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Change is an inevitable aspect of any organisation that wants to remain competitive and relevant in today's fast-paced business world. However, leading change in the workplace can be complicated and arduous, often met with resistance from employees. This research explores the difficulties of managing change in the workplace by utilising academic change management and leadership models, methods, and theories. Amazon is an excellent example of leading and implementing workplace change; the company revolutionised the world of e-commerce. It was the first major company to sell products and services online, starting as an online bookstore and quickly expanding to include DVDs, video games, electronics, clothing, and other commodities. With its corporate logo representing everything from A to Z, Amazon has become the go-to destination for shoppers worldwide. Amazon's commitment to providing fast, reliable shipping and retail facilities in many countries has earned the trust and loyalty of its customers. By collecting and utilising customer data, Amazon has established itself as a leader in meeting customer expectations and goals. Competing with other major players like eBay, Rakuten, and Alibaba, Amazon continues to dominate online retail and set the standard for e-commerce excellence. It's a fact that Amazon owns more than 40 companies, including big names like Zappos, Shopbop, IMDb, Amazon Prime, Appstore, and Amazon Drive (Althafairi, B., Alhoumaida, N., Saxena, M. and Almsri, Z., 2019).
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[bookmark: _Hlk154140197]Jeff Bezos founded Amazon in 1993 as an online bookstore. Despite humble beginnings, Amazon eventually became the most extensive online bookstore in the world after seven years of persistent growth. Amazon.com, Inc. is a retailer offering various online and in-store products. The company sells books, clothing, home and garden items, electronics, toys and games for infants, sports and outdoor equipment, automotive and industrial supplies, and other general merchandise. Additionally, the company provides web services, order fulfilment, publication, advertising, and co-branded credit card services. Amazon also manufactures and sells electronic devices like the Kindle e-reader, Fire tablets, Fire televisions (TVs), and the Echo. It is possible to find Amazon's products operating several international websites. Amazon operates in North America, Europe, and Asia-Pacific, and its headquarters are located in Seattle, Washington, USA (MarketLine Company Profile, 2023). Since then, Amazon has continued to expand and improve its performance by adopting a management and acquisitions style strategy. Mergers and acquisitions (M&A) are highly productive and efficient methods involving several players, such as the acquirer and investment bank or boutique. The investment bank/boutique provides various services to both parties. Corporate mergers occur for multiple reasons, including creating synergies by exploiting economies of scale and/or scope, tax benefits, diversification requirements, or the opportunity to acquire new strategic assets and capabilities below their replacement cost (Montebello, M., 2020). Now, Amazon aims to be the go-to destination for online shopping. With a firm focus on this goal, Amazon is well on its way to achieving its mission as the world's premier online shopping platform. Amazon's exponential growth from a small garage-based bookstore to a retail giant worth $48 billion is primarily attributed to technological bandwidth and data storage advancements. Today, Amazon boasts a product portfolio of over 40 categories, catering to all customer needs and preferences. They function as a logistical platform, search engine, internal advertising platform, e-commerce platform, and information technology platform, making them an all-in-one solution for their customers. Amazon's competitive edge lies in its competitive pricing, convenience, range of products, and availability (Fan, R. and Li, Y., 2014). In the face of the massive increase in online purchases during COVID-19, customers are becoming increasingly discerning about which online merchant they choose to do business with. Businesses must recognise that customers strongly prefer reliable and well-known online merchants offering concrete benefits such as faster delivery, discounts, limited-time specials, and reward programmes. To avoid being left behind and losing market share in the pandemic, businesses worldwide had to understand how these changes would impact their industry and take assertive steps to reinvent their strategy. Only by adapting to these shifting market dynamics can they remain competitive and thrive in today's fast-paced world; in fact, amazon adapted quickly in this context (Montebello, M., 2020).
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· Political: In international online distribution policies, caution is paramount for companies like Amazon. Amazon must exercise utmost vigilance when advertising products to multiple countries via online shopping platforms due to varying sales taxes that can baffle buyers. With its distribution network and E-commerce, Amazon should seize every opportunity in emerging economies to fortify its core. Governments across the globe have implemented various regulations and policies to reduce the spread of COVID-19, such as lockdowns, travel restrictions, and social distancing measures. These policies significantly impacted Amazon's operations, particularly logistics and delivery.
