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1.       Introduction
I will explore a multinational technology company (Sikdar, 2018) - Amazon and investigate their poor treatment of staff and whether they are violating the Health and Safety at Work Act. From this, I will offer 2 possible solutions which would help the company improve its working conditions for its staff and prevent further allegations being put on them for treating their employees poorly. I will also study the organisation further and identify its strengths, weaknesses, opportunities and threats and relating articles or sources which provide evidence of Amazon workers being treated poorly so I can understand the complex problem better and provide solutions tailored to specific needs. 

2.       Background of the organisation
Amazon is a highly established E- Commerce company that also falls into the big 4 technology companies; Google, Facebook and Apple (Lotz, 2018). The founder of Amazon is Jeff Bezos who introduced the organisation on 5th July 1994 in Washington (Keach, 2019). First, it began as an online market specifically for books. Soon after, the company began to expand selling more products such as toys, games, furniture and food. To improve the service and make more profit Bezos introduced better delivery services known as Amazon Prime which offers unlimited next day delivery. This has exceeded more subscribers of Amazon of 100 million worldwide (Baumgartner, 2018). Amazon Prime also allows people to access and stream movies, TV shows and videos by simply paying a monthly fee. Amazon also introduced the Amazon Fire TV stick which enables people to get more apps such as iPlayer, Netflix, ITV player, YouTube and many more. This is beneficial for Amazon as they are reaching a large audience by giving a variety of services to use. In order to achieve success in these services, Amazon hire more people to ensure they are providing the best customer service and the company is running smoothly. However, there are questions raised by critics on how Amazon staff are being treated by the company.

3.       Define your complex problem
Complex problem is when the problem is “difficult to understand” (Cambridge Dictionary, 2019), challenging to solve and has many possible solutions to it. The main problem I will be referring to is Amazon violating the Health and Safety at Work Act 1974 where workers are being treated poorly which is ultimately affecting their health. There are many sources which give an insight on how Amazon workers are treated. For instance, drivers who are assigned to deliver parcels are forced to urinate in bottles as they cannot use the toilet during their shift (Drury, 2019). This raises a health and safety concern as hygiene is not being maintained and could possibly lead to illnesses and health issues. In addition, manual handling is also extremely significant as workers may have to lift heavy boxes and need to use the correct method. However, many complain of sustaining injuries due to their work. This also raises questions around whether adequate training is being offered and how often it is being conducted to protect workers from any potential hazards such as arm, shoulder or back injuries which could be sometimes be a permanent, long-term injury and affect their daily living and work life. 

Another major problem Amazon workers face are the extremely long working hours and an overload of work which must be completed within tight deadlines. The average hours per week cannot be more than 48 hours in the UK and those under 18 cannot work more than 8 hours per day or more than 40 hours a week. However, according to Amazon warehouse employees, sometimes they are faced with “brutal” long hours of working where they must commit to mandatory overtime which means they work for 60-hours a week. During these times, it is said that “ambulance calls [become] common” which demonstrates the impact these long hours may have on employees. It could possibly lead to mental health problems such as stress, depression and anxiety which suggests that the working conditions do not only affect their physical health but also their mental well-being. Also, working longer than required or allowed would have significant impact on the employee’s performance as it may lead to tiredness, lack of motivation and a negative attitude towards the tasks – which means the tasks will not be completed to a high standard and is likely to have errors. 

Moreover, Amazon workers are always on the move having to pack orders, lift boxes and deliver which requires them to always remain on their feet causing tiredness. The overload of work can be mentally and physically draining in comparison to other workplaces where staff have the luxury to take regular breaks whether that is to just breathe or use the toilet. As Sarah Butler notes, “Amazon has been accused of treating staff like robots as it emerged that ambulances had been called out 600 times to the online retailer’s UK warehouses in the past three years” (Butler, 2018). This shows that Amazon workers are forced to work towards unrealistic targets and deadlines that often result to serious injuries. Butler further states, at one occasion, “there were also two call-outs to the site for electric shocks and eight for people who had fallen unconscious” (ibid). This demonstrates that the working conditions are unsafe, leading to the dehumanisation of workers and treating them like slaves. 

