Understanding and Engaging in Customer Experience
BMSW 5103 – Assessment
Task 1 How have internal and external factors affected or influenced your selected organisation’s quality systems and controls for customers to deliver a 24-hour customer service
Task 2 How can your selected organisation deal with the new customer demand and achieve its business objectives by developing and maintaining good customer relationships 24/7/365?
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Executive summary
[bookmark: _Hlk109844499]It is quite important for a company to manage its entire process so that they can provide customers with quality services. This further helps them to attract customers and retain them for a long term as loyal customers. Amazon like other organisations uses some systems to maintain quality process which has been discussed in detail in this report to get an understanding of how systems help the company to meet its customers’ needs as well as build strong and positive relationship with its customers. In this study, several relevant marketing theories such as Ansoff Matrix, Marketing Mix and Porter’s fiver forces framework has been analysed to observe the way external and internal factors makes an influence on the customer base of this company. The key finding of this study shows that Amazon uses various marketing strategies such as competitive pricing of products, maintaining customer centric approach and using CRM software to effectively retain existing customers and attract the new ones.
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Introduction
For a business to thrive and grow successfully needs to ensure that it keeps customers at central focus and meet their preferences on time as they drive revenues and without them, businesses cannot continue their existence. This requires ensuring that quality customer service is being provided to the customers. Therefore, in this report, discussion will be done on management and marketing theories to demonstrate customer experience of the selected organisation that is Amazon. Followed by systems used by the company to maintain quality process and its effectiveness along with impacts of internal and external factors on quality system and management.
[bookmark: _Toc112961275]Task 1
[bookmark: _Toc112961276]Overview of the organisation 
Amazon is a vast Internet-based business organisations which sells electronics, movies, books, housewares, books and several other products and services either directly or as the middleman among other sellers and to its large customer base. The company further offers associated support services such as shipping, home delivery, cloud web hosting as well as other web associated services. The company merchandise these products through company owned both physical and digital platforms which are again used by several third parties for selling their products. In simple words, the company provides programmes that allows sellers to sell their goods on both its official websites along with their own company websites, earning fixed revenue share fees or per unit activity fees from such transactions. A recent report reveals that in 2020 company has established itself as leading e-retailer globally with net sales amounting to near to 386 billion dollars (Statista, 2022). 
In this years, the company’s brand vale and net income was 705.65 billion dollars and 33.36 billion dollars respectively (Statista, 2022). Although the Covid-19 pandemic have disrupted several business organisation’s regular business operations Amazon on the other hand performed quite well during this crisis since majority of the customers started preferring to online shopping at this time. Due to this reason this company’s total consolidated net sale revenue amounted to approximately 469.92 billion in 2021, out of which 127.78 billion were generated through global revenue channels (Statista, 2022). The company have also established itself as renowned online retain frontier in the United Kingdom as in 2020 its net sales in UK was 32 billion dollars (Statista, 2022).
[bookmark: _Toc112961277]Importance of the application of an appropriate level of critical understanding of quality process relating to customer service in the workplace
Customer service of a company includes all of the enterprise’s interaction with its clients and customers and it determines whether a first-time customer can turn into a regular one. Thus, retail organisations such as Amazon requires to put emphasis on developing a sound understanding of the quality process in respects to customer service. As per the words of Kalia and Paul (2021), the significance of service quality is not exhibited by the loss of customers if the quality is not appropriate. This means that through improve the quality if customer service can provide gains for a company. Amazon through prioritising its service quality can experience a high increase of sales as excellent customer service can lead customers to spend more than they had planned. Apart from this satisfied customer are likely to purchase again from this company. Another key relevance of service quality is that it can assist Amazon to save a lot of money in terms of managing its wide customer base. This is due to the fact that retaining existing customers is quite cost effective over capturing the interest of the new ones. 
In keeping these matters into consideration this company have focusing on implementing the return policy effectively and strictly adhered to it. This policy actively reduces barriers to buying as it makes the customer feel safe while purchasing products which they are not quite sure will work for or suit them. In terms of marketing and sales the present company believes that word of mouth and person to person recommendation play an important role. 
In this relation this company through focusing on providing good customer service can generate positive world of mouth recommendation for its customers and thereby can attract potential customers in an effective manner. The company furthermore through enhancing its service quality can improve its brand image and boost its brand reputation since it refines the way customer and clients see a company. These aspects also make huge impact on the employees’ performance and behaviour who works for the organisations. As suggested by Purwanto et al., (2021), majority of the employees prefer working a business organisation that treats it customers well over defraud or belittle them. Most importantly excellent service quality can also help the company gain competitive advantage. Since e-retailer industry is becoming quite competitive in the U.K Amazon in order to standout within this business sectors needs to keep customer coming in the door effectively and for that reason need to conserve with enhancing the quality process of its customer service. 
