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Executive summary
Within the following report there will be discussed the customer relationship management of Amazon company due to the fact that it was aggressively affected due to the current situation with the COVID-19 pandemic. For this reason, the company is willing to evaluate their relationship with the customers due to the fact that many changes have being occurring in the buyers behavior and for this reason Amazon company should be able to react for the post pandemic situation and at the same time, adapt to the market. For a better understanding of the situation, there will be discussed different marketing theories such as Porters 5 forces model, the marketing mix and also, Ansoff’s Matrix That will allow the development of the company in a certain direction, EG. Adapting their products and services to the current market trends. The internal and external factors affecting Amazon Co during the post pandemic situation will be highlighted by the PESTEL And SWOT Analysis Which are also showing where the company lack of development as well as which opportunities they have in matter of further development. Order above mentioned subjects will be discussed in order to show how Amazon can achieve their business objectives on both long and short term as well as maintaining their customer relationships excellent. In order to maximize efficiency and productivity of the company there will be discussed the customer relationship on current terms so, there can be given different recommendations in enhancing the relationships with the customers. There will also be mentioned the customer relationship management and its benefits due to the fact that it usually helps the companies to get back on track if a similar situation such as post COVID pandemic situation changed the market trends and customers behavior. Furthermore personal observations and recommendation will be done due to the fact that I am currently working within Amazon company and I have experience right The COVID-19 pandemic started as well as during the pandemic and now in the post pandemic situation that is requiring major changes and carefully adapting to the new market. It is already known that Amazon company is one of the largest within the world and for this reason there will be discussed their plans in attaining the business objectives for the current situation as well as it will be a debate on the pros and cons of their strategy. The conclusion will be placed at the final of the report before the reference list and it will conclude in shorter terms the wide image of the report as well as a personal thought.

Introduction
Amazon is one of the biggest companies in the world and their main Sectors of activity are e- commerce, cloud computing, digital streaming, and artificial intelligence But the story of the company has been started completely different. Actually command the company was started by Jeff Bezos in 1990s and it was actually a bookseller company which started within the garage of their owner. Due to the fact that business was done in a very intelligent way, it has rapidly grown on the market and their physical store first opened was in 2015 And it  actually was a bookstore. (History of Information, 2020)
Moreover, Jeff Bezos was giving the name of the company initially, ‘Cadabra’ but due to the Fact that in United States of America especially in California there are many Spanish living people, the word Cadabra was Associated with the Spanish word translated corpse and for this reason the lawyer of Jeff Bezos advised him to change the name of the company to Amazon which relates to the biggest river in the world. (Ganjoo, 2019)
On the other hand, R&D tax credit is actually supporting businesses from the United States of America and for this reason, The government gave Amazon company $600 million in order to invest them in research and development of the company. Also, the company was not required to pay taxes for two years in 2017 and 2018 due to the fact that Their profits nearly doubled. (Davis, 2019)
Another interesting fact about Amazon, is the fact that The link line between A and Z in the Amazon logo is highlighting the fact that the company is able to deliver every kind of product to anyone in this world so, the company it is encouraging global purchases and trading of goods. (Nguyen, 2019)

Main Body
Porter’s Five Forces – Amazon
Threat of new entrants
As Amazon is the largest company around the world in matter of internet retail by increasing huge revenues every year, it can be stated that due to normal conditions the company is successful. The same thing  happen once Covid-19 Pandemic And Amazon company was able to establish a very strong bond with their customers so come on they enlarged more their customer base and offer them exactly what they wanted. Actually the new entrants are appealing to Amazon company due to the fact that it is an Internet retailer and online shops are most likely listing their products on Amazon company so, the threat of new entrants is almost not existing. In order to enforce the above mentioned statement, there should be mentioned that any kind of business can easily copy the model business of Amazon but it is worth to be taken into account the economy of scale. E-commerce revenues in the United States are expected to exceed USD 740 billion by 2023. This is reinforcing the fact that Amazon is having a very good position on the market but other new entrants may benefit of this growth and attract their customers too. (Dudovskiy, 2022)