4.       Share your experience
From my personal experience of working at Amazon as a Warehouse Operative I had several different responsibilities and duties which consisted of receiving and sorting out parcels, having to organise and categorise parcels depending on the Post Code. Manual handling was also involved where I had to handle parcels of different sizes and weights - where some weighed up to 15kg. While doing all these tasks, I had to ensure that I was completing the tasks quickly and efficiently. The tight deadlines and unrealistic goals made me feel anxious and pressured during my shift, which meant that I was not giving my best. I worked from 10pm to 8am and my rota was 4 days a week, giving me a total 40 hours a week. Personally, I have experienced temporary back pain from heavy lifting as I had to do it quickly as there were several parcels that needed to be processed. This demonstrated an overload of work within a short-given time frame. Although my injury was not severe, and I could still work it restricted me and also reduced my motivation to continue as I was out of breath and tired and had the fear my pain will worsen if I continued working. Another problem I experienced while working as an Amazon employee was the long working hours, especially night shifts – as it became physically and mentally demanding which often left me feeling weak and unable to continue with my duties. I was not always allowed to take my entitled breaks as that would affect the business and slow down the order/delivery process. Hence, I would recommend that the Amazon workers should be given their entitled breaks and possibly frequent breaks, so they are able to complete all tasks to a high standard. It is even more essential that workers are allowed to use the toilet, as mentioned in the United Nations General Assembly – “everyone, everywhere, has the right to a toilet” (Sanitation First, 2017). 




5.       Add literature review (related to your problem)
Literature review
Title - Amazon workers report 440 serious safety incidents including fractures and ‘sub-zero’ conditions
Author - Ben Chapmen
Publication year:  2018
This article reveals the dangers Amazon workers are faced with as 440 serious health and safety incidents have been reported by workers since 2015 (Chapmen, 2018). The Pensions Minister, Jack Dromey wants Amazon to end the ‘national scandal’ after finding out about some incidents such as, a forklift driver crashing into a column which almost led to the floor collapsing (BBC, 2018). This incident possibly took place as Amazon workers are forced to work long hours without any break, having significant impact on driver’s concentration. The Health and Safety Executive states that the worker who reported the incident did not leave any contact information because he feared losing his job. Furthermore, looking into another report by the Health and Safety Executive, Amazon employees were being forced to continue working in terrible conditions such as sleeping in tents near the warehouse for them to save money (Kentish, 2016).

Other delivery drivers in areas such as Peterborough made a complaint regarding the issue of them being forced to wait 8-10 hours in an unheated room which they believe need to be resolved before “Amazon becomes responsible for road accidents” (Sainato, 2018).  Other reports show that Amazon workers have sustained head injuries, contusions, fractures, as well as collision with heavy equipment (GMB, 2018). These reports that are being obtained by GMB Union propose the issue of facing enforcement actions from authorities under Health and Safety Laws. The GMB General Secretary, Tim Roache, also accused the company of not treating the workers appropriately and treating them like robots rather than humans.  He further states that no one should have to go into work being worried about being knocked unconscious or breaking bones (ibid). They also argue that Amazon’s treatment of their workers is a “capitalist dystopia” (Sikdar, 2018) whereby Jeff Bezos has created a multi-billion-pound company that deliberately puts workers at risk in order for the business to continue grow and expand. The GMB Union are not allowed to enter Amazon Warehouses which suggests that Amazon possibly has something to hide. However, it led to them calling Amazon out because they should not be afraid if they are abiding by the rules. As a result, Amazon and GMB Union work towards a negotiation plan to ensure that Amazon workers are safe and protected whilst working in such an environment. 
 
