Workplace Achievement
Case Study on Amazon
[bookmark: _Toc16931847]Executive Summary
	Improving relationships within the business organisation is importantly related to the store performance. Furthermore, the management of human relationship  improve the turnover rate. Moreover, one of the keys to attain organisational goals is the training and development of its employees. The career path in Amazon offers a lot of opportunities among its employees. There is a continuous innovation and creativity within the company through comments and feedbacks on how to improve customer’s experience. The company has a well-defined  organisational structure. Feedbacks are important for monitoring and comtrolling organisational outputs for the company. Furthermore, it creates an opportunity for creativity and innovation to meet customer’s expectation. Recruitment and promotion process have a standard procedure to  acquire a suitable worker for the job. Finally, personal development guides an individual to achieve a goal by setting upoa completion date and necessary tools to achieve it. 
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[bookmark: _Toc16931848]Introduction
	Amazon is a huge multinational company which has a main headquarter from Seattle, Washington. The operations of the company are  on e-commerce, cloud computing and streaming digitally. Furthermore, it gives the capability of other sellers to sell their goods on Amazon website. The company was started on 5th of July 1994in Bellevue Washington. It began on selling ebooks and expanded its business on video games, software,, games, clothing, toy and jewelries. Today, Amazon is the biggest ecommerce business employing more than 647,500 employees worldwide with a revenue of $232.887 billion in 2018. The operating income is $12.421 billion with a net income of $10.073 billion. When CEO Jeff Bezos officially announced its two-day delivery or less for Amazon prime member, it had reached 100 million subscribers in the entire world (Amazon, 2019)
	One of the key aspects on the success of the company is on the customer-centred environment of the business. According to the annual survey by the American Customer satisfaction Index, Amazon was consistently ranked number one for eight years in a row from 2011 to 2018. Meanwhile, in the UK, it was ranked number one for five years from 2014 to 2018. Furthermore, it is considered as number one business on LinkedIn 2018 list of top companies where professionals want to work with. Furthermore, from the 25000 customer who were asked in a survey, Amazon is number one from a wide range of topics being questioned from workplace environment to social responsibility of the company (Amazon, 2019).
	The purpose of this report is to assess the benefits of Amazon workers and the company itself on the positive impact of training and development. Moreover, tools and techniques on attaining objectives of the company are going to be examined. It involves on evaluating human relationship within the organisation and its effect on the performance. Lastly, personal development plan is included to enhance the progression of individual on the business organisation. 

[bookmark: _Toc16931849]Role of Human Resource Management
	Human resource management is the basis of the whole activities on managing employees from hiring, training and developing every individual. Moreover, it is also the integration of well being of every worker and improve the performance of the company. It starts from employing an appropriate person with a suitable set skills for the job. Afterwards, it is time for recruitment with trainings necessary to start the job. Consequently, methods to retain employees through job satisfaction and training and development program. On this part, it could minimise expenses and improve company’s performance. Human resource management can be illustrated as the process of recruitment and selection of workers, orientation, training and development, assessment of individual’s performance, motivation of workers and ensuring well-being of employees (Torrington, et al., 2017). 

[bookmark: _Toc16931850]Importance of Job Satisfaction on Performance
	It has been studied that when employees are satisfied, the productivity increases. However, many multinational companies do not give importance on the welfare of its workers and they are more focus on the bottom line which is profit. The motivation of people in the workplace related to the performance of the company. Therefore, it is significant to study theories on motivation. 

[bookmark: _Toc16931851]Motivational Theory
	Motivating people to work to their optimum performance is more likely to achieve by understanding motivational theories in the workplace. Motivation is what make employees to give their best even without close supervision by the management. In our modern society, many business organisations are taking advantage the benefits of motivating its people (Piazza & Castelucci, 2014). The two theories that are going to be evaluated for Amazon are Maslows theory and Herzbergs motivation hygiene theory. 

