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Executive Summary
Research was carried out into key changes that were implemented by Amazon as result of the pandemic. Some of these key changes included a large increase in the workforce. Amazon sales went through the roof during the pandemic and as a result many warehouse and delivery drivers were required. A further change that the report focuses on the further introduction of robots. The report reviews how Amazon already thrives in the use of technology and innovation. These processes have been further improved and carried to new heights since the pandemic. Models such as Lewin’s three stage model, Lewin’s resistance theory, Kotter’s model of change, Maslow’s hierarchy of needs and the Stakeholder Interest grid are a few of the change models and theories that have been analysed in the context of the organisation Amazon. The report evaluates how effective these models and theories are, it discusses whether Amazon supported its staff during the implementation of these changes. Conclusions drawn within the body of the report, emphasise that there is a lot more that Amazon could have done for the welfare of its staff. Recommendations are made that Amazon should adopt a model that puts the employees at the heart of the organisation. Amazon need to spend more time and money ensuring that the working environment is safe and comfortable for its employees.
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1. Introduction
1.1 This report will provide an analysis and evaluation of the organisation Amazon. According to Harris, (2020), Amazon is a very successful online business that sells literally everything from nappies to electronics such as treadmills, Amazon is part of many industries and continues to grow, some examples include cloud computing services, a supermarket and many more. All organisations have been impacted by the pandemic. Amazon however saw a very positive impact. ‘’Amazon is often described as an e-commerce behemoth- but the company is much more than a place to shop. ‘’ (Miranda, 2020). This was very evident amid the pandemic. This report will discuss the changes that Amazon were forced to make during the pandemic. The report will also evaluate what change management models and theories were applied to implement the changes. In addition, resistance to change will be discussed and the report will review how effectively Amazon managed the changes. Recommendations will be made on how Amazon could have done things better and finally conclusions will be drawn.







2 Main Findings
2.1 Main Changes that Were Made My Amazon Due to The Pandemic
2.1.1 As identified in the presentation, one of the key changes that Amazon made because of the pandemic was increasing its workforce. Palmer, (2020), stated that the company took on board almost 175,000 new employees, this gave a grand total of 876,800 people employed by the organisation. It was understandable that more people needed to be hired, according to Curry, (2022), statistics identified that more than 2 million people had now signed up for prime, more than 55 million echo devices were purchased by customers. Even more shocking, as stated in the statistics by Curry, (2020), a revenue of 336 billion was made that year, this ranked Amazon at third place in the whole world. Due to these high demands and increase in customers, it was inevitable that a bigger workforce was required. However, with a bigger workforce, came a whole different level of problems and issues.

2.1.2 Bray, (2020), once an employee at an Amazon warehouse, in his statement explained how during COVID, safety already posed high risks at the organisation. With an increased workforce, this seemed to make the situation even worse. Anna, (2020) also supported this view, she also made huge accusations against Amazon, stating that working conditions were very unsafe, there was even a shortage of masks, and they were working long tiring hours and they felt increasingly uncomfortable with the rising covid cases. It was clear here that Amazon had taken an emergent approach to make this change of increasing staff levels. Shaw, (2021), discusses that an emergent approach is one that occurs when a change occurs, a change that cannot really be planned for. One may question here, is there a better way that Amazon could have addressed this increase in workforce? BBC, (2020) stated that after complaints were coming in thick and fast, Amazon decided to up their game to keep their employees safe. They introduced some safety measures in the form of electronic devices. As BBC, (2020) reported, this consisted of a device that would raise an alarm when social distancing rules were broken. Amazon may have felt that they were doing the right thing but there were a lot of criticisms. People claimed the battery would die too quick and that people would not want to wear this device. The situation just didn’t seem to be improving. Amazon should have carried out a force field analysis. According to Hayes, (2022), p.19, a force field analysis allows organisations to identify what employees would be motivated by and what they might resist to. Had this theory been applied effectively, maybe Amazon could have made introduced the safety procedures prior to hiring vast numbers of new employees. On the other hand, as identified by Brent, (2020), there are disadvantages to the theoretical model too, not everyone will agree, individuals will have different opinions so it will be difficult to create an effective plan of where to go next. 
2.1.3 As stated by Hayes, (2022), p.48, an incremental change aims to better the existing components of an organisation. In Amazon’s case this was to improve the efficiency of delivering customer products on time, they were struggling to meet delivery times due to increased volume of sales but a lack of employees. It appears that Amazon assessed the situation to require an incremental change, but in fact, one may question should they have considered a transformational change. For yes, they resolved the issues of deliveries, but they added to the problems associated with Covid and consequently staff felt unsafe in the situation that arose form the changes. Although 

