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[bookmark: _Toc124149372]Executive summary
This report focused on reviewing Amazon’s quality systems and customer relationship management.  The report found out that the company is committed to offering quality services to its customers and establishing a good relationship. However, various internal and external factors influence operations and these were reviewed using PESTLE and SWOT analysis.  Besides, the company’s value chain was analysed to depict how the company operates and the findings indicate that the company is doing well, however, there are issues such as controversies and network issues to rectify on.  The report recommended that the company majorly focuses on using the Paynes Five stage model so that it can improve its customer relationship management and offer quality products and services. 
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[bookmark: _Toc124149373]Introduction
Quality is an important aspect that measures the excellence of something.  In the business environment, customers need and demand to obtain quality products and services which is of value for their money. As a result, companies focus on total quality management to ensure that standard products and services are offered. Ross (2017) defines total quality management (TQM) as a management approach which focuses on the provision of long-term services to ensure customer satisfaction. The scholar further explains that organisations which focus on total quality management attain success in terms of continuous improvement in management leadership and commitment, employee engagement and involvement, customer satisfaction as well as better communication and improved teamwork. TQM goes hand in hand with customer relationship management (CRM) as quality management is based on what the customers expect, therefore, businesses which focus on the two aspects attain success and competitive advantage. Amazon company is among the companies whose main aim is to promote better customer experiences, however, various factors impact quality delivery. In relation, this report discusses how external and internal factors have influenced the company’s quality systems and control for customers in the delivery of 24-hour services. The report further reviews how Amazon can deal with the new customer demands as well as achieve its objectives by developing and maintaining a good relationship with the customers always.
[bookmark: _Toc124149374]Company context
Amazon company was founded in 1994 with its headquarters based in Seattle, in the United States of America.  The company focuses on e-commerce, digital streaming, cloud computing, artificial intelligence and online advertising. The company operates on four main principles which govern operations and these are a passion for invention, customer obsession, long-term thinking and commitment to operational excellence (Amazon, 2022). Amazon company uses a CRM strategy which helps in the provision of tailored promotions, recommendations, the evolution of services, customer support as well as personal data collection and storage. This has enabled the company to successfully offer operations and be a leading organisation more so in e-commerce through the provision of services always- 24/7/365. However, the company experiences a problem in its CRM which is network coverage issues. At times, the internet downtime makes it difficult for the customers to connect with the company, hence, making it difficult to offer services always, that is 24 hours every day. For instance, in 2021, the business insider made reports concerning the company’s ability to restore the connectivity issues which were experienced in California and Oregon. Similarly, in 2020, thousands of customers complained about the company site being inaccessible and below is a screenshot of the same case as a complaint was raised by a customer.
[image: ]source: (Amazon Twitter)
In reference to these negative and positive issues with the CRM system which impact customer services, there are various internal and external factors leading to them. The internal factors are reviewed using SWOT analysis while the external factors are reviewed using the PESTLE analysis framework.
[bookmark: _Toc124149375]PESTLE Analysis
PESTLE analysis framework allows analysis of the factors which influence operations with which a business has no control. The framework enables analysis of the political, economic, legal, social, technological and environmental factors (Yüksel, 2012). Below is an analysis of these factors and how they influence quality systems and customer relationship management at Amazon Company.
Political factors: These are the factors which are linked to the decisions and laws which are made by the government in relation to political stability and taxes among other laws (Hamilton and Webster, 2018).  Political stability witnessed in the countries where Amazon operates allows the company to offer quality services to its customers always.  For instance, in the UK and the US, political stability is witnessed allowing the company to facilitate its operations well.  Similarly, stability influences the confidence of the customers positively, thus, promoting good customer relations with the company. 
