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Introduction to Amazon:
Amazon.com is a multinational organization headquartered in Seattle, Washington, America and mainly focuses on Artificial Intelligence, digital streaming, cloud computing, and e-commerce. Along with Facebook, Microsoft, Apple, and Google, it is among the big five technological companies in the US (Lotz, 2018). It has been titles as one of the most influential companies of the world (Kantar, 2019). 
Amazon was founded by Jeff Bezos in Bellevue (Bizjournals.com, 2021), Washington. He started the company in his garage in July 1994. Amazon started as an online platform for books later the company expanded to selling jewelry, toys, food, furniture, apparel, video games, software, and electronics. Amazon became the most value retailer in the US surpassing Walmart in 2015 (Lotz, 2018), and in 2017 acquired Whole Foods Market for a sum of 13.4 billion dollars. This increased the retailer footprint of Amazon physically (Amazon to Buy Whole Foods for $13.4 Billion, 2017). The global subscribers of Amazon prime, Amazon’s two-day delivery services reached 100 million subscribers in 2018. The company is known for disrupting well-established industries by mass scaling and innovation in technology (Per Bylund, 2017). Amazon is one of the world’s largest cloud computing and live streaming platform, AI assistance provider and online marketplace, according to the market capitalization and revenue. By revenue, Amazon is the largest internet company in the world, and is the second largest private employer in the US. Amazon gained the largest global brand value in 2020. 
Amazon streams, downloads, and distributes audiobooks, music, and video.by its various subsidiaries such as Audible, Twitch, Amazon Music, and Prime video. Amazon publishing is the publishing arm of the company, and it also owns a studio named as Amazon studio and Amazon Web Services which is a cloud computing subsidiary. It produces multiple consumer electronics such as Echo devices, Fire TV and tablets, and Kindle e-readers. Amazon acquired many companies such as IMDb, Whole Foods Market, Twitch and Ring. The company has been criticized for its practices such as anti-competitive behavior, tax avoidance, demanding work culture, and technological surveillance overreach (Khan, 2016).
[bookmark: _Toc67329530]Introduction to Management theories:
Currently company is organized into three segments, which deal with various functionalities of the company. Operation of such a huge system of fulfillment centers and warehouses is hard to generate a good profit. Management practices opted by Amazon is one of the biggest concerns when talking about the needs of the giant in managing the total number of employees including both part and full time. Amazon employees a total of 1,298,000 people worldwide (www.sec.gov, n.d.). Amazon uses various management tools and techniques for management of its employees. The management theories most used at amazon are explained below:
[bookmark: _Toc67329531]Taylor’s Scientific Management:
Classical management theory, also known as the Taylor’s scientific management theory, was presented by Fredrick Taylor.  The focus of this theory is to maximize efficiency like the theory by Max Weber. Taylor proposes that instead of scolding employees for every minor setback and mistakes, productivity can be boosted more for rewarding workers for increase in productivity. 
Taylor said that the main purpose of management should be to maximize the prosperity of both the employee and the employer. The maximization of prosperity is used in a broader sense as it does not mean the large number of dividends for the owner or the company, but each branch of the company should development to its best state. Making the prosperity temporary. 
The theory does increase the efficiency of the workforce but possesses its own flaws. The main theme of this approach is to divide the main tasks into smaller subtasks which makes the contribution of the workers seem insignificant, it can be better described as them feeling like a part of an assembly line than a company rather than being additions to the team contributing creativity.
The increase in productivity gained by this practice is still noteworthy and according to the industry this can make a significant improvement to the business. There are four major principle of Taylor’s management theory, these are as follows:
1. [bookmark: _Toc67329532]Breaking down tasks into smaller subtasks:
This theory relying on breaking a project into smaller subtasks and dividing them among multiple individuals rather than assigning the whole project to a single staff member and allowing them the time to complete it. This division helps in making the task more efficient and organized, and each employee can focus on their piece of the task.
2. [bookmark: _Toc67329533]Train workers and delegate responsibilities:
One of the most efficient way of completing a task is to delegate the subtask to employees that possess the proper abilities and the skillset. Management then further trains those workers. The role of workers is fixed and specific. The tasks they performed may be repetitive. This often makes the employees feel insignificant repeating the same thing again and again. However, this causes the workers to play an important role in the success of the company.
