	10

	· All of the above
	50


Interpretation – as per the views of respondents it has been analysed that customers satisfaction will lead to have significant impact over enhancing performance or productivity of Amazon company. it has been determined that out of 80 respondents 10, 10 and 10 feel that Increase customer loyalty, Enhance customer retention, Gain competitive edge over other rival companies respectively are significance of customer satisfaction. Where as other 50 respondents feel that all of the above mention factors are equally significance of customer satisfaction and it will lead to support in improving performance or productivity of company.

Question 3 - The main needs of customers which will lead to have major impact over enhancing customer satisfaction level

	3. As per your views what are the main needs of customers which will lead to have major impact over enhancing customer satisfaction level?
	Frequency

	· Price
	10

	· Quality
	10

	· Choice
	10

	· Convenience 
	10

	· All of the above
	40


Interpretation – Through the above collected data it has been identified that there are different needs of customers which will lead to have crucial impact over enhancing customer satisfaction level. In the collected data it has been identified that 10 and 10 respondents feel that price and quality respectively are crucial needs of customer. Where as other 10 and 10 respondents consider that choice and convenience are the crucial needs of customers in order to increase customer satisfaction level. Where as other 40 respondents feel that all of the above mention factors are crucial needs of customers which will lead to have major impact over enhancing customer satisfaction level. 

Question 4 - Company needs to consider different tools and approaches in order to determine customer satisfaction level.

	4. Do you think that company needs to consider different tools and approaches in order to determine customer satisfaction level?
	Frequency

	· Agree
	60

	· Disagree
	20


Interpretation – through the above shown data it has been analysed that most of the respondents agrees that company needs to consider different tools and approaches in order to determine customer satisfaction level. where as only 20 respondents disagree with the statement and do not feel that organisation should use different tools or approaches for increasing customer satisfaction.

Question 5 - Brand image of company will lead to have impact over loyalty of customers towards organisation

	5. Do you feel that brand image of company will lead to have impact over loyalty of customers towards organisation?
	Frequency

	· Yes
	70

	· No
	10


Interpretation – As per the collected information it has been determined that brand image of company will lead to have impact over loyalty of customers towards organisation. in this most of the respondents that is 70 out of 80 has responded with yes. Where as other 10 responded has responded in negative manner with no. 

Question 6 - The crucial aspects of brand image which will lead to have influence over organisational brand in market area.

	6. What are the crucial aspects of brand image which will lead to have influence over organisational brand in market area?
	Frequency

	· Logo
	10

	· Image
	10

	· Positioning
	10

	· Tagline
	10

	· All of the above
	40


Interpretation – Through the above collected data it has been determined that there are different aspects of brand image. It has been determined that out of 80 respondents 10, 10, 10 and 10 feel that logo, image, positioning and tagline are the crucial aspects of brand image. Where as other 40 respondents consider that all of the above mention are the important aspects of of brand image which will lead to have influence over organisational brand in market area. 

Question 7 - The major advantages of strong and effective brand image that will lead to affect its profitability

	7. According to you what are the major advantages of strong and effective brand image that will lead to affect its profitability?
	Frequency

	· Enhance customer recognition
	10

	· Word of mouth marketing
	10

	· Increase credibility
	10

	· Improve customer loyalty
	10

	· All of the above
	40


Interpretation – There are different advantages of strong and effective brand image. According to the collected information it has been analysed that 10, 10, 10 and 10 feel that Enhance customer recognition, Word of mouth marketing, Increase credibility and Improve customer loyalty respectively are the crucial advantages of strong and effective brand image that will lead to affect its profitability. Where as other 40 respondents feel that all of the above mention factors are crucial and it will lead to improve brand image and lead to affect its profitability. 

Question 8 - The essential elements of a brand that will lead to affect its performance and productivity for enhancing organisational practices.

	8. What are the essential elements of a brand that will lead to affect its performance and productivity for enhancing organisational practices?
	Frequency

	· Brand awareness
	10

	· Brand attributes
	15

	· Perceived quality
	10

	· Brand loyalty
	10

	· All of the above
	35


Interpretation – as per the above collected data it has been analysed that there are several elements of brand which will lead to affect brand image of company. through this it has been identified that 10, 15, 10 and 10 respondents feel that Brand awareness, Brand attributes, Perceived quality and Brand loyalty respectively are crucial elements of brand. Where as majority of respondents that is 35 feel that all of the above mention factors are crucial and it will help in improve business productivity. 