The Pensions Minister, Dromey argued that Amazon is putting the workers in danger and jeopardising their health and safety for money. He further suggested that if the terrible working conditions continue then it could possibly lead to the deaths of workers. 

This article by the Independent clearly suggests Amazon are failing to keep their workers safe and reported injuries are proof of that (Chapman, 2018). If this matter is not resolved serious health and safety concerns will arise and Amazon will have to answer for all the injuries and health and safety hazards in their workplace. This review will help me as I can use this evidence to portray Amazon as failing to meet the Health and Safety at Work Act and violating it by treating their workers poorly. It will also help me in working out a plan and propose a solution to prevent any further problems to the business. For example, this will help me in implementing the fishbone analysis as I can find the causing factors leading to the initial problem of poor treatment. This will lead me onto trying to figure out methods to prevent the causes. This review will also benefit me in my SWOT analysis where I could identify any weaknesses and threats where this is becoming a threat to the business if this is not solved leading to us missing out on opportunities.

Title - Amazon workers ‘forced to urinate in plastic bottles because they cannot go to toilet on shift’
Author - Colin Drury
Publication year:  2019
The Independent produced an article on the treatment of Amazon workers, specifically in the warehouse and how they are forced to urinate in plastic bottles because they are not permitted toilet breaks while on shift (Drury, 2019). These reports were revealed as a result of a series of protests that were held all over the UK, demanding a change in how Amazon workers as well as improving their working conditions. Banners directed at Jeff Bezos, read “We are not Robots” (ibid). These demonstrations were being held outside many of Amazon Warehouses in Coventry, Doncaster, Swansea, Milton Keynes, Peterborough, Rugeley and Warrington (Wolfe-Robinson, 2019). After over 600 reports were received from Amazon workers in the last 4 years (ibid), the Health and Safety Executive stated that they will take action. A Spokesman also said this includes those workers who had to urinate in bottles and also pregnant women who were forced to stand for hours and some pregnant women have been targeted for dismissal (Drury, 2019). These issues have been happening all around the world, Spain, Germany, USA and Poland where workers are on strike over poor working conditions (ibid). GMB Regional Organiser, Steve Garelick stated that he is keen to see the changes from Amazon being made and the benefits of involving the Union (ibid) and until these changes are evident the situation will continue to speak against Amazon.

This article stated the issues of workers especially those who are working in Amazon Warehouses being poorly treated even those who are unable to work as much as before due to pregnant conditions. They should be given regular breaks and easier, less demanding duties and tasks for the health and safety of herself and prevent mistakes in the line of work.  By providing workers with a toilet break will not affect Amazon massively whereas, by urinating in bottles, hygiene questions will come about and whether Amazon is a safe working environment. This review will help to reach solutions and evaluate which is the best method in the best interest of Amazon and its workers. It will also help in coming up with a plan to prevent any further problems to the business. For example, by finding out information on workers protesting and going on strike Amazon are losing out on a lot of money and simply by changing their treatment to workers, employees will be happy to work and produce a good standard of work. Also, the review has given me a better insight on the issues Amazon workers face and what is being done already, which will help me in finding out alternative methods for Amazon to change.