3. [bookmark: _Toc67329534]Monitor performance:
It must be ensured by the respective supervisors that each employee is doing their job perfectly. They are also to ensure retraining if a more efficient method is discovered. The same tasks are repeated by the employees with a higher incentive. The reward system motivates the employees to perform their best under any given circumstances. Workers receive incentive based on the level of performance.
4. [bookmark: _Toc67329535]Work allocation between employees and managers:
Various levels of workers are implemented in different companies, from part timers to supervisors. Executive positions are attained by people who have a higher experience and drive. This is the mode of operation of businesses around the world. 
Taylor suggests a three-level hierarchy, having the people with most power at the top. Each level possesses the same detail instructions and responsibilities that fit their role. Each employee must adhere to and respect the people above them (Caramela, 2018).
[bookmark: _Toc67329536]Scientific management and Amazon:
In accordance with the secondary data sources, journals show that scientific management is used in warehouses at Amazon and practices of floors and shop using advance technologies. Sophisticated electronic systems are used to monitor employees and for controlling and managing the number of boxes that need to be packed each hour (Kantor & Streitfeld, 2015). A complex ser of psychological, data and management tools are utilized for setting the target for white collar jobs for performing hobs in warehouses. This shows specialization of labor in Amazon when the focus of managers is on setting targets and planning for workers in concentrating on the jobs of packing boxes according to the goals of the organization.
A similarity between Amazon and Taylor’s scientific management is the way that motion study and time is applied for assessment of performance of employees. The motion of workers is controlled when working in warehouses, handheld computers are used for recording the movements (Spicer, 2018). It is also mentioned that a wristband is used by Amazon, which was patented by was never used, for controlling the movement of worker’s hands. The behavior of stock pickers in warehouses is strictly monitored by using camera that observe them strictly (Spicer, 2018). According to observations at the workplace, an algorithm is used to continuously measure the performance of employees, which is ran as a tool continuously, and results in enhancement of the performance of white-collar employees (Kantor & Streitfeld, 2015). Salary of the workers is determined based on their performance. Like in case of the Florence warehouse, a formula is determined by a formula which calculates the 50 cents per hour that can be raised every six months along with a monthly bonus taking their performance an attendance to tackle the goal of the production which is 600,000 items in a day (Rittenhouse, 2017).
[bookmark: _Toc67329537]Criticism of Scientific management theory and its relevance to Amazon:
 Scientific management tackles most problems that arise can be tackled by using the scientific management. But this theory fails to tackle all the problems that arise due to the complex systems implemented by Amazon.
Equal rights between employees and managers do not exist in warehouses and employees can be said to be treated as machines instead of humans. Scientific management applies that the effectiveness of the labor may be on par with a machine if they are engineered to do so (Dimitrios Nikolaou Koumparoulis and Vlachopoulioti, 2012). The workers who are effective at Amazon are assumed to be Amabots, the human robots of Amazon (Kantor & Streitfeld, 2015) and are given no breaks, the pressure is so high that they do not even take bathroom breaks in fear of missing the target. Most of the staff lunch breaks are spent waiting in security screening lines, and this pressure often results in warehouse incident injuries (Sainato, 2018).  Though robots are used by amazon in fulfillment centers, workers are turned into robot provided no time for relaxation and the work done is not relieved. 
Moreover, workers remain unsatisfied by this approach due to the resistance in the behavior of managers for paying the piece rate to workers. According to Clegg et al. (2012) only a few managers are willing to pay for the boost in productivity. They are willing to adopt the part with the increase in efficiency and the time management but not the willing to reward based on increased piece rate. Workers stay under poor conditions in amazon warehouses, in British warehouses ambulances were called around 600 times in the year 2018 mainly due to work abuse (Sainato, 2018). An incident also occurred in Pennsylvania when workers collapsed in extreme heat due to unavailability of air conditioning (Kantor & Streitfeld, 2015), appropriate bonuses and compensations are also not provided to employees. This can be understood partially by the decrease in traditional retail culture in America and the high competition internationally with other platforms like eBay and Alibaba, resulting in the exploitation of employees by Amazon. 