[bookmark: _Toc16931852]Maslow’s Theory
	The needs of an individual has been cateogorised into five levels. Normally, the lowest one should be fulfilled first before fulfilling another level as shown form the image below. These hierarchy of needs are made known to by Abraham Maslow, a psychologist. As it goes higher, the intensity of motivation is greater (Maslow, et al., 1998). However the lower level should be fulfilled first to move on to a higher level.
[image: ]
	The lowest level is the physiological which are the most primary needs of an individual like water, food, sleep and air. Afterwards, the next level is safety that includes health, jobs and financial resources. Then, the third one is belongingness which includes, friendship, teamwork trust, family and intimacy. The fourth one after belongingness is esteem which involves attainment, self-confidence, respect and an extra amount of self-esteem. At Amazon, the first two parts are usually fulfilled by the management team. When it comes to the sense of community and belongingness, the effort is based on the local management on how to make the working environment a place to work where trust and mutual respect are present in the workplace. A strong culture in the workplace is a key to have teamwork that leads to productivity of each worker. Self-esteem is the next level. On this stage, career progression and achievements are promoted in Amazon as long as the worker strives to have a successful career since it is a huge company. There is a lot of room on the upper position because the company is consistently expanding on its nature. As a company which helps society and different organisations in the community, working at Amazon boosts self-esteem and respect from the community. The last level is self-actualisation which is more difficult to achieve because this stage depends on the worker itself. The integrity of the company and the acceptance of the worker on reaching his/her potential is more on a personal basis. Maslow’s Hierarchy of Needs is a tool for motivating employees. Nevertheless, every worker has to be motivated differently due to different circumstances and point of view. 

[bookmark: _Toc16931853]Herzberg Motivation - Hygiene Theory
	There are two aspects to motivate employees according to Frederick Herzberg. The first one which needs to be done first in order for the people not to be dissatisfied is to identify what makes people upset or annoyed in the company. At Amazon, employees are contented when there are mutual respect among employees and management and the pay is correct and on time. When the working environment is safe and secure, employees are not going to complain. This is only the first part of the theory but it needs to be resolved to proceed on the next level. It may not satisfy workers but it would not make them dissatisfied. For the improvement of satisfaction at Amazon, work-life balance is essential for many workers. If company objectives are achieve, more incentives and rewards will keep the worker motivated. If the company trains and develops its employees, it is more likely that workers are satisfied and at the same time they are more efficient (Armstrong, 2009). 

	For a better understanding on the power of motivation, a practical application of Maslow’s Theory and Herzberg motivation-hygiene theory is essential on deeper understanding on what employees make them work harder and satisfied at the same time. Since most of the workers are going to complete the task set up the company, these theories may be an effective tool to maximise the performance of an individual. 

[bookmark: _Toc16931854]Career Management of Employees
	The progression of workers at Amazon is limitless and employee can move from one department to another wherever their skills fit for it. Primarily, it starts from hiring the right people for the job. Attitude is essential for the job for career progression. The worker should fit in to the customer focused environment for maximum growth. At Amazon, there are some schoolings funded by the company for career progression such as IT. If a worker at fulfilment centre would like to be promoted, he/she could be a trainer first for incoming employees. There is also a global leadership development programme over a five-year period . This is the fastest route to have a senior management roles. For a multinational company, the progression is enormous from line manager, heads in operation, general manager and area manager. There is always a meaningful and upward trajectory for the ambitious person and for those who want to strive for a higher position (Amazon, 2019). 
	Applying for a job at Amazon is always online on its official website. However, there are jobs that can be applied through a recruitment job agency especially for contractual jobs during peak seasons such as Christmas season. There are also online test depending on the job description that a potential applicant is applying. The progression of an existing employee can be done by applying into the amazon portal exclusive for existing employee. Afterwards, it is going to be evaluated bybthe HR for qualifications and skills appropriate for the job. 

[bookmark: _Toc16931855]Managing Performance
	The HRM process that gives the basis for enhancing desired result is called performance management. It is a system where the objective is to improve the result by setting the objectives of the company. This is done for the benefit of the company and for the employee as well. There is a continuous monitoring of performance at Amazon. It is also required tool and techniques to collect data on online sales, customer services and the feedback of customers after purchasing. This can be assessed to improve future transactions to the customers (Herman, 2009).
	
[bookmark: _Toc16931856]Human Resource Planning
	The system to acquire a consistency of performance for  a long term by assessing the worker’s skills and keeping it within the company. It offers a contingency plan when somebody retires or leave the company. However, technology is evolving at a rapid pace that it makes it more difficult the knowledge that needs to be retained in the future. When it comes to succession on leadership, it is vital to know the difference between leadership and skilled labourer. For example, skills could be passed on to another worker who will be left behind on the company to ensure consistency of performance. Whereas, leadership can be passed to those who will be promoted for the managerial position. For example, an experienced employee can train new employee to pass on the skills necessary for the job. An effective manager who would be retiring or leaving could be shadowed by the its successor or be a consultant for a short time (Smith, 2012).

