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1. [bookmark: _Toc129889358]Executive Summary

Change management is a process that all organizations and businesses conduct when handling changes within the work environment. Change management includes coordinating with all employees to adopt changes and make them part of the business culture. The biggest online retailer Amazon is run by rules and regulations that form its culture. Several theories have been developed to guide managers through the change management process. Lewin’s model describes the change in three stages. However, due to the complexity of the change other models with more extensive explanations of the stages like Kottler’s model are applicable. Furthermore, the report analyses PESTLE and SWOT factors that have impacted Amazon during the pandemic.
Culture significantly impacts change and whether a change initiative becomes successful. Hofstede’s dimensions of culture present insights into how organizations that embrace diversity should have a basic understanding in regard to different cultures. Hofstede’s models are also suitable when understanding the highly diverse work environment at Amazon.
Change agents also play a critical role in ensuring that every change initiative is successful. Whether internal change agents it is essential to put in proper communication channels and can influence all stakeholders. The right communication channels are key in aligning the employee’s actions in order to avoid high cost or failure of the change. Although Amazon is a successful organisation, the company needs to adjust in specific areas to ensure that all stakeholders, including employees, feel valued during the change process.


2. [bookmark: _Toc129889359]Introduction

Every organisation or business experiences change or transformation at some point to remain competitive and viable. Whether growing a department, hiring new employees, or merging with other businesses, change often significantly influences business direction. Organisational change, however, is not easy to apply and in most cases, it faces resistance and is found intimidating by the employees (Laurer, 2010). The role of the managers in change is often overseeing the process and offering support and guidance to the employees. It is essential that they set a clear projection of what is expected from the change. Although the change can be challenging it also presents significant growth opportunities if the right approaches are put into it. (Paton & McCalman 2009). Change Management refers to the process of guiding change within an organisation to a successful resolution. It often is characterised by three core phases: preparation, implementation, and follow-up (Miller, 2020). Operational and structural changes can affect the standard functionality of the business and the effectiveness of a product or service delivery. Therefore, it is essential that the business implements principles and procedures that govern the change process (Fernande & Rainey, 2017).
High-quality change management drives successful change adoption within the organisation. Moreover, it enables employees and all other stakeholders to commit to work change, has significant input and keeps the business going as usual. Without effective change management, strategies the business transition can become unpredictable and expensive in terms of resources and time. Badly managed change can reduce employee morale and attrition. Managers should focus on ensuring that transitions inside the organisations are successful and implement change systematically (Kumar et al 2018). This report examines the change management processes in Amazon Inc., during the Covid-19 outbreak when employees had to transition from work to home. 
[bookmark: _Toc128732897]

[bookmark: _Toc129889360]2.1 Background Information of Amazon Inc

Amazon Inc. is a tech company focusing on online retailing, manufacturing e-book readers, and web services. The company has worldwide stored and vast operations, enabling it to exploit international markets. Founded in 1994 by Jeff Bezos, the company provides products including electronics, apparel, industrial and auto items, health products, jewellery, children's products, movies, and music (Chcom, 2022). Amazon's first book product sales were in 1995, and by November 2000, the company launched its marketplace of being a 3rd part sellers’ platform. By February 2005, Amazon launched the Prime Service, including free delivery options, reading onsite, streaming, and shopping benefits. In 2021, Amazon's founder stepped down as the company's CEO and handed the position to Andy Jessy (Clark, 2021). Amazon's market cap stands at 869.18 billion, with a share price of 97.18$. Amazon has over 1,600,000 employees worldwide, with 37% of the company stores being E-commerce stores and over 185 fulfilment centres and offices worldwide (Marketwatch 2023).   As of 2022, Amazon's brand value was $795.65 billion, a slight increase from 2021. The market cap makes amazon the top 5 most valuable firms (Chcom, 2022) .however; it is essential to note that when AWS was removed in 2022, the company generated over $10.6 billion in operating losses.
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3. [bookmark: _Toc129889361]Main Findings