The main reason that scientific methods does not fully apply to Amazon is that the method states that employees and management should work closely which contradicts the reality at Amazon (Clegg et.al, 2016). Action was, however, taken in EU on these harsh work conditions by the government in 2018. So, this approach may not be fully true incase of Amazon. Hence, this technique partially explains the artefacts of Amazon such as techniques for managing the workers in warehouses, and rewarding employees based on their performance. But this theory may not be appropriate for explaining management in Amazon such as leadership, culture, and motivation.
Motivation of employees is not explained by Taylor’s theory, which is an integral part of management. Taylor suggests that money is the only good motivation for employees. But there are more important factors that determine the motivation level of employees. These factors may be linked to the job or employees themselves. If Taylor’s assumption was true, then the employees of amazon would have felt motivated even with the bad working condition if provided with good pay scale. However, this is not the case for Amazon employees even the new ones. They feel dazzled and intimated by the responsibilities that is put on their shoulder because of the tough recruitment practices (Kantor & Streitfeld, 2015).
[bookmark: _Toc67329538]Theory X and Y and Amazon:
Theory X and Y are two theories presented by McGregor to explain the motivation of employees. After the mechanical system of Taylor’s theory, Theory X is used in business (Mohamed & Nor, 2013).  Theory X emphasizes on productivity and the concept of how much work should be done in a day, and rewards of performance.  Theory X is a negative way by which the employers view their staff, who are not doing their jobs and are looking for ways to reduce their work (McGregor, 1960). In simple words, this provides managers with the ability to identify the workers which fall in the second class due to laziness and motivate them to work harder and gain the first class, this can be done by strictly monitoring them and minimize the possibility of them working less. However, if employees are punished for ditching work the relationship between employees and managers may be damaged.
Theory Y, however, implies that productivity of employees will improve drastically if employers show more trust towards them. According to McGregor, theory X only satisfies physical needs of low level, which are not able to add to productivity. So, in case of warehouses at Amazon, punishments and strict rules forces workers to attain the goals regarding productivity, e.g., sitting in the company time is prohibited for employees and 10 hours will be reduced from vacation time if the overtime shifts are not taken. People working at Amazon are just trying to complete a mechanical job and do not think of this as a career. Trust and productivity can be easily increased if employers change their views regarding their employees from negative to positive (Rittenhouse, 2017).
[bookmark: _Toc67329539]Mayo Hawthorne Effect and Amazon:
Other than motivating factors and perspective of employers, organizational culture and human relations are required by the employees for building management practices. Mayo Hawthorne emphasizes on these points. Development of Taylor’s scientific management is the initial purpose of the Mayo study, but the result highly contradicts the beliefs of Taylor. Mayo agrees that the monetary reward is not necessary for satisfaction of a worker, but the condition under which he works are of more importance, such as communication, attitudes, and positive response from the management (Mayo, 1946).  According to Clegg et al. (2012) the specialization of jobs that require a higher degree of centralization is best for repetitive and simple tasks, but this may not be true for business environment that change very often. Worker that performs repetitive tasks still have the right for motivating factors such as other jobs. Mayo emphasizes on the importance of informal grouping in the workplace which causes subcultures in an organization. He says that such gatherings and group dynamics increases the participation of the workers (Onday, 2016). Specifically, in Amazon, informal groups play a vital role in asking for benefits from the organization, these groups can go on strikes like the case in Europe, for fighting against unfairness and their rights.  Each group of workers can conduct strikes in terms of wages and appropriate management (World Socialist Web Site, 2018). These people are linked together to form a group in the world that forces the rule and conditions. Taylorism does not exactly refer to the culture Parker (2000) says that culture in Taylorism is to boost productivity of employees and minimize resistance.
[bookmark: _Toc67329540]Importance of an effective information management system:
A proper management system is required for running an organization including financial, data and organizational systems. Almost all companies have had some trouble which resulted in slower rate of work mainly due to problems regarding flow of information within the organization and its reliability. There is really no substitute for having the right information at the right time. This has led to the development of information systems in organization that help in effective creation, storing, sharing, application and integration of information.
