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Executive Summary
The report has explained the internal and external forces that affected the Amazon quality system and control for the customer for delivering a 24-hour service. It has examined the marketing theories underpinning the report to understand the concept of customer service and its impact. The report has discussed the Marketing Mix and Stakeholder map to understand the changing perspective to fulfill the customer need. It has highlighted the marketing and customer relationship management theory to influence the customer for organizational enlargement. The report has illustrated the system of Amazon that help to support quality procedure that provides critical understanding to meet customer requirement effectively. 
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[bookmark: _Toc132302318]Introduction
The Company mainly focuses on monitoring the customer experience and can take an important step to enhance it in the bottom line (Kucuk, 2023). On the other hand, the customer experience is a holistic experience with the consumption of the brand. The report has demonstrated a brief description of marketing theory like the marketing mix and stakeholder map in the context of Amazon. It has discussed the internal and external forces that influenced the organizational quality system and control for the customer to deliver a better customer experience. The report has highlighted customer relationship management and the application of the CRM model to meet customer requirements. Through this report, Amazon has developed a new channel to build strong relationships with customers for organizational enlargement. 
[bookmark: _Toc132302319]Company Background (Amazon)
Amazon is a leading online retailer and web service, provider. The Company employs more than 1,608,000 people to support people for organizational enlargement. In the 1990s, Amazon opened the business as an online bookseller. The Company mainly focuses on the development of a new program to expand the market base (Yasar and Wigmore, 2022).  Web services actins of the organization generally include renting data storage space and computing wealth called cloud computing, across the Internet. Thus, the considerable online presence of Amazon is defined as in the year 2012, around 1% of all Internet traffic in North America traveled in and away from Amazon.com data centers. On the other side, the organization also makes promote-leading such as Kindle e-book readers. Amazon mainly used CRM software to capture customer data at the point of purchase, which uses instantly customize the online experience for organizational enhancement. 
[image: ]
Source: (Yasar and Wigmore, 2022)
Amazon is among the well-known and top global online retailers across the UK (Kucuk, 2023). The company originates or obtains its strengths predominantly from three long-drawn-out impels on differentiation, leadership, and focus. It serves among the renowned e-commerce platform across the globe that was founded in 1994. 
[bookmark: _Toc132302320]Marketing Theory
[bookmark: _Toc132302321]4P’s of Marketing Mix
Amazon mainly focuses on the marketing mix is a major element to improve organizational enlargement (Chakravorti, 2023). The Company's main strategy is to maintain its brand image and succeed in the marketplace. To maintain a strong position among customer minds, Amazon is competitive in the market and accomplishes the desired outcome (Gil et al., 2020). 
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Source: (Kassem, 2023)
· Products: Amazon is the leading online e-commerce platform in the world for organizational enlargement. The Company has delivered quality products or services through distribution channels at the doorstep. To stay competitive, Amazon sold a product portfolio to lead the organizational enlargement. The Company focuses on grocery items being delivered to clients by Amazon through its service (Yasar and Wigmore, 2022). Amazon also focuses on hosting services for the client to stay strong in the marketplace. The Company has developed an app with the best access to earn a profit margin. 
· Price: In the strategy, the Manager of Amazon mainly focus on a competitive based pricing strategy to fulfill customer requirement. The Company will use technology to reduce the operational cost in setting prices to stay competitive (Kucuk, 2023). In changing market condition, the Company also prefer discounting pricing strategy to grab the attention of the potential customer. Amazon focuses on differential pricing tactics in the distinct nation for effective operation and stability in the marketplace. AWS is a market leader offering great quality products or services at low cost to resolve the solution. 
· Place: The Company is a global player across the world to maintain its presence in the online marketplace. Amazon purchase products or service from the website to enhance the customer experience (Kassem, 2023). Nowadays, Amazon creates huge warehouses and fulfillment centers to create a big picture to reach the desired outcome. The Company mainly focuses on categorized and specialty item warehouses to improve the customer experience. Amazon focuses on using local courier service and postal with effective packaging to meet the requirement of potential customers.  