[bookmark: _Toc16931857]Organisational Structures of Amazon Company
	The operation of the business c depends on how the organisation has been structured. In order for the company to operate, hierarchical structure is the most appropriate one to avoid confusion and overlapping of jobs and responsibilities. It is normal for a largescale organisation such as Amazon to have this structure. There is a long chain of command and duties and responsibilities of each employee is clear. However, when it comes to research and development, matrix structure is implemented in the team to motivate creativity and innovation to have a competitive edge on the market. This dual structure, depending on the task, makes Amazon a retail market leader worldwide. 

[bookmark: _Toc16931858]Performance Review
	The performance review of an employee is monitored every three months to determine the actions of employee in a regular basis. However, for the new worker, there is a review for its probation period every 4 weeks to assess its improvement on the job. The review includes punctuality, attitude on the job and meeting company objectives. This review could be the source for promotion or permanency on the job at hand. At Amazon, there are company targets that need to be achieved such as number of items to pick an hour, delivery on time, quality of products and many more. For the company to achieve its aim, the company is implementing SMART method. The target or in instruction should be SMART. The acronym SMART stands for specific, measurable, achievable, relevant and time-bounded. For example, the delivery should reach the customer within 24 hours and the quality of service is great and the specification of the product is correct. 

[bookmark: _Toc16931859]Supervision of its Worker within the Company
	Supervision could be identified on two frameworks which are directing and to monitor the activity of workers. Supervisory techniques could enhance communication, motivation and monitoring the performance of an individual. However, there is a danger of micromanagement that may demoralise employees in the long run. A good supervisor must know the difference on how to supervise the team effectively. Trust and monitoring should be done on an effective manner in order to have the potential benefits on achieving goals. It can be done using face-to face interaction, meetings, written reports and even WhatsApp announcements. For example, there is a timeframe on putting the orders and despatching the delivery van. Delivery should be always on time to keep the promise of the company to deliver it on time for the customers. 

[bookmark: _Toc16931860]Methodologies of Ensuring a Constructive Feedbacks
 	For innovation and developing new technology, feedbacks usually come in different departments such as project engineer, customer care and even on advertising managers to get the wholistic approach on how to deal with the new system or product. The team is going to assess the feedback involves on the project. When it comes to operations, feedbacks are normally done by the line manager. However, once a year there is also a program to evaluate managers from the regular employees. It employs 360-degree feedback despite of having a hierarchical structure. Customer’s review is going to be assessed and filtered by a trained employee to be given to the concerned department. Whether the feedback is appreciation or poor customer service or defective products, it is going to be evaluated to improve the performance and boost the morale of the team. Customers have an easy access to write a review on the product and the services of the company. Since the company is customer- focused, the feedback from them is taken seriously to meet customer expectations or even exceed it. The difficult part is to separate nuisance or useless feedbacks from the customers. 

[bookmark: _Toc16931861]Methods of Recording Individual Feedback
	There are many ways to record a feedback. This is important for safekeeping and to ensure the availability of it when need arises. The feedback from every employee could be used to assess during the probation period of employees, for promotion purposes or assessment of individual. It should be the comparison between the actual result on the key performance indicators (KPI) and the desired result. These small details would check employees if they are performing in accordance to the standard company to have a consistency on the organisation’s performance. For example, the picker at Amazon online fulfilment centre should have a picking rate and accuracy of the quality of its pick. Feedbacks are important to work on their deficiencies and continue working on their strong points.  

[bookmark: _Toc16931862]The Importance Performance Review and its Confidentiality
	Amazon would like to get the best on its people and employees would aim to attain their professional career. Both of these can be achieved by having a regular performance review. However, not everybody can be promoted or be given a permanent position for long term. It all depends on the performance review and the availability of the position. There are also jobs that are seasonal to the Amazon because of the peak season and low season of online retailing. Normally, they need a lot of workers on Christmas season. Afterwards, they need to downsize their labour force. Nonetheless, confidentiality is important because the company might be facing breach of privacy on its employees. Moreover, the dignity of the employee is at stake if it will leak as a public knowledge inside the company. The data should be in a ‘need to know’ basis. The review should not be discussed outside the company to avoid leaking the information obtain from the performance review. Performance review at amazon means that employees are ranked against each other. Sometimes, the performance is more treated as a  data on the spreadsheet and whoever is not keeping up needs to be on ‘Performance Improvement Plan’ PIP (Cain, 2018).

