
	Leading and Implementing Workplace Change of   Amazon.com During and Post Covid Pandemic



	[image: ]

	

UNIVERSITY OF WALES TRINITY SAINTS DAVID 
Student Name: Kazi Shaila Sultana Sonia
Student ID: 2013422
Module Code: BMSW 6103
Lecture’s Name: Kalam Dudley Ofori
Unit Name: Leading and Implementing Workplace Change
Programme Name: BA(Hons) Leadership and Management Skills for the Workplace




Executive Summary 



This report aims to develop a comprehensive understanding of organizational leadership style and Change Management in relation with environmental change. To demonstrate the understanding, one of the world’s most e-commerce Amazon.com has been selected and examined the changes that have occurred during and post Covid-19 pandemic, along with other external factors such as the Brexit issue, the Ukraine Russia war, inflation, energy price, the cost-of-living crisis and contemporary political issues.

Adopted Change Management process into Amazon has critically been analysed through external environment scanning tool like PESTEL platform, Lewin’s leadership style, Deal and Kennedy’s Corporate Culture and Mendelow’s Stakeholder matrix. Additionally, Lewin’s 3-Stage Change Model, Kotter’s 8-Step and Pettigrew Change Model have been evaluated in order to identify a suitable change strategy approach for Amazon, which is currently undergoing significant changes as a result of Covid-19 and other external factors. Based on the insights of analysed outcomes and organisational data available, Amazon has recommended to bring their changes in their leadership style, workplace culture and stakeholder communication approach. For instance, they are recommended to consider Laissez-faire Leadership instead of ‘Transformational Leadership Style’, instil Work Hard/Pay Hard culture rather than ‘Tough Guy Macho Culture’ in workplace as well as follow the Mendelow’s Stakeholder Matrix to enhance stakeholder engagement. Moreover, they are recommended to adopt Kotter’s 8-Step Change Model to implement proposed changes into the organization, as it is a comprehensive model that offers a step-by step approach to implement the changes. Furthermore, they have been guided with a Communication Plan and an Implementation Plan, and information on potential negative consequences if the recommendations are not being implemented within the organisation in the near future. 

It is expected that, the implementation of proposed changes in the suitable areas will enable Amazon to achieve their sustainable competitive advantages for long term in the volatile and ambiguous business environment. 
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Since early 2020, we have been living in a constantly and rapidly changing society due to the Covid-19 pandemic along with other external factors like Brexit issue, Ukraine Russia war, inflation, and contemporary political issues. Codiv-19 pandemic killed around 1.9 million people worldwide (WHO,2021) and posed a great threat to the world economy after recession in 2009 (Bagchi, et al., 2021).  Additionally, since early 2021, the inflation has increased by 10.4% along with gas prices by 129% and electricity price by 65% (Bank of England, 2023). In this volatile and ambiguous environment, e-commerce giant Amazon.com are undergoing significant changes to achieve their sustainable competitive advantage. In the report, Amazon and its Change Strategy is being analysed in order to demonstrate the understanding of the leadership style and Change Management process. 

In section 2 of the report, the adopted Change Management Process of Amazon.com is being critically evaluated using some renown strategic management tools and business environmental scanning platform, for instance, PESTEL analysis, Kurt Lewin’ Leadership Style, Deal and Kennedy’s Workplace Culture and Mendelow’s Stakeholder Matrix. Moreover, based on the insights of Amazon Change Management process, they are suggested to bring changes in their process such as, they are recommended to consider Laissez-faire Leadership instead of ‘Transformational Leadership Style’, instil Work Hard/Pay Hard culture rather than ‘Tough Guy Macho Culture’ in the workplace culture as well as adopt the Mendelow’s Matrix to enhance stakeholder engagement. In section 3, Lewin’s 3-Stage Model, Kotter’s 8-Step Change Model and Pettigrew Model is being critically evaluated, and selected Kotter’s Model considering Amazon’s undergoing major changes. In section 4 and then, an Implementation Plan and Communication Plan is created along with the recommendation of Kotter’s 8-Step Change Model to bring the proposed changes within the organisation.