· Economical: Online purchasing has experienced a remarkable increase in recent years. E-commerce has become the ultimate solution for consumers due to external factors such as Covid 19 and its unparalleled convenience, as it obliterates any geographical barriers that existed before and allows customers to access a diverse range of products and services from all over the world time. Furthermore, customers have infinite options to choose from and compare. According to a survey conducted on online shoppers, 48 per cent of them made purchases online, 66 per cent preferred web stores and 73 per cent made almost half of their purchases online. The pandemic has resulted in a global economic slowdown, leading to financial difficulties for many businesses. However, during lockdowns, people increasingly turned to online shopping, significantly boosting the demand for Amazon's e-commerce services. Since then, there has not been any trend reversal recordable, such as no factors in place that may suggest a change of the tendency.
· Social: 2008 significantly impacted the global economy, with a severe downturn that affected each country's GDP growth possibilities in the following years since then. The low GDP and high unemployment rates have affected people's wealth and purchasing power. Due to these circumstances, people have shifted their shopping to an online platform and towards purchasing "bargain goods." As a result of this shift, online sales have surged by 11%. Amazon has taken advantage of this trend by offering affordable goods to people quickly and conveniently, making it the go-to option for people looking to save money. The COVID-19 pandemic has significantly altered consumer preferences and behaviour, leading to a massive surge in online shopping. As a dominant e-commerce platform, Amazon has benefited substantially from this trend.
· Technological: Recent advancements in technology and web security have made online transactions more acceptable to people. Amazon can leverage this opportunity by offering consumers products otherwise not readily accessible in local markets. Amazon has capitalised on these technological improvements by providing online payment options such as credit cards and PayPal, thus increasing convenience and ease of transactions. Moreover, technological devices like cell phones have made online shopping more comfortable and straightforward for customers. The pandemic has accelerated the adoption of digital technologies, with e-commerce at the forefront. As a technology-driven corporation, Amazon has been well-positioned to leverage this trend and reap its rewards.
· Environmental: The pandemic has also spotlighted sustainability and environmental responsibility. Amazon's carbon footprint and working conditions in its warehouses have faced criticism, which may significantly impact its reputation and business in the future. In several countries, it is hypothesised that the so-called Amazon Tax is one of the economic measures to finance spending measures. For instance, in Italy, the government would like to introduce a tax on home deliveries to counter non-environmentally friendly means of transport by distance-generated sales. In addition to trying to compensate for the environmental malus caused by the more significant pollution of transport flows fuelled by long-distance deliveries, with this measure, the Italian and other governments would also like to achieve a second objective: that of favouring proximity trade rather than online trade.
· Legal: Amazon encountered legal troubles during the pandemic, as it failed to ensure worker safety and uphold labour rights. Warehouse workers faced severe health and safety concerns, while the protective measures were woefully inadequate, leading to charges of neglect and irresponsibility. Last November, coordinated by the UNI Global Union, Amazon workers walked out on strike at multiple locations across Europe on Black Friday, one of the busiest shopping days of the year, protesting the company’s working practices.


(Alshmrani, H.M., 2021).
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Jeff Bezos, the founder of Amazon, has an intense management style that has profoundly impacted the company. However, many employees find him cold and driven solely by stats and profits. They have reported that Bezos frequently uses a question mark in his communications, which often implies the employee is in trouble. In some cases, he has been known to make comments such as, "Are you lazy or just inept?" or "If I hear that idea again, I'm going to have to kill myself". Moreover, some employees have described Bezos as terrifying and his laughter as a sign that someone has failed to meet his high expectations. According to Rick Dalzell, Amazon's former CIO, Bezos' management style is intimidating, punitive, and impossible to understand. As per Sanghani (2013), Bezos is habitually punishing his employees. Bruce Jones, a former Amazon supply chain vice president, attests that Bezos' comments are often spot on, even when he lacks expertise. During one of Jones' distribution centre presentations, Bezos declared, "You're all wrong," and began writing on the whiteboard (ibid). employees’ known that Amazon pays its employees low wages and subjects them to poor working conditions. To illustrate, Amazon workers in Pennsylvania must work even when the temperature surpasses 100 degrees Fahrenheit (ref. Jay Yarow and Steve Kovach 2011). Understanding that Amazon has a strict point system for tracking employee errors is crucial. Any employee who receives six points is promptly dismissed from their job. Points can be lost for tardiness or excessive conversations with colleagues. This system has created a high-stress environment for Amazon employees, leading to a few walkouts in Germany. As a result, the entire management style at Amazon has become more authoritarian. A defined structure for work and behaviour is necessary to avoid slowing down or halting the whole process. Amazon prioritises speed to ensure customer satisfaction, as