Using decision making tools and techniques
SWOT analysis - This is used by many organisations to identify their internal and external strengths and weaknesses alongside recognise their external opportunities and threats (Sarsby, 2016). This helps in improving the service they provide and prevents any future problems from arising as they would be able to use the analysis and begin to plan ways to reduce any threats and weaknesses which could harm the organization’s development. This also helps businesses to seize any opportunities they notice to better the company and use their strengths to their benefit.
	STRENGTHS
1. Currently, Amazon is the world’s largest online retailer (Dean, 2019) which results in stakeholders being able to invest in the company even further for better customer satisfaction.
2. Another strength Amazon has is Amazon Prime, this service requires a monthly payment where customers will get their orders the next day or even same day delivery. This is a strength as many retailers do not provide this service which helps Amazon build its customer service and satisfaction.
	WEAKNESSES
1. One weakness is due to the fact that Amazon is the world’s largest retailer (Dean, 2019) they have a very high standard for customers and the chance of making errors are higher as they can make mistakes which could lead them to losing customers to other online retailers if they fail to meet the needs of their customers. Hence it is extremely important for them to ensure each service they provide such as, Amazon Prime is running smoothly so no customer is negatively affected. If they fail to prevent mistakes, they would lose money from customers.
2. Another weakness Amazon face is that they provide a free shipping service to their customers which could be a potential risk factor of losing money and this will affect their own costs because they would not be able to fully optimize costs efficiently and margins will drop for them.

	OPPORTUNITIES
1. Amazon are currently only an online retailer however they have the opportunity to open up branches for customers especially those who might not be able to operate technological devices to be able to purchase online. However, this way a larger audience is being built. For example, the elderly may find it difficult to use laptops and phones and rather go to the store. Another benefit of having a store is people can look at the products properly rather than having to guess its quality and need to return. This would increase profit because more people will shop online and also in store.
	THREATS
1. Amazon is an online market where almost every item can be purchased online. However, it is not the only online service in the world. Amazon has many other competitors such as eBay, Walmart and Costco which means many customers may purchase from these online markets if Amazon do not deliver their best service - resulting to loss of profit.  
2. Another threat Amazon often experiences are fraud where individuals are using other people credit card information to order large quantities of products without Amazon verifying the order. This leads to Amazon losing stock as well as having to refund the individual whose card was being used. This is a way Amazon significantly lose out on stock and money. To prevent this, Amazon should increase the security on payments by contacting banks to verify the order and identity of the individual.



PMI (Plus-Minus-Interesting) is an approach that focuses on three perspectives which are the positive or pluses, the negative or minuses, and the neutral or the interesting (Sharma and Saarsar, 2017). The pluses are linked to the benefits or advantages of a certain topic whereas the minuses are linked to the disadvantages (ibid). The interesting are linked to the points that are not considered to be good or bad but are regarded as neutral (ibid).
	Plus
	Minus
	Interesting

	1. Good wages
2. Transport is available
3. Holiday pay is given
4. Flexible hours

	1. Heavy overload of work
2. Temperature varies at workplace
3. Short breaks

	1. Different locations
2. Pay is double than minimum wage.



The fishbone analysis is a tool also known as the cause and affect diagram / Ishikawa diagram which is used to identify any possible causes to a problem (Wealleans, 2001). Through this visualisation tool - organisations aim to find the rooting factors and work towards reducing the main aspects such as the environmental causes, the financial issues that contribute and then they work to prevent any further damages occurring negatively affecting the business. 

 Not investing enough on recruiting more workers to reduce the workload and prevent injuries and lack of motivation 
Workers are being given the wrong tasks affecting the health and safety of the organisation. 
Lack of motivation due to excessive workload and inadequate break times. 
Insufficient working conditions; inappropriate room temperatures 
Lack of equipment and facilities such as lifts which results in injuries and time lost. 
Inadequate training provided such as manual handling and other safety training causing injuries 
FINANCE 
PEOPLE
ATTITUDE 
ENVIRONMENT 
ACCESS
TRAINING 
POOR WORKING CONDITIONS FOR AMAZON WORKERS 




Proposed solutions for my chosen problem
Proposed Solution 1:
One solution could be to hire more staff so there is not an overload of work for one individual and the work is handed out accordingly which will benefit the employees as they would not be under pressure to finish on time. This reduces the risk of employees sustaining any mental or physical injuries as work will not be too tiring and responsibilities are shared equally. This would also improve the attitude and motivation as employees will be confident in getting the job done before their shift is over and have enough energy for the whole day. However, although it would mean that employees are being treated better at work, it would leave Amazon at a disadvantage as it would need to pay more wages and lose out on money. As a result, they may not be able to invest in the business as much as before and this becomes a threat to the company. Due to this they would not be able to seize any opportunities because of the lack of money and so investing in opening up branches and growing the business further would become difficult.