Economic factors: these are factors such as unemployment rates, economic stability, exchange and interest rates and inflation which affect the demand and supply of commodities. When the economy is stable, the customers tend to demand more goods and make more purchases which at the same time influences the company to make more sales, thus, ensuring better customer service. However, instability affects sales and the company’s capability to influence customers into making purchases (Hamilton and Webster, 2018). The onset of the recent COVID-19 influenced the company to work on its service provision to ensure that the customers’ challenges were addressed always.  The aspect also influenced the company to ensure that its quality was controlled to enable customers to make purchases following the fact that most customers switched to online shopping.  Consequently, it prompted the company to facilitate its 24/7/365 aspect so that customers could be served always and this enabled the company to increase its sales. As reported by Reuters (2021), Amazon attracted more than 200 million prime loyalty subscribers on its e-commerce website. 
Social factors: These are population growth rate, cultural expectations, age distribution, education levels, health and safety, and career attitudes among others which affect consumer behaviour within the markets (Yüksel, 2012). At Amazon company, the customers expect to obtain value for their money and as such, they demand to get quality services. These needs have prompted the company to concentrate on delivering quality and facilitating good relations with the customers. This aspect has enabled the company to garner customers across the globe as they seek to get better experiences.  The fact that the company operates internationally where there are billions of people seeking to get services has enabled it to expand its operations and introduce premium services so as to meet the changing needs of the customers. 
Technological factors: these encompass the technological advancements and innovations that companies engage in with an aim to enhance the efficiency of their operations.  Amazon company is known to be a tech-savvy company whose operations are driven by technology.  The company engages in different innovative processes in a bid to offer better solutions to the customers and this has helped in enhancing quality control as well as customer relationship management (Sadq, Sabir and Saeed, 2018). However, with the fact that the company transacts over the internet, the same technology also pauses challenges to the company which affects its processes and transactions.  Internet downtime is the main technological challenge that the company experiences and this influences its customer relationship management.  As aforementioned, when there are network issues, the company is unable to offer support to its customers, an aspect which negatively impacts the company’s aim of offering 24/7/365 services. 
Legal factors: these are the factors which relate to the legal frameworks in different countries where businesses operate. Each country has its own regulations which determine how businesses should be conducted to ensure a good business environment is promoted (Hamilton and Webster, 2018). With Amazon operating in diverse countries globally, the company ensures that the laws in each state are followed and this is in relation to the minimum wage rate, health and safety, employment contract, and copyrights among other laws. The main reason behind following different laws is that they vary from one legal framework to another. Internationally, the company focuses on ensuring it abides by the data protection act due to issues such as cybersecurity. In regard to the minimal issues with the law, the company relates well with all stakeholders and this has allowed it to provide standard quality within the markets, thus, a positive influence on customer relationship management.
Environmental factors: this factor examines a company’s chances of thriving in consideration of its sustainable practices. Challenges such as climate change and pollution have raised concerns regarding environmental conservation and customers are aware of the importance of maintaining the environment. According to Atkinson, O'Hara and Sturgeon (2014), a company that engages in sustainable practices builds its brand image, gains a good reputation and builds a larger customer base. Amazon’s main focus is quality control and this is attained through sustainable practices. However, the company has been in the limelight following carbon dioxide emissions across its operations. For instance, in 2021, the company generated 71.5 tonnes of carbon dioxide.  However, having realised this, the company has set a sustainability target which it aims to meet to offer better sustainability and conservation of the environment. The company’s sustainability aim is to power operations with 100% renewable energy by 2025, make 50% of its shipments 0% from carbon by 2030 and attain zero carbon emissions by 2040 (Amazon, 2022b). By attaining this, the company will attract more customers, strengthen the relationship with them and further offer better quality products and services which will be highly demanded by the customers. 

[bookmark: _Toc124149376]SWOT analysis
SWOT analysis helps in the identification of the factors which affect the business and that the business is able to control them.  Sarsby (2016) states that the framework entails a review of the strengths, opportunities, threats and weaknesses of a business. The strengths, weaknesses, threats and opportunities which influence the customer relationship management and quality systems at Amazon are analysed in this section.