In this context, Amazon have built a corporate culture that knows how to listen customer queries. Several of this company’s egoless whether entry level or executive have the opportunity to receive call centres training that instructs the way they can effectively listen to customers over not just taking (amazon.jobs, 2022). In this manner the company ensures that workforce of the company can internalise the vision. Further in order to improve the service quality Amazon further provides the power of DIY (Do It Yourself) service to its customer bases by giving an incredibly comprehensive yet easy to navigate help centre to its customers which enables them drill deep into a number of particular issues. Addition to this, the customers can also reach to a real person if the community forum or this self-service help centres does not solve the problem. The company have incorporated a 24/7 customer support that almost never puts customer on hold to increase the efficient of their customer service and to ensure that every customer’s queries or issues are resolved quickly (Amazon.co.uk, 2022).
[bookmark: _Toc112961278]Application of relevant marketing (service) theories to critically examine internal and external factors and analyse the customers’ experience of an organisation
Marketing theories provide organisations an in-depth level of the needs, demands, goals and motivation of the customers. These theories further assist business contemplate the market in which the company is operating These aspects further directs the company to develop successful marketing campaigns that can help the company retain the established customer and attracts new ones. In this context, relevant marketing theories such as Marketing mix, Porter’s five forces and Ansoff matrix theories have been chosen as this framework effectively explain and analyses the customer’s experience of an organisation.
Marketing mix 
Marketing is a set of action which a company uses to promote it service, product, or its brand in the target market. It is a framework of a company’s 4Ps including Product, Price Promotion and Place which combines the marketing tactics and strategies used to incorporate a marketing plan. Therefore, this marketing model is applied here in order to understand its product promotion, pricing and distribution strategies and it makes an impact on the purchasing decision and overall experience of the customers. In terms of product, the company sells all its goods digitally in which the customer login to Amazon through its application or company websites and place an order. These products through various distribution channels then further deliver the products to them. These products are both sold by this company and third partly sellers which are listed with this company, in 2021, this company generated about 103.4 billion dollars in third-party seller services, an increase of around 23 billion dollars in comparison to earlier year (Statista, 2022). Such marketplace model of the organisation is effective to generate high profits for this e-retailer company. In respect to pricing, pricing strategy of this company varies as it offers various kinds of services. While setting the price Amazon uses technological tools to its advantages and mainly follows competitive pricing approach. This company’s web-based model and effectiveness of its business operation enable this business to offer its products at a lower price. A report suggest that the company provinces is 49.3% of its private label products less than 20 US dollars (Statista, 2022).
Furthermore, on the basis of the season, time of the day and category of the service or product the company alter prices quite often. Amazon Web Services (AWS) has also established as a market leader in providing low price but high-quality web hosting services (Amazon Web Services, Inc, 2022). Amazon, in terms of promotion use aggressive marketing campaign and mainly concerned with effective advertising tactics. Amazon used both offline marketing strategies such as newspaper and television commercials and online marketing approaches such as targeting consumers by analysing their browsing pattern and using innovative social media marketing through Search Engine Optimization. The company further have affiliated programmes in which blog and websites owners promote Amazon’s product through attacking links in their platforms. In respect to sales promotion, the company also offer discounts and other benefits during festival and holidays to capture the interest of the customers. 
Moreover, in context of place and distributions strategy this global company has effectively established its presence all across the globe. After a customer place an orders distribution channels starts operating as these channels ensues that the good are procured and stored in this company’s fulfilment centres. In the UK, the company presently have 22 distributions centres across the country (Statista, 2022). The company has constructed large warehouse in strategic place to reach remote place rapidly. In order to transport the packages this company uses courier and postal services. Recently, the company has begun to develop its distribution network for delivering packages which will again enable the company to lower its overall shipping and delivery cost. This suggests internal factors such as competitive pricing of the products, aggressive marketing campaign along with large distribution channels and warehouse   can impact the customers’ experience positively as they are likely to prefers this company because of its quick delivery, creative promotion, and lower products pricing services.
Porter’s five forces
Porter’s five forces framework can assist Amazon to recognise the present strengths and weakness of the industry in which it operates also learn about the level competition in these sections and foster long-term profitability in the market.

