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Amazon
Introduction
The Amazon incorporation is a multinational American technology company which settles in Washington, Seattle and majorly majors on intelligence which is artificial, computing of the cloud and e-commerce.   Just like it was estimated by the capitalization market and revenue, Amazon was ranked as the biggest and largest marketplace for e-commerce and the platform for computing cloud globally. A man by the name Jeff Bezos was the founder and creator of the Amazon in the year 1994 on 5th July. Initially, he created it to serve as a bookstore found online but in due course of time he expanded it and started selling jewelry, video games, furniture’s, toys, apparels, food and electronics.  Other than that, the Amazon Company is a holder of various publishing bodies such as the Amazon Publishing, a studio for film and television production, called the Amazon Studios. It is further known for the production of kindle e-readers, devices used for echo, fire tablets, fire television which is all lines of consumer electronic.
It has been named for many achievements such as being the world’s biggest manufacturer of cloud infrastructure materials such as the PaaS and the IaaS while using the subsidiary known as AWS. It owns detached websites used as retails shops for some selected countries and goes ahead to offer after sales services such as shipping of the products to the said countries. Research has shown that over one hundred million people have subscribed to the Amazon Prime. In the United States of America, it has been ranked to be the second in number of the largest employers and by revenue, the most common internet company in the world. Amazon passed the Walmart Company in the year 2015 when ranking were made in order of the retailer who is most valuable in the United States by looking through market capitalization. It even went ahead to acquire the Whole Foods Market in the year 2017 at the value of thirteen point four billion which greatly amplified and improved the presence of the Amazon Company as a brick and mortar retailer. The interpretation regarding the acquisition was aimed at challenging the traditional retail stores of Walmart.
Concept of Customer experience
 The term customer experience can be defined as intuition or thought the customer leaves with which translates into what they think about your company or brand during the whole process of customer journey. There are various touch point factors that have been put across on a functional basis in the concept of customer experience. The aforementioned key touch point factors include, but not limited to, products and people. The question that tends to arise is as to whether the performance of the product generally was outstanding or the levels of attention a customer receives when he or she asks for assistance. All these contribute to the efficiency of customer services (Bordeaux, 2019). Due to the fact that many companies have an impact on the experience of their customers, all that needs to be done is to measure whether it is actually performing or some adjustments need to be done to the Amazon Company.
The concept of customer experience is very significant and especially when a company wants to sustain the trends of expansion and growing of their business. The most important thing to note is that, the Amazon Company incorporation should always strive to maintain a positive mindset in the minds of their customers so that they can build a trustworthy relationship with their customers (SearchCustomerExperience, 2019). This in turn creates a sense of loyalty and affection for their products and hence the customers go announcing to their friends and family members as well of how great the company is and their products. This serves as a market strategy since they also attract more customers. It is therefore crystal clear that customer experience serves a very vital role in prosperity of the business. This is one area the Amazon Incorporation can adopt to increase it marketability and profit bearing. 
In the year 2018, it was discovered that customers are the ones that matter the most in the business more than anything else. It is the customers who hold the power of success of the company in their hands and not the sellers. Questions have since then arisen regarding who gave the customers the said powers. With the aid of World Wide Web, the report that was aired out was that customers are faced with multiple options by the virtue of they can choose to go buy products from your competitors and hence it is very easy for them to turn over powers due to the over whelming subscriptions and premium options(Bordeaux, 2019) . Customers also have the option of influencing your company or not by use of reviews or social media and also by word of mouth through sharing their experience with friends and family. 
The key resource of expanding the Amazon Company is by using their customers since the reviews and recommendations they give tend to be more dependable by other users as compared to the Amazon’s channels of marketing and advertising. The Amazon incorporation therefore has the mandate of self evaluation and determines what their customers think and feel about them. This can be done in four different ways. They include:  critically studying and examining the survey results on customer satisfaction, coming to terms with the reasons for their customers roil and agitation and at what rate it occurs, asking their customers about what requests they might have regarding the products or possible features, analyzing the trends of tickets on customer support. 
Examining the survey results on customer satisfaction
Looking at the aspect of analyzing the survey results on customer satisfaction, Amazon may regularly conduct the surveys on their customers. Moreover, after spending moments which are worthy during the customer journey, that will give them a hint of how good or bad the customer experience was and how well or poorly the product was received by the customers. This can give the Amazon Company an insight of what the reviews will look like.