3.1 [bookmark: _Toc129889362]Reason For Change in Amazon,.com

The emergence of the Coronavirus pandemic killed millions of people globally and significantly changed the global economy, resulting in companies being at a standstill. As a result, there were massive layoffs and the demise of already affected department store chains (Bose et al., 2020). Amazon was one of the few exceptions as the company's endless selection and focused on delivering convenience at low prices became a default retailer for many consumers during the peaks of the pandemic crisis. As the number of cases and deaths related to the pandemic continued to surge, Amazon needed a sudden change strategy to encourage employees to work from home to lessen the impact on the work environment. Due to the government restrictions to restrict the spread of Covid-19, Amazon had its entire corporate employees stay home as the covid-19 spread peaked (Palmer, 2020). The company, through its spokesperson, announced to work closely with health experts to ensure that it was taking the proper precautions as the crises continued to evolve (Palmer 2020). 
The effect of covid-19 introduced a robust platform for change in many unpredictable areas, s most organizations and individuals struggling to cope with the pace of the shift they encountered. The effects of Covid-19 forced schools and businesses to operate differently, with most employees required to work and study remotely for organizations to survive (Carnegie et.al, 2022). Therefore, it is essential to understand the impacts of the sudden Covid-19 changes on businesses like Amazon and how to cope with the new normal. The changes associated with working remotely or from home can be classed as operational. Covid-19 increased the awareness of the need to change. As a result, most of the companies in Silicon Valley including Amazon faced little resistance from the employees. From time to time, a clear understanding of government policies is linked to the lack of opposition. Employees' adaptive behaviour, attitudes, beliefs, and mindset enabled Amazon to record a successful transition to work from home and high performance (Lacurci 2023)




[bookmark: _Toc129889363]3.2 Economic Factors influencing change in Amazon During COVID-19 pandemic. 

When the COVID-19 pandemic started spreading worldwide, most shops had to close, and customers were forced to stay home. This however was something that online retail companies like Amazon found opportunities in. According to statistics Amazon made over 200% of profits in 2020 due to the sudden change in online shopping (Weise, 2021). The company’s sales this year were $96.1 billion, a 37% increase from 2019 and over $6.3 billion in profits. The company had grown by 47% compared to the usual 20% yearly growth. The growth during the pandemic forced the company to hire over 1400 employees every day globally to meet its customer needs (Macrotrends 2022). In 2020 Amazon expanded its fulfilment by 50% leading to the recruitment of over 250 000 employees, and for the first time since its founding, it had more than a million employees globally. While the organisation transitioned towards remote work, Amazon’s Web service grew by 29% in 2020 accounting for 12% of the business revenue (Statista, 2022)

3.3 Political and Legal Factors Influencing Change in Amazon During the COVID-19 Pandemic.

During the pandemic’s peak, Amazon faced public backlash on how its employees are treated. Employee unions raised concerns that the company does not provide enough support to its employees. Mainly people working in warehouses had to continue making their duties during the spread of the deadly virus. (Palmer, 2020). On the other hand, governments across the globe started imposing strict safety regulations and required companies across the globe to look for ways to limit interaction between people. Therefore, the company announced a restructuring of its operations, and its corporate employees were mandated to work from home. The company had implemented over 150 processes update to limit the transition of COVID-19 among its employees (Peters, 2021)



[bookmark: _Toc129889364]3.4 Opportunities

Amazon is successful due to the company's commitment to innovation. The company gathered over 118 patents in 2010; by 2022, it had gathered 2051 patents (Amazon 2023). Therefore, amazon has opportunities to get the company into greater length. The company's delivery network was estimated to grab over $100 billion business worth from the United States Postal Service, FedEx, and UPS (Palmer, 2021). Amazon can use the surge in online shopping during COVID-19 open various delivery hubs worldwide where consumers who do not have physical addresses can pick up their packages; this primarily applies to their delivery systems in developing markets like India.

[bookmark: _Toc129889365]3.5 Strengths

[bookmark: _Hlk129692357]Amazon has a deep and wise supply chain alongside technological innovations that keep the company at the forefront of e-commerce (Amazon, 2022). Amazon has a large distribution network which gives it a competitive advantage in the market, allowing the business to affordably and quickly ship goods or products to customers worldwide (Palmer, 2020). Government restrictions and regulations prompted consumers to shift to online shopping for the basic things they could have purchased from retail stores. Despite the restrictions, Amazon's revenue increased by over 200% during the peak of the pandemic in 2020. Furthermore, Amazon gained around 38.7% of the E-commerce market share with data showing that about 3 in 5 people shop from amazon (FinancesOnline 2022). As a result, the company had to build a network of fulfilment centres and offices that had to continue running during the COVID-19 pandemic (Palmenr, 2020)