[bookmark: _Toc67329541]Effect of information systems in modern businesses:
Recent markets are prone to rapid change, and the preferences and requirements of customers are evolving readily.  It has become necessary for businesses to embrace innovation if they are to meet the expectations and demands of the customers, the businesses that have gained success in the recent years are those that have gained the capability to manage information effectively.
The importance of information systems has increased drastically, and most businesses have introduced their competitive edge. Introduction of an effective information system can yield numerous benefits for a business as it assists the business in the way it handles both external and internal processes. Some benefits of this include:
[bookmark: _Toc67329542]Behavioral improvement:
Smooth flow and management of information gives a result that employers and employees can communicate more easily and rapidly with a more effective information system. Emails are a good means of spreading information but having a proper information distribution system provides ease of access to information to all employees. The proper channel for information ensures that information flows from upper to lower management to lower-level employees. This causes the lower-level employees to be involved in decision making, eliminating the need for middle managers. Direct involvement in the decision making process increases the motivation level of the employees and their dedication for achieving the goals of the company. 
[bookmark: _Toc67329543]Information storage:
Having proper records of activities of an organization is crucial. As it ensures smooth operation of an organization. Having proper information systems in place give an organization a good advantage in communication and storage of data, having data storage saves an organization valuable time when searching for a specific piece of data. A proper information system stores data in a proper database making the process of finding data easier and convenient. 
[bookmark: _Toc67329544]Ease of Decision:
Creation of accurate data helps an organization a great deal when it comes to decision making. Having proper storage and a proper distribution channels increases the speed and accuracy of the decision making and communication of the decision within the organization. The information then can be used by the management team to make take the best course of action and to carry out the tasks. 
[bookmark: _Toc67329545]Amazon in COVID-19:
Amazon has seemed to emerge as the company that had capitalized the most on the global pandemic. It has emerged as a fearsome machine that is seen as an inspiration in the business world. The company reacts like a startup to any change in scenario. An example of this is that of the ongoing coronavirus pandemic. Jeff Bezos the founder of Amazon described the experience to the shareholders as the hardest time event.  The Leadership team at Amazon had already realized that a global pandemic would have caused a disruption in everything, and Bezos became more involved in the operations of Amazon rather then the rocket company Blue Origin. The sales of Amazon boosted in the first quarter as the customers were being confined in their homes and now utilized web for supplying them with necessities. Due to this rapid action the sales of the company saw a 26% rise in the first three months.
This boost in revenue, however, did not come without controversies, the company had to deal with the shadowy, sellers that had begun to gouge prices on the site, after that a number of workers began a sick out protest due to inadequate safety precautions that had been implemented by the company. Some employees were also fired due to high amount of criticism towards the company’s practices. In the second quarter the company had invested around 4 billion dollars in safety equipment for the company due to COVID, which also included an increase in salary for the front-line workers. It was a small price to pay for amazon to get its focus back on the execution.
One of the company’s greatest strengths during the pandemic has been the management structure of the organization. The company is divided into groups that are run by their own heads, much like a federation of independent nations. Amazon uses what Bezos calls the flywheel concept of management which has three main deeply seated values. The workers at amazon try their best to better the lives of their consumers which has led the company to see a spike in consumer number. The growth in traffic increases the revenue of the company and lowers the prices for the consumers. The lower prices attract mores customers, and the wheel keeps rotating. 
In such a scenario, the employees do not have to wonder about their role, they just must keep rotating the wheel harder and harder, to increase the momentum. This requires the workers at Amazon to keep performing their tasks in a repetitive manner to increase efficiency and continued to use the scientific management approach. Which has led to an increase in productivity, but the morale of workers and motivation has suffered due to inadequacy of protection from the virus and the lowered work environment.
[bookmark: _Toc67329546]Information management at Amazon:
Efficiency is the determining factor when it comes to measuring the efficiency of information systems, which includes key processes such as customer relation management, order delivery, transactions, and ordering. Amazon has integrated different components of information systems with its customer relationship management and its database. This can be achieved by decentralizing the process of decision making by increasing the transparency of information, which has made it possible for the company to use analytics for understanding the environment of the market and formulate the strategies for ensuring the systems which are able to process more orders at a given time. A virtual copy of the market is created by the Amazon Information systems, which helps with better understanding the variations in supply and demand. The business process is automated by integrating communication structures with the information systems. 