Question 9 - Customer satisfaction and brand image will lead to have impact over the brand loyalty of Amazon company.

	9. Do you feel that customer satisfaction and brand image will lead to have impact over the brand loyalty of Amazon company?
	Frequency

	· Agree
	70

	· Disagree
	10


Interpretation – According to above collected data it has been analysed that most of the respondents that is 70 out of 80 feel agrees that customer satisfaction and brand image will lead to have impact over the brand loyalty of Amazon company. where as other 10 respondents disagrees with this statement. 

Question 10 - Amazon company has been successful in retaining its brand image during the COVID 19 pandemic
	10. According to your views how Amazon company has been successful in retaining its brand image during the COVID 19 pandemic?
	Frequency

	· Effective customer services
	10

	· Online products and services
	10

	· Innovative technology
	10

	· All of the above
	50


Interpretation – Through the above shown data it has been determined that there are different factors of Amazon company has been successful in retaining its brand image during the COVID 19 pandemic. It has been determined that 10, 10 and 10 respondents feel that Effective customer services, Online products and services and Innovative technology are the crucial factor. Where as other 50 respondents feel that all of the above mention factors are crucial that lead to success of Amazon company.
Question 11 - Changes in customer satisfaction trend as well as brand image will lead to have impact over enhancing brand loyalty of organisation.

	11. Do you consider that changes in customer satisfaction trend as well as brand image will lead to have impact over enhancing brand loyalty of organisation?
	Frequency

	· Yes
	60

	· No
	20


Interpretation – Through the above shown data it has been determined that most of the respondents that is 60 out of 70 respondents feel that changes in customer satisfaction trend as well as brand image will lead to have impact over enhancing brand loyalty of organisation. where as other 20 respondents responded with no.

Question 12 - Changing customer satisfaction trend and brand image helped Amazon with brand loyalty.
	12. As per your views how changing customer satisfaction trend and brand image helped Amazon with brand loyalty?
	Frequency

	· Improve trust 
	10

	· Retain customer
	15

	· Develop positive impression
	10

	· All of the above
	45


Interpretation – as per the above collected information it has been determined that most the respondents feel that changing customer satisfaction trend and brand image helped Amazon with brand loyalty. According to collected data 10, 15 and 10 respondents feel that Improve trust, Retain customer and Develop positive impression respectively. where as other 45 respondents out of 80 feel that all of the above mention factor are crucial and it will in enhancing brand loyalty. 
Question 13 - Company needs to develop effective customer services strategies in order to improve business performance and functioning in market area

	13. Do you feel that company needs to develop effective customer services strategies in order to improve business performance and functioning in market area?
	Frequency

	· Agree
	60

	· Disagree
	20


Interpretation – It is essential for company to develop effective customer services strategies for improving business practices. out of 80 respondents 60 agrees with the statement that company needs to develop effective customer services strategies in order to improve business performance and functioning in market area. where as other 20 respondents disagrees with the statement. 
Question 14 - The effective or crucial the strategies which could be utilised by Amazon to increase customer satisfaction.

	14. What are the effective or crucial the strategies which could be utilised by Amazon to increase customer satisfaction?
	Frequency

	· Social media
	10

	· Effective customer services
	10

	· Personalised products and services
	10

	· Use of innovative technology
	10

	· All of the above
	40


Interpretation – It has been determined that there are different effective strategies which will help Amazon company to increase customer satisfaction. According to the collected information it has been analysed that 10, 10, 10 and 10 respondents feel that Social media, Effective customer services, Personalised products and services and Use of innovative technology respectively is the crucial strategy that will help organisation in order to improve customer satisfaction. Where as other 40 respondents feel that all of the above mention strategy are effective and it will help in increasing customer satisfaction. 
Question 15 – Amazon company which will assist in enhancing its brand image as well as customer services in order to improve brand loyalty. 

	1. Do you have any suggestion for Amazon company which will assist in enhancing its brand image as well as customer services in order to improve brand loyalty?

	Yes, I have suggestion for Amazon company that will help in enhancing its brand image along with this increase customer services practices in order to improve brand loyalty. It is essential for organisation to consider innovative technology in order to improve brand image of organisation as well as increase customer services. Through the support of new and innovative technology and tools respective organisation will be able to carry out its business practices in significant manner as well as attract large number of customers towards business. 