S. Trippe stated already in 2015. This approach heavily relies on establishing clear objectives and offering incentives or penalties based on individual performance. Transactional leaders prioritise achieving specific goals and objectives and utilise a system of rewards and punishments to motivate individuals to implement strategic changes. To ensure a successful leader-follower relationship, it is imperative to accept hierarchical disparities and work through this way of exchange. Transactional leadership, grounded in the belief that subordinates and systems benefit from a transparent chain of command, is the way to achieve this. The implicit assumption in the leader/follower relationship is that incentives and penalties drive individuals. Despite the limitations highlighted in various leadership studies, transactional leadership continues to be a popular approach among leaders and managers. This technique leans more towards the management end of the leadership versus management continuum. (MacKenzie, Podsakoff, & Rich 2001). Transactional leadership is based on an oversimplified assumption that people are primarily motivated by money and immediate gratification, which is far from reality. This approach overlooks the emotional and social complexities in workplaces and relationships, making it less effective in today's dynamic environment. While transactional leadership may work well in specific work environments where leaders and workers have compatible personalities, it can lead to conflicts between individuals who prioritise tasks and those who prioritise relationships. Additionally, it may not be enough when demand for a particular skill outstrips supply, making it an insufficient approach. Therefore, it is essential to recognise the limitations of transactional leadership and adopt a more comprehensive approach that considers the emotional and social complexities of today's workplaces.
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Organizational change is influenced by various factors, and some of these factors hold more significance than others. To guarantee successful change efforts, it is crucial to take a proactive approach and address the following key influencers. To remain competitive, it is imperative to understand and meet the needs of your customers. Failure to do so will result in a loss of business and market share. To stay ahead of the competition, it is vital to keep up with their offerings and adapt accordingly. Failure to do so will put your organization at a significant disadvantage. The support of executive leadership can make or break change efforts. It is imperative to secure their backing early in the process to ensure smooth implementation and successful outcomes. Furthermore, budget is one of the most significant problems for every business. It has the potential to impact both general change efforts and cultural change programs. Technology and tools can either facilitate or become a barrier to organizational change, especially when workers are hesitant, or budgets are low. People can become caught in old routines for far too long due to inertia and a desire for the familiar. As a result, a company's adaptability and agility suffer. Culture is equally crucial in any change process. Change might be joyfully supported, apathetically rejected, or fiercely rejected. When a company grows and leaves behind its start-up culture, it is imperative to cultivate a responsive and high-trust culture characterized by employee empowerment and open communication. This culture must be adaptable to any external changes that may occur. To accomplish this, it is essential to establish learning organizations and invest significantly in executive coaching and mentorship. Leadership development is undoubtedly the most critical solution to overcome today's workplace challenges. It is imperative to prioritize cultivating young leaders with the skills necessary to thrive in a rapidly changing work environment. The most effective methods for developing leadership are through challenging assignments that push individuals to their limits, fostering deep relationships with mentors and bosses, and tackling adversities and setbacks head-on. These approaches are tried and true and must be implemented to ensure future success (Dhir, S., 2019).
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Amazon's efforts to expand its logistics infrastructure in 2017 included hiring over 130,000 new employees, bringing its workforce to 566,000. The company implemented programs to attract top talent, such as funding 95% of tuition fees for high-demand courses. Additionally, Amazon introduced a Pay to Leave program, incentivising dissatisfied employees to quit with payouts ranging from $2,000 to $5,000 based on tenure. The company also pioneered the Virtual Contact Center, enabling employees to work remotely from home. However, the Amazon case illuminates a significant issue with open innovation. While it may be implemented in a monitored but laissez-faire environment, the primary company in the business ecosystem maintains control over all new nodes despite the decentralised relationships between partners (Thierry, I. and Lescop, D., 2009). This control severely limits the system's openness, which is achievable only by larger organisations. The central firm's strength and power across the ecosystem, including contractual ties, exclusive negotiations, and intellectual property rights management, play a crucial role in maintaining this control. Open innovation is an all-encompassing technique in which inter-organizational networks play a vital role. Due to this, the structure of businesses has undergone significant changes. The network and nature of business partner connections urgently require additional investigation. In situations where companies heavily rely on other organisations for new technologies or require assistance in bringing new technology to market, open innovation must prioritise the management of external networks for its success, as highlighted by Vanhaverbeke in 2006.