The findings of this report will provide Amazon a comprehensive insight of their change management process during and post Covid-19 pandemic and increase their awareness of organizational change. Additionally, Amazon can implement an effective change management process that will allow them to achieve long-term competitive advantages by adhering to the recommendations made in this report.


Section 2- Critical Evaluation of the Adopted Change                        Management Process of Amazon.com


2.1. Background of Amazon.com

Jeff Bezos started the American multinational technology corporation Amazon in 1994. Since then, it has expanded to become one of the biggest and most prosperous businesses in the world, specialising in e-commerce, cloud computing, digital streaming, and artificial intelligence (Taylor, 2021). They are the creators of ground-breaking ideas like personalised recommendations, Amazon Prime, Kindle, Alexa, same-day delivery, and one-click purchase. With a market cap of $1.77 trillion, Amazon has developed into the richest firm in the world (Richter, 2021). The tech behemoth has obsession over customer, and it is their main principle. In 22 countries, Amazon Prime is accessible to more than 200 million subscribers (Amazon Prime, 2023).
During the COVID-19 pandemic, Amazon experienced more demand for its products and services as people began to rely on online shopping (Taylor,2021). This led to a notable growth in and 798,000 employees globally. Since the Covid-19 pandemic began, Amazon's net sales have climbed 26% compared to the prior year, the company has earned more than 200% profit, generated $386 billion in net revenue, and hired 500,000 more people (Amazon Annual Report, 2021).
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Amazon had difficulties as a result of the pandemic, though, since it had to adjust to new safety procedures and seek to protect the wellbeing of its staff (Amazon, 2023). Workers and labour advocates criticised Amazon for not taking sufficient measures to protect its employees from the infection. Additionally, the company was under regulatory scrutiny for its treatment of employees, its monopoly on the market, as well as its high operational costs (Amazon Annual Report, 2022).
Amazon has thrived to stay on pace in the post-COVID environment. The business has kept up a significant investment in growing its operations and infrastructure, including its data centres, logistics network, and cloud computing services. Regulatory difficulties, such as antitrust probes and concerns over its treatment of employees, have also persisted for Amazon. In general, Amazon has been significantly impacted by the COVID-19 epidemic, both in terms of the difficulties it has encountered and the opportunities it has generated. In its most recent financial report, Amazon reported a net loss of $2.7 billion USD in 2022 for the first time in almost ten years. In additionally, the number of employees dropped to 1,541,000 (Coppola,2023) and they will be laying off 10,000 employees corporate and technology job in 2023 (Amazon.com, 2022).  
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On January 31, 2020, the UK formally exited the EU (Legislation.gov.uk, 2020), which had a big impact on Amazon. Brexit's key effects on Amazon's supply chain, logistics, and trade and customs laws are all related.  Amazon was forced to adjust to these new rules. The availability of employees had another effect, forcing Amazon to change its hiring practises. Additionally, inflation, which was 10.4% in February 2023 (UK parliament, 2023), contributes to rising living expenses. Additionally, the global economy and trade have suffered due to the conflict in Ukraine, which has a significant impact on Amazon's operations both directly and indirectly (William, 2022). Despite all these challenges, Amazon's standing as one of the biggest and most prosperous businesses in the world seems secure for the near future (Amazon Annual Report, 2022).

































2.2. PESTEL Analysis of Amazon.com during and post-covid time 



PESTEL analysis is a framework of macro-environmental elements utilised in the strategic management process of environmental scanning. It provides a summary of the many macro-environmental aspects that should be considered while doing a strategy analysis or conducting market research (Aguilar, 1967). PESTEL stands for political, economic, social, technological, environmental, and legal external elements. PESTEL analysis of Amazon.com (MarketLine, 2022) during and after the COVID-19 pandemic: 