The net promoter score is termed as one of the most efficient techniques of gauging the customer experience. It is a mechanism that can measure the likeability of your customers to promote you to their colleagues, friends and family and that only is a success determinant (Klaus, n.d.). It is very important to look at the data in cumulative terms when measuring the net promoter score across the given teams. The reason behind this is that the customer experience is affected by several teams and hence a clear picture of their performance is needed that has been derived from all the many points of data. The general customer experiences can only e determined by putting together data collected from all points and analyzing them. 
The Amazon Company can use this methodology to gain feedback about their customers’ experience. It will let them figure out what needs to be worked on, what needs to be innovated or improved and so on. It will also make them know what their strengths are and what their possible weaknesses are. Lastly, the Amazon can depict which customers are to be relied upon as marketing strategies. By surveying the results on customer satisfaction,  Amazon can boost their business in the global market and also increase their profit margins.  It also helps them realize what customer experience they are rendering and can work on the possible loopholes. This strategy has proved to be effective in many organizations such as the Walmart and World Food Company.
Identity rate and reasons for customers churn
Something that is normal and occurs normally during the course of business is churn. Churn means frequent mixture, agitation or blend of customers. It is very vital to understand the impact of the churn and why it came about and learns from it to avoid future repetition of the occurrence for the same reason (Karsten Hadwich., 2012). From time to time, the Amazon should analyze their customers if they are churned or not and see what possibilities are there for the churn to increase or decrease. The incorporation should also look further into what are the causes of the churn and what preventive measures should be adopted. This will help the company from losing their customers to their competitors.
Ask customers for product or feature requests.
Another key element is coming up with forums that the customers can use to air out their requests for new products that they would like to feature in the market. This will assist Amazon to be more effective and efficient in solving the market gap and quench the thirst of their customers.  The forum needs not be formal. It can be via channels of social media, surveys via emails or a forum of the community so long as the customers can freely and comfortably give their preferred suggestions (Klaus, n.d.). In turn, Amazon does not need to take into implementation all the considerations that have been hurled and it, but rather look at what is beneficial to the company. If at all they notice that there is a particular thing which keeps on appearing, then they might investigate deeper and try to find a solution amicably. Research would be the best method they can use to find more information regarding the trend that keeps on cropping up in the suggestion box.
 Analyze customer support ticket trends.
Lastly, a practice that should be made into a habit by Amazon is ensuring a customer experience that is positive all the time. This can be achieved by frequently going through the tickets that are being tackled on a daily basis by the customer support team. It any noticeable issue arise that is causing trauma and pain to the customers, then that should be put into consideration and looked into further and try to find a solution that works best and for a prolonged period of time. This is by providing instructions which are clear and readable to all customers (Karsten Hadwich., 2012). If the instructions come as a video package, then it should be in a language understood or common to most of the customers if not all of the customers. Amazon should always strive to offer nothing but the best. They should first start by creating a good rapport with their customers and then delve into other things such as products efficiency and staff efficiency. As it was stated earlier, the success of a business wholly depends on its customers and Amazon, being a business like any other, is no exception.
Concept of quality process in a work place
Organizations which are successful have discovered that satisfaction of customers has an impact which is direct at the bottom line. An environment which has been created to support a culture which is quality mandates a process which is systematic and well structured. Discussed below are the implementation steps to gain a management system that is quality and will aid the organization to be successful. The word quality has different meanings such as the character bared upon a product or service so that it can fully satisfy the required need of the customer (Asq.org, 2019) .Outlined below are the processes given that Amazon can use for a quality management process in their place of business for it to be rendered successful by increasing the profit margins as well as sustaining the position at the top as one of the most efficient companies.
Make a commitment
A person who was declared the founder of the process of quality movement who was known as W. Edwards Deming gave out several points which Amazon can incorporate in their business. The main point he elucidated was one of constancy of purpose. He proposed that the level of commitment of a company to production of quality products had to start from the top most in the regime of hierarchy and had to be enforced on various occasions.  Normally, workers to think that what is needed is to make tradeoffs which in the end deters quality of the products but if the incorporation solely believes that what is key is quality and makes it a goal that is not up for negotiations, then in most cases it tends to do well. One expert in operational stuffs in the business, Rebecca A. Morgan wrote that the constancy of purpose translates to the fact that decisions for quality are not situational (Riley, 2001) . The quality at the end of the month is equivalent to the quality at the beginning of the month. This implies that the benefit of Amazon is not short term and quarterly targets hits are aimed occasionally.