Chapter 5: Conclusion and recommendation 
In conclusion customer services are very crucial for organisations in order to improve customer satisfaction level and retain large number of customers towards business. It has been determined that high customer satisfaction level along with the strong brand image will lead to have positive impact over company and this will help in enhancing performance of business. Amazon have continued to implement strategies that would continuously push them towards a more customer-centric company as they claim and this can be seen in all of the actions, they have taken to allow customers of all demographics to benefits from their services and use their platform to shop for products. Furthermore, on the side of business relations, they also have implemented strategies such as Amazon fulfilment which have a direct impact on their customer base, without increase costs to them but moving those costs to the businesses that make use of Amazon’s program. 

Furthermore, it can be deduced that customers do believe that how they are treated and the ease of using the platform as well as the brand’s image are just as important as the price they are paying for their products. Over the years customers have become more conscious of their impact on others and the environment therefore a brand’s impact is extremely important when customers consider using them or even in extreme cases “cancelling” them.

In reality, during the Covid-19 pandemic, Amazon managed to be one of the few companies that benefitted due to their large sales increase and were able to do so due to the strategies and effective management to focus and prioritise worker safety, their supply chain continuation and customer communication and support.
Recommendation
As per the above collected information it has been determined that there are different recommendation that will help respective company to conduct its business practices in effective and efficient manner. Amazon is a well established company which is providing its products and services in world wide market area. Through these recommendation respective company will be able to increase its performance level as well as able to attain desired goals. Recommendations for Amazon company is mention below -

· It is recommended that this company is using new and innovative technology which performing and conducting business practices. There is different new and advance technology in market area which will assist company to carry out its business practices in more effective and appropriate manner (Greceawati, 2021). Through the consideration of new and advance technology respective company will be able to enhance its performance level as well as able to attain desired goals. New and innovative technology will assist in providing high quality products and services to customers in order to increase customer satisfaction level.

· It is important for Amazon company to provide high quality customer services in order to meet with the needs and demand of customers. It is essential for respective company to conduct effective market research which is helpful for identifying customer needs and wants in order to provide right quality services. This will assist respective organisation to provide high quality customer services as well as develop strong brand image in market area. Through the support of effective customer services Amazon company will be able to improve customer satisfaction level. Through this respective organisation will be able to attract and retain large number of customers towards Amazon company. It has been identified that high customer services will help in gaining competitive edge over other rival companies. 
· It is recommended to respective company to consider social media in order to carry out business practices in effective manner. It has been determined that company needs to consider social media as it is effective customer service strategy that will lead to have positive impact over business and its practices. Through the support of social media practices, Amazon company will be able to communicate with the customer in proper and accurate manner. This will help company to develop strong relationship with customers along with this help in analysing their needs also. This will lead to have positive impact over business as well as help in attaining desired goals. 
Chapter 6: Reflection


While conducting this report I have gain information about the different aspects which will assist me in performing different career and professional practices in appropriate manner. This research is based on the aim to understand Amazon’s strategies to retain its brand image during the pandemic that benefited it with brand loyalty. Through this research I was able to gain better understanding regarding the topic customer strategies and brand image. This helps me in gaining information about the impact of different customer satisfaction level along with the significance of the brand image in order to improve brand loyalty. While performing this research project I have faced several issues that lead to have negative impact over my performance in this research. Through this I have determined different strength and weakness that will lead to have impact over my performance as well as assist me to conduct required set of practices in proper and accurate manner. I have identified that communication skills is one of the major strength that will help me to conduct research activities in proper manner. Through strong communication skills I was able to gather right information about the research topic as well as successfully perform research practices. I have analysed that lack of time management skills is one of the major weakness which will lead to have negative impact over my performance. Due to ineffective time management skills I was not able to correctly manage time to conduct different activities of the research project in appropriate manner. In order to deal with this issues I have taken support form my senior person who will assist me to manage different activities and task of this research in proper manner. While performing this research I have considered both primary and secondary method as this will assist me in gathering right and accurate information about the topic. Primary data collection helped in finding right and accurate information about the research topic. Whereas secondary data collection assist in finding appropriate information in less time and cost. 
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