Political: Governmental limitations on trade and mobility during COVID-19 had an influence on Amazon's business. Amazon had to change its management strategy in order to comply with governmental decisions, although doing so accelerated the company's growth and increased its earnings by more than 200% (Amazon Annual Report, 2021). Post Covid-19, geopolitics has become more volatile due to the war between Russia and Ukraine, energy prices, as well as current political issues; in addition, the UK's increased minimum wage and some important local government decisions have had an impact on Amazon operations, which has caused their profit to decline for the first time in ten years. (Amazon Annual Report, 2022).
Economic: Due to the significant demand for online purchases during COVID-19, Amazon saw an increase in income. Post Covid-19 pandemic, Amazon's growth is slowing down due to a number of factors, including the EU-UK Trade and Transport Agreement, the disruption of the supply chain caused by Brexit, an increase in inflation of 10.5% (Bank of England, 2023), an increase in the cost of living in the UK, and the war in Russia and Ukraine.

Social: During Covid-19, a lot of customers found Amazon to be an appealing alternative due to its large selection of goods and quick delivery timeframes. Post- Covid-19, people return to traditional ‘Brick and Mortar’ shopping being more social and active, consumer behaviour is being changed due to volatile and ambiguous circumstance, they are more cautious about local goods and increased awareness of mental and physical fitness; therefore, all these social factors are impacting Amazon's business.



Technological: Amazon's technological foundation allowed it to immediately respond to the spike in demand for online shopping during COVID-19. To enhance its operations, they made significant investments in automation and artificial intelligence. After COVID-19, Amazon kept up its technology and R&D spending to enhance operations and stay one step ahead of rivals.

Environmental: During Covid-19, Amazon faced criticism for its environmental impact in relation to packaging waste and carbon emissions. They are still under pressure from activists to address the effects of COVID-19 on the environment. Amazon, however, places a strong emphasis on their Corporate Social Responsibility (CSR) and plans to make 50% of their shipments zero carbon by 2030 and net zero carbon across all its companies by 2040 (Amazon, 2023).

Legal: Amazon experienced legal issues in the e-commerce business during the year 2019 that involved worker safety, working conditions, and antitrust investigations. After COVID-19, Amazon may face more legal and regulatory obstacles relating to antitrust and competition law that will affect its ability to operate in the market.

Overall, the external environment of Amazon.com during and post-Covid times are influenced by various political, economic, sociocultural, technological, environmental, and legal factors.  Particularly, inflation, Russia and Ukraine war, Brexit, Wage law, changed consumer behaviour, artificial intelligence, protest of environmentalist are some factors have triggered the change management of Amazon. However, addressing and responding to these factors is crucial for Amazon to gain sustainable competitive advantages in the long run.













2.3. Kurt Lewin’s Leadership style & Amazon.com

Kurt Lewin, a German psychologist, is credited with developing the fundamental idea of leadership styles in 1939 (CFI,2022). A leader's approach to giving instructions, carrying out plans, and inspiring followers is referred to as their leadership style (McKenzie & Love, 2016). Different leadership philosophies exist, including autocratic, democratic, laissez-faire, bureaucratic, transformational, and transactional.
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In the twenty-first century, a company's ability to generate and share knowledge on a global scale depends on its leader's capacity to articulate intellectual assets. Jeff Be-zos is well known for his Transformational Leadership Style, which focuses on followers' capacity to succeed as people (Allyn, 2021). Bezos makes sure that everyone on his team shares the company's aim of being a customer-centric business (Amazon.com, 2022). Through their use of transformational leadership, Amazon boosts their efficiency through quicker decision-making, stakeholder communication, leading-edge innovation, and implication (Allyn, 2021).