Bargaining power of buyers
Actually, the fact that the buyers have almost all the power when it comes to Amazon company, is a certain threat due to the fact that they can easily change their supplier. This actually happens as Covid 19 Pandemic has generated loses and lower incomes among worldwide population so the sensitiveness regarding prices is higher at the moment even if there  are non-significant differences. Although, the bargaining power of buyers may differ in matter of niches and for this reason, the first discussed example is the Kindle, Fire tablets, Fire TVs, and Echo which have a high bargaining power of buyers due to the strong competition that bring on the market similar products and may have better prices (Soares, 2021). 
On the other hand, when it comes to Amazon Web Services, their prices are very competitive and low and for this reason, at this moment, switching to a competitor is including high costs, So the bargaining power of buyers is lower when it comes to AWS. 
Actually, the Amazon’s offers and advantages are very competitive which encourages the bargaining power of buyers to remain low as the online retailers are entering in a competitive but growing market because of the current situation, COVID 10 Pandemic so, the visibility offered by Amazon can not be replaced by other company. (Page, 2021)

Threat of Substitute
Both in online and offline retail, Amazon has a high competition due to the big retailers present on the market that were also able to take advantage of the fact that buyers are most likely to buy online their products rather than going in stores as the situation of Covid-19 Pandemic is changing the buyers behavior drastically. On the other hand, the low switching costs for the buyers in changing their retailer is empowering substitutes and strengthening the competition. As well, Amazon company should be aware of not making mistakes as negative brand image or reviews will most likely constitute a high threat for the company. In shorter terms, Amazon should be totally focused in satisfy Inc their customers needs and enhance their experience due to the fact that it will  guarantee the company’s success. (Barr, 2021)

Bargaining power of Suppliers
As the suppliers are those who are the main providers of the products Amazon, the company is most likely relying on them in delivering high quality products. This can state the fact that without the suppliers providing good quality products may lead to looses in matter of customers. As the Covid 19 Pandemic was a game changer in the customers behavior and expect high quality products. Moreover, in order to be able to keep up with the market requirements, Amazon is imposing their suppliers certain regulations that should be strictly followed. For this reason, the suppliers are able to think into integrating their products in the supply chain as long as the ethical policies are respected. (Marketing10, 2020)

Competitive Rivalry
As the online retailing industry is very strong at the moment in the post-Covid 19 Pandemic situation, most of the retailing businesses have moved their activity also online. Due to the pandemic, small and moderate businesses had no choice but rather than  Going online and trying to sell their products so to avoid bankrupt. It is a clear fact that more and more businesses are using Amazon services in order to post their product and increase their sales due to the fact that Amazon is one of the most utilized platform on the Internet after the social media platform such as Facebook and Instagram. But actually, Amazon is investing huge amounts of money in order to gain competitive advantage and deliver the highest products in matter of quality,.(Schwab, 2019)

Marketing Mix
Price
 This specific tool is focusing  Mostly underused strategies by companies in order to set the correct prices for their products but at the same time to remain on the profit margin as high as possible. On the other hand Amazon is focusing on satisfying their clients but at the same time delivering high quality products that would make the customers buy again. The market pricing strategy is the primary strategy used by Amazon due to the fact that 8 enables the company to have competitive prices after analyzing carefully the competitions prices. Moreover, it is important to mention that discrimination pricing strategy is also used by Amazon company which means that they would have different prices for the same product as products may be listed multiple times when  Amazons on website. Another example of discrimination pricing strategy is the fact that if in United Kingdom you will find a product with 4 pounds then in United States you will be able to purchase it with less or more which is actually advantageous due to the fact that even if on some countries the profit margin is lower on other countries it is higher and it creates an actual balance.

 Product
 Amazon is the biggest retailer in the world and this means that they will not sell just one product but a very wide variety of products as it is called mixed product provider. For this reason Amazon is encapsulating more segments of the market and actually, dismayed them this powerful and have such big numbers in matter of profits. After the COVID-19 pandemic people are tending to use Amazon website and order products from there due to the fact that they have a wide variety of products and they will pay for just one transportation fee or none at all if they have the premium membership paid. Furthermore, the company is having their own line of products such as Amazon prime or Amazon basics but also they will allow smaller retailers to sell their products within their website for a  feet  through Amazon Web Services. Exam as an company is active in the E commerce, they are making efforts in order to expand their range of products and adapt them to the market trends in the conditions of post convict 19 pandemic situation.(Connolly, 2021)

Place & Distribution
 It is very well known that Amazon is an e- commerce  Website and they are doing their transactions with the customers via online platforms without needing to have a physical store. However in Seattle there is an Amazon book store Named Amazon Books and it has a main purpose  to allow their customers to verify a book before purchasing it. On the other hand come on the company has stated that they are honored to get in touch physically with their customers and for this reason these bookstore is serving for that. But that’s the main place where Amazon can be found is in online due to their strong presence and widespread around the world which allows people to buy freely any type of product available on the website even in times like COVID-19 pandemic. (Rosenblatt, 2022)