[bookmark: _Toc129889366]3.6 Change Models – Lewin’s and Kotter’s model

Change management models usually present unique guidelines to help businesses through the planning and implementation process of change (Kritsonis, 2005). Change modes offer shortcuts for creating a management workflow used for change. Kurt Lewin developed a change model to demonstrate how individuals react to change during the change process (Burnes and Bargal, 2017) Lewin’s change model provides a framework that explores the reasons why change occurs and the actions that need to be taken in order to deliver the change in the most effective way possible. Three change stages describe Lewin’s framework: unfreezing, exiting from the usual state, changing towards new dimensions and refreezing into a new form (Kaminski, 2011).
The state where employees are not yet prepared for the change is known as unfreezing. The unfreeze involves all possible reasons why an individual or an organisation need to prepare for a smooth change process (Cummings, Bridgeman and Brown, 2016).  An example of this is how people were not ready for the sudden changes during the pandemic. Therefore, it took time for everyone to adapt to working from home and not having face-to-face interaction.
During the second phase, the actual change occurs. The second phase represents that the change process is already underway and usually this phase is full of challenges. The challenges arise when most of the time change makes people uncomfortable and can trigger different reactions (Hussain et al. 2018). There is no direct evidence that moving to work from home had a negative impact on Amazon employees since that gave people more flexibility. However, In the second phase a lot of the time some employees feel like they are gaining, and others can feel like they are losing. During this period strong leadership and support from high management is key in order to avoid facing unmanageable resistance (Burunes & Bargal, 2017)
In the last phase, the organisation must refreeze into a new state by accepting the change and fully integrating it into the work culture (Bartunek & Woodman,2015). In the case of Amazon, the corporate employees had to embrace the new change in order to protect each other’s safety. Usually, during this phase, a lot of the employees start feeling comfortable with the change and become more committed and motivated (Hossan,2015)
Some authors, however, argue that Lewin’s change model is too simple. The change is not a simple process and involves many stakeholders and stages. The change can also be interpreted in many ways therefore other better management models can be applied (Caldwel, 2012)
Kotter’s change model argues that companies make similar mistakes when initiating change by allowing inadequate communication. Kotter explains that misakes during initiating change can be avoided if 8 steps are followed. Kotter’s 8-step model for leading change is evident in Amazon’s actions during the COVID-19 pandemic. (Hall,2021)
1. Creating a State of Urgency
2. Develop a Guiding Coalition 
3. Create Strategic initiatives and visions:
4. Enlist Volunteer Army
5. Remove Barriers
6. Create Short-Term Wins
7. Sustain Acceleration
8. Institute Change
Kotter's model has received criticism for mainly focusing on leadership as the significant aspect of change without considering other factors, such as political, economic, and financial forces internally and externally (Bekmukhambetova, 2021).
[bookmark: _Toc128732903]

[bookmark: _Toc129889367]3.7 Leadership and Management of Complex Areas

Amazon's founder Jeff Bezos significantly influenced the culture found at Amazon through his personality and leadership style. Bezos' authoritative and transformational leadership style has influenced the success of the company and its position in the market share (Catalin et al, 2022). The organization design complements Bezos's leadership style, and the matrix structure, divisional structure and teamwork culture promote managerial control of the business environment (Gultom, 2022). Amazon is reputable for consistent growth and expansion across international markets in e-commerce, and the business structure supports development. Amazon has received negative publicity in the past, which led Bezos and Amazon has implemented significant changes in these complex areas on how it assesses and supports its employees (Mohabee 2022). Like Bezos, Andy Jassy depicts detail-oriented and flexible leadership qualities. Amazon's work culture also mimics these traits in its leadership principles which have enabled the organization to grab opportunities and present remarkable quality control historically (Amazon 2023). Jassy has many expectations and demands from his team, and the organization's employees have spent months preparing for important meetings with the new CEO since it is apparent that he does not tolerate incompetence. Despite Amazon's success, Jassy views the organization as small, and all stakeholders must make an effort to continue growing it.
Amazon leadership announced launching an annual review process focusing on employee strengths. The constant criticism of how the company treats its employees led to its leadership implementing changes to address these claims (Gultom, 2022). Amazon's leadership is driven by 16 principles that illustrate how the business works and how the leaders focus on keeping client satisfaction at the centre of decision-making. The company's unique culture describes how the leadership principles promote the mission of being the best employer, customer-centric and safe work environment. One of Amazon's principles, "Are Right, A Lot", indicates that leaders within the organization are significant decision-makers as they are believed to have good instincts and strong judgement as they work to disconfirm employee beliefs and absorb diverse perspectives (Amazon, 2023). 
Disagree and Commit is a practice used by Amazon and merged into the company's foundational leadership principles. The approach enables all employees to disagree with decisions made within the organization (Dorio 2022). However, once the decision has been made, every stakeholder must commit to it regardless of their personal view. Amazon employees are free to disagree over the change decisions in the organization; however, they are obliged to commit to final decisions made regarding change processes.



