Understanding and Engaging in the Customer Experience

The report studied the importance of customer relationship management systems in the company, Netflix, demonstrating the benefits of this process and showing how the business is maintaining good engagement with their clients. 
Netflix is a global streaming entertainment service company, founded in 1997 by Reed Hastings and Marc Randolph. Their initial idea was to rent DVDs via a mailing, and in 1999, Netfix.com launched a subscription service allowing members to rent unlimited DVDs without additional fees. 2007 saw the introduction of their first online streaming service allowing instant access to watching series and films from the website (Netflix, 2021).
The paper will analyse how Netflix is challenging its flexibility during the COVID-19 situation, which is transforming customer’s behaviours and needs in this period of historical change. It aims to examine which is the company’s value proposition, highlighting a lack in developing value for customer retention. During their customer lifecycle, in order to prevent the clientele from switching to other competitors, they need to create an ever more appealing service to generate better customer satisfaction.
Considering these environmental changes, Netflix is using the customer centricity and consumer science methodology to analyse data and tailor customers’ profiles with the aim of meeting their needs and satisfying their expectations (Van Belleghem, 2021). 
Therefore, they have been analysed and critically applied for the Netflix company models such as: consumer perception, market competition and Nordic model Value from Service, as a means to demonstrate the benefits that the company can derive from the implementation of said theories.
Through the analysis of its customer relationship management and the importance of the marketing role in the business, the report will explain how they have built more than 167 million subscribers in 190 countries in the world (Netflix annual report, 2021).
In the end, the report gave a plethora of suggestions in regard of what Netflix could improve to add value to their customer experience.
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