· Promotion: Amazon uses aggressive marketing campaigns to promote products or services to maintain its brand image. The Company mainly focus on promotion activities like ads on TV and in newspaper to increase its market share (Chakravorti, 2023). Amazon focuses on social media marketing to target customers through browsing patterns for better success in the competitive marketplace. In changing situation, the firm focus on building a public relationship to enhance its brand image among customer mind. Amazon also conducts direct marketing to offer web services to perform activities smoothly.  
[bookmark: _Toc132302322]Stakeholder Map
It is a project management tool that helps to identify all of the stakeholder's impacts on the project and other sorts (Kassem, 2023). In the competitive situation, managers of Amazon mainly focus on the engagement of internal and external stakeholders as the greatest companies of all time. To become successful, Amazon stakeholders have varying degrees of impact on its strategic and nonstrategic decision. 
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Source: (Kucuk, 2023)
Amazon mainly focuses on the development of effective communication channels to take the right action (Li et al., 2023). The Company will hold a strong position and understand the stakeholder behavior for fair treatment of others. 
· Keeps Satisfied: In this matrix, individual or group member proves to convince, while high power low interest need awareness of major changes and wants to be left their own will (Alshurideh et al., 2023). 
· Manage Closely: Stakeholders have high power and interest, so people are updated with the right decision (Yasar and Wigmore, 2022). It includes the CEO, and high-level management needs to manage the organizational activities that affect the whole plan. 
· Monitor: In this matrix element, it has low power and interest in decision-making although it is considered a stakeholder. Stakeholder does not need to spend much time on a project that is changed. Thus, stakeholder or no groups go unorganized. 
· Keep Informed: It shows low power while high interest (Kassem, 2023). The group member requires a high level of communication at distinct stages like email, group meetings, and others to increase full awareness. The Company's main purpose is to manage any form of resistance. 
[bookmark: _Toc132302323]Internal Factors that Influence the Quality System
SWOT Analysis of Amazon
This analysis helps to address the internal forces that affect the overall performance of the firm. The Company mainly focus on understanding the strength and weaknesses that may be impacted by opportunities and threats (Kucuk, 2023). This tool is valuable insight to know the current position and potential future estimation. 
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Source: (Alshurideh et al., 2023)
· Strengths: Amazon has maintained a strong brand image in the market and position among customer minds. In 2022, the Company has ranked 3rd position with a brand image of US $274 Billion (Li et al., 2023). Amazon caters to a large number of customers for everyday needs at reasonably priced to build a customer-oriented brand.  The company originates or obtains its strengths predominantly from three long-drawn-out impels on differentiation, leadership, and focus. Therefore, this approaches normally outcomes in improved gain for the firm in the marketplace. The Company focuses on the creative idea and innovative addition of products line to improve the customer experience. 1,298,000 individuals were hired by the firm in its workstation in the year 2020 alone (Raeisi et al., 2023). Further adding to it, Amazon had its greatest yearly proceeds of approximately US$386.064 billion in the year 2020. Through economies of scale, Amazon's main aim is to control costs and lower inventory prices to maintain strong value among customer needs. Amazon has sold around 75 million products in Amazon.com Marketplaces (Gil et al., 2020). 
· Weaknesses: The Company is quite common in the digital world to deal with small challenges. In a few marketplaces like India, Amazon has faced heavy losses as well as exposes the risk of in some marketplaces (Yasar and Wigmore, 2022). The Company has faced tax controversy in Japan, the UK, and the US with a negative impact on publicity. Amazon affects the customer attitude when the client receives a defective item from online shopping. Moreover, the unfair trade practice undermines trust and increases legal risk in the European marketplace. Amazon is not able to purchase and use data from a third party to compete in the market. Even though the firm usually facilitates its customers with free shipping, thus, it is taking into consideration the danger of trailing its lucratively, and however, might not be competent in optimizing prices as of this approach. On the other hand, Amazon normally provides its manufactured goods and services to consumers in a spirited market (Alshurideh et al., 2023). It persuades the profit margin and escalation of the firm to a bigger level in the contemporary marketplace and worldwide. 
