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[bookmark: _Toc530075243]Introduction
The customer plays a vital role in the growth and development of any given business operation. According to study, a company cannot make it without customers. Customers tend to influence the manner in which businesses in various industries conduct their activities. Additionally, they are the biggest asset that companies and other businesses have. However, with the changing business environment customers have become more demanding, profiled, more informed and more knowledgeable of what they want unlike before. 
[bookmark: _GoBack]This is posing a lot of challenges on businesses as they need to come up with strategies that will help them manage interactions to best serve customers while staying aligned with the set goals including growth and profits in an effective manner. Based on this information, the paper will critically evaluate various concepts of the customer in relation to Amazon Company. Particularly, the paper will critically analyse the factors that influence Amazon’s ability to maximise customer value and identify the systems that supports Amazon’s quality processes and provide a critical understanding of the extent to which I think these systems are effective in meeting customer requirements. 
[bookmark: _Toc530075108][bookmark: _Toc530075244]1.0 Critically analyse the factors that influence Amazon’s ability to maximise customer value.
As stated above, the business world is currently experiencing tremendous changes that are greatly impacting customer behaviour in making purchase. Businesses including Amazon are striving to ensure that customers being the pillars of their operations are well satisfied and their requirements fully met. One way of doing this is through enhancing customer value. According to Best (2012), the concept of customer value can be analysed from two different angles that is; the customer and the business angles. On the customer angle, customer value refers to the benefits that a customer acquires from the goods and services he or she pays for. The customer believes that what he or she has paid is the perceived value of the commodities. In this case, the customer will make payments for what he believes to be the value of the commodity. Still on this angle, customers tend to assign value to products based on a number of factors some of which include; the utility of the product, demographics, the price, motives and many others. 
From the business angle, on the other hand, customer value refers to the actual value that a customer has on the business. It is basically the worth of the customer on the business. Customer value from this angle involves a process that companies and other business operations employ to deliver value to their customers. It can be clearly noted that the concept of customer value from the two approaches is similar. For instance, a customer will make purchase from a business if and only if it offers items valuable to the customer and the customer will only be valuable to the business if and only if he makes a purchase. From a technical approach, consumer value can be widely used to refer to the manner in which a product or a service can be perceived to be worthy to a customer (Yi and Gong, 2013, pp.1279-1284). The customer feels that he or she is acquiring more benefits in return of the money paid for the items. 
There are a number of factors that drive customer value which include; quality of the product or service, the price, marketing, branding and many others. Some of these factors can be directly controlled by the business while others cannot (Flint, Blocker and Boutin, 2011, pp.219-230). There are a number of ways that companies and businesses use to deliver value to customers. One way is through offering the customer the best cost. Companies do this through producing and pricing their products at reasonable prices. For instance, a low price will in turn lead to a high value for the customer. Another way is through offering customer quality products. Companies tend to offer their customers products that are of high quality. Doing this enhances customer value of their commodities through providing more benefits that exceeds the costs incurred. The third way is through providing customers with the best services. Businesses that offer their customers’ services that are of high quality increases the customer value of their services by offering high benefits that surpasses the amount of money incurred. 
Based on study, customer value entails a number of dimensions which businesses have to meet in order to effectively create value for their customers. Some of these dimensions include; conformance to requirements, relationships and experience, product selection, price and brand, value added services and many others. Amazon is one of the companies that is greatly into creating and enhancing customer value. There are a number of factors that enable Amazon’s ability to maximise customer value. Some of these factors include;
Figure 1. Amazon.com
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Source: google.com
Sales: This factor entails selling more to the already existing customers. The factor greatly helps Amazon maximize its customer value. The company sells more to its existing customers through the use of upsell and cross sell tactics. Upsell is a marketing and sales strategy that entails persuading customers to make purchase of more products or buy products that are more expensive. Cross sell, on the other hand, entails persuading customers to buy a product that compliments the one that he or she has already bought. With these two approaches, Amazon makes a lot of sales to its existing customers which in turn enables it maximise customer value. In addition to these two approaches employed, Amazon can also make use of downward selling and stimulation to increase its sales. Increasing sales enables the company maximize customer value significantly.