[bookmark: _Toc16931863]Training And Development of Employees
	Amazon is known for its competitive environment. There are lot of opportunities. However, every aspiring employee for his/her career progression need to work hard for it. Training is a continuous process at amazon to be competitive in the workplace and to learn new skills specifically for new employee. There is a designated experienced worker as a trainer for new employee. However, the trainee needs to understand that every worker is different in terms of their learning style. For some worker, they prefer visual, auditory, reading/writing or kinaesthetic. A good trainee should be doing the four learning styles to embrace all kind of learners and maximise its performance. Nevertheless, on a one-on-one training session, the trainee should identify the learning style of trainee. Visual learners would like to see charts and images in order to learn new things. On the other hand, auditory loves to listen for a clear and specific instruction. While reading/writing learners love to read the instruction or write it to remember it. On this case, a manual of instruction is appropriate. Nonetheless, kinaesthetic learner would like to do it on their own so that they can learn better (Morgan, 2017). There is also a learning curve and it takes time to learn something until it reaches the potential of the employee which is called the saturation point. 
	Training is not only applicable for new employees but it is a continuous process for every employee from first aid up to the new methods of operations of new technologies in the workplace. Training could be done in few hours or several days. Whereas development can be acquired in a long term period like skills on leadership and decision-making. There are many benefits for training and development such as promotion, job satisfaction and improving company’s performance. 

[bookmark: _Toc16931864]Communicating Personal Feedbacks
	It is not just collecting feedbacks and information for the purpose of storing and analysing it. To maximise the result for the benefit of the worker and the business organisation as a whole, effective communication of feedbacks is essential. This could be done thru email or written document. However, it is important that the direct line manager of an employee needs to communicate the feedback to identify its strengths and weaknesses. This might give way to focus on the weak spots of the worker and maintain its strong points. A guidance or more training are necessary depending on the case of the employee. 

[bookmark: _Toc16931865]Recruitment and Career Progression
	Applying a job at Amazon is through online. However, there are some agencies associated with the company for temporary workers during peak seasons. Nevertheless, some of these workers are hired permanently depending on the performance and attitude of employees. For example, online pickers and drivers usually apply for an agency and not directly to the company itself. On some other departments, Amazon has an HR to assess the profile of the potential job applicants, Afterwards, there is an interview prior to thorough check on skills and experience match for the job description. This is a strategy to hire the right person for the job. Amazon is known for its intense company culture. However, there is no limit for those who are willing to succeed. The workers inside the company are required to compete with each other. There is a lot of opportunity for growth, innovation and creativity. There is always a challenge inside the company (Cain, 2018).

[bookmark: _Toc16931866]Personal Development Plan
	Personal Development Plan is a personal guide for an individual to acquire  and develop skills for personal career growth. It is important that it should be SMART. It means specific, measurable, achievable, realistic and time bound.  My objectives should be specific such as Supervisor at Amazon Picking Department. Nevertheless, it requires hard work, dedication and the attitude to progress. I set a realistic target dates to fulfil my plan at Amazon.

Personal Development Plan
	Objectives
	Actions Needed
	Important Resources
	Criteria for Success
	Date of Completion

	[bookmark: _Hlk16930873]Supervisor at Amazon Picking Department
	-Meet company targets
-Be a trainer for new employee
	-Support from my manager
- Family Support
	Promotion
	30th November 2019

	Assistant Manager
	-Improve my Leadership Skills
-Trainings and Seminars’ request for management level
	- Support from management
-Finish my Studies at UWTSD
	Promotion
	30th November 2020

	Manager
	-Find a Mentor 
-Recommendation from higher management
	-Family Support
-Professional Networking
	Promotion
	30th November 2022



[bookmark: _Toc16931867]Conclusion
	Improving working relationship is important for the performance of the company in terms of consistency of performance and productivity. Job satisfaction is directly linked to the efficiency of the business organisation by using Maslow’s theory and Herzberg Motivation Hygiene Theory. The objective is to keep the motivation of employees high. There are lots of career growth at amazon depending on skills and the attitude to strive to be the best. Feedback comes in different ways from customers, line managers and even subordinates. There are two organisational structures which are hierarchical and matrix depending on the department and its functions. For research and innovation, it is matrix. Whereas for operational functions, it is hierarchical. Feedback is important for improvement and maintaining the strong points of the company. Personal development plan is a blueprint on how to manage my career.  
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