	Forces
	Key findings 
	Impact

	Bargaining power of the customers 
	The company follows a customer centric strategy in its e-commerce business which makes sure the quality of the product is high and receive on time. However, in 2020, in UK The e-commerce net sales of the top 500 online stores accounted for approximately 99 billion dollars (Statista, 2022). It suggests that due to high level of competition and availability of substitute products customers generally holds high bargaining power especially for household products, Amazon fire TV stick and online streaming services. Nonetheless they have low bragging power for services such as AWS since it has no alternatives. 
	Moderate

	Bargaining power of the suppliers
	Although within the e-commerce industry the power of the supplies is quite high as without them the retailers cannot serve their customer base, Amazon has good control over its vendors. The supplies of the company need to maintain policies and standards set by this company. Furthermore, as this company is highly concerned with the ethical working of its supplies base they cannot even imagine of the forward integration in supply chain.
	Low

	Competition within the industry 
	The company now competes against strong rival companies since the level of competition in UK e-retain industry is quite high. Amazon’s primary competition in this country includes Sainsburys.co.uk, tesco.com, curry.co.uk and argos.co.uk (Statista, 2022). In 2020 these top four digital retail companies along with Amazon accounted for 37% of the net sakes of the top 500 digital stores (Statista, 2022) This reveals that these mentioned company facilities readily available substitute products and offers lower switching cost which again put pressure on this company to retain the existing customer base.
	High

	Threats of substitute 
	Both the substitutes of the offline and online retail market act as hurdle for Amazon as this company has to compete against both of them. Furthermore, majority of the products that this company sells are not unique product but are retails products. This aspect makes prioritising on offering best customer experience an important factor and increase the level of threat of substitute product at once. 
	High

	Threat of new entrants
	Although it’s quite convenient to start an e-commerce website or digital retail platform in the internet it is quite challenging for any company take on an established and leading retail organisations like Amazon. Furthermore, due to low switching cost newcomers can easily gain customer and customers. Nevertheless, the extensive investment that this company makes on customer experience and brand developed s become quite difficult for them to give tough competition to this company. This ensures that the existing customer base of the company remain loyal to Amazon. 
	Low