2.2 A Further Change Implemented by Amazon
2.2.1 According to Masini, (2021), machine learning and artificial intelligence plays one of the key factors in Amazon’s success. During the pandemic, this technology supported them to face the many challenges that a lot of organisations found themselves up against. Davies, (2021) the companies Vice President highlighted some of the challenges that Amazon faced; Amazon’s sales had surged as other stores closed, this put further pressures on Amazon one of the only remaining stores that provided everything. This was great as business was thriving for them, on the other hand they had problems arising with the immense orders and worry about how items will be delivered to customers, plans were made to shift production to inhouse warehouses, so logistics were altered completely. According to Palmer, (2020), Amazon’s fulfilment operations were its biggest life saver but at the same time she also noted that it was one of their biggest curses too. As stipulated earlier, it was successful, but it caused further complications in terms of putting staff at higher risk due to crowded warehouses. It appears that in applying Lewins’s three stage model, maybe Amazon failed to consider the third stage fully? Mulholland, (2021), states that the refreezing stage requires one to refreeze the status quo. However, he also states that this does not imply that all has been actioned and the organisation can stop there, the model requires the status quo to be reviewed, is it working? Have Amazon achieved what they set out to achieve by implementing these changes? Are the employees happy? Evidence indicates that staff are still not happy, these new changes may have resolved one issue but created many others. 
2.2.2 It might have been beneficial here for Amazon to consider a model such as Kotter. According to Mulholland, (2021), this model takes you away from the change itself but emphasises the people that are at the midst of the change. The model requires you to set out a clear vision to support the change and put measures in place to ensure that the change is successful, it helps you to adapt accordingly based on the surrounding environment. A strategy can be implemented to ensure the constant review of changes implemented and further changes made where necessary. Amazon appear to have plunged forward with a strategy without looking at the bigger picture or the effects of the changes that were being made.  Palmer, (2020) stated that Amazon has faced a lot of scrutiny in terms of how workers were treated during the pandemic in the warehouses. Whilst reviewing Kotter’s model of change, there are some drawbacks to the model that one needs to consider. As stated by Status Net, (No Date), although the model can be useful in the planning stages, one must appreciate here that feedback plays a very crucial part in this model.  Amazon seemed to have failed to gather feedback during or after the implementation of changes on how things were progressing. Evidence has already indicated that there was scrutiny from staff and so changes were made, but these actions only took place when the scrutiny made the papers. One must acknowledge here that Amazon is a very large organisation and during the midst of the pandemic, it developed an entire set of its own problems, it became very difficult for the organisation to consider everything and everyone. Sometimes change is not needed but it’s a desire, in Amazon’s case they were reacting to a situation that was very much out of their hands, could they really have done any better even if they tried? One may point the finger at leadership here style here. 
2.2.3 Harries, (2020) identified that new technologies were to be implemented to aid this issue of workers not being appropriately looked after. This introduced a wearable device as mentioned earlier to enforce social distancing. Furthermore, the Guardian, (2021) stated that Amazon did increase the hourly pay rate by £2, one may question here, was that keeping the staff safe or was it merely an incentive to keep them quiet and working. Efforts were made to implement more safety, but did this come too late? 

2.3 Amazon Stakeholders
2.3.1 As discussed in Mullins Lecture notes, (2022), the stakeholder Power Interest Grid can be quite an effective tool in analysing the company stakeholder groups. The model tool highlights which stakeholders will have the most power and which ones need to be considered and kept informed the most. According to Lea, (2019), some of Amazons key shareholders consist of the guys right at the top. This tends to be the case in big organisations. However, during a global pandemic, would the employees that are working day and night to keep business running, not one of the most important stakeholders? It is evident here that Amazon’s stakeholder analysis is not up to date. A power interest grid matrix should have been compiled to reflect the situation in the current times. This again supports the fact that safety and interests of staff was compromised to keep the customers happy. Even though the stakeholder Interest grid is a very useful tool to apply in an organisation, it can be a complex tool too. MBA knowledgebase, (No Date) discusses how the tool is only effective if a business has really taken out the time to get to know its stakeholders well. This would include developing a good relationship with them. If this is not the case, then often, businesses make the error of mapping their stakeholders on the grid incorrectly. This can have huge implications; many stakeholders already are likely to have conflicting opinions and views. One may question here how accurate Amazon got their stakeholder grid.
2.3.2 Amazon being such a successful business without a doubt has productive strategies in place. It clearly adheres to specific frameworks, what poses some doubt is to what extent are employees supported with the acts of change. It has already been discussed that a lot of changes were made my Amazon during the pandemic, but there is not much evidence to suggest that staff were fully informed or supported through the many changes. Arthuraliya, (2021), evaluates the effectiveness of Kanter et al theory and model. Kanter’s theory consisted of 8 defined steps. Amazon appeared to be doing well till we arrive at stage 4 and 5, these include informing all involved the proposed new vision and then demolishing any barriers that may exist. Amazon failed to communicate effectively to the employees and ensure their safety during the pandemic while they implemented the new changes to reduce impact on the business. 

