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i | !l o Amazon

how 1o build a long

" CHAPTER-|

ting relationship?

Introduction

The first chapter is consisting of S parts. This chapter introduced the
background of Amazon and elaborated the importance of the cusromer

relationship and customer lovalty. And then clearly sared the moiivation of

the paper. The last two paris are explained our research limitations and the
[mdine'qf our thesis.

Amazon com, Inc. (NASDAQ AMZN). a Fortune 500 company basc | in Seattle,

whichis the one of the earliest began 1o the e-commeree company. I vas opened on

the World Wide Web in July 1995 and today offers Farth's Biggest Sclection It also

included three subsidiaries. they are Alexa Internet, a9 com and Interiel Movie

Database, IMDB  Amazon com anc

Iather sellers offer milhons of un que new,
refurbished and used 1tems (Amazon. 2011
Amazon bookstore (amazon com | 1s one of the biggest bookstores in 1 ¢ world. It

provides 310 mullion books directory. more than the global any books: re of storing

books to 15 times more above 1o run the spectal business needs neitl r large

buildings nor great numbers of stafl’ [ ven though there are only 1600 mployees in
Amazon bookstore. The sales reach 37 5 milhon dollars per capita, which are 3 times
those of Bames & Noble, the largest bookstore in the world, which has 27 000

employees (Hamiton, 2008)

'l the after
service. That is, they aim at attracting customers, while building good 'mage for the

The commercial activities of Amazon bookstore focus on marketing a

To become a customer-oriented company is the mission of Amazon.com (He & Zhang,

2003). The biggest online bookstore— Amazon began to profit in 2002 This is a piece

" _‘,“i'. . -
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¢ ustomer Loyalty of Amazon

~how 1o build 4 long lasting relationship?
S .

B
pews to global clectronic commerce development. However, in the following

Heotronic commerce sullered from loss

w conducted by the Temkin Group revealed that Amazon has been at the

rates of customer loyalty in America. Three factors were taken into account in
hart of customer loyalty. including hesitation to switch to other company,

to buy more goods from the company and readiness to recommend it to

The survey showed that customer loyalty had fallen to a new low with just

pmpanics getting to the 'very strong' mark for loyalty.

§ 10 its ability to attract repeat customers, Amazon ranks high on the list of
r loyalty at the rate of 68%. The customers choose Amazon again because of
fhity to get them the right results. Amazon's performance in customer loyalty

Is out when most online companies received significantly lower ratings (Grant,

415 a combination of hardware, software. process. applications and management
itment 1o improve customer service, retain customer and provide analytical
pabilities (Romano & Fjermestad. 2002). The dynamic process of managing a
omer-company relationship such that customer elect to continue mutually

ial commercial exchanges and are dissuaded from participating in exchanges

Lare unprofitable to the company (Wiley, 2002).

415 not only the implementation of a technology solution about information on
their customers, but also CRM could deliver strategic market relationships. It could
all the things about their customers all the time. It could do a perfect data

on work and understand well what customers’ needs (Donaldson & O Toole,

g sound relationships with customers is the one of the keys to make business
sful. Humans build relationships all their lives, be it with their friends, family,

colleagues or peers. As humans, we like to stick to what we know, and this
s in the choices people makze regarding which business organizations
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(ustomer Loyalty of Amazon

~how to build 4 loug lasting relationship?
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" Bul_ldl”i_i customet relationshaps s g8 important to business as the price

Wf what are sel hng

i8¢ goes through cftorts 1o consolidate and further development with the
10 establish a long-term and stable relationship [n fact, the customer 15
itake this kind of fecling (o tell their friends The effects of ths

ada” 1s absolutely much more effective than the enterprise cost a huge

shooting  Speaking of the enterprise, the customer retention can bring

t than attract a new customer According to statistics, attract a new customer

he cost of maintaining an old customer required cost 5 - 10 fimes (X1, 2009)

loyalty is usually viewed as the power force of the relationship between the
f individual's relative and fepeat patronage Customer loyalty is one of the
‘used phrases 1n business today (Shaw, 2000) In the business environment
Pt of customer loyalty s 'mportant because it is considered to be a profitable

1S an economic necessity and a competitive hecessity (Reichheld, 2001 )

F loyalty means to attract the larget customers, in order 1o make them
se the products

¥ 15 as primanily an attitude that sometimes leads 10 a relationship with (he

understand the Customers spending behavior and satisfaction 5 very

It And the critical result of the customer behavior and satisfaction 1s customer
Nykamp, 2001)

ith market competition lggravating, the customer loyalty has become the

ant element that influences the enterprise’s long-term profits. As a sign of the
hare, customer loyalty 15 more meaningful than that to customer measured
hare. As a result, enterprise’s managers prefer to pay much more attention to
'8 customer loyalty aspects, so that to make the enterprise gain critical
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