Track mistakes.
Definition of quality is the key thing here. It is a process which entails the process of outline the specifications of a product, the control and regulation of statistical quality and small units being sampled by manufacturers from the production of the products and services to evaluate how much they get to the set standards and goals. If it is discovered that the deviation from the set standards are too big or the quality seems to be deteriorating day by day then there is altercation of the process of management. This is one of the techniques that have been said to be more involving and difficult in rendering business services. Various methodologies have been innovated to keep in check the aspect of quality such as the use of a net promoter score that can gauge the levels of satisfaction of a customer. 
This system was created by Fred Reichheld such that it devises the number of customers that have made a recommendation to their friends about the use of the business or their products (Pall, 1988) . It works in a way that if a customer answers at least nine questions out of the possible ten, he is termed as the business promoter, seven to eight is a promoter who is passive and six going below is termed as a detractor. By making the subtractions between the number of promoters versus the number of detractors, Amazon arrives at its net promoter score.




 Invest in training.
It has been established that any company which lacks a quality process movement then that company is prone to fail in business. This has proved to be very useful techniques in many enterprises such as the Amazon. Training of employees is very important hence as such, an investment has to be made on that. This is because qualified staff improves on the customer relations who translate to customer satisfaction and therefore a booming business. The training takes various approaches. If it is for starters, Amazon can set up a program for training the new entrants to lay their focus on producing quality products and services since their day one in the organization (Riley, 2001). 
This can be approached from different angles. One can do the training through programs that mentor the employees or encourages them or even coming up with social groups in the workplace that can be utilized as training schemes. Other than that, Amazon can set quality standards such that every employee that will be recruited must have undergone some sort of training and that should not be negotiable.
Even if the duty of training the employees is handed over to the organizations’ agents, they combine with the aspects of two philosophies that have been provided it should be considered that the set foundations of masters by virtue of an important role, it sets them apart and draw the distinction. It is equally important to disclose the issues that are currently being dealt with, the way they were dealt with, and the ground the organization is standing on with regards to the same issue (Riley, 2001). The significant value is also equally important and one needs to go through it carefully. Finally, train authorities to see the relationship between their exercises and, even more broadly, their dedicated disposition, and the association's general execution. By ties solitary lead to a general course of action of work, and subsequently exhibiting where that system can, once in a while isolated, you will give workers the information they ought to be extraordinary stewards of your business.
Organize quality circles.
This means that as the chief executive officer of Amazon, he or she needs to come up with modes of achieving quality work. This can be achieved by various ways. One of the ways is imposing sanctions that ought to restrict the production of products and also watch over the actions of employees (Kaynak and Herbig, 2014). This is to mean that the regulation put in place set a mark such that for every product produced it has to go through the set criteria. If it does not meet the set standards then it is returned back to the industry for further steps to be added to it so as to chive quality. The sanctions also need to outline the possible punishments that would befall an employer if found liable for intentionally not meeting the standards out if the reason that the employee is not quality oriented. This is something that needs to be pointed out to Amazon, that they as a company should endeavor for quality at all times.
This concept was created by Deming after a Japan post war and it was not until the year 1970 that is became popular in the United States of America (Pall, 1988) . The concept was all about grouping the employees into small groups within the workplace and encouraging them to identify problems and addressing them through the proper channels and putting recommendations across as well. It was not long after the concept came into being that many organizations adopted it but within no time the interest faded away in most organizations. The quality circles are basically workers belonging to a common team who have been mandated with the power and duty of ensuring the business grows better by day. According to experts, for the doctrine to work successfully then the workers have to be willing to learn new things voluntarily. The participation of the workers also need to be active and in large numbers so as to make it more efficient.
