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This particular report tells about the transformations and changes of the customers towards an organization during the COVID-19 pandemic situation. For this particular research study, I have chosen ““WALMART””. “WALMART” is one of the leading retail brands in the world. I have seen the business slow down of “WALMART” during the lockdown. So I have done this research to find the actual situation of the market during the COVID 19 pandemics. And there is an observation of mine to understand the changed mindset of the customer during the COVID-19. The main aim of my research is to find the customer experience scenario.  
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In this research, there are several parts. All these parts are defined as headings. Each heading consists of important information regarding the research. I have done a brief report on customer experience and customer behavioral change of “WALMART” during the lockdown period. A continuous lockdown process is going on during the COVID-19 pandemic. The customers do not want to take risks by going to the market. So according to my observation, the customers prefer the online delivery system of the product. In this research, the whole process of online delivery and also its functions are discussed in context to “WALMART”. 
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“WALMART” is one of the most successful and popular retail brands in the world. They have several branches throughout the world. This is a US-based retail organization. In this research, I am instructed to find the customer experience and customer engagement process for an organization. Basically, it explains the transformation process of the customer mindset in lockdown (Mohd-Ramly and Omar, 2017). According to my, a retail organization like “WALMART” is the best option to define this process. “WALMART” has several retail stores throughout the world. In the recent era of the COVID pandemic, all the stores are closed for lockdown. And also the customers are not interested in the offline physical market. They want to follow the government's rule for their safety. Now “WALMART” needs to apply exclusive business ideas for their business. So this is the main reason to demonstrate this particular report to identify the process of market transformation during the COVID 19 pandemic (Abbu et al. 2021). I have seen, there is a certain business slowdown in “WALMART”. This business slowdown occurred due to lockdown purposes. So I think that “WALMART” is the best option to explain this.    
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There are several Customer Relationship Management (CRM) tools. Here in this research, I have chosen the “Insightly" tool. It is CRM software where it helps to increase the work efficiency for a particular project. This software-based management tool is applied to “WALMART”. There are several features in that particular CRM tool. All these features are implemented into that particular research-based project. I have discussed a clear market research analysis on “WALMART” (Nilufer, 2020). Their working functions and procedures are also discussed with the help of this management-based software system tool. By this following tool, I have discussed the customer experience and customer engagement process of “WALMART”.
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