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Amazon is a multinational American business which was founded by Jeff Bezos in 1994. The organisation is guided by four main principles which are customer obsession rather than competitor focus, a passion for invention, commitment to operational excellence, and long-term thinking. The organisations structure is hierarchical, this is a system where peopleare arrangedaccording to theirimportance within the organisation. The senior management team is made up from two CEO’s, three senior vice presidents and one worldwide controller. This small group of people are responsible for overseeing vital aspects of the business, by then reporting this information directly to Amazon CEO and founder Jeff Bezos.

It is highly important for an organisation to understand behaviour, “Organisational Behaviour as a systematic study of the actions and attitudes that people exhibit within the organisations,”(Robins, 2009). There is an increasing demand for managers not only to understand technical skills but to also understand people skills. The CIPD (2019) has emphasised the importance of managers understanding the Culture and behaviour of it’s organisation as it is now a core knowledge of the CIPD new profession map (2019). As understanding people is the essence of an effective organisation, and a critical part of the study of organisational behaviour is the development of managers. 

According to Mullins (2016) management theory is important, as an understanding of the development of management thinking helps to understand what principles underline the actual process of management. This can then help decide what are the main issues to give attention too. By understanding management theory it is easier to cope with changes within the organisation. To be a successful manager it is important to understand these issues. 

Jeff Bezos management style is data-driven, “management is a system of authority within an organisation,” ( Needle, 2015). Over the years Amazon has been critiqued for it’s management approach, but as an organisation it emphasises the leadership principles that they as a company look for when hiring. Customer Obsession is one of these principles, leaders are encouraged to start with the customer and work backwards. Leaders must ensure their customers trust them and should not concentrate only on their competitors, but ensure customers are their main priority. Ownership is another principle, this principle emphasises that managers as leaders need to think long term. Instead of looking for short term results, management should strive for better long term results. Amazon emphasises that managers are the backbone of the organisation and must work on behalf of the organisations needs. 

Another example of Amazons leadership principles which demonstrate their management approach, is the principle of hiring and developing the best of the best. Managers are encouraged to develop their skills and recognise talent within their workforce. This gives employees a chance to move up within the company by receiving promotions whilst also motivating them. A motivated workforce is key to an organisations success, by management giving employees a chance to better their skills and position within the company this can lead to less turnover and a happier workforce. Monitoring performance is also key to understanding certain trends within the organisation and to understanding the workforce. Managers in Amazon conduct regular appraisals with their staff and monitor their performance very closely, which shows good performance management. Performance management is a “set of interconnected practices to ensure that a person’s overall capabilities and potential are appraised”, (Strebler, 1997).

However there is limitations to this principle that Amazon emphasise. Amazon has been critiqued harshly over the years regarding their management approach being too harsh. Amazon has been accused in the past of having a high pressure workplace climate, and the management style has not been described as stated above but instead described as bullying. An example of this form of management bullying, is that the worst performance worker of that current year gets singled out by management and ridiculed for not being good enough. This form of management culture incentives employees to work hard but also encourages others to bully and humiliate other members of staff, (Bratton & Gold, 2017). 

This approach to management Amazon takes can be seen as Taylorism. Frederick Taylor (1947) devised this form of management, it is the theory of optimising the level of work and productivity in an organisation through its employees. Taylor believed that employees should be controlled by giving orders and discipline similar to how Amazon functions, with it’s constant performance review and strict set of rules. By rationalisation of production process and division of labour it de-skills work for employees, this is the main objective for Amazon. An article done by New York Times (2015) criticises Amazon on “how far can it push white collar workers,” emphasising the Taylorism approach to management. “Organisations are turning up the dial, pushing their teams to do more for less money, either to keep up with the competition or just stay ahead of the executioner’s blade,” (Clay Parker Jones, New York times, 2015). 

Bureaucracy is another form of management approach Amazon can be seen as using, as this form of management is largely used in many large scale organisation today. Webber (1964), suggested that the reason for a bureaucratic organisation is to be superior over any other organisation, which is Amazon’s main goal. Webber (1964) highlighted that the clarification of tasks and responsibilities within the structure of management is what is crucial to structured and organised organisation. Amazon displays characteristics of bureaucracy as it is based on a formal clearly defined and hierarchal structure. Tasks are allocated to employees in relation to their position within the company, with a clear cut division of labour with a high level of specialisation also. Amazon do highlight the four main features of bureaucracy, which by Stewart (1999) are the main factors of a bureaucratic organisation which are specialisation, hierarchy of authority, a system of rules and impersonality. 

An example in the Guardian article by Yuhas (2014) shows the harsh management style of Amazon. In 2011 workers at an Amazon warehouse in Pennsylvania described debilitating heat and distance, stating that the company kept ambulances outside for employees who suffered from heat stroke and exhaustion due to the company not providing air conditioning. Other examples show that certain employees stated that after suffering serious medical issues such as a miscarriage and cancer were forced to leave the company, instead of giving time to recover they were sacked, (Bratton & Gold, 2017). An ex employee of Amazon described the place where “nearly every person I worked with, I saw cry at their desk,(Bo Olson taken from New York Times, 2015). 