Loyalty: This entails retaining customers for a longer period of time (Hill and Alexander, 2017). Amazon is one of the leading companies that has retained majority of its customers for a long time. The company has put in place a number of strategies that enables it to retain customer for a long time. Retaining customers in this manner has enabled the company maximize the value of its customers. There are various ways that the company employs in retaining its customer some of them include; the company engages their customers in various educative programs that enable them acquire a clear understanding of their products. 
Another way that the company uses to enhance its customers loyalty is through the use of the save team. The activities of this team include offering customers who indicate that they no longer need the company’s product or service appealing incentives to keep them on the track. They tend to save the customers back into the company through use of various strategies. Rewarding and continuous recognition of the contribution customers make to the company is the other method Amazon employs to retain its customers. Customers tend to get attached to companies that recognize and appreciate them and due to this they remain loyal to the company and its products. Retaining customers in this manner has greatly enabled Amazon maximize customer value.
Costs: This is another essential factor that has enabled Amazon maximize customer value. The company offers its customers products that are of reasonable costs. The benefits that customers acquire from purchasing the company’s products exceeds the costs incurred. The company also avoids marketing its products to consumers that have no intentions to buy products or will make minimal purchases of the products. Doing this, has lead the company into maximizing customer value in an effective manner.
Price: According to study, establishing prices in a manner that makes customers believe that they are getting more than what they paid for enables a business to create customer value. Amazon prices its products in a way that meets the perceived value of customers. The quality of the products offered by Amazon is high in comparison to what the customers pay. The company focusses on creating awareness of the benefits and the compelling results that their products offer. Additionally, the company sometimes reduces the prices to attract more customers or maintain the same price and offer extra items that their competitors do not offer. Doing this attracts many customers which in turn influences the ability of the company to maximize customer value.
Technology: Based on the information from the company’s website, Amazon is one of the companies with the most innovative strategies. The company has an innovative supply chain that enables it deliver quality products and services in an effective and efficient manner. The type of technology adopted by the company enables it to exchange information with customers and other businesses in an effective way. Moreover, technology makes it possible for the company to use information and learn more about its customers so as to better tailor their products and services. Making use of technology greatly influences the company’s ability to maximize customer value.
Relationships and experiences: Amazon engages in building long lasting relationships with their customers and offer them a customer experience that prevents them from making purchase from other companies. According to study, building a strong relationship with the customers makes it difficult for them to switch from company to another provider. Customer experiences on the other hand involves offering customers an encounter that is way beyond the created relationships. There are a number of steps that companies including Amazon use to enhance customer experience. They include; creating a compelling brand/distinct offering that customers can identify themselves with, delivering a seamless encounter across channels and touch points, valuing customer time, placing the customers’ requirements and needs at the core and many others (Sandström et al, 2008, pp.112-126). Taking this into account has enabled Amazon optimize the worth of its customers.
Service quality: This is widely employed to refer to the customer’s judgement of the overall experience of the service offered in relation to the quality that was expected. The assessments of service quality are normally formed on the judgement of outcome quality, interaction quality and physical environment quality. This factor involves a gap model known as the SERVQUAL. The major aim of the model is to identify the gaps between customer expectation and the actual services provided at the different levels of the service delivery process. There are five dimensions associated with service quality. These dimensions include; reliability, assurance, tangibles, empathy and responsiveness (Kumar, 2008, pp.1-96). Reliability refers to the ability of the business to perform the services promised to the customers in a dependable and accurate manner. 
 Assurance on the other hand refers to the knowledge and courtesy that employees possess and their ability to inspire trust and confidence. Tangibles involves physical facilities, equipment and the appearance of personnel. Empathy entails offering customers care and individual attention while responsiveness refers to the willingness to aid customers and offer prompt services. Service quality plays a vital role in influencing Amazon’s ability to maximize customer value. The company ensures that the quality of its services meets that expectation of customers. The company also ensures that all the requirements of the customers are delivered on time and in an accurate manner. The employees offer extensive care to the customers and present themselves in a manner that pleases customers. Doing this greatly helps the company maximize customer value effectively.
Online presence: Offering the product or service via the internet makes it possible for customers to make purchases without planning to make trips to the store. Operating business in this manner enables a company to reach out to many customers which in turn will boost the sales and profit of the company. Amazon is well known for its extensive online services. The company has adopted various online strategies that enables customers to make their purchase effectively. Doing this saves customers time which in turn attracts more leading to high sales volume for the company. This in turn enhances the company’s ability to maximize customer value.