2.4 Artificial Intelligence, New Technology & Innovation
2.4.1 As mentioned previously, new innovations have played a big part in Amazon’s success. As Davies, (2020) stated, it was not just the social distancing device that was implemented, in addition, a virtual environment was created where teams around the world could collaborate and share information and ideas in real time. This worked very effectively in Amazon and seemed to support all other processes. This virtually adapted community seemed to keep the company alive. Curry, (2022) statistics concluded that in 2020 Amazon made profit equating to 23.3 billion pounds, this is phenomenal and the highest it has ever been. Amazon is hovering over other companies, in terms of market share for its innovative products.  ADKAR’s change model comes into play here. There is evidence that suggests that with the implementation of the new changes, this model may have been applied. According to Mulholland, (2021), the ADKAR model is an effective way to plan not just for the organisation but on an individual basis too. It consists of five main goals to achieve. These 5 stages include awareness, desire, knowledge, ability, and reinforcement. All stages seem to have been concluded well except the final stage. Questions are raised in the reinforcement stage- this involves reviewing outcomes and offering necessary support and incentives where further change or appliance is required. Amazon appear to have failed to follow this through. It has already been discussed how innovation has led Amazon to high places, but what about the negative implications of this exciting new technology? One must note here, there has been criticisms of the ADKAR model, although we have seen and discussed how it can be an effective tool when planning change, at the same time it has negative elements. According to Smith, (2019), the ADKAR model is not suited to every company, it is likely to be beneficial to a company who wishes to apply a total package. On the other hand, the more complex companies that need to consider other elements and develop more precise and complicated processes may need to re-visit another model. This may be a very valid reason why certain aspects were missed with Amazon, maybe the model was not applicable in Amazon’s case. Amazon’s infrastructure is more complicated then most businesses and the scale that it grew during the pandemic makes one question whether some of these basic theories and models are applicable.
2.4.2 According to Vaitheeswaran, (2021), the Economist Editor, ‘’Innovations happen from the ground up.’’ This seems to be exactly the situation with Amazon, in their warehouses they have operating robots at a higher scale than any other online retailer at this present moment in time. In fact, according to Harries, (2020), employees remain in one place whilst robots bring them the products. This seems fantastic, indicating that product processing times must be very fast and efficient. 	However, in reality a very different picture is portrayed. Harries, (2021) has carried out his own research and identifies that standing in one place for so many hours can have a very negative impact and cause serious back problems. In addition, workers are having to work even faster to keep up with the speed of the robots which can lead to many injuries and an unsafe environment for staff to work in. This suggests that the employees that are left to operate and work with these robots daily, require more support and attention, it seems they have been neglected.
2.4.3 During the pandemic, the number of these robots were increased dramatically, according to BBC, (2020). It is recognised that this was essential to handle the increasing customer demand for products. BBC, (2020) also stated that Amazon had become a Red Cross during the pandemic, providing essential products and services that no one else could. Amazon has created an online Go Store which is here to stay for the longer term. As discussed previously, the growth in robots put other strains on employees, workers were still required to work with these robots. Evidence collated has already demonstrated that employees were resisting change. As highlighted in Mullins Notes, (2022), there are many types of resistance. The key types of resistance that Amazon staff portrayed is technical and individual and possibly cultural. Every organisation has its organisational culture, during the pandemic maybe this culture was compromised. 
2.4.4 According to Cuaofano, (2022), it is vital that the organisation get the culture right. Schein’s model of Organisational Culture can play an important role here to ensure leaders make the right decisions. The framework set out by the model help leaders to evaluate the culture and its effectiveness. Amazon have a very distinct culture; it is apparent that they need to pay more attention to existing cultures. On the other hand, one may argue here, that it is almost impossible to find time to do this in the middle of a pandemic where action is needed almost immediately. According to Ukessays, (No Date), the model may not be suitable for some organisations, Amazon is perceived to have quite a few differing cultural environments due to the scale of its operations. Therefore, it may be difficult to assess where some individuals fit in.
3 Recommendations
3.1  Key recommendations that can be derived from this report are as follows; firstly, Amazon needs to consider some alternative change management model, evidence has indicated that not all models are suitable to the type of organisation that Amazon is. The ADKAR model appeared to be an effective model; however, the report has highlighted that Amazon have failed to consider and take on board all stages. Amazon would benefit from involving the actual staff in the change process, they need to ensure that they are not just implementing changes but reviewing the changes to see how effective they are and whether they are causing other issues that need to be addressed. 
3.2 A key recommendation for Amazon is that they need to be more aware of staff feelings. It is understandable that changes were necessary, but evidence highlights that in the change models that were applied by the organisation, there was no sufficient support for the staff. They are likely to improve relations with staff if they consider a model of motivation and wellbeing for implantation of changes. A good model to consider would be Maslow’s hierarchy of needs. According to Wahome, (2022), feeling safe and secure is one of the basic needs of any human being. Reviewing evidence, it was clear that staff felt very unsafe during the pandemic. Amazon would highly benefit from taking an approach where their staff are always at the top of the priority list and following this basic model to get things right. 
3.3 Finally, a third key recommendation is that Amazon should consider an element of training or implementing support and care packages for those that work long hours in the warehouses with the robots. The report has highlighted some concerns amongst the staff working alongside the robotics. Staff feel that they are standing for long continuous hours in one place, and they are having to work very fast to keep up with the speed of the robots. Amazon need to re-visit these processes and look at ways that they can make the working environment more comfortable for its employees.
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4 Conclusion
In conclusion, the report has highlighted that Amazon have been hugely successful during the pandemic. Where some businesses unfortunately suffered terrible losses, Amazon’s profits soared putting them right at the top in online sales. In fact, their sales increased at such a fast rate, that immediate changes had to be made. Amazon were employing new staff by the hundreds and purchasing new robots to assist in the warehouses. These changes certainly resolved certain logistic problems and ensured delivery times were improved, but on the other hand the changes caused further new issues. Staff that were working in the warehouses felt very unsafe, they felt very out of the loop and uncared for during the pandemic. Amazon need to ensure the well being of its staff and ensure that the are at the heart of any changes. It is the staff that make the business what it is today. Amazon clearly need to put new processes and models in place to ensure that the staff are satisfied and content and have a safe environment to work in. This is something they will reap great rewards from in the long-term.







