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Amazon and CRM
[bookmark: _Toc113007403]Introduction
Amazon is considered the most prominent online retailer company globally, focusing on selling more products continuously due to the prevailing technology. Also, Amazon is determined to be at its top not because of the effects but also because the service they give customers matters a lot in their business strategies. For more than twenty years, the organization has had the best standards set in e-commerce with competitive prices and unrivaled product stock. That is enough for the organization to make the business successful. Amazon is among the legendary brand due to the cooperation with the customer experience and the different brands of products which keep the relationship of customers with the company, once they keep individuals coming back for more items (Cecilia,2015).
Research shows that sometimes an organization finding customers is not easy. Once you get them, other implications arise, especially in enhancing and maintaining a solid relationship with them. In this case, the Customer Relationship Management software can help an organization optimize, centralize and streamline the customers' communication since it can work as the best way to know the customers better, hence keeping a stronger relationship with the organization. In addition, it allows the organization to offer consistent, high-quality, and timely interactions with different customers. Finally, a high customer base should be emphasized for a business to exist today. How the organization handles the customer database helps the company examine its success (Cecilia, 2015).
Customer service is meaningful to a company like Amazon due to the retention capacity of the customers and getting more value out of their systems. By providing the best quality services, businesses gain the customer acquisition costs and achieve their loyalty. Investing in customer service can fume your business highly due to loyal customers who intend to add on and convince new customers of the brands provided by the Company (Palmer, 2020). Therefore, the positive reviews will be more efficient than the business marketing efforts, and it will even be cheaper, thus strengthening the CRM of the organization. Also, looking at the retention capacity of the customers means that the company can gain more profits since the customer goes and comes back every time they feel of consuming the product. It leads the customer to spend more on the company's product and, in turn, develop the company due to the reduced operating costs incurred. Lastly, the happy customers who acquire the quality of the product can refer to other interested groups such as the friends, family, relatives, and co-workers due to having a positive experience with the brands (Kari, 2020)
No matter what the type of organization is, it is okay to adopt the different best practices like Amazon's in the world. Many people interact with Amazon irrespective of where they find it or the products they use knowingly or unknowingly in different parts of the world. Amazon is based on e-commerce as it goes on to prove services to people revolutionary in how they perform shopping daily. Amazon manages this while ensuring an unparalleled customer experience. Due to the new, improved technologies in the world, most businesses are data-driven daily. So, what lessons can we learn from Amazon? which best practices can be generated or employed due to the leading e-commerce strategies to work as a road map for a successful transformation of data?. It clearly defines what Amazon is all about in the business world today.
[bookmark: _Toc113007404]Company Context
In terms of revenue, Amazon is determined as the largest internet-based business company worldwide. It started selling out books online in the last decades; the founder developed an idea proposing that the best way to grow online was to focus on the growth, which is big and fast. As we talk today, the Business Company of Amazon is based on books and groceries; it even ships container houses and has many plans regarding the future. Amazon was not the first organization to perform in these businesses but is aimed at selling its wares online. Therefore, it made the best models of delivering customers' orders online direct to the customers in the world wherever they could be located. Today, it is more than books as planned. After ground strategies in business, the company emerged in selling computer games and music; it also purchased other bookstores in the UK and other countries like Germany to expand the business world further and extend the services near to the people (Kalra, 2021).
Since the turn of the millennium, the Amazon Company expanded into producing and selling consumer electronics, software, video games, home items, toys, and much more products. The revenues went on increasing due to the many products produced and sold. Due to the emerging technologies, the company opted to become a private company. It was seen as a public figure due to the continuous strategies evolving in the country and the world at large.
Due to Covid-19, which emerged from China, the outbreak spread to different companies globally, and they got challenges such as disruptions in manufacturing and a decrease in customers' consumption of the products. The pandemic mainly threatened the financial markets and global economy since China, Europe, and North America were most hit by organizations and markets for (OECD) Economic Cooperation and Development. Lockdowns were seen to happen in different countries to reduce the movement of infections. It was in schools, industries, national quarantines, organizations, and transport systems, among other areas. Since the pandemic outbreak, e-commerce firms began to face slight changes. Online sales were noticed, especially on groceries due to physical stores’ closure due to the virus. Therefore, customers were being traced online to keep the relationship, especially on necessities. Many companies, especially e-commerce firms, emphasize that even though external factors in business operations, they should adapt to the changes by improving their marketing procedures and models to gain customer satisfaction. Also, the modes of adapting business amidst the pandemic can be, keeping close communication with customers and making them know how the crisis affected the organization, and assuring the continuity of the business operations, though it seems to be challenging but helping to keep the relationship (Emily, 2012)
Also, due to the pandemic situation, many people's lives changed due to lockdowns that were put in different countries. It made individuals remain indoors, and those who had jobs were stopped from working. Therefore, unemployment was caused among the individuals in Amazon organizations and other countries. In addition, the high prices of consumables and household goods were considered an effect since most people had shifted to online orders. Also, Companies like FedEx, UPS, and Amazon faced and are still facing delays in distribution because of high rates of online shipping resulting from the covid-19 conditions. Because Amazon's supply chain was affected highly by the pandemic situation, this led to delays in delivery and inadequate stocks (John, 2018).