Strengths: Amazon has a strong brand name and image in e-commerce retail. The company is among the e-commerce giants that is well established and has a strong position within the market. The company is also customer oriented as it serves a large base and focuses on ensuring that the customers are satisfied a factor which has constantly built its reputation. Focusing on innovation and differentiation is also a strength of Amazon company. The company continuously brings onboard innovative and creative ideas to its services and product line.  For instance, the company has introduced the Aura sleep smart system and drone delivery services which have given it a competitive advantage over competitors (Amazon, 2022). Another strength of the company is that it utilises an effective strategy of going global and acting local which has enabled it to develop partnerships with local and international suppliers. Besides, it focuses on three key businesses which are Amazon Web Services, Amazon Marketplace and Amazon Prime all of which support each other and allow the company to generate profits. All these strengths help the company to serve its customers as per their expectations and help in promoting good customer experiences and building better relations with the company. 
Weaknesses:  The company’s business model can be easily imitated. Online businesses have become quite common in the retail sector and this implies that most businesses are going to this line, hence, posing competition. Also, some of the company’s products have failed in the market such as the Fire Phone’s launch and Kindle Fire which indicate that the company still needs to review its strategy.  There is also an issue with tax avoidance as the company has been criticised in the media which has further prompted negative publicity. The company’s limited brick-and-mortar presence is also a weakness which hinders the business from selling products which are not sellable online. In 2019, the company was also accused of unfair usage of third-party data and it’s still facing antitrust charges in the EU (Satariano, 2020). With all these weaknesses, the company's operations are negatively affected while its relationship with the customers is affected, thus, the company needs to review them and ensure all are corrected so that its competitors do not use them to pull away the customers. 
Opportunities: Amazon has an opportunity to expand its physical stores.  This will help in selling some of the products and services which are not sellable online and will attract customers who prefer physical shopping to online shopping (Varia and Mathew, 2014). There is also an opportunity for Amazon to improve its technological measures and policies to reduce any counterfeit sales and enhance its 24/7/365 services.  Another opportunity the company has is to implement self-driving technology. By leveraging autonomous technology, the company will increase demand and improve its delivery services to enhance customer experiences. Similarly, Amazon can focus on doing backward integration to expand its in-house production brands like Amazon basics which will promote differentiation and improve sales and profits.
Threats: cybersecurity and cybercrimes are a threat to the company. With online transactions, cybercrimes threaten the network system of the company and are likely to jeopardise services making it difficult for customers to transact. Amazon also faces a threat of aggressive competition from other large retailers such as Walmart, Alibaba, and eBay among others (Varia and Mathew, 2014). There are also controversies which pose a threat to the company as they taint its image.  For instance, in 2010, the company attracted negative publicity by selling the book titled The Pedophile’s Guide to Love & Pleasure. All these threats need to be addressed so that the company maintains better customer relations with its customers. 
[bookmark: _Toc124149377]Models review
In customer relationship management, there are various models which are used to manage customer relationships right from their attraction and acquisition to retention (Kumar and Petersen, 2012). CRM value chain analysis and IDIC are the common models used in customer relationship management. The value chain model was developed by Porter to identify crucial processes that a business utilises in developing the end products or services for the customers. The primary goal of this model is identifying and prioritising the valuable activities of the company and improving the processes to enable the attainment of competitive advantage (Kumar and Rajeev, 2016). The model observes all the activities and stages which are required in building customer relationships and these are divided into primary and support activities. The primary activities include inbound and outbound logistics, marketing and sales as well as operations whereas the secondary activities include human resource management, procurement and purchasing, technology and infrastructure (Lucidchart, 2020). The value chain model has various advantages when applied in CRM. Its advantages include allowing easy identification of activities whose costs can be reduced and effort minimised. This helps increase efficiency in each area within the company.  However, the model has the disadvantage of having a poor linkage of each activity in the chain.