Amazon's transformational leadership style has been effective in motivating and inspiring followers, but there are some notable drawbacks to this leadership approach. For instance, Jeff Bezos's dependence on anyone for guidance and direction over time makes any changes challenging to implement, and the need to constantly meet targets causes employees to burn out. Although Amazon's leader has successfully achieved the organisational goal, the high employee turnover, poor employer reputation, and difficulty finding and keeping effective employees in the ambiguous and unstable global economy should cause them to think about the drawbacks of transformational leadership.
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2.4. Workplace culture and adapted change management of Amazon


A shared set of values and standards defines an organization's culture.  The behaviours of individuals and groups within an organisation are significantly influenced by the norms that are created by these ideas and expectations (Schwartz & Davis, 1981). Deal and Kennedy classified corporate cultures into four categories in their 1982 book, "Corporate Culture: The Rites and Rituals of Corporate Life" (Deal & Kennedy, 2000).
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Amazon workplace culture is a Tough Guy Macho Culture where the work environment is hostile, there is mistrust between operational and management levels, employees are always under pressure to accomplish goals, and teamwork is not highly appreciated. This workplace culture is characterised by Tough Guy Macho values. Increased turnover results from all of this, which hinders efforts to create a cohesive culture (Dudovskiy, 2021).








Bottom of Form
Amazon underwent significant changes in response to the COVID-19 pandemic. The company had to adapt quickly to meet the increased demand for online shopping and delivery services, while also implementing measures to ensure the safety of its employees. Amazon hired tens of thousands of new employees during the pandemic with no or limited experience which has impacted the culture negatively and slowed down teamwork process. The policy of remote work has impacted the culture of the organization by changing the way employees interacted with each other and with customers. The metal health and wellbeing of employee was ignored and focused only on customer and business. Post Covid-19 period, Amazon has been facing enormous challenges along with other external and internal factors. Amazon has reported a net loss of 2.7 billion U.S. dollars and lay off 10,000 employees in 2022 (Amazon Annual Report, 2022). The immense performance pressure leads Amazon employees into Professional Burnout and cost of living crisis declining the sale of Amazon. 

In summary, Amazon's culture was significantly impacted by the planning and execution of change both during and after COVID-19. The business had to respond promptly to the pandemic's challenges considering health and safety regulation. Recognising and addressing the possible drawbacks of this culture is crucial for organisations, especially when it comes to fostering an environment that is safe and inclusive for all workers and selecting the best change management strategy.  























2.5. Mendelow’s Stakeholder Matrix


Mendelow developed the Stakeholder Matrix, a strategic management tool that teaches organisations how to identify stakeholders according on their amount of influence and interest and how to successfully engage with them (Oxford, 2022).  In this matrix, stakeholders are separated into four quadrants:
	
A. Low power, lower interest: Monitor only. 
B. Low power, high interest:   Keep Informed 
C. High power, less interested: Keep Satisfied
D. High power highly interested: Manage Closely
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A wide variety of Amazon stakeholders, including employees, customers, shareholders, suppliers, delivery drivers, regulators, local authorities, and the community at large, are affected by change management that occurred during and after COVID-19. Mendelow's Stakeholder Matrix, which takes into account the many stakeholder groups and their possible effects on change management, may be a useful remedy for Amazon's communication issues. A successful change management process depends on effective stakeholder participation, communication, and collaboration. Understand different stakeholder and prioritise them respecting their interest and power is essential for an organisation like Amazon.com.







2.6. Improvement of change management process

With the insights of the critical evaluation of the adopted change management process of Amazon, it can be said that they could have managed better their change management process during and post Covid-19 pandemic, and there are still load of room to improve in their leadership style, workplace culture and stakeholder communication. Some effective solutions are being discussed below: 

Leadership Style: The ability of a leader to communicate the organization's vision to colleagues is crucial in the twenty-first century. The successful leader in this instance is Jeff Bezos of Amazon, but his Transformational Leadership Style is under criticism for relentless push to accomplish goals, and overly controlled workplace environment. As a result, there is a lack of trust, a high rate of turnover, (Allyn, 2021).  Therefore, Amazon should consider about switching to Laissez-faire Leadership in accordance with Kurt Lewin's model of leadership, where the leader trusts their followers and gives them the freedom to manage their own workstations and provide team assistance and training as needed.