4.1 Appendix
Appendix 1- Amazon Statistics and Financial Information
Amazon key statistics
· Amazon generated $386 billion revenue in 2020, making it the third largest company in the world by revenue
· Amazon Web Services was responsible for 11% of that revenue
· Amazon earned $21.33 billion net income in 2020, around half of which came from AWS
· Over 200 million customers subscribe to Amazon Prime worldwide, with 147 million in the US alone
· Amazon Prime Video had 175 million users in 2021, while Prime Music reached 55 million in 2020
· 55 million Amazon Echo devices were sold in 2020














Amazon revenue
Amazon is the third largest public company by revenue in the world, behind Walmart and China’s Petrochemical Corporation. It saw a 37.6 percent increase in revenue in 2020, its largest percentage gain since 2011, partly due to the coronavirus pandemic.

Amazon annual  Revenue
	Year
	Revenue

	2005
	$8.4 billion

	2006
	$10.7 billion

	2007
	$14.8 billion

	2008
	$19.1 billion

	2009
	$24.5 billion

	2010
	$34.2 billion

	2011
	$48 billion

	2012
	$61 billion

	2013
	$74.4 billion

	2014
	$88.9 billion

	2015
	$107 billion

	2016
	$135.9 billion

	2017
	$177.8 billion

	2018
	$232.8 billion

	2019
	$280.5 billion

	2020
	$386 billion






4.1.1 Amazon Prime US subscribers
	Year
	Subscribers

	2016
	38 million

	2017
	60 million

	2018
	93 million

	2019
	103 million

	2020
	118 million

	2021
	147 million












Amazon Fire TV market share
Even though Roku is the leader in the US, Amazon’s Fire TV is the most popular connected TV device, even surpassing gaming consoles in sales. Google’s Chromecast has failed to live up to its early success, with Samsung’s connected TVs in second place.
	Brand
	Sales
	Market share (%)

	1. Amazon
	13.2 million
	12.1

	2. Samsung
	11.9 million
	10.9

	3. Sony
	9 million
	8.2

	4. Nintendo
	8.4 million
	7.7

	5. LG
	6.5 million
	5.9

	6. Roku
	6.3 million
	5.8

	7. TCL
	6.2 million
	5.7

	8. Hisense
	5.1 million
	4.7

	9. Other
	42.5 million
	39.1






Amazon profit
Amazon was considered a low-profit venture for the first decade and a half of its existence, with CEO Jeff Bezos reinvesting most of Amazon’s profits back into the company. This is no longer the case, with highly profitable segments like AWS pushing the company’s total profit above $10 billion in 2018 and over $20 billion in 2020.

	Year
	Profit

	2005
	$359 million

	2006
	$190 million

	2007
	$476 million

	2008
	$645 million

	2009
	$902 million

	2010
	$1.15 billion

	2011
	$631 million

	2012
	($39 million)

	2013
	($274 million)

	2014
	($241 million)

	2015
	$596 million

	2016
	$2.37 billion

	2017
	$3.03 billion

	2018
	$10.07 billion

	2019
	$11.58 billion

	2020
	$21.33 billion
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