Proposed solution 2:
The alternative solution could be to assess the employees regularly through observation sheets and having mentors.  Firstly, an employee would be observed on their role, then assessed on how good they performed the role, and finally evaluated at the end to see if any changes to their role is needed to be made. This should be done frequently where their progress is being reviewed and gaps in skills and knowledge can be identified. Once supervisors recognise the strengths and weaknesses of each worker, they can make changes and adjustments where each role is given to the best suited person. For example, if a worker is struggling with lifting boxes and is better at sorting Post Codes, and another is faster at transporting parcels then their role should be changed. This would ensure the workers are happy and not in any harm of getting hurt and also helps Amazon in preventing mistakes. Also, by identifying the strengths and weaknesses, rather than having to hire more staff more training can be put in place so gaps can be closed, and employees improve in their role. However, the problem with this is that it is time consuming and would need funding to have these training programmes. It could possibly cause delays in work as rotas would need to be amended accordingly to the training programmes. It also means Amazon would need to invest money and time to monitor staff to ensure the environment is safe and appropriate and supervisors may not be able to have time to regularly check on staff and mentor them.

6.       Evaluate it (disadvantages and advantages to both solutions)
The proposed solution of hiring more staff has many more benefits than weaknesses in comparison to solution two of regularly monitoring staff and changing their roles. By hiring more staff, the health and safety concerns such as overload of work causing stress and physical pain will be reduced. This will prevent any critics from investigating the concern of Amazon treating workers poorly and violating the Health and Safety at Work Act. Although more money will be used in paying the wages of employees, it is far better to do this than allowing workers to suffer mishaps. This could lead to injury claims at work and could possibly lead to Amazon losing a lot more money paying compensations.

Whereas proposed solution two will waste time in assessing staff and then having to waste money on regular training to prevent injuries. However, by having more staff and training them once on aspects like manual handling, the risk of them sustaining injuries will be low because they won’t be under any pressure of overload of work and can carry out their tasks efficiently and more effectively.



7.       Review and monitor the plans for proposed solutions
The proposed solution was to hire more staff so there is not an overload of work and employee’s health would also be improved as they would not need to work harder in order for the jobs to be complete. To review and monitor this solution I will use a table which demonstrates the time period to see how it has been progressing over the time and whether an improvement has been identified. I will also put in the number of staffs hired and lost due to injuries or poor treatment and then state how it has impacted the business. Through this table I will be able to see if there is a decrease in employees leaving which will give me a positive result of less people leaving because of poor treatment and work overload.
	Period
	No. of staff hired
	No. of leavers
	Reasons for leaving
	Impact on Amazon

	0-3months
	150
	50
	Overload of work
	We had to hire more staff which resulted in losing more money on wages.

	4-6months
	100
	30
	A few injuries from work.
	We had to grant employees leave to recover and a few more workers to fill gaps.

	7-9months
	90
	27
	Personal reasons
	We didn’t not need to hire as many staff and there was less accusations of amazon treating people badly.

	10-12months
	70
	18
	Contract came to an end.
	 We had the opportunity to employ other people and this changed people’s perspective of amazon workers.



8.       Conclusion
To conclude, Amazon has portrayed a bad reputation of inadequately treating their staff. Recent articles show that there have been multiple protests held in different areas of the UK for a change in the working conditions of Amazon employees. However, so far it has fell on deaf ears as no changes have been made. Therefore, having examined the origin of the organisation and exploring its strengths, weaknesses, opportunities and threats I came up with the proposed solution of hiring more staff to reduce the workload and prevent anyone from sustaining injuries with a review and monitor plan to see any progression made.
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