Promotions
 In the promotions paragraph there will be discussed how Amazon company is willing to communicate with their target market via adopting different techniques to get to them no matter of the situation they are going through. For example, Amazon is very concerned in delivering their products to people who are more reticent after the COVID pandemic situation and avoid crowded places so for this reason they are most likely to target people which search online for goods to buy. Advertising is the most useful tool  for Amazon company due to the fact that it allows them easier to get to the target market. For example, Amazon is playing third parties to post on other websites  ads and also, they are paid for every click or purchase that have been made on the behalf of their ads. Actually this is a very smart solution to get to the target market and others to work for you. The sales and the promotions are also a tool adopted by Amazon company due to the fact that it will catch the eye of the customers and target them easier as people after the COVID pandemic are having lower incomes due to the economic instability all over the world so for this reason promotions and sales  Are catching the eye. As it was not enough, Amazon is also involved in charity projects such as   Amazon smile which strengthens their brand image. The target market of Amazon is most likely encouraging the company to participate to this kind of  humanitarian actions and it both benefits the company and communities. A strong brand image is helping the company to promote  their services and products as well as attracting new customers which is an ideal situation. Also, digital content distribution is a tool used by Amazon and it consists of the company promoting their products by different kind of tools in order to get to the customers and create a strong bond with them.  (Adams, 2021)