Table 1: Porter’s five force analysis of Amazon
Ansoff matrix
Ansoff matrix framework is a marketing planning model which can help Amazon to determine marketing and product strategy and approach. This particular marketing theory demonstrates 4 different strategy option available for business, this includes market development, product development, market penetration and diversification. The present company is primarily concerned with market penetration strategy which refers to selling existing services and products to existing market, In this context through effectively utilising technologies such as machine learning and data analytics this company can focus on customer experience personalisation as sophisticated user experience features in general plays a crucial role in the implementation of this specific strategy. Additionally, the company also focuses on using product development strategy as it has recently launched as well as planning on launching new product such as Amazon Smart Thermostat, Amazon Echo Show 15, Halo View and Amazon Glow among others (Amazon.co.uk, 2022). As this company holds a huge loyal customer base, listens to feedbacks in real time and take actions to provide quick solutions the company have gained the opportunity to see the reaction of the customer upon new product or test their ideas without damaging the relationship that Amazon shares with their customers.
[bookmark: _Toc112961279]Evaluation of the benefits and challenges of developing and maintaining good customer relationships
The above study suggests that business is mainly about relationship, particularly relationship with the customers. Therefore, in order to be successful Amazon must retain it loyal customer base and attract new customer and therefore need to connect with them on several channels across numerous platforms. As per the words of Bolton et al., (2018), as a company open more channels to reach a broader customer bases regulating this interaction and connection become more crucial. This is where the customer relationship management (CRM) becomes integral. In this term, Amazon also have implemented CRM software in their business operating associated to customer services which enable the company to encapsulate customer data including earlier purchase pattern and location along with utilise it systemically to personalise a customers’ overall on-site experience This company’s CRM also handles majority of their customer problem and issues before it reaches the stage in which human involvement is needed. A key advantage of managing good customer relationship is that it provides the opportunity to growth a business. This suggests once Amazon get the service or product right, regulate a good customer service and ensure it internal procedures are operating effectively this company can rinse and repeat. Further can assist the Amazon to introduce new products and services to customers without the risk of impairing the relationship through being too pushy. The company can utilise its established customer base for testing new business ideas without entirely committing along with operate soft launches chosen at the initial stage for loyal customers.
Since Amazon is a e-retailer positive customer reviews and feedback is crucial for this company to become more popular and expand its service across the globe. Through maintaining a good customer relationship Amazon can make its consumer base satisfied ant happy who later can become this brand’s biggest fan. This factor will then drive the, to leave online review on company websites, provide feedback om social media platform, other trusted third parties along with positive rate this company’s products in other public channels. As per the words of Świtała et al., (2018), this third-party promotion offers huge credibility to a brand’s image. In this manner, the customer can become more incline to an unbiased opinion discussing about the quality product and service offered by the company rather than the information direct comes from Amazon’s side with no supporting evidence. A recent report suggests that the global platform of Amazon Business registered approximately 48% of its social media referral traffic from YouTube (Statista, 2022). Other platforms such as LinkedIn and Facebook also account for 15.27 and 8.8% of social media traffic to this marketplace respectively (Statista, 2022). Moreover, through balancing good customer relationship Amazon can further boost customer loyalty and make them stick around with the company. This company in this relation needs ensure that the customer and sales management employees do not a bill with incorrect changes, mislead the customers with hidden changes and unexplained service downtime.
In terms of challenges, within customer service management a company requires to face with multiple issue and handle them appropriately to maintain good customer relationship. In this context a common challenge that Amazon may face is handling service outrage crisis as technical issue are quite common. Nonetheless, amazon through making its customers understand that their ream is effective working to get its service on track can efficiently deal with such crisis. Another common challenges which are associated with regulating good customer service is selecting the appropriate channels and tools as there exist multiple channels such as email, self-serve, live chat, phone, and community support. Amazon to overcome these particular challenges have facilitated all the mentioned tools to provide quick services for the customers. In this way, the customers can prefer any one the channels to interact and convey their issues or complaints (Amazon.co.uk, 2022). Another key issue that majority of businesses including Amazon may face is understand the present demands and requirements of the customers as. Customers of this company may demand certain services, new features, discount, and personalisation that Amazon may fail to provide. In this relation, Amazon first can examine whether through incorporating time resources and money they can meet customer demand and then weigh against the amount that the consumers are willing to pay. If it justifies the equation the company can go ahead with the plan. Amazon in this manner can overcome the common challenges it may face while building customer relationship and maintaining high service quality to regulate it.
[bookmark: _Toc112961280]Task 2
[bookmark: _Toc112961281]Identification of the systems that supports quality processes of Amazon
Quality is quite essential for any business to succeed and to manage quality there are mainly two primary ways- quality assurance and quality control. Quality control is defined as the process of inspecting a company's products and services to make sure that customer’s requirements as well as industry standards are met. This can be done via factory inspection, feedback etc. Whereas quality assurance means carrying out quality checks at specific stages of the company’s production process. This mainly helps businesses to identify substandard products or faults quite early and resolve before it is received by customers (Khaustova et al., 2020). Managing products and services quality process is an important aspect as it helps in attracting a wide range of customers as well as helps in maintaining competitive advantage. Amazon to manage its quality process has implemented an advanced information system which helps them to decision-making and thus increases efficiency of key processes. It operates a two-piece information managing software that has Amazon web service which allows customers to have access to its E-commerce platform and the other being simple storage service. The Amazon Web Service allows Amazon customers to easily create their account and personalise profiles for having improved efficiency in terms of processing of transactions (Goel et al., 2020). Along with this the company even has implemented a CRM or Customer Relation Management system which operates to provide the company with optimal security for all its user information as well as promotes personalised customer service. Amazon uses salesforce CRM. 

Along with this Amazon to maintain quality processes even has a transaction processing system which allows its customers to always make secured purchasing and that too efficiently without any difficulty. The system even has distinct features such as 1-click purchase, credit card payments etc. As once picking of total number of items is done, Amazon’s website automatically calculates the total amount thus performing routine transactions. Another system used by Amazon for managing quality processes is Decision Support System or DSS which allows its customers to easily select items from any selling list by clicking on Add to Home button. Customers are left with the choice to make their own decision of buying and are even seen during shipment time which is quite suitable for the customers. DSS even facilitates interpersonal communication among the entire workforce of Amazon which helps in managing quality processes. Amazon even uses a lean management system which supports its management of quality process and continuous improvement. This lean approach of Amazon adds bonus to six sigma approach and for this Amazon has tied central focus to streamline operations in everyday practices. It has even devoted more manpower to customer service and fulfilment of their needs. 
[bookmark: _Toc112961282]Critical evaluation of systems effective in good relationship with customers and meeting their needs 
Customers are a major asset of any company, and it is very important for a company or a firm to build long-term and positive relationships with customers in order to continue their sales growth as well as to maintain their wide customer base. Information systems are defined as a set of people, business processes and information technology which helps Amazon to achieve their set goals. It is primarily a set of interconnected elements working to collect, process, store and then distribute information for further process. Information systems help Amazon to control internal as well as external processes so that change needs and demands of the customers can be met. It even helps improve flow of communication between management and employees to further take effective decisions. Information systems are quite useful in terms of storing operational data. Documents, communication records which helps the company to further take decisions in terms of customer’s needs and demands and accordingly fulfil them by developing new or enhancing their existing products. This initially helps in forming positive relationships with customers by keeping them satisfied through goods and services. The transaction processing system used to manage quality processes helps to ensure that each transaction is successful. This system is quite effective in managing company’s routine transactions, sales order entry, manufacturing, shipping etc thus making sure that there is fast response time along with high transaction throughout. TPS or Transaction Processing System processes several transactions and even helps in managing as well as coordinating thousands of orders done by customers. Thus, this allows the company to make the selling process quite less complicated for the customers along with online options. Customers always prefer that their ordering process is not complex, and they can easily purchase any order without any issue (Naujoks, 2020). So, through this system, Amazon is able to manage customers' transaction process to have a quality process and as it encourages customers to smoothly do online payments it even helps in maintaining good relations with customers. 