 On the other hand, the IDIC model was established by Rogers and Pepper’s Group as a blueprint to implement CRM in different situations and scenarios. According to Deszczyński (2018), the model identifies four stages in CRM implementation and these are identify, differentiate, interact and customize. The first stage entails identifying the customers and data collection with the aim to understand their needs and preferences. Differentiate is the second stage in which a company identifies its customer segment based on lifetime value. Through differentiation, a company is able to identify the most valuable customers and prioritise them.  The third stage entails applying CRM in order to interact with the customers. It also involves developing customised interactions so that valuable customers can be encouraged to continue spending.  The last stage is customizing whereby the company can analyse customer interactions to develop one-to-one service. Here, the main aim is to ensure that the customer's needs and expectations are met. The IDIC model has the advantage of allowing the company to identify its customers and build a better understanding of them, that is, their needs and expectations (Kumar and Reinartz, 2018). However, the advantage of this model is that all the steps have to be followed keenly as an error in one of the steps affects the other, thus, affecting the relationship between an organisation and the customers. 
[bookmark: _Toc124149378]Model Selection and Application
Value chain analysis helps Amazon company to identify activities in its value chain so as to note the areas which require improvement and the opportunities to pursue. It also helps in supporting and evaluating various activities to ensure that operations are run smoothly to aid in quality control and provision of better customer services.  Amazon’s value chain has two types of activities which are primary and support. The primary activities are the basis of the company’s model which helps in the provision of the required services to the buyers. They entail marketing and sales, inbound logistics, operations, outbound logistics and services. On the other hand, the support activities help in the provision of support for primary activities just as the name suggests to enable efficiency. The support activities entail infrastructure, human resources, technology and procurement just like any other standard value chain framework. Below is an analysis to establish how the activities impact customer relationship management and quality control at the company.

[image: amazon value chain analysis]source: (Kumar and Rajeev, 2016)
Primary activities
Inbound logistics: these are the ways of obtaining the raw materials in a business (Kumar and Rajeev, 2016). However, in the case of Amazon, it does not usually produce the products rather, it focuses on fulfilment which enables the provision of services to the vendors.  The company is among the leading retailers due to its logistics and how efficient it is when it comes to delivery and returns.  Through efficiency, the company offers guaranteed customer services which are top-notch (Business Strategy Insights, 2022).  By also facilitating logistics well, the company ensures that it serves its customer’ well, an aspect that has enabled the company to establish a good relationship with them. 
Operations: these are the activities which help in the conversion of raw materials to finished goods.  Amazon contains various channels which are covered under operations and these are of different locations such as in America and in the entire globe (Business Strategy Insights, 2022) There are also Amazon web services which cover the storage, computing, databases, and cloud infrastructure among other services.  Through these operations, the company gains a competitive advantage following the fact that they are robust and innovative solutions to the customers which give them value for their money. 
Outbound Logistics: these involve storing, supplying and distributing finished goods or products.  The company’s outbound logistics are carried out in its 175 fulfilment centres around the globe (AMZPREP, 2022). The centres are supported by technology which enables efficiency in the logistic system which involves ships, trucks, planes and drones.  As such, customers receive timely deliveries and are able to track their orders, and this helps in promoting better relations between the company and the customers.
Marketing and sales: these are activities of the company which are carried out with the primary aim of creating awareness among customers across the globe (Kumar and Rajeev, 2016).  The company facilitates its marketing by following the elements of the marketing mix which are products, price, promotion and place. In relation to place, the company is mostly online based where it offers a variety of products which are priced depending on their value. In regard to promotion, the company advertises its services across channels like print and media. Sales promotions, public relations and ad campaigns.  Through attractive prices and offering fast delivery, Amazon has garnered millions of customers and established its customer base well, enabling it to be among the top companies currently. 
Service: Amazon offers premium services to its consumers as well as vendors which make its business model a reliable one. Through the provision of support such as training for the vendors, the company has gained the trust of its customers and has a good relationship which allows quality control. Similarly, the company has introduced after-sale services which allow customers to review services and raise complaints whenever they are not satisfied (Business Strategy Insights, 2022).  The company encourages the customers to give genuine reviews as this help in identifying areas which require to be adjusted to maintain good quality as well as promote customer retention.