[bookmark: _Toc129889368]3.8 Culture
Organizational culture is characterized by a collection of values beliefs and practices that direct the actions of all employees. A good culture promotes positive qualities and improves productivity (Laker 2021). A welcoming culture is essential for all employees to work together to achieve objectives. Amazon’s culture is built on three core elements, equity, diversity and inclusion (Amazon, 2022).
Amazon is a multinational company, and Hofstede’s cultural dimension theory is applicable to understanding its culture in different countries (Hofstede, 2011). Hofstede’s cultural dimensions is a framework used to better understand the cultural differences across countries, racial backgrounds, or ethnicities. The theory can be used by businesses to channel it in a way that compliments these cultures during an expansion (Beugelsdiik & Welzel, 2018) Amazon believes in equality and diversity which makes it necessary to understand better employee’s different backgrounds and embrace the different (Amazon, 2023). Hofstede’s framework is key in distinguishing different cultural and national dimensions and analysing its impact on the business.
The COVId-19 pandemic had an enormous effect on workplace culture. The lockdown and travel bans created assumptions about how corporate interactions must occur. Most organisations, including Amazon, realized that people did not have to work in an office to get the job done (Cuofano, 2023). As Covid-19 adjusted operations and prepared people for the recovery, leaders had to consider specific cultural aspects they needed to retain and those that required changes (Brown & Chen, 2021).
[bookmark: _Toc128732906][bookmark: _Toc129889369]3.8a Impact of Culture on the Change Process
Organizational culture plays a significant role in internal integration and coordination as they create boundaries and standards in which organizations operate. Culture presents all stakeholders with a standard system of beliefs, meanings, and norms, which are significant in maintaining a healthy work environment (Chua et al 2015). This creates a mutual understanding among organizations’ staff while impacting the efficiency with which an organization deals with change.  Successful organizational change is mainly driven by comprehensive decision-making, innovation and creativity (Hornstein 2015). Therefore, corporate culture should accommodate innovativeness and creativity that promote positive change (Groysberg et al., 2018). For example, when the management team and employees adopt creative ways of undertaking tasks, they become more flexible in adjusting to any organizational changes. Employees are programmed to be flexible and adapt quickly to planned or unplanned organizational changes. Amazon is an innovative organization.



[bookmark: _Toc129889370]3.9 Change Agents

The change agents advocate for change and take the necessary steps to ensure that change is successful within the organisation. In a business context, agents of change use new models, the transformation from old to new processes, or the adoption of new management structures. (Macmillan 2019) The agents of change are perceived to have more responsibilities and be accountable for ensuring that any change initiative is a success. The change agents can be internal or external forces. For example, managers, team leaders or executives are often expected to be internal change agents. On the other hand, a change agent could be also people from outside the company, like consultants that can drive change initiatives (Lozano et al 2015). Although an agent can come from inside or outside the organisation, the main driver of change must be a person respected and have a significant influence on the people of an organisation (Nieves & Segarra-Cipres, 2015) The seven levers of change drive employees to engage and momentum. While these levers are not a standard formula, they give a representation of what is required to plan a successful change process (Vick et al 2018). The first two, Mass exposure and Personal contacts, focus on ensuring all stakeholders know about the change through effective communication channels. The channels rely on screen savers, posters, or all-hand meetings, which are powerful tools. A study concludes that these tools have unique ways of conveying messages regarding a change to employees (By, 2005). Although the information is key when making change, promoting contact between agents of change and employees creates a space where both entities can communicate about the change freely (Shapiro, 2023). The following two lavers focus on Resistance and Expertise, where agents must be able to determine what could cause resistance and find suitable ways of dealing with it in the early stages of change. Assumptions should be avoided, and agents should focus more on resister concerns. Change agents should be alerted to the issues that can be addressed before they transition to severe problems (Vick et al. 2018). For example, Amazon employees can see it difficult to cope with a new working environment and resist the changes; change leaders can be alerted to address the issue before it gets out of control. The last three levers focus on hiring expertise. Through its Disagree and Commit Principal Amazon creates an environment resilient to change (Amazon, 2022). The change agents must enable the employees with infrastructure, processes and tools, recognise accomplishment, setting the t example and rewards. Every change requires infrastructure to be successful. As amazon had to invest in digital literacy to ensure that working virtually is possible for all its employees (Shapiro, 2013) Experience from another area proves that workplace infrastructure can be improved by budgeting or software to enable the change processes to succeed. Change agents integrate data and highlight the need for change in making critical decisions, signalling the essence of the difference in the organization (Turcotte, Carrier and Levasseur 2020). The reason also plays a significant role in persuading people to follow evolution, especially among individuals who consider themselves educated within a group. The reasoning approach presents all valid idea facets, including benefits and limitations. Therefore, it is essential to weigh each for an overall assessment (Lewis 2019),