CRM or Customer Relation Management System helps businesses to design and share customer surveys on different media channels to collect feedback in real time. This helps Amazon to effectively use the feedback in order to anticipate current needs and expectations of the customers, thus making quick and more informed decisions. This even allows to manage interaction and relationship with customers by using data on their interest, preferences as well as purchase history thus coming out with better products, services for customers. CRM provides proper support to all front-end customer facing functionality such as customer service, marketing sales which helps the business to understand customers in a better way and thus maintain a positive relationship with them (Grover, 2019). Firms even use CRM models which helps them to boost their customers' loyalty. Among which one is the IDIC model having four stages- identify, differentiate, interact, and customise. ‘Identify’ is the first stage for which firms need to collect personal information with regard to their customers such as purchase history, their name, address to better understand their needs. Then comes ‘differentiate’ which requires categorising customers as per their value to the company to prioritise efforts on the most valuable customer. Third stage is ‘interacted’ which allows firms to apply CRM plans in order to interact with customers. And the last being ‘customised’, after interaction, the information can be further analysed to customers products or services accordingly. This model can be quite effective for Amazon as it will help it to assess customers’ expectations carefully along with their value to the entire business (Naim, 2022). 
Amazon is an early adopter of Artificial Intelligence or AI which has improved its business efficiency and has helped it to maintain quality processes. AI has helped Amazon to predict the total number of customers who are willing to buy its products along with allowing it to run a cashier-less grocery store. AI capabilities of Amazon is extensively designed to provide customers with customised recommendations, and this has increased its sales by 35 percent. One of the best areas where Amazon is utilising AI is to understand its customers' search queries and why they are continuously searching for any specific products. This is quite efficient for a retailing company like Amazon as it helps to recommend different complementary items to all its customers (Das, 2020). For example- Amazon voice assistant Alexa allows its customers to easily find and purchase their preferred product through voice prompts rather than clicking on the screen. This has allowed customers to have control over the checkout experience hands-free (Ramadan et al., 2021). Along with this in terms of managing quality princess, AI solutions enable manufacturers like Amazon to automatically detect any product defects. Thus, this helps the company to ensure that quality services are provided to the customers. 
[bookmark: _Toc112961283]Recommendations 
The strategies are provided as recommendations to improve the customer experience in Amazon: 
· The organisation needs to focus more on the aspect of personalisation of the shopping experience of the customers. This could be done by addressing the individual needs, preferences, and choices of the customers. 
· Easy and frictionless navigation through the products that plays a vital role in improving customer experience and enhancing the ecommerce traffic. The business needs to focus on making the web page on the smartphone less clunky as most of the ecommerce traffic comes from that (Bilgihan et al., 2016). 
·  The business needs to create a clear vision of customer experience and also need to develop emotional connection with the customer, and this will help in analysing the customer experience and improving them. 
· The company need to capture customer feedback on real time and act upon them potentially (Peppers and Rogers, 2016). 






















[bookmark: _Toc112961284]Conclusion
Thus, to conclude, it can be understood from the above discussion that for a business to successfully grow among its competitors, it is necessary for it to ensure that it meets customer’s needs and preferences as well as try to maintain good relationships with them as they are the major driver of business growth. As online shopping has become more prevalent, customers prefer buying products from those companies which provide them quality services without any discrepancies. Also, to succeed further, it is necessary for a company to maintain good relationship with customers to understand their needs and retain them for long term. 
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