Workplace Culture: Amazon has a Tough Guy Macho Culture which has been criticised due to hostile work environment, glorifies toughness and unweighable work pressure during and post Covid-19, the tough decision of lay-off 10,000 employees in corporate and technology jobs (Amazon.com, 2022). Considering the current volatile and uncertain business environment, Amazon should change the existing culture and adopt Work Hard/Pay Hard culture introduced by Deal and Kennedy in 1982 (Deal & Kennedy, 2000), where work all together to reach new heights and power is not concentrated in one person and. 

Stakeholder Communication: Amazon should consider Mendelow’s Stakeholder Matrix as discussed in section 2.5 to get communicated according to their power and interest. They must communicate openly and honestly about their change management, including any potential risks and challenges with all its diverse group of stakeholders and emphasise on Social Corporate Responsibility (CSR). Amazon failed to communicate effectively with stakeholders (Taylor,2021) during and post Covid-19 pandemic.




Section 3- Critical Evaluation of Change Management Model


3.1. Change Management Model:


A German American psychologist named Kurt Lewin introduced the idea of change management for the first time in his 1936 book "Principles of Topological Psychology" (Lewin, 2015). In order to prepare, assist, and lead organisations through significant changes in their business processes, technology, organisational structure, or overall strategy, a structured method is known as Change Management. The successful implementation of change is the ultimate goal of change management, which is a crucial component of organisational development (Sturdy & Grey, 2003). The following three examples of the most common change management models are provided:


3.1.1. Lewin’s 3-Stage Change Model 

The 3-Stage Change Model was created by German American psychologist Kurt Lewin in the 1940s. It was one of the first major planned change models to describe the forces that work to maintain the status quo and push for change (Lewin, 1947). Lewin's three-stage model of change involves unfreezing, which is like pouring ice into a mould, changing, and refreezing, which is similar to refreezing it in a different shape. The ability of the organization's employees to comprehend the reasons for the change, the steps involved in implementing it, and what is expected of them after the change has been made is ultimately what determines if an organisational change is successful (Matthew, 2021).  
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Unfreeze Stage: The most important phase of the change management process is Unfreeze Stage. Lewin contends that change can only occur when there is a significant incentive to do so. Individuals within the organisation will need to be convinced of the necessity because they will have grown accustomed to the status quo.
Change Stage: The organisation moves into the second phase when the change is ready to be implemented; this is a challenging time for the team. It's understandable that it will take some time for everyone to fully accept the change, even though the first phase's goal is to build support for it. 
Refreeze Stage:  The change has fully integrated by this point in the process, and the team is already operating in the new manner. It's a return to stability, and that's what matters here.

Critic of Lewin’s Model: Lewin's model is widely used but not without limitations, this concept is a little too straightforward to be used in the complicated context of perpetual change that exists today (Matthew, 20221). It has lack of flexibility which is not compatible with today’s fast-paced technology advanced world. The "Freeze" stage must be unfrozen in the near future due to constant changes, that are also cost-effective within organization (Shen, Syed, & Tayyabe, 2018). The model's emphasis on upsetting the equilibrium during the Unfreezing phase and lack of focus on continues improvement. 




3.1.2. Kotter’s 8-Step Change Model


Harvard Business School Professor John Kotter, in his book "Leading Change" (Kotter, 1996), established his innovative 8-Step Model of Change. Built on Kurt Lewin's research, the model outlines the eight essential elements of the change process and makes the case that skipping just one of them can be enough to make the entire project fail. The eight steps in the change process are:
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1.Establish a sense of Urgency: Instead of just wanting change, this phase establishes the "need" for change. Support for the change is likely to increase if a company can create a situation where people are aware of a problem and can see a potential solution. Before beginning the change process, Kotter advises that you should thoroughly prepare (Kotter, 1996).
2.Create Powerful Coalition: It's critical to form a strong coalition to guide the organization's entire change process. This coalition may help disseminate information, assign duties, and guarantee that the change is supported throughout the organisation.
3. Create a Vision: Employees at the bottom of the hierarchy may find it particularly difficult to understand a change initiative because it is likely to be quite intricate. 