Customer Relationships based on Internal factors
Positive customer relations allow you to engage on a much more intimate level with your customers. You'll be much more likely to grasp your target audience's needs, solve their problems, and build a sense of mutual understanding if you make a deep connection with them. Building a trustworthy client relationship is a crucial fundamental aspect that businesses have needed since the beginning of time. However, few firms understand how these relationships function and how to sustain a great client relationship . (Soni, 2021)
Transparency and regular old-fashioned honesty become vital in this situation. Yes, admitting that company officials were incorrect can be hard. It can also be uncomfortable for highly knowledgeable vendors to realize that they lack certain talents. You'll be much more likely to achieve good outcomes if you can get above the inclination to fake your way through a project that tests your boundaries and instead be upfront about your strengths and flaws. ((Adampoulos, 2020)
The first strong point to them as an company is their brand image and strong position on the market which allows them to increase the credibility continuously among their customers as well as attracting new ones and also, doing courage small businesses to sell their products via their platform. A company with a strong brand image is also generating the possibility of further expansion and for this reason Amazon has kept the biggest retailer in the world. $249 billion is the market value of Amazon company which is ranked the second after Apple Inc and before Google company which means that there is enough revenue to continuously develop and expand the company in order to satisfy and meet the requirements of their customers. The small prices practices used by Amazon company are approved that the company is actually related to their customers and seeking to satisfy their needs but also, It allows them to set new trends. (Smith, 2017)
Again, there is mention the economy of scale due to the fact that the higher revenues of Amazon are  maintaining  as there are no physical stores the company should be aware of and spend money on maintenance. Having the largest merchandise selection is another strong point  of Amazon company has in the year of 2021 they have sold 75 million of products which means that the customers are more likely accessing Amazon not for single purchases but they would rather search for more products and order them. (Mohsin, 2021)
Barnes & Noble, eBay, Netflix, Hulu, and Oyster Are the companies that use the same business model as Amazon and this can relate the fact that the weak point is the easy imitable business model. Moreover. Being spread globally. Amazon is facing hard times in managing their business in all areas the same. For example in India, Due to COVID-19 pandemic situation and also after that the economic instability of the country has risen alarmingly which means that the power of buyers has significantly  Decreased. This also means that another weak point of amazon company is the possibility of Losing  Margins in certain markets. Actually, the company is also facing boosts and high demand   in certain products for a limited period of time and after that they will flop back and not have success at all. For example, kindle is one of the products that has gained alarmingly popularity among customers and they were very happy about it but, until the competitions such as Alexa from Google became more in demand due to there better performance. Another weak point that Amazon suffered about his only criticism and further there will be discussed an example that affected for real the numbers in metro profits of Amazon. Once Amazon was able to avoid taxes in Japan, United Kingdom, United States of America the president trump at that time has criticized heavily the company. This gesture led to losses and customers were more right dissenting buying products from Amazon company. (Segal, 2021)
Also come on VAX was publishing certain statements of Amazon’s employees regarding the fact that the company uses them to over work such as working more hours than expected, not having a very well settled work life balance and last but not least, not having the expected salary is according to their efforts and productivity. Due to the fact that Amazon company is relying on millions of products on their website they are not able to assure consumer safety and for this reason the company is having a weak point due to the fact that for example, the United States of America government has required Amazon CO2 excludes some of their product due to the high level of pesticides.
 Discovering that Amazon has collecting data from motor party company in order to overpass competition, become one of the weakest points of the company as the European Union find it out and had to amend the company with $28 billion which is 10% of their total revenues in 2018. Also, unfair black practices and lawsuits will directly affect the company due to the fact that they are most likely discouraging the customers to buy from them and actually, Destroying the bond with them. (Kantor, 2015)
The over-dependence on the  Distributors may become a weak point while DHL company is one of the main distributor of Amazon and it was a case when the  DHL has started to re negotiate terms which of course, affected Amazon company by raising the taxes and fees for shipment. (Fair, 2021)
One of the biggest opportunities of Amazon company is the fact that they are able to penetrate new developing markets. More engagement with their customers will be possible if Amazon adopts the idea of having numerous physical stores around the world due to the fact that it will enable other segment of customers  Such as elders that are not very familiar with the online purchasing system.
 Another opportunity that works to be mentioned, is fixing the company’s policies and developing technological matters in order to prevent the selling of counterfeit products. One favorite example of selling counterfeit products by Amazon company is the case of My critter catcher which was actually sold with $1 less than the original one but the sales recorded by Amazon were huge such as, millions of dollars. Backward integration such as developing and expanding their Amazon basics segment would be a greater  Opportunity to directly address new products for their customers with the guarantee of high quality and avoiding lawsuits such as selling counterfeit products.  The acquisition of more e-commerce companies by Amazon will strengthen their brand image and their relationship with the customers but also the competitive advantage. (Gaille, 2021)
As one of the most important tools off Amazon company is their relationship with the customers, It should be adopted different sustainability  Project that it will allow the company to penetrate new markets and target other types of customers which are concerned about the environment. It is a great fact that people nowadays after the COVID-19 pandemic situation we’re most likely search for sustainable products to buy in order to have the psychological aspect of them helping the environment. (Amazon Team, 2021)
 One of the most known threats that Amazon was involved in was a lawsuit against a book that the physical store has sold with the name of “The Pedophile’s Guide to Love & Pleasure: a Child-lover’s Code of Conduct.” Lightly decreased the credibility of the brand image as it is a sensitive subject and as well, people in different communities have a real struggle in combating pedophilia. Furthermore, as being a globally spread company and giving access to everyone around the globe come on Amazon can face different threats from governments. Due to certain regulations, Amazon can be banned or also have access to cell a limited range of products in different countries. For example in Syria, India and  Cuba the government regulations are not allowing Amazon to sell any type of products due to the matter of economical instability and also religious aspects. Moreover, the cyber crime is one of the biggest threats of Amazon due to the fact that on a technological manner the company is exposed to different type of cyber crimes which can affect their brand image or their relationship with their customers and this will directly affect the profit margins they will have in the next quarter. The very competitive market and other companies that actually compete with Amazon are willing to give harsh times for the company. As Walmart, EBay, Ali Baba, Home Depot or target are expanding their activities in online they can be a real struggle for Amazon company that is needed to adapt to the market and strengthen their bond with the customers in order to maintain their position on the market. Also the counterfeit products our constant and barely controllable threat that Amazon has due to the fact that the companies that sell via Amazon website are most likely trying to trick the company and cell non eligible product. For example the company was willing to pay a big sum of money due to the fact that within their website there were found several Valentino shoes sold without being genuine products. Last but not least come out one of the most concerns of Amazon is the fact that anyone can leave fake reviews without buying actually products from them and it is also considered an unfair competitive practice. There are companies that pay huge sums of money in order to  people leave fake reviews on Amazon product   Via their website  Which has negative impacts on the sales. For example, if a person is willing to buy a laptop sold by Amazon company, they will see the fake and negative reviews so the customer will be discouraged to continue with the purchasing process and it usually happens on a larger scale so the losses are very high. As the economic instability is more obvious all around the globe due to COVID-19 pandemic situation, Amazon should be prepared to face any type of issues and invest in research in order to overcome this type of challenges by adapting to the market and the customers requirements in order to strengthen the relationship. (Business Strategy Hub, 2022)

Conclusion
As a result, client relations necessitates constant improvement in your customer service. This constant improvisation is required to understand how your clients' wants may develop. You can become excellent at securing a positive connection if you use this holistic strategy. Furthermore, it is critical to recognize that client relations are dependent on all staff, not just one. As a result, in order to establish solid client relationships, each employee must fulfill their portion of customer service responsibilities. 
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