[bookmark: _Toc113007405]Models Review
	Customer Relationship Management is crucial in Amazon organizations since it includes strategies, procedures, and software that help the company run effectively and interact efficiently with customers and other possible clients likely to join the company sales in the future. CRM software is essential in marketing, sales, and business operations, aiming to maintain and manage relationships and upselling. Therefore, looking at the Customer Relationship Management models can help the company understand how the business approaches, support, and brings in new customers. It implies that the CRM model is responsible for how the company absorbs and retains customers. Finally, CRM software facilitates the Models to support the organization's practices on customer sales, data, and relationships (Guerola-Navarro, 2020).
The IDIC Model, this CRM model was produced by Rogers and Peppers. It is based on four actions that embark on building, keeping, and maintaining long-term, one-on-one relationships with the business customers. First, it aims to evaluate customer expectations and value addition to the business. The model is exceptional due to having an outstanding framework for determining and using the values and requirements of customers. It follows the groundwork on how communication is influential among the business and each customer.
[bookmark: _Toc113007406]From the model, it can be broken down as follows since it has a process;
Identity is the first process in the IDIC model, and it implies identifying the customers in the business organization. As a responsible company, it needs to know the actual customers depending on the products and develop a strong understanding of the customers. Understanding them can help learn about their pain behaviors and other business factors. Therefore, this can help the business company acquire personal relationships amongst the customers, which can lead to forming groups according to their preferences in terms of their purchase behaviors.
Differentiation is a second process that needs segmentation of the customers. The purpose of differentiation is based on the present and future lifetime value that a company predicts to be added by the customer in the business. This can help the company to significantly know the amount of money and time that should be estimated on a customer. The customers can also be differentiated depending on their needs. Therefore, more time and money can be employed on customers who give more value to the company.
Interaction, this concept is highly needed in the company since providing a customer with an idea about the products or requirements in the company is via information. It can give a customer adequate knowledge of the conditions they should come for. Doing this, it looks like an advertisement for a given product. Therefore, it can help the company managers gain more interaction experience, hence enhancing future business interactions (Marco, 2020).
Lastly, looking at Customize as the final process in the IDIC model, this is all about building depending on the customer's specifications. It means that the company should be able to meet the customers' requirements, or in case the needs are not available, they should be budgeted for and procured. Finally, it aims at ensuring that the customer's demands are satisfied.
QCI Model, The Quality Competitive Index model, is a customer management model. It mainly focuses on the customer's external environment, pain points, and business goals, among other aspects that influence them. This model analyzes people and technology in line with the model and keeps the system continuing. It consists of different activities that the business requires to perform, acquire and maintain the customers in the company. This model also plays an important role in helping the company to have testimonials on modern practices and produces a quantitative method to establish the customer management steps. This model is based on customer management than consumer relationships (Haislip, 2017).
CRM value chain Model is considered to be a higher model level that is more meaningful to organizations in generating and identifying unique solutions for customers. With the assistance of the CRM model, Amazon can find out the activities which can bring maximum value to the organizations and improves its processes intending to serve the customers very well to help them gain a competitive advantage. In addition, it is responsible for the activities needed to generate a stronger relationship with different customers. The value chain CRM model consists of two stages of exercise: the primary stage and the support stage (Marshall, 2021).
Adrian Payne developed Payne's Five Forces Process Model model. It assures that the consumer's experience is consistent not only in the sale but also across any department. The model is based on five core incorporates processes in terms of CRM.
Strategy Development is in two strategies like business and customer strategy. For a customer strategy, it reflects on how the organizations can identify the future actions to look at customer needs. However, the business strategy involves a business company finding means of developing the vision of the company's services or products and the way competition is performed.
Value creation aims at the value the customers employ to a business and the value brought by the company to the customers. Generate a value proposition in terms of this information. Therefore the business requires knowing which customers have value via value proposition and assessment depending on the information.