4. [bookmark: _Toc129889371]Conclusion

Organizational change is a fundamental aspect of successful businesses. Most change initiatives fail due to a lack of proper leadership, communication, and employee resistance. Therefore, the big responsibility for the success of a change falls under management. The managers have to ensure that every stakeholder is aligned and committed to the change. As a multinational organisation, Amazon offers its customers various products and services. With the onset of COVID-19, business was forced to make strategic decisions in order to cope with the sudden changes that affected every industry around the globe. Amazon’s business model enabled it to thrive when most of the companies had to close which put the company ahead of its competitors. This droves the need of expanding its network and hire more employees. The arising criticism towards the company also played role in the need of change.
Similarly, the business has faced criticism regarding its leadership style. While it may have played a significant role in the company's status, some critiques have argued that the leadership focuses more on consumers than employees who work tirelessly to ensure that clients are satisfied. Similarly, Amazon has grown its business in the international market; therefore, the concept of culture plays a significant role in the major decision-making processes, significantly influencing whether change initiatives are successful in the organization. Agents of change are important in the success of a change process. However, it is essential to note that while these people are influential, a change initiative will likely experience resistance without enough communication channels. Fortunately for Amazon, its leaders can act as agents of change, and leadership principles play a significant role in the reception of the change process. 
Amazon is a successful organisation because it creates a culture of acceptance of the change. This is essential In order to survive in a difficult environment during the pandemic.
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Pestle Analysis

Political
Factors

During Covid-19, the government issued laws and guidelines that governed
the functions of Amazon. Since the company functions in different countries,
each host country issued other policies that affected the organization's
general performance. The political decision of every government caused the
need of multiple changes inside the organisation.

Economic
Factors

Economic factors are external factors directly linked to the company's
revenue, including interest rates, employment or unemployment rates, or
production costs. Statistics show that Amazon made over 200% profits in
2020 due to the sudden change in online shopping.

Social Factor

Social factors focus more on understanding consumer behaviours, needs and
product demands. During the pandemic, amazon saw growth online, showing
trends which benefited the company's reality. Social distancing restrictions
saw increased product delivery for the old and young populations.

Technological
Factors

Technological advancement is a factor that determines a company's strengths
and weaknesses. Amazon is a giant company that focuses on creativity and
innovation to reach its clients and satisfy their needs. During the pandemic,
the company explored practical ways of shipping and delivering packages to
consumers worldwide

Legal Factors

Legal factors include abiding by the rules and regulations. Amazon abides by
the laws and regulations of each country it operates. Through the pandemic
Amazon followed strictly the legal regulations.

Ecological
Factors

The COVID-19 outbreak was something new for the modern global world.
This drove the need for rethinking the way humans interact.
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SWOT Analysis

Strengths

Despite the restrictions, Amazon's revenue
increased by over 200% during the peak of
the pandemic in 2020.

Amazon has a deep and wise supply chain
alongside technological innovations that keep
the company at the forefront of e-commerce

‘Weakness

Amazon's work culture is hyper-competitive,
insensitive, and unfair. Consumers are given
priority at the expense of the employees

Threats
Amazon experiences increased government
pressure to take accountability for counterfeit
products sold through third-party channels
The court ruled that the company is liable for
property damage and physical injury caused
by a product they sold to a consumer.

Opportunities

Rolling out the online payment system allows
Amazon to scale up, considering online
concerns over security and privacy, as these
are the issues raised by most consumers
Therefore this would enhance the business'
margin and enjoy the benefits of using
individualized payment gateways.





