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Introduction
   Amazon is an American multinational technology company founded in 1994 in Bellevue, Washington by the entrepreneur Jeff Bezos. It has started as an online market for books and expanded by selling  electronics, software, video games, apparel, furniture, food, toys, and jewelry. Also, Amazon has been dealing with e-commerce, cloud computing, digital streaming and artificial intelligence (Wikipedia, 2021). 
    The organization is among the Big Five company of U.S. It has been listed with other information technology companies, which are Google (Alphabet), Apple, Meta (Facebook), and Microsoft. The company has been referred as one of the most influential economic and cultural forces in the world (Jain, Jones and Thammasitboon, 2020). Amazon has been influencing economic and cultural forces within the world and become more valuable brand. 
   Today, after 25 years of activity, Amazon’s profits has reached the second place in the world, the company being valued at $1 trillion, after Apple, and it has the second-highest market valuation, after Microsoft.
    This report analyses the factors that influence the success of Amazon and the management style it applies in order to improve the activity and to become the world’s retail leader. 3

1. Amazon’s organizational performance
2.1 Why Amazon has decided to move onto physical store 
In 2018, Amazon has decided to move onto physical stores in order to make its expansion possible within retail sector. By 2021, the company has opened 89 shops in the United States and one in Kent, UK. The shop, which sells books, technology and toys, has opened at the Bluewater shopping center, near Dartford (Wikipedia, 2021).

 “Consumer expectations are super-charged and Amazon sees the opportunity to bring the physical store into the 21st century. Amazon’s shops will not and do not just replicate other retailers’ in-store experience. Instead, Amazon is highlighting all the friction points in the customer shopping journey and eliminating them as much as possible in its own stores. The online retailer is moving into the physical retail market, because it sees a spot for someone - Amazon – w   ho willchallenge the status quo” (Wikipedia, 2021).

   Another reason for why Amazon has moved onto physical stores is the growing of its ecosystem through store display of the products. It makes customers tastes and preferences get understood in more effective manner. Entering into physical store, Amazon allows to increase customer base within particular country. The company is able to form strong customer base, that helps Amazon in creating a personal brand like Symbol and Amaze Fit reach large audiences.

  Through making access possible for physical store, the shipping cost is reduced and, also, the  return process becomes smoother, as delivery agents are not required to pick the product up from the customer’s residence. These stores make sure that all segments of customers are targeted and product circulation cycle is developed. It helps in increasing customers benefits and making company like Amazon achieve its goals and objectives (Kawano, 2018).

    The shift to physical store makes Amazon offer convenience to its customers as it helps in fulfilling immediate requirements of customers effectively by offering them product which is required. It makes brand value increase more effectively. Amazon is able to let Customers Test Merchandise which helps in making customers understand about quality of product. This makes customers preferences to be fulfilled in more effective manner and Amazon with its variety of products is able to satisfy customers with their needs (Burns and et. al., 2019).
     
 
    2.2 Differences between Amazon’s physical and online organizational structure and performance

Nowadays, most of the worldwide retail stores run physical and online platforms, as well. This allows companies to satisfy more customers needs and to increase profits. People have option to go to a physical shop where they can see, touch and try products on and to buy it straight away or they can keep being at home or at the office and to purchase something new with just a click on the desired brand web site. 
It is indeed true that online shopping started to gain popularity against physical stores. According to Whistl research, 51% of British citizens prefer to purchase products online, compared to just 39% who like to go to the stores. The questioned people explained that online shopping offers more convenience, speed, variety and less costs. Avoiding crowds and not having to pay for parking were, also, some reasons up there on the list. (Whistl, 2021).
There are some criteria that create an image about the differences between Amazon’s online and physical stores. Based on it, we also can analyse the online versus physical store performance of Amazon retail. 
· Product. There are certain products that can be sold better in a physical store, as these items are perishable (for example, food) and can get spoiled or expired while delivered to the customers. In comparison to it, other products can be sold better online, as they all do not fit on the physical shop shelves. Usually, the products sold online are kept in company’s warehouses. 
    Amazon Bluewater shop sells about 2000 products rated more than 4 stars: books, fresh food, electronics, toys, games and homeware. The range of products is changing regularly depending on customers feedback and new released products. (Bluewater, 2021). Instead, there are wider range of products that can be easier sold on Amazon’s online platform. This includes clothing, electronics, groceries, beauty products, industrial and scientific suppliers, musical instruments etc. Amazon has 185 huge warehouses around the world, where a lot of products are safely and organized kept (Wikipedia, 2021). 

· Customer reach. In a physical store, a limited number of customers is reached, as people have to come in. As many researches show, people try to avoid paying for traveling, parking, want to save as much time as it is possible. That is the reason they choose to shop online more often than going to a physical shop. Also, more people worldwide can be attracted to buy products online, as it is possible to do whenever and wherever they are, with just a click on the brand’s web site. 
    Amazon has 29 physical stores, located in USA and UK. It means that people outside these countries are not able to visit its shops. Talking about the online performance, the company was ranked as the biggest online retail leader in the world. Covid-19 pandemic has also turned the success of Amazon to a new level - the sales in 2020 has increased up to 44% from the last year and 220% in 2021.