Segmentation: This entails classifying customers into groups depending on a number of factors like their demographic factors, behavioural, psychographic factors and geographic (Dibb, 2010). Segmentation is essential to a company as it enables it determine special services to offer to a certain group of consumers or hoe to target a given group with various marketing campaigns. Amazon widely employs segmentation in analysing its customers. It takes into account the above factors and effectively link their services to the needs and requirements of customers in a given segment. Doing this enables the company to reach out to many customers and at the same time offer quality services which attract more customers leading to maximization of customer value.
Figure 2: types of market segmentation
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Amazon is one of the companies that is well known for its quality processes. The main reason behind the company’s quality services is the type of systems that the company has adopted. This section will identify the various systems that support the company’s quality processes and also provide a critical understanding of how the systems are effective in meeting the requirements of customers. There are various systems that Amazon has adopted to enhance its operations and promote quality processes. They include;
Customer Relationship Management system: This system entails knowing the customer. It is a term that is widely employed to refer to the techniques, practices and technologies that businesses put in place with an aim of managing and analysing customer relations and data all through their customer lifecycle (Lin, Chen and Kuan-Shun Chiu, 2010, pp.111-133). The main goal behind the use of this system is to enhance customer service relations and increase customer retention as well as growth. According to study, CRM system enables companies and other businesses to stay connected to their customers, enhance quality of processes and also improve productivity. At Amazon, the CRM system is the main factor that has led to the efficient operation of activities within the company. The company manages a vast number of customers across the globe without meeting face to face with them. Additionally, the company has succeeded in providing a vast range of products and services to customers without any challenges due to the CRM system that the company utilizes. 
The company has a built in CRM system software which enables it to encapsulate data related to customers and use the information in modifying and customizing a user’s experience on the platform. Moreover, the CRM system handles majority of the customers’ queries before human effort is required. There are five major ways that Amazon uses its CRM system which include; collection of data, storage of personal data, recommendations, customer support and in the kindling the market place. As it can be seen, this system is employed to enhance customer service in a manner that meets the requirements of the customer. Based on the information from the company’s website, the system enables Amazon to gain customer satisfaction and loyalty. For instance, the system collects and stores data related to customers which it analyses and provides the required service appropriately. Doing this, enables the company meet the customer requirements in a right manner. 
Supply chain management system: This type of system entails management of the movement and storage of goods and products from the point of origin to the final point which is consumption. It is a network of organizations and processes that are aimed at procuring materials, transforming materials into products and distributing the final products (Christopher, 2016). There are different types of supply chain systems that companies and other businesses use in managing the movement of their products. They include; upstream supply chain, internal supply chain and downstream supply chain. Amazon is one of the companies that has continued to enhance its supply chain in the world today. 
According to study, the company operates one of the most innovative supply chain in the world. Much of the success that the Amazon experiences in its supply chain can be attributed to how the company understands and mitigates trade-offs and the bullwhip effect associated with its supply chain. Moreover, the success can be attributed to the adoption of strategies that help the company to manage inventory in a manner that minimizes costs. One strategy that the company has adopted is the Just-In-Time strategy. This is an inventory management strategy that ensures the inventory arrives and leaves on time. With the strategy, components arrive as they are needed by customers. Another supply chain strategy that the company utilizes is the pull strategy. According to study, a pull strategy is one that entails motivating customers to locate a company’s products rather than taking the products to them. The supply chain management system contributes greatly to how customer requirements are met by the company. With the system, customer orders are acted upon quickly and delivered on time according to the customer requirements.
Enterprise Resource Management system: According to study, the ERM system is used by companies to manage user access to their network and platform resources effectively. This system quickly allows a company to determine and keep track of which network resources a user has access to and offers continuous standards which users can utilize to create and change their credentials. Moreover, the systems gathers information from various divisions of the company which is utilized by most of the company’s internal business activities. With the system, information entered in one process becomes automatically available for the other processes (Leon, 2014). 