· Opportunities: Amazon mainly focus on identifying a market opportunity to expand its market share in developing nation. The Company focuses on big box retailers to engage the customer and compete against big box retailers (Kucuk, 2023). In recent, Amazon focuses on self-driving technology to deliver a strong network and fulfill the demand for organizational enlargement. Amazon has planned to launch a new Prime subscription to improve the shopper experience. The Company team mainly focus on professional stylist and fashionist to gain a competitive edge. E-commerce focuses on technological improvement and organizational policies to reduce sales (Alshurideh et al., 2023). 
· Threats: Government regulation is threatening the business proceeding of Amazon in a critical nation. It exposes the e-commerce giant to reputational, economic, and legal challenges in the marketplace (Li et al., 2023). Amazon has faced tough competitive firms like Walmart, eBay, and others in the online platform. Simply, the Company threatens firms coming with a similar business model in the marketplace. Economic recession creates a worse impact on the sales margin of Amazon and its profitability. 
[bookmark: _Toc132302324]External Factors Influence the Quality System
PESTLE Analysis of Amazon
It is used to analyze macro forces within the business environment of Amazon (Alshurideh et al., 2023). Amazon mainly focuses on strategic management tools used to understand the forces in the distinct scenario at the workplace. 
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Source: (Kucuk, 2023)
· Political Factor: Its stability may affect Amazon's e-commerce business in the marketplace. Due to its regulation, Amazon was found guilty it can face severe consequences in online delivery service (Raeisi et al., 2023). The government of the UK has imposed a heavy tax on business in every business for organizational development. Moreover, delivery and supply system, direct competition, and government loss is the biggest threat to business enlargement. Political pressure has forced Amazon to change the employee minimum wages in US and UK. Moreover, other political support's main aim is to expand the market for organizational development (Chakravorti, 2023). Apart from that, the augmenting popularity of the digital retail business in the marketplace is obtained as an outcome of governmental persuasion. 
· Economic Factors: There are external factors that are openly associated with the earnings and proceeds of the firm. Therefore, it normally cossets a few of the core factors like as cost of raw materials, unemployment rates, production costs, and many more (Alshurideh et al., 2023). Even though Amazon has incremented an assortment of its business actions and its services across the globe via the assistance of government aid, tariff keeps a persistent dispute for the firm, majorly in Asia regions. 
· Social Factor:  The concentration of the manager of the firm is crucially on recognizing the behavior of the consumer. It facilitates the firm to lucratively execute the need and preferences of the consumers towards its manufactured goods and services (Yasar and Wigmore, 2022). A few of the nuclear social factors are considered as cultural change or alteration, education principles, size of the population, and so on that provide the organization with assistance to grasp a greater share of a prospective market. Nevertheless, Amazon enthusiastically relies on technology to swap its personnel. Keeping this in mind, the rate of diminishing employment opportunities serves as a threat to Amazon concerning social factors. Apart from that, the augmenting tendency of digital shopping as well as consumerism profits Amazon. 
· Technological Factors: Another nuclear rudiment is referred to as technological advancement in molding the strengths and weaknesses of the firm. A few of the chief technological factors comprise automation, technical awareness, technical advancement, and so on. They provide assistance to sketch its forthcoming escalation and enlargement in the marketplace wittily (Raeisi et al., 2023). Moreover, it also conducts the leader of the firm to eagerly act following fresh technologies and attain momentous escalation and performance worldwide. Likewise, via innovative technology, Amazon advances the option of live chat with its customers as it facilitates the consumers to augment their experience regarding the manufactured goods and services of the firm (Alshurideh et al., 2023). 
· Environmental Factors: Various challenges comprising of weather alteration, pollution, and many more have raised concern for Amazon as if they include environmental factors that have an impression on the advance of the actions and offerings of the firm in the prevailing marketplace and worldwide (Li et al., 2023). Therefore, Amazon is normally needed to augment its interest and attention on ecological programs, backing business sustainability, waste management actions, low-carbon lifestyle, and many more. They all facilitate the firm with superior assistance to significantly advance various stratagem and actions with the core aim of attaining momentous escalation and enlargement in the marketplace as of its adversaries. 