· Customer guidance. In a physical store, clients can be guided where certain products are located, which is different from an online platform. There are customers assistants around the shop that can help people to choose a certain product. Ordering online, people usually should know the name of the desired item and to search for it independently. Also, it is harder to contact and reach an online customer assistant. It takes more time to find the section where they can be contacted and to get an answer. 
   Amazon Bluewater shop in Kent made sure that the store will provide the best customer assistance, hiring more than 1300 instructed and well prepared people to work for. In the meantime, online platform of the worldwide retail leader provides a lot of information and guidance about ordering, returns/refunds or cancelling orders etc. The web site has a contact phone number customers can call and speak to a customer assistant (Amazon, 2021).

· Sales. The way products are displayed in a physical store attracts customers to buy more products even if they did not mean to do it when entering the shop. Marketing tricks and shop assistants professionalism can convince people to purchase some items even if not needed. The advantage is that clients get the product straight away, without waiting for it to be delivered at home. People can see, touch and try the product on, that means less confusion and dissatisfaction with the purchases. 
   The online shopping is different, as usually customers buy only desired products, those they were interested when accessing the web site. Also, people cannot see the product immediately, that leads to disappointment with purchases. They have the possibility to return the item or to have a replacement, but it takes a lot of time: packing the product, dropping it off at the post office, waiting for the replacement to come, waiting for the refund etc. 
   Customers visiting Amazon Bluewater London branch can enjoy a very big 4-star shop, which has around 5000 feet square. The store also provides click and collect service, pick-up as soon as the next day (Bluewater, 2021). Some disadvantages of having a physical store can be more money for renting a building, paying more staff to work in. At the same time, Amazon online platform provides free delivery and returns, which means some losses when customers are not happy with their products and want to return it (Amazon, 2021). 
· Prices. Sometimes, the prices can be higher in a physical store, as owners have to pay for the rent and the employers. Having an online platform can be cheaper, as it is not necessary to hire people to sell and promote the products. 
    Amazon has decided to keep the same prices in the physical and on the online platform, as well. The Kent shop products have a digital price tag used to ensure the prices are the same in-store and online. But, anyway, the online platform has to support the delivery and returns costs, which means more expenses.

2.3 Bluewater management team skills and task for operational effectiveness 
  Operational activities of a company can be improved by developing time management skills, communication, decision making and writing skills. An internal analyse of the organisation’s management style is the most important step to discover the strengths and lacks of the activity and the ways to change and improve it.  

  To make a proper analyse of Amazon’s Bluewater store operational effectiveness, the student team writing the report has carried out an internal investigation of the company. A member of the team has been selected as senior area managers and has been given the responsibility to deal with the non-management team of the shop. 
   Below there are some conclusions on the management effectiveness of Amazon Bluewater shop the student team has made during the experiment:
· The department was not properly organised and customers faced the issues to select right products from right place. The store was kind of massive where number of products were available, but not properly managed (Galli, 2020);
· The employers have a lot of responsibilities and work to do. It was noticed a lack of communication, team work, decision making, problem solving and leadership skills. As the communication in the team is the most important way to do the jobs and solve the problems, the operations of the store are directly affected due to the lack of it (Anselmann, and Mulder, 2020);
· Understanding problems skill, leading people and decision making skills are the key to success in running a business. The communication skills of the investigation’s participants were improved by sharing views and opinions with team members. It brings changes on behavior and influences people to make the right decisions. The equal opportunity of sharing information, given to members, makes them more confident and improve their results (Faller, Marsick, and Russell, 2020);
· The employees are main assets of organisation, that is why they have to contribute in completing tasks and jobs being properly motivated (Nilsen, and Sandaunet, 2021);
· Amazon Bluewater shop faces the challenge of lower sales and massiveness of products at the store due to which customers don’t get product in less time. The Lewin change model, that guides to accept changes in existing performance by following the stages of unfreezing, changing can be applied to implement new management style, if it is needed (Zehir and Özgül, 2020);
· An analyse of what customers think or demand while selecting any products should be applied. Providing the right details and guidance to customers regarding particular products can help to improve the operation and selling activities of Amazon Bluewater store. 
· Employee performance is rewarded by increasing the responsibilities, managers encourage staff to direct their efforts and make them to work with passion. Amazon using different factors that contributes to employee motivation – money, career development, employee benefits and the environment.

  The more highly motivated the workforce, the more likely success of organization in achieving its goals and objectives (Mullins and McLean, 2019, p.249). The management team has the most important role in motivating employers and increasing the organisation effectiveness. Amazon bases its activity on 14 principles of leadership that improve the work, encourage the staff to direct their efforts and give attention to every member of the team in order to reach the level of motivation. This makes employees to feel engaged, part of the team and willingly they invested in the organization with higher productivity. The lack of motivation motivated leads to underperformance and low customer satisfaction.  

       2.4 Methods and ways for staff performance improvement
  The staff performance of a company can be driven through different methods and ways, depending on the employees abilities, skills and needs. There are many theories that explain the organizational behaviour and show the keys to improve it.  
  For example, Maslow’s hierarchy of needs theory includes five main levels: physiological needs, safety needs, love needs, esteem needs and self-actualization needs. It says that when the lower need is satisfied, managers must give attention to the higher level of needs that seek satisfaction. If applied to an organisation, a good leader has to start from the bottom needs. It can include providing comfortable working conditions, working hours and breaks to satisfy the physiological needs of employees. The next level is to offer secure salary and job security, that affects the safety need of the staff. A manager should be accountable for the social needs of the employees and to make sure that they know each other, to encourage the teamwork, to be kind and provide work-life balance (Boody D., 2016). 
   