4. Communicate the Vision: After the vision has been created, it must be shared with everyone in the organisation. It is frequently compelling and persuading to express the vision of change and deal with people's problems in an honest and active manner. 
5. Remove Barriers: It's also critical to consider what can make success less likely. Whether it be people, customs, rules, or physical barriers.
6. Create Short-Term Wins: According to Kotter, it's crucial to produce some short-term wins in order to highlight the benefits of the new approach. Shorter-term goals can be a good source of inspiration and guidance. 

7.Build on the Change: According to Kotter, it's critical to maintain and solidify the change long after it has been achieved. For ongoing progress, keep establishing goals and examining what could be done better. 

8.Anchor the Changes in Corporate Culture: An organisation should make sure that the change becomes ingrained in the culture and is evident in every facet of the organisation. 

Advantages of Kotter’s Model: It is a simple, step-by-step paradigm that offers a clear explanation and direction for the entire change process and is rather simple to execute (Rose, 2002).  For the success of the entire process, emphasis is placed on the employees' participation and acceptability. Instead, then focusing on the actual change process, there is a strong emphasis on being ready and creating acceptance for change.

Disadvantages of Kotter’s Model: It is a step-by-step strategy, thus neglecting even one step could have major consequences. The procedure takes a long time (Rose 2002). Since there is little room for participation or co-creation, the model is essentially top-down (Galli, 2018). can increase employee frustration and dissatisfaction if the needs of each person are not given enough consideration.







3.1.3. Pettigrew Change Model
               
Pettigrew and Whipp presented a paradigm with three dimensions of strategic change under the heading "Three Dimension of Strategic Change in 1991 on their book "Managing Change for Competitive Success," The first one is the what of the change, the second is the show of the change, and the third is the context of the change, or the why (Pettigrew and Whipp, 1993). Additionally, there is interdependence between the three dimensions. For example, content and process define the context of change, such as the internal and external environments, in which the strategy operates (Andrew, Kenneth, & Hambrick, 2005).
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Content of change: The strategy's objectives, purposes, and goals are the main focus of this dimension. Before and after an event in the organization's history, Change as Content examines organisational parameters. What changes are we talking about here?

Change procedure: Understanding the real process of change, including the manager's function as a change agent, is important. It speaks of the process by which the material is altered. Here, the crucial query is: How do we produce the benefits?
 



Context of change: The environment in which an organisation operates, or the field of play from which the forces of change emerge and are implemented, is referred to as the context of change. Environment assessment, human resources as assets and liabilities, linking strategic and operational change, leading change, and coherence are the five fundamental interrelated components that enable successful management of strategic change (Andrew, Kenneth & Hambrick, 2005).
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Critic of Pettigrew Model:  

The Pettigrew and Whipp model's detractors acknowledged that it is based on standard organizational change management (OCM) assumptions and partially ignores stability (Sturdy & Grey, 2003).  This model also ignores the hierarchical aspect and places less emphasis on the overall rigidity of change outcomes, which can result in a power struggle between shareholders and stakeholders over who will receive the greatest benefit. Additionally, this model ignores the risks associated with the Change Management process and doesn't place enough emphasis on the financial aspect (Sturdy & Grey, 2003).





3.2. Identification of suitable Change Management Model


Although Amazon made every effort to adapt to external factors, they were forced to make a drastic change to their strategic management, which had a significant impact on their corporate level and business level. During Covid-19 Amazon reaped more than 200% profit and employed 500,000 employees (Amazon Annual Report ,2021) but post Covid-19 pandemic, for the first time Amazon reported a net loss of 2.7 billion U.S. dollars and employment dropped to 1,541,000 (Amazon Annual Report, 2022). It can be said that they were not successful to analyse internal and external environment of the organization and take proper action to manage the work culture and process. They could have implemented their change strategy in a better and efficient way within organization. 
Following the outcomes of adopted change management process of Amazon.com and the analysis of external environment through PESREL platform in section 2, and the critical evaluation of Change Management models in section 3, Kotter’s 8-Step Change Model is recommended to implement in their change management process as it is a comprehensive model that offers a step-by step guidence to change management. It highlights the value of effective communication and leadership, as well as the necessity of staff engagement and buy-in. Amazon can use this strategy to achieve their organisational goals and sustain their competitive advantage when they go through significant changes to face future challenges.