When a customer uses the web service to place an order, the information system sends a query to the data warehouse and returns product details to the customer's console. When a customer is happy with a product and adds it to their cart, the payment processing system directs them to a payment form where they can enter their address and make an electronic payment. A payment notification and product details are sent to the customer via email or short message service. The payment details are automatically recorded by the transaction system and sent to the supply chain system, which prepares the order for shipment. The customer is notified that the product has been delivered by mail or SMS by the supply chain system.
[bookmark: _Toc67329547]Customer retention and customer care:
The competition in the e commerce industry has been increasing drastically and Amazon has been able to attract a high number of consumers even during the pandemic. Through a customer relations management strategy for customer acquisition and retention, the information management is automated to evaluate the customer's personality and interests and make recommendations on their favorite products.  
Due to effective information management, the security, efficiency, and scalability of amazon has increased and has led to an improvement in communication within its staff and users. This in turn riches the experience of the users with the system as they can get a solution for issues they may be facing.
The sole purpose of creation of amazon was to sell books, the company however diversified over times due to increase in demand. Another key factor in the company success is it attracting more customers by increasing the competitive advantages. This is mainly done by having a lower margin then its competitors. The prices set are lower than competitors attracting more customers.
[bookmark: _Toc67329548]Decentralization of decision making:
Another advantage of the information system is that it decentralizes the decision-making process, reducing the minor diseconomies, which crucial for the company having a vast consumer base. Individual sub-systems of the Amazon information system are managed as autonomous decision-making functionality for differentiated resolution of customer queries and order processing. As each functional unit operates independently, this results in a smooth flow of core business processes. Various components of the Amazon information system collect data from key business processes and store it in the appropriate format in a central database for decision-making analytics.
Amazon executives need quick access to accurate data on the company's marketing, financial, inventory, and employee performance. This data is critical for identifying areas of weakness, strengths, and opportunities, as well as informing strategic decision-making to strengthen business processes. The information management system facilitates access to information by automating the collection, sorting, and centralized storage of data so that it can be retrieved and analyzed quickly.
[bookmark: _Toc67329549]Potential knowledge management challenges:
Implementing a knowledge management system, like any other disruptive system or technology, comes with its own set of challenges. Every organization can improve their effectiveness, competitiveness, agility, and learning by participating in a collaborative knowledge base system. At the same time, a successful system necessitates careful planning, and obstacles will inevitably arise. This also applies to giants like Amazon. The company also faces several technology management’s challenges which are as explained below:
1. [bookmark: _Toc67329550]Depleting employee motivation:
With all the procedures and systems, they're already forced to use just to get their job done, employees can easily become overwhelmed. It may begin to feel as if they are expected to learn new systems on a regular basis. This is generally the case of employees at Amazon and is mainly attributed to low working conditions and lack of breaks. The employees are performing repetitive tasks which shadows their contribution to the company and make them feel insignificant.
This can be tackled by the company by applying Theory X and Y and providing the employees of the company with better working conditions. Low working condition have already led to strikes in the work force. Improving these working conditions can lead to a significant boost in the morale of employees.
2. [bookmark: _Toc67329551]Accurate measurement of knowledge distribution:
While most of the knowledge is beneficial, not all knowledge is created equal. It is critical to know which types of knowledge contributions are more valuable than others. Because knowledge is derived from both data and diverse human experiences, it is difficult to quantify. Instead of focusing on a common goal or a community of practice, consider a shared purpose or a community of practice. Amazon can tackle this problem with ease due to its vast resources.
3. [bookmark: _Toc67329552]Rewarding employees:
Employee motivation can also be maintained using incentives. When a company gives its most active employees a reward, they set a good example for the rest of the team. Workers are the main cause of a company’s success though Amazon has perfected the art of using their workforce as Amabots. Rewarding employees with productivity could boost the morale of all employees and provide a boost to the productivity of the company.
These are the main challenges for retention at Amazon, and company does really think ahead and use various practices such as subscriptions, alerts, and other practices for maintaining its place in the top.
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