The manager or the executive officer of Amazon in turn ought to make the necessary resources available to the workers and create some sort of a time table or a time frame in which the workers under training will present their finding of the research conducted. The proposed recommendation will then be put into consideration despite the fact that the conclusions are vague or not pleasant. The key thing to remember is that the training is just but to try solve a particular problem and not to involve the employees in the problem identification process.



Have the right attitude.
The other important factor when trying to improve the quality is to possess a positive attitude towards work and quality. In the year 1990 Deming stated that the fun that used to exist in the workplace has crushed as time elapses due to the attitudes of the employees. This negative and undesirable attitude comes from the authority that is oppressive to these workers. As such, they are not easy to be incorporated and makes work seem like a burden and very tedious and hence withdraws the morale of workers. Amazon needs to take note of this fact and try as much as possible to make their centre of authority to be friendly to the employees and help in boosting their attitude towards work and hence developing the positive attitude. Just like Deming showcased in his example of not being a big fan of reviews, his manager helped him work on that.
Instead of mangers pointing out where they see a mistake or an inadequacy of something, they might as well try to figure out how they can frame their goal to be achievement of quality in production of products, services and business in general (Riley, 2001) . The baby steps are to stop criticizing the bad things or rather the flaws of the organization but rather dwell on the strengths and means of improving the weaknesses. This is a concept that Amazon should incorporate in their business to make it more efficient and improve the customer experience.
Benefits of developing and maintaining good customer relationships.
Some of the outlined benefits include the coloration of the team is improved. The organization in turn reaps a lot of good benefits from the good customer relationship that is developed. Another benefit is there is a better satisfaction of the staff. This even boosts their spirits to work and hence quality production (Manoel, 2002) . The Amazon Company is also able to save on cost they spend since when a good relationship exists the customers themselves act as agents of advertisement. This saves the company the cost they would have incurred in advertising their business. Moving on swiftly, better customer relationship is another added advantage. It promotes the organizations ability to cross sell hence the organization is able to determine what is lacking and immediately solve the problem.
Another notable benefit is when serving the customers, business efficiency is improved. Out of this the Amazon Company is able to boost its business since they create a good relationship. Out of this, it is easy to communicate and the clients can tell you what is going a miss and what should be improved. This is a good and efficient step in business. Benefits of a good customer relationship also include raised revenues and profit margins. This is the prime or rather the core issue for any business (Manoel, 2002). The key reason of putting up businesses is to make profits. If that is achieved, there is nothing that can be termed greater than that. Lastly, the attrition of customers is decreased. This means that when a customer is only exposed to one employee throughout his journey as a customer, probability of getting utmost attention falls above sixty percent but when he is exposed to so many workers he will get very little attention at almost below five percent.

Challenges of developing and maintaining good customer relationships.
There are however few notable challenges when developing and maintaining good customer relationships. The first challenge is about sales. It comes to a point that that relationship grows to become toxic such that because the customer has become a regular customer he or she thinks that he is entitled to a form of discount that is slightly higher than normal. If one fails to give the discount, the client will give negative comments of how the organization does not know how to treat “their customers” well (Ravesteyn and Ackermann, 2005) . The obvious fact is one cannot sell a product and go at a loss. This then brings about the issues of trust in business. Customers will lose their trust in the business and cease from going there. This reduces the profit margins.
Another issue is delivering of excellent services. Once that relationship has been established, most of the customers expect nothing but the best. To man is era and once in a while, although as much as possible the company should try to evade this, Amazon may slip and deliver lower quality than the normal. All the customers then run to their competitors in due bid to evade the “nowadays they have reduce the quantity and quality of their products.” (Ravesteyn and Ackermann, 2005) 

Conclusion
 The paper has critically and adequately analyzed the whole concepts of Amazon Incorporation Company. It has started by introducing the Amazon organization by outlining when it was founded, what it deals with and what is known for as well how it is ranked in the world. It has further ventured into the concepts of customer experience looking at how it can be improved, at its importance and how Amazon can incorporate such concepts to boost business. Further, the concepts of quality in process management have also been tackled. There are five major steps that have been outlined that are normally used to improve quality in management and have been discussed to the core. Last but not least the aspect of benefits and the challenges that accrues out of developing and maintaining a favorable customer relationship. The inference drawn is that it is better when a good relationship is developed among customers of Amazon and the customer experience is extremely good and pleasant to their clients.
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