· Legal Factors: The factors that bring the need for Amazon to handle various rules, regulations, and policies advanced by the government of the regions, where it operates the actions and offers of the business are called legal factors (Kucuk, 2023). Therefore, the manager or leader of Amazon eagerly pays attention to cybersecurity, sustaining the security of customers in their minds. Apart from that, the firm also conveys various efforts towards sheltering or protecting environmental regulations. It provides assistance to Amazon to fortify or reinforce its brand image not only in the prevailing marketplace but worldwide as well. 
















[bookmark: _Toc132302325]CRM Model Review 
QCI Model
This model is help to maintain a relationship with the quality competitive index to improve organizational activities (Li et al., 2023). This model needs to perform a particular task that helps to retain new customers for organizational growth. In a competitive environment, Amazon focuses on different actions to gain a competitive edge. 
[image: ]
Source: (Yasar and Wigmore, 2022)
This model focuses on the administration to manage the client with three components acquisition, penetration, and retention. In acquisition, the firm mainly focuses on gaining learning about a new customer (Amiri and Vida, 2023). Penetration includes a collection of data between the client and business to accomplish the desired outcome. After that, retention help to maintain customer engagement and activities to win back for management of the potential client. The Company focus on the main component of customer management (Raeisi et al., 2023). The QCI model focuses on people and technology involved to engage people for organizational enlargement. 
Salesforce Model
CRM or Customer Relationship Management is to be considered a technology that provides greater assistance to business organizations whether they performing on a large, medium, or large scale (Kucuk, 2023). It provides assistance to them to effectually organize, synchronize, and automate each facet of their client communication. Plus added before, some of the popular instances of CRM systems' functions are customer services, trading, sales, and support. Some popular CRM platforms consider effective interactions of the consumers with their favorable brands thus, helping them to progress their relationships with their probable clients in the targeted market. As a result, one of the popular and widely used kinds of CRM model is to be depicted as Salesforce Model. This model is to be via by most organizations and it embraced its presence all over the globe (Jeong, 2023). Salesforce as a CRM model depicted a range of new standards of cross-selling and interactions. Thus, it makes it easier for business organizations to make efficient connections with their customers in the targeted market. Another side, this type of CRM software enables businesses with the best technology services. As a result, it broader their reach, profitability, and revenue too. With the help of this assistance, companies in the IT sector are capable to bring more than 240,000 field services jobs every year throughout the world (Raeisi et al., 2023). Plus likely, it is more beneficial for companies that plan to implement a variety of technologies in their workplace as well as the need to make technological advancements in their work surrounding continuously.
Analytical CRM Model
It is considered a subset of CRM to collect valuable information for customer interaction and increase customer satisfaction (Amiri and Vida, 2023). With Analytical CRM, the customer does not aware to capture and analyze the action as well as interaction with the firm. The Company's main aim is to forecast the behavior of potential customers that positively respond based on information collected regarding consumer perceptions. The analytical CRM model is important for managing customer relations in the workplace. Through this model, the Company mainly focuses on the collection of valuable information and organization in the repository to improve organizational growth. The Company always develop personalized experience with a digital channel to gain a competitive edge. CRM is complex for the management of data at a reasonable rate to manage the procedure effectively (Alshurideh et al., 2023). It is an essential component of Amazon CRM tactics since the introduction of Amazon.com. The Company needs to understand the customer value, and their propensity to spend for organizational enlargement.
The benefits of an analytical CRM system, Amazon's main aim is to lead a better conversation rate for organizational growth (Li et al., 2023). The Company focuses on developing market analysis while running the marketing campaign to gain a competitive edge. Amazon takes action to manage the huge amount of data to find out the difficulty that affects the client perception. This method of CRM is essential for Amazon to manage information despite the closure of stores in the competitive marketplace (Chakravorti, 2023). The Company used an Analytical CRM system to understand the customer better and boost sales performance during the global outbreak. 
The demerits of analytical CRM are data collected leads to multiple individuals being unable to create an offering of products or services (Jeong, 2023). For instance, the Amazon shopping platform has different features while Amazon Prime is popular for top-rated movies and other programs. Moreover, both applications have sophisticated features in the marketplace. The analytical CRM model finds challenges due to secure data, and centralized location is a threat to a firm. Online ads inaccurate data to the system for organizational systematic ways (Domazet and Neogradi, 2023).  