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Kotter's 8-Step Change Model is a widely recognised framework for managing change effectively. It stresses the importance of creating a sense of urgency, building a solid coalition, establishing a vision for change, communicating that vision, removing obstacles, achieving short-term wins, building on the change, and anchoring the shifts in corporate culture. Leading change can be challenging due to employee resistance, ineffective communication, and limited resources (Salman, Y. and Broten, N., 2017). As a customer-focused company, Amazon can use this model to ensure that changes are implemented to benefit its customers. For instance, if Amazon plans to expand its range of metals, effective communication of this change to its stakeholders, removing any obstacles that may hinder the implementation of this change, and anchoring this change in its corporate culture is essential. This will help achieve the desired change and then 'refreeze' operations to maintain the change.
The Lewin Change Management Model is a well-regarded theory that outlines a three-stage process: unfreezing, changing, and refreezing. It underscores the importance of preparing an organisation to accept the need for change, executing the change, and then incorporating the change into the company's culture. However, some critics contend that this model oversimplifies the intricate process of change (Levasseur, R.E. 2001). For instance, Amazon could leverage the Lewin Change Management Model to implement changes smoothly. Before rolling out new initiatives, Amazon must "unfreeze" its current operations, make the necessary changes, and then "refreeze" the new processes into its culture. This model can help guarantee that changes are implemented successfully and with minimal disruption. The ADKAR model provides a structured approach developed by Prosci that emphasises the stages of Awareness, Desire, Knowledge, Ability, and Reinforcement. This model can help lead change by managing resistance, but it requires a deep understanding of individual behaviours and motivations (Boca, G.D., 2013). For example, Amazon can utilise this model to ensure that employees are aware of and desire change, have the knowledge and ability to implement it, and are provided with reinforcement to sustain it. As part of its growth strategy, the company has made bold acquisitions to expand its offerings and reach and improve access to better care. The acquisition of One Medical, a technology-based national primary care organisation, and a 9.7% stake in Total Express SA, a Brazilian logistics firm, in July 2022 demonstrate the company's assertive approach towards achieving its goals.
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Transformational leadership theory suggests that leaders can inspire and motivate employees to exceed their individual performance goals and achieve the organisation's goals. This leadership style can effectively lead to change by encouraging innovation and acceptance of change. However, leaders must have high emotional intelligence and charisma, which may not always be present (Korejan, M.M. and Shahbazi, H., 2016).
Situational leadership theory proposes that effective leadership is contingent on the situation. Leaders need to adapt their style to the readiness and willingness of their followers. This theory can help lead change, allowing leaders to adjust their approach based on the employees' acceptance and readiness for change. However, it may be challenging for leaders to assess the situation and adapt their style accordingly and accurately, according to Hersey and Blanchard (1993).
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Amazon's open innovation approach consists of three parts, and it's a powerhouse. First, Amazon makes its platform and ICT infrastructure available through Web services. Second, it functions as an e-business incubator. Finally, Amazon collaborates with approved integrators who assist the company in extending the use and credibility of its platform. This strategy not only raises the overall attractiveness of the platform but also creates more opportunities for value development. With this approach, Amazon is a leader in innovation and consistently pushes the boundaries of what's possible. Like any organisation, Amazon may face several challenges as it leads change. These key issues include employee resistance to change, effective communication with stakeholders, investing in training and development, maintaining its customer-centric approach, and ensuring the sustainability of any changes over time. To overcome these challenges, Amazon may need to reinforce the shift through rewards and recognition, integrate it into the corporate culture, and continuously monitor and adjust the shift as necessary. To implement a successful change strategy in Amazon.com, it is essential to identify the need for change and conduct a thorough analysis. This involves assessing the company's strengths, weaknesses, opportunities, and threats and analysing the external environment and market trends.  