Support activities
Infrastructure: this entails the company’s accounting, finance, management, quality control and planning which influences how operations are run.  Amazon has invested well in time, efforts and finances to help in building a reliable business model to serve the market (Business Strategy Insights, 2022).  The company does offline hiring, deliveries and shipping while at the same time providing online support. Its seamless customer service and employee management help the company to operate effectively and efficiently. 
Human Resource Management: This function majorly focuses on people management to ensure there are enough employees in the company and that they are working as expected to provide company products and services. Amazon has international and in-house employees, a temporary workforce and contractors. In the second quarter of 2022, the company had about 1.5 million employees (Coppola and 17, 2022). The company, through its infrastructure, ensures there is cooperation between the employees and the firm to encourage employees to offer better services by utilising their skills, knowledge and expertise. Further, the company recognises best-performing employees which encourages them to serve the customers better.
Technology development: The company has proven its success in the digital form as well as in the physical merchandise (Business Strategy Insights, 2022). The solutions offered by its services like cloud storage and cloud computing have gained popularity in the current regime and are being considered the industry standards. Therefore, through the company’s involvement in technological aspects, quality is guaranteed which helps in customer attraction and retention.
Procurement: Operations and sales deal with the company’s procurement and inventory Kumar and Rajeev, 2016).  To ensure efficiency, the company majorly utilises just-in-time inventory and forecasting principles which ensure that the customer’s orders are handled on time always. This has allowed the gaining of an edge in the competitive industry.  
[bookmark: _Toc124149379]Recommendations
In reference to the analysis of Amazon company’s quality systems and customer relationship management, the company is doing well but there are a few issues which need to be rectified. To ensure that the company established a better CRM and offers good customer experiences, the company can consider integrating Payne’s Five Process model. This model emphasises having a cross-functional approach to attain effective CRM processes (Payne, 2012). As the model depicts, there are two main components which are the elements of CRM implementation and the cross-functional approach. The cross-functional approach entails five processes which are strategy development, value creation, information management, multichannel integration and performance assessment (Lucidchart, 2020).  
On the other hand, the key elements of attaining a successful CRM implementation include CRM readiness, change management, project management as well as employee management. Therefore, whenever implementing a CRM strategy, Amazon should be able to conduct a CRM readiness assessment in order to determine how prepared it is to implement the process.  Besides, Amazon should consider investing in CRM change management and project management whenever new strategies are introduced to allow growth. This aspect is necessary as CRM entails operational and cultural shifts within companies.  Lastly, Amazon should ensure that its employees understand the processes and strategies and that they are engaged in the customer-centric culture to promote success. 
Apart from implementing the Paynes five process model in CRM, Amazon should also consider consolidating its market dominance so that it boosts its promotional activities and marketing efforts.  The company also needs to deal with its global controversies to avoid any other future negative publicity.  The company should begin by solving its tax avoidance issues and as well control the products it sells. Further, it should address the issue of counterfeit products by upgrading its measures using technology. Encouraging the provision of genuine reviews will also help the company know areas to adjust.  Therefore, customers should be encouraged to provide reviews and recommendations on how they would like to be served so that their expectations are met.  Finally, the company should focus on enhancing its network systems to protect its data as well as the consumers and as well offer services always which is commonly known as 24/7/365. By following all these, the company will be able to meet its objectives and deal with the changing customer demands easily, hence, ensuring better customer relationship management.
[bookmark: _Toc124149380]Conclusion
In a nutshell, understanding and engaging in customer experience enables companies to focus on quality systems and customer relationship management.  This helps in the establishment of customer loyalty and allows businesses to improve their sales and performance.  Amazon company is committed to ensuring that it offers quality systems.  Further, the company is customer-centric to ensure better services are provided which meet the expectations of the consumers.  However, the company has encountered a few challenges in the process which it can rectify to ensure it performs well.  As such, the company needs to use the Paynes five process model so that it manages its customer relationship well. The company can also focus on solving global controversies and expanding its services as suggested in this report so as to gain and maintain an edge in the competitive business environment. 
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