Application of Salesforce Model to Amazon's CRM Problem
Amazon is to be considered one of the richest organizations in the world. Plus mentioned before, the given firm is also referred to as the world's most consumer-oriented organization (Capuano et al., 2021). The firm usually focuses on achievement from the very beginning. As of one study, the given company has been ranked as the most trusted as well as the best digital shopping platform for probable clients in North America (Alshurideh et al., 2023). Considerably, most of the programs that were established by Amazon have ranked among the best loyalty program across the world. CRM software of Amazon captures relevant data and information concerning the customer's tastes, preferences, and buying behavior at the point of purchase. CRM software of the company can be via at a very instant pace and improves their customer base all over the globe. Its interface is convenient and easy to use. The robust CRM strategy of the organization lies in its success and a variety of accomplishments in the targeted market.
Basically, Amazon via a cloud-based system is to be comprised of Salesforce CRM software. It provides greater assistance to the manager of the company to effectually manage its probable clients' relationships (Amiri and Vida, 2023).  This type of CRM software further provides greater assistance to the leader of Amazon to successfully track customer interactions and customer data, and drive a variety of sales opportunities in the targeted market as well. This CRM software is highly scalable as well as customizable. Thus, it can be widely used by the given firm towards managing its wide range of customers and vendors too. It provides greater assistance to the company to strengthen its customer base in the given as well as global market. Another popular opportunity of using this software is that it enables businesses with greater allowance to successfully manage the customer experience better and more efficiently (Raeisi et al., 2023). With Salesforce CRM software, Amazon can efficiently respond to its potential client's queries quicker and progress overall revenue and profitability in the given marketplace. Such as the company can enhance its customer services, and it can enable a greater edge to lessen cart abandonment by customers (Capuano et al., 2021). Further mentioned before, this type of CRM software also enables businesses to instantly and conveniently deploy applications of technology in the workplace.
Salesforce CRM software makes offers to the businesses of a mobile application. This application is to be referred to as iOs. It gives greater allowance to them towards efficiently tracking customer data over a wide variety of applications (Jeong, 2023). Considers a popular benefit of this CRM software to Amazon is it allows the company to improve its current efficiency and foster integration in its workplace. Overall, this could possess optimistic impacts on the performance, growth, profitability, and innovation of the organization in both the existing and targeted market throughout the world. It boosts the overall sales of the company and made the company's customer records which allow the leader of the organization to effectually and efficiently meet their customer base (Li et al., 2023). As a result, it helps Amazon to enhance its existing customer base and allows it to catch a new customer base in new markets throughout the world.

[bookmark: _Toc132302326]Recommendation
A suggestion to Amazon to enhance customer service and quality control for user experience in the competitive marketplace. The Company should focus on the management of personalized data to fulfill the client's needs (Alshurideh et al., 2023). Amazon upgrades its features, technology, and robotics system to enhance the customer experience. Furthermore, Amazon offers services or customized products to stay competitive in the marketplace (Domazet and Neogradi, 2023). The Company focuses on artificial intelligence to offer services for organizational enlargement. Amazon must motivate customer empowerment to avoid stress for better customer service. The Company should include on-time shopping options, order cancellation, return rates, and customer feedback as well as reviews to deal with a changing environment (Raeisi et al., 2023). The Company must engage in delivering excellent customer service with high quality for organizational enhancement. Amazon should regularly interact with clients and easy-to-use satisfaction. 




[bookmark: _Toc132302327]Conclusion
In conclusion, the report has examined the factors by which Covid-19 affected the overall performance of the firm. The report has analyzed the internal and external factors that influence quality systems and control for customers. To deal with changing situations, Amazon focuses on customer relationship management to understand the quality process and customer service at the workplace. Moreover, it has evaluated the benefits and challenges to maintain good customer relationships to gain a competitive edge. The report has discussed the CRM model with pros and cons to understand the importance of Amazon for organizational growth. Amazon mainly focuses on the support of the CRM team to improve the customer experience. To give a personalized experience to clients, Amazon focuses on the development of an app to improve the customer experience and engagement for future growth. This CRM model is effective for upskilling the service of Amazon. The Company should add new features like subscription plans to grab the attention of the potential customer. 
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