Section 4- Proposal and implementation of change strategy 


4.1. Implementation plan of Change Management

The implementation of change management strategy is difficult and complicated, and it would become even more difficult if an organisation required a special solution to address its particular change needs. Amazon is recommended to adopt the Kotter's 8-Step Change Model, to make changes in workplace culture, stakeholder communication, and leadership style inside the organisation to attain its sustainable competitive advantage and organisational objectives. The implementation process is broken down into the following steps:

Identification of changes needed into Amazon: By analysing the background of Amazon, its workplace culture, leadership style, and organizational data available during and post Covid period, it can be said that they need to bring change in their workplace culture and the existing stakeholder communication method to increase their brand value and gain competitive advantages. Furthermore, they need to change their leadership style to implement proposed organizational changes. 

Plan of Change Management: To bring proposed changes in their workplace culture, stakeholder communication and leadership style is not easy to be implemented as it will impact overall management process, but it is essential for future sustainable existence. The plan is to implement the changes in one fulfilment centre like Tilbury, UK (one of the biggest in Europe) rather than to implement together in all Amazon around the world. In this way, it will be easy to assess the progress, setbacks, effectiveness, and the risks of the project and then modified if needed. The changes will be implemented in the autumn 2023 in Tilbury, UK with estimated human and material resources, an effective communication plan, an organisational chart to specify the responsibility, risk assessment and monitoring plan. 




Stakeholder Management:  A number of internal and external stakeholders, including employees, customers, shareholders, suppliers, delivery drivers, regulators, local authorities, and the community, will be impacted by the proposed changes.  They must be engaged, collaborated with, and communicated with effectively for change management to be successful. Based on their power and interest, Mendelow's Stakeholder Matrix is used to implement the communication plan as follows:

	Stakeholders
	Priority
	Method of Communication


	Customer
	High power & 
High interest
	Manage closely prioritize regular communication via email, post, website, social media, do survey, ask feedback & review, manage compliance efficiently

	Employee
	High power & 
High interest
	Intensive communication via physical meeting, phone, conference, Chat Software-Chime, email, ask feedback and support them where needed. 

	Shareholder
	High power & 
High interest
	Constant communication via email, post, meeting with financial report or any changes, seek feedback and address concern 

	Government    
Regulator
	High power & 
low interest
	Keep satisfied by complying regulations and formal communication

	Community & NGO
	Low power & 
High interest
	Keep informed by social media or website, provide support needed

	Suppliers
	Low power & 
High interest
	Keep informed by email or website, provide support, ask feedback

	Competitors 
	Low power & 
low interest
	Monitor activities, adjust strategy if needed, market survey

	Activities
	Low power & 
low interest
	Monitoring and listening to them, try to adjust with collaboration where necessary.







Implementation of Plan: In order to put the plan into action, it is crucial to design a change strategy. In this study, Kotter's eight-step change model is applied to find the best solution for Amazon's particular set of circumstances in order to produce more fruitful results. Kotter's 8-Step Change Model (Kotter, 1996) is a simple, step-by-step framework that offers a clear description and direction on the complete change-process and is rather simple to execute as a special solution for the workplace culture at Amazon in Tilbury, UK. It will be implemented by fostering a feeling of urgency, formulating guidelines, constructing a change vision, communicating the vision, producing short-term win, and incorporating changes into culture.  
Monitoring and Evaluation: It is a crucial stage of a change strategy that entails determining if the desired results have been obtained, identifying any unexpected results, and studying the effects of the changes on the organisation. This assessment will aid in determining whether the change plan was effective and whether any additional modifications are necessary. The change process is being monitored and controlled using a variety of approaches, including setting up a tolerance parameter, creating explicit control policies, holding review meetings, collecting feedback, compiling questionnaires, tracking engagement, conducting interviews, and conducting surveys (Barratt et al., 2018).