Amazon is orientated around making money and does not take it’s employees needs into account. Mangers work their employees like machine and do not take into account personal situations. An employee who had breast cancer was told that she was put on a “performance improvement plan”, which according to employees is code for in danger of being fired. This was due to the fact difficulties in her personal life were interfering with her work obligations, (New York Times, 2015). Amazon is highly performance monitored driven that a mother of a stillborn child had to leave Amazon, after going through a traumatic experience she was told to make sure she stayed focused on her job,(New York Times, 2015). This is direct discrimination as it goes against the Equality Act 2010 in relation to Pregnancy and maternity. It is unlawful to discriminate a woman who is pregnant.

Motivational theorists influence many organisations and give a structure to managers on how to motivate their workforce efficiently. “The relationship between the organisation and it’s members is influenced by what motivates them to work,” (Mullins, 2016). The more highly engaged a workforce the more motivated to succeed.

Amazon has tried to motivate it’s workforce by using a extrinsic motivation reward system, which is offering tangible rewards to employees such as salary, promotion and conditions of work. In this case Amazon has raising its minimum wage in the US to $15 an hour. This is in contrast to intrinsic motivators which are physiological rewards, such as the opportunity to use ones abilities. Although at the start Amazon was praised for this action, many employees have come forward in stating that this increase in wage has motivated them less. According to the Guardian (2019) this increase in wage has resulted in the elimination of other incentives such as bonuses and stock options within the business. In theory employees are not earning more but less as now they do not receive the extra incentives as before, resulting in lack of drive to carry on within the organisation. 

Maslow hierarchy of needs (1943) is highly used theory that is used to understand individuals and what motivates them. Maslow (1970 ) proposed that individuals experience a range of needs, and will be motivated to fulfil whichever is most important to them. In this theory human needs are arranged in a series of levels, in a hierarchy of importance. Most important is self actualisation needs which is the need to develop a person’s full potential. Secondly is esteem needs which is having self respect and respecting others. Thirdly is love needs which is having a sense of belonging, fourth is safety needs which is the need for security. Lastly is physiological needs which are needs that are basic to our survival for example water. 

Amazon as an organisation are not fulfilling the first two basic needs of motivation which are physiological and safety. In order to move up Maslow emphasises that the lower order needs to be dominant until they are at least mostly satisfied. Amazon is not fulfilling it’s employees physiological needs as the Guardian (2019) article states that employees work in extremely hot conditions within the warehouses and are refused free water. To make room for more stock they got rid of refrigerators containing cool water and now employees must being their own. “Physiological needs are those that must be satisfied to survive, food and water particularly,” (Boddy, 2017). Due to this employees were suffering from heat stroke and collapsing.

Safety needs are not being fulfilled either as although Amazon offer a $15 minimum wage an hour, employees are still suffering due to unsafe and poor working conditions. According to the Guardian (2019) work report injury claims due to unsafe work environments are being over looked by managers, although there being an increase in the number of employees suffering from an injury at work. An employee was dismissed after suffering an injury from work where a large box fell on her head, after raising concerns to managers earlier that the way the boxes were stacked posed a safety threat. Mangers are suffering from employees leaving the organisation due to poor working conditions, there is no motivation for employees to stay. 

Herzberg two factor theory (1959) is related to the nature of a persons work, it is the link between motivation, job design and satisfaction, (Mullins, 2016). The first factor is maintenance this is related to job context and is concerned with the job environment, for example salary. Amazon are motivating their employees with a high minimum wage, but are not motivating employees with good working conditions. To achieve motivation from employees basic needs that revolve around the job itself need to be met, according to Herzberg. The other factors of maintenance are job security, a high level of quality and supervision, company policy and interpersonal relations. 

The second factor is motivators, these serve to motivate the employee and improve their performance. To motivate employees managers must recognise achievements, give employees a sense of achievement whilst also giving them responsibilities. This can then offer employees the chance to grow within the organisation. Amazon does not recognise their employees achievements, although performance is monitored regularly employees do not get praised for their hard work. Employees of Amazon stated in a New York Times article (2015) that most of the time their work is never good enough. An employee of Amazon stated that he received a harsh performance review from his manager, with a half hour lecture on every goal he had not fulfilled and every skill he had not yet mastered, (New York Times, 2015). 

Amazon has a clear lack of understanding in regards to motivating their workforce, with many employees finishing within the company due to unfair treatment. Managers are not understanding that these factors are important as motivators and are necessary to reduce employee turnover. “Management should never deny people proper treatment at work,” (Mullins, 2016). 

The process of perception and communication is at the root of understanding, behaviours and actions according to Mullins (2016). It is highly important that managers understand the importance of perception and communication. Amazon mangers only take into account relevant information which is important to them and ignore lower level information which come from employees. This perception is selectivity and attention. For example when employees of Amazon raise a concerns regarding working conditions to managers, they tend to forget the information given as it as not as important to them as increasing productivity. 

Amazon managers struggle with interpersonal communication which is how people communicate. Managers do not take into account the way they communicate with their employees and tend to not meet in person regularly, only when conducting performance reviews. By doing this they cannot take into account the importance of understanding a persons body language within a situation. Most employees have stated that their mangers communicate to them mostly through email. This is not a great way to communicate, as regularly meeting with employees gives managers the chance to understand their employees on a more personal level.  

To conclude Amazon is a large scale organisation that is highly driven to achieve it’s goals, which is to become the biggest and best organisation in the world. Due to these goals it has been criticised harshly for it’s management approach and structure, which has effect the organisations image. But in-spite of this Amazon may not be the best place to work as an employee, but as an organisation it is still developing and growing everyday due to the strategies that are in place. 
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