Multichannel integration, this step is based on inputs right from the process of business strategy and value creation. It aims to change the insights from these processes to outputs in value addition activities. This concept emphasizes the business to make tasks by considering customers, understanding their perspectives, and retaining them for a longer period. Finally, it makes the business focus on decision-making on all integrated channels and ensures a positive customer experience.
Performance assessment helps to determine how the business systems are doing in terms of value propositions and if customers' interests are having a great impact on performance. For example, the performing assessment should include monitoring the satisfaction of a customer and the Key Performance Indicator analysis.
Lastly, information management is determined as the analytical feature of the model. It supports other steps of the model. Finally, the process draws the suggestions in the business to gather, utilize and organize information from customers with insights on consumption rates. Finally, it encourages companies to construct stronger, meaningful marketing responses and ensure that the value propositions are established (Singh, 2021).
[bookmark: _Toc113007407]Marketing mix
Amazon's marketing strategy gives the company a position in the competitive market today to achieve business goals and set objectives. The Amazon marketing mix includes; The Amazon Product strategy due to Amazon being the leading e-commerce worldwide and recognized as one of the top five Information Technology companies in the world. The company's products are sold online, whereby the customers log in to Amazon via the website Apps and make their orders. The orders are then delivered to the customers via their channels of distribution. Even though the company started as a book online seller, it improved on its products by diversifying via bounds and leaps. Amazon has a bigger offering in its product portfolio in the marketing mix. The Amazon products are provided on the website and different Apps since they offer the various types of goods and services for customers. The different brand for Amazon is sold by the 3rd party sellers attached to the company. The marketplace model aims to bring profits to the company due to having different brands, others based on the digital services, and acquiring other companies in advocating for the strengthened position.
Amazon Pricing strategy, the Amazon organization has gained competition and is a market leader depending on the price in the market mix. Due to the different types of services offered by the company, its pricing strategies vary. Amazon has an advantage since the prices of its products are set by the technology it employs. Over time their prices are set depending on the competitive price strategies. It gives the lowest prices through the efficiency of the operations and sometimes based on the web business model. The prices of Amazon are always adjusted frequently following the category of the services or goods, time, and season of the day. It sometimes follows differential pricing; for similar items, it charges different prices based on the customer's place due to the different websites employed in the business in each country where the operations move on.
Amazon Place Strategy is a global brand operating all over the world. All the customers always buy and acquire services they need via websites and Apps based on Amazon.com. If a customer makes an order, the distribution channel is responsible for procuring and storing the products depending on the Amazon fulfillment centers available to provide the service. They have bigger warehouses in different locations to render services to the remotest places. They are categorized into non-sortable, sortable fulfillment centers, customer returns, and unique items warehouses. The products are then shifted to the distribution channels from the fulfillment centers, hoping to reach the customers. The company is based on the local courier and postal services for the transportation of packages. But today, few experts are claiming that the company is conceptualizing its distribution network because of package delivery. It can help the company's costs to go down.
Amazon uses Amazon's promotion and advertising mix and aggressive marketing campaigns to promote the brands. When Amazon considers promotion, it has done this since it focuses on online sales where people just place orders. It focuses on advertising as a major business strategy via print ads in newspapers today. It also uses creative television and social media marketing via SEO and aims to target consumers via browsing patterns. In addition, the affiliate programs with different links to websites and blog owners who tend to advertise on platforms. The most useful thing is sales promotion; Amazon has managed this strategy since it provides discounts and effective sales promotions during festivals and holidays, resulting in increased visits to the Amazon websites. Some public relations exercises aim at improving brand image, such as launching Amazon smile, which helps in donations to charity organizations (Daniel, 2019).
[bookmark: _Toc113007408]Communication Mix
Amazon's communication marketing mix is based on individual elements like print and media advertising, events and experiences, sale promotion, direct marketing, and public relations. The print and media advertising targets the customer segment through communication especially using the common memorable Television ads like video clips. Amazon uses print advertising by posting brands in magazines, newspapers, journals, and billboards. Recently, the company began to print advertisement pictures, messages, and cartoon characters (Williams, 2019).
Amazon Sales Promotions is a tool in the marketing strategy, and it has promotional techniques, especially when it comes to seasonal sales promotion. It announces seasonal sales during the festive and holiday periods like Christmas and New Year's Day. However, being an e-commerce giant, it also organizes a Prime mid-year sales day for the customers to enjoy. Also, gifts can be given to potential customers (Lacy, 2018).