4.2. Probable impact of proposed change

The proposed change strategy has the potential to have a big effect on Amazon's culture. Since uncertainty and disruption are inherent characteristics of change, employees who feel that their positions, responsibilities, or roles are in danger may resist the change. This opposition has the potential to negatively affect the organisational culture if improperly managed. For instance, ignoring even one phase of Kotter's model could lead to major issues, employee discontent and unhappiness, miscommunication, employee scepticism, and professional burnout. Lack of education and training may compromise engagement and productivity. The precise elements of the strategy and the organization's capacity to effectively communicate and manage the change will determine the ultimate impact of executing a change strategy on the culture of Amazon.
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5.Recommendation 

The aim of the report is to demonstrate the understanding of organizational Change Management strategy in relation with internal and external environmental factors. As e-commerce giant Amazon.com are facing significant changes due to current uncertain and ambiguous environmental since 2020. In order to have an insights of Amazon’s adopted Change Strategy, their business environment and organisational culture has critically been analysed applying strategic management tools and techniques. During Covid-19, Amazon reaped more than 200% profit and employed 500,000 employees (Amazon Annual Report ,2021), but after pandemic they reported a net loss of 2.7 billion U.S. dollars and the number of employees has dropped to 1,541,000 and they planned to shed 10,000 employees more in late 2022 (Amazon.com, 2022). Analysing the outcomes and organisational data available it can be said that they need to bring important changes in leadership style, workplace culture and stakeholder communication approach to gain sustainable competitive advantages. 

Amazon is recommended to consider Laissez-faire Leadership according to Kurt Lewin’s leadership Style Model where leader trust their followers who manage their own desks and allows have the autonomy, which is absent in their existing Transformational Leadership Style. It is highly recommended to bring change into workplace culture and adopt Work Hard/Pay Hard culture where not only one person in power like ‘Tough Guy Macho Culture’ of Amazon. Furthermore, the Mendelow’s Shareholder Matrix is recommended to enhance stakeholder communication and engagement. To implement all changes, they are recommended to adopt Kotter’s 8-Step Change Model which is a comprehensive model that provides a step-by step approach and instil the changes gradually within an organization. 

In a volatile current circumstance, it is essential to be more flexible in making quick decisions to solve problems, meet customer needs, be innovative, cost-effective, and manage talent effectively. Failure to do so may result in negative consequences such as lack of team collaboration, decreased productivity, professional burnout, increased employee turnover, negative customer reviews, damage to brand reputation, and more. Therefore, it is essential for Amazon to follow the recommendations outlined in this report and implement the proposed changes in the near future to ensure their position as a tech giant and continue to progress in the future.


6.Conclusion 


The purpose of the report is to demonstrate the understanding of change management and evaluate an organisational leadership style, a change management strategic approach, and how an organisation deals with a volatile external business environment during and after the COVID-19 pandemic. In addition, identifies areas for improvement using strategic management tools and techniques and suggests an appropriate change management model. Since 2020, Amazon.com has undergone significant changes in response to external factors as COVID-19, Brexit, the war in the Ukraine and Russia, inflation, and cost of living crisis. The PESTEL platform, Lewin's leadership style, Deal and Kennedy's Corporate Culture, and Mendelow's Stakeholder matrix have all been used to critically assess Amazon’s approach to changes. The outcomes have demonstrated that they could have done better in terms of leadership style, workplace culture, and stakeholder communication strategy. It is advised that Amazon use Kotter's 8-Step Change Model to make suggested changes within organization. Additionally, they are provided a Communication Plan, an Implementation Plan, and information about the likely negative outcomes if the recommendations are not implemented into the organisation soon. It is expected that Amazon would be able to achieve its sustainable competitive advantages and overcome any upcoming challenges by implementing the change management strategy recommended in the report.
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