Clear and specific objectives that are SMART should be defined to achieve the company's vision. A diverse range of strategies should be developed to address the need for change, evaluating them for practicality, potential impact, and alignment with the company's resources and capabilities. The chosen approach should have the best chance of achieving the goals. Once the strategy is determined, an implementation plan should be created, specifying activities, timelines, responsibilities, and required resources. Undoubtedly, selecting a suitable change management model is crucial for any organisation, as it determines the change initiative's success. For instance, as an industry leader, Amazon should adopt the ADKAR model for managing change. The ADKAR model, as mentioned above, is considered the most effective approach as it focuses on individual transformation by targeting the five critical aspects essential for successful change: awareness, desire, knowledge, ability, and reinforcement. Amazon's customer-centric culture aligns well with this approach, making it most suitable for effectively driving both individual and organisational change. A communication strategy should also be established to ensure all stakeholders are informed and aligned. The next step is to execute the strategy with clear communication, coordination, and collaboration across all teams. Progress should be tracked regularly, and necessary adjustments should be made promptly. Monitoring and evaluating the effectiveness of the new strategy is crucial, with key performance indicators established to track progress towards the goals. Regular reviews and feedback loops should be created to identify opportunities for improvement and resolve any issues. It is also essential to ensure that the new strategy is widely adopted and supported within the organisation. This can be achieved by clearly articulating the rationale for the change, its goals, and expected benefits, establishing training, workshops, and frequent communication channels. By following these steps, Amazon.com can successfully manage a strategy change and position itself for future success with confidence and assertiveness. To ensure the long-term viability of any changes made, it is imperative to adopt a reinforcement plan that includes identifying and rewarding individuals and teams who embrace change, celebrating milestones, and constantly communicating the benefits and progress of change activities. By adopting a change management plan that utilizes the ADKAR model, Amazon can confidently manage and navigate the changes required to remain competitive in a dynamic business climate. It is critical to remember that change is a continuous process, and as such, the change management plan must be regularly examined and altered to ensure long-term success.
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Regarding online commerce, it is essential to consider cultural differences between countries and handle them with care. Amazon.com took a thoughtful and comprehensive approach to deciding which markets to enter by analysing culture, traditions, and languages. Understanding customer behaviour in each country and applying effective e-commerce strategies is crucial. Additionally, Amazon.com considered the country's income inequality and general attitudes to ensure their platform offers luxury items and everyday necessities. By carefully studying and addressing cultural disparities, e-commerce platforms can better serve customers worldwide. The mission statement of Amazon.com is to become the world's most customer-centric company where people can find and discover anything they wish to buy online. This declaration was followed by the introduction of a range of products and services, starting from the first online book sales to selling every possible item online. Amazon.com also offers online content and services via Kindle devices and tablet PCs. Amazon.com is undeniably a customer-focused company, and it has always been. The company's approach prioritises customers over competitors, and while it may keep an eye on the competition, Amazon.com feels free to follow or react to them. As Jeff Bezos, the founder and CEO of Amazon.com, has stated, the company is constantly alert to what competitors are doing, but its main drive comes from building customer-centric initiatives. This approach has been the driving force behind the company's culture and energy. (Warrier, at Al 2021)
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Amazon.com, Inc. is an online retailer and web service provider with remarkable success, substantial revenue growth, an extensive client base, and a robust distribution channel network. However, the company's overdependence on the US market is a significant cause of concern. Nonetheless, Amazon is poised for further growth due to the increasing demand for cloud computing services, the booming online retail sector in the United States, and potential acquisitions. Despite the competitive climate, stringent regulations, and seasonal fluctuations, Amazon's operations are expected to remain resilient (MarketLine Company Profile, 2023).  Change management and leadership models are crucial tools for any organisation that aims to implement change effectively. Leadership Theory and the ADKAR model provide valuable insights and frameworks for managing this process. However, they also highlight the challenges of leading change, including employee resistance, effective communication, and adapting leadership styles. Therefore, leaders need to be well-equipped with the necessary skills and knowledge to lead change in the workplace effectively. In the context of Amazon, a company known for its innovative and dynamic business model, leading change can present unique challenges and opportunities. Effective implementation of strategic transformation within an organisation is contingent on cultural change, particularly in times of struggle, failed mergers, or when innovation and customer focus are necessary for survival. However, cultural change is often a complex process that can stall without producing tangible outcomes. To ensure meaningful transformation, it is crucial to imbue the process with significance and value and define what it represents to customers, society and employees. Leadership in transforming organisational culture is more exhaustive than top management; even lower-level managers, professionals, or employees who sense something needs to be fixed can ignite and effect substantial cultural changes. Successful leadership in cultural change is about unwavering passion and a clear vision of the future rather than a formal role within the organisation. 
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