Stakeholder map
[image: ]
Stakeholders map, all the stakeholders in Amazon, are powerful since they can influence operations. The major stakeholders are Jeff Bezos, Vanguard, MacKenzie Bezos, the wife to the founder, BlackRock Institutional Trust Company, and Fidelity Management and Research Company. Jeff Bezos is the biggest controller of Amazon due to being the founder. It consists of both the internal and external stakeholders. The external stakeholders are the customers, competitors, online sellers, local communities, and the government. It is because many customers from different departments visit the websites each month. The Amazon Company competes with other global giants in e-commerce like eBay, Google Cloud Platforms, and IBM Clouds, among others, in the web services industry. Netflix, Hulu, and YouTube are the top competitors of Amazon in the streaming industry (Lea, 2019).
[bookmark: _Toc113007409]Model selection
	Quality Competitive Index is customer management-oriented in its analyses of the technology and its people. The QCI model aims at activities like retention, acquisition, and penetration. It starts with the external environment of a customer right from the top, their pain points and goals in the business, and different factors that can impact if they are ready to interact with the company teams. Therefore, this can make the company run effectively since it requires various activities to retain the customers in purchasing a product. Therefore, I think this can work best for Amazon Company since it is based on loyalty programs globally and focused on the e-commerce CRM strategy. CRM helps the Amazon Company acquire customer data depending on the purchases and where they are located. Therefore, CRM tackles most customer questions even before involving humans; all this is built on customer management protections.
The model can help proper anticipation of the customer needs; this is because e-commerce provides everything and different brands. It means that the customer places the order and feels confident since the expectation of getting the right products are high. It was also possible for the company since the business could track the buyers' habits. Therefore, it helps in selling faster due to customer history of interaction. Due to the lockdown, changes in the purchasing of products were disrupted since few buyers could remain purchasing due to the shifts in their expectations.
Also, data privacy protection is very important when using CRM strategies. For example, the CRM can help the Amazon company document and obtain a database that can store customers 'information; even notifying customers that you would wish to store their data makes the customer confident about the company. Doing this can reduce the risks of making mistakes, but employing CRM software can do this better, more safely, and quickly, making communication with customers effective and compliant.
Amazon is responsible for protecting its customers from fraud and ill 3rd party sellers who can manipulate the company. This is done because the standards of Amazon are always of high quality, and in case it happens, they make quick responses to keep the interaction better.
A communication challenge was due to Covid-19 emerging. This is the time when customers are affected by many challenges such as out of stock, delivery delays, and many others due to online shipping, and these challenges were not faced before. They have not stopped from there, but they always continue explaining to the customers the pressing challenges to maintaining their relationship with them customers.
The problem of cross-border Management sellers who tend to sell the company's products in different markets places that the products can sometimes be expensive for a customer to pay a higher transaction fee. It affects sellers who offer lower-margin goods or services, making the fee difficult for the business to sustain. Even though that happens, the solution providers can cut the cost to save the seller's sizable margins that could have been lost. The solution providers can be Payoneer, currencies Direct, and world first.
[bookmark: _Toc113007410]Recommendation
	The CRM strategy aims at how the organization can acquire, sell, engage and maintain the customers in the business to grow and expand its products in the world and get more profits. Whether the company aims to launch a new business or improve the retention capacity online, it can make the Amazon Company successful since the QCI model focuses on how the customers can be managed. Looking at the increased interaction and the tracking behavior to retain the customers, a company should focus on knowing the customer; this can be done by generating a strong CRM software database. Unfortunately, it does not stop with just the database. You can penetrate and get to know the customers in deep detail; it can be via emails, or direct calls, among the other platforms. It can help the company track the purchasing habits on the previous orders to make planning easy to provide discounts. Due to customer loyalty, CRM software is the quickest and easy route for the concept. Therefore, I recommend CRM as a key to solving most of the Amazon Company's customer management and retention capacity hence fostering growth.
[bookmark: _Toc113007411]Conclusion 
We all know Amazon, and most of us have shopped and made different orders from the company. Their business websites are considered easy and convenient to place orders on a certain product for your good or a friend. They are also good at deliveries, depending on your location. Today CRM software focuses on managing business information. They can help employees give up-to-date information on customers and ensure possible experience when dealing with the company and the consumers. In addition, CRM developers have increased characteristics such as analytics and management modules, leading to the recent systems. Amazon performs outstanding efficiently measured on revenue per visitor; this is seen as the key measure for any commercial website, even though it is media, social network, search engine, transactional retailer, etc.
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