Amazon uses Oracle as the Enterprise Resource Management system. This system has a large database which can hold extensive information related to the company’s customers. It quickens the order fulfilment process through the use of order tracking instruments and minimizes any mistakes associated with the distribution of orders. The system greatly contributes to the manner in which the requirements of customers are addressed by the company. With the system, the orders placed by customers are quickly delivered in good quality and on time. As stated, the system minimizes any mistakes associated with distribution meaning that the goods will arrive to the right customer and according to the requirements of the customer. Moreover, it enables rapid responses to customer requests for information or products. Also, it enhances operational efficiency and provides a firm-wide data which is employed by the company in making effective decisions regarding customers.
Recommendation system: This is another system that greatly supports the quality of processes at Amazon. The recommendation system helps customers to make purchases through suggesting to them items they can purchase based on past purchases and searching data. This system tends to retain information regarding every order that a customer makes and each other time a search is made, the system offers a recommendation of similar items (Mangalindan, 2012). From the company’s website, this system has greatly supported the quality of searching products on the company’s website. It makes it easier and quicker for customers to locate items they want to purchase. It also improves the browsing encounters of customers and thus increasing the interactions between the company and its customer. This in turn enables the company provide customers with products and services that matches their requirements.
Amazon Web Service system: This is one of the systems that has been developed by Amazon. This system provides on demand cloud computing services to both individuals and companies at a cost. The AWS system offers a number of services including computed power, functionality, storage of databases and many others (Newcombe et al, 2015, pp.66-73). This system was officially launched in 2006 from Amazon’s internal infrastructure put in place to take care of the retail operations conducted online. Today, this system has grown to become one of the most used global platforms by retailers to offer their products to customers. With the reliable, scalable and robust services that the system offers, the company has grown to dominate the global market. It also enables the company provide services that meet the requirements of customers in an effective way.
Smart Analysis Search system: Amazon adopted this system with an aim of tracking any form of fraud in the web site. The system critically analyses customer behaviour patterns and reports and allow the company to determine whether there is any form of fraud involved or not. The system allows the company quantify and personalize customers appropriately. Moreover, it aids the company in serving customers in an effective manner. The system improves that quality of searching and order making processes as it minimizes fraud and any other obstacles that customers would be facing. Moreover, it supports the company in meeting the requirements of customers through ensuring that orders are made in the right manner and that no major errors are involved.
Transaction processing system: In order to make purchase form Amazon, customers need to have profiles. The company provides various features that customers should utilize to personalize their profile with the company’s web tools. Some of the transaction processing systems that company offers include; 1-click purchase system. This entails clicking one button without meeting the order form requirements. It is only possible for customers that previously activated their functionality. However, for those that have not activated will be required to fulfil the order form requirements. 
The system is important as it enhances the quality of the transaction process by enabling customers to make quick payments for their orders. Another transaction system adopted by the company is the secure debit/credit card payment method. The company provides a secure software server where the customer’s details are encrypted to secure their information when making payments using their cards. With this, the company provides services that customers can effectively utilize when making purchases from the company. Based on this, the system then enables the company to effectively meet the requirements of customers despite their locations.
eCRM: This is another system that Amazon has adopted to enhance its operations and also meet the requirements of its customers. According to Milović (2012, pp.26-31), the eCRM system is a process that is employed in the maximization of sales to the existing customer, encouraging continuous relationships through the use of digital technologies like the email, social media marketing and many others. It is a Customer Relationship Management system on the web. According to study, the internet is becoming an increasingly important touchpoint despite the fact that the sales and customer support is relatively low. Using the eCRM system has enabled the company increase its level of interactions with the customers. Moreover, it effectively helps the company address the need and requirements of its customers appropriately.
[bookmark: _Toc530075110][bookmark: _Toc530075246]Conclusion
Customers play a vital role in the success of any given business operation. From the above discussion, customers are the pillars and the biggest asset of a company. Companies should carefully take this into consideration and develop strategies and systems that will enable them meet the requirements of customers in an effective manner and avoid losing them to their competitors. Poor customer services and low quality products tend to push customers away leading to low sales and profits. On the contrary, high good customer services together with quality services attracts many customers and also enables the company retain the existing ones. There is need to enhance customer loyalty, retain customers, charge reasonable prices and offer quality services in order to enhance the ability to maximize profits. There is also need to create and develop effective systems within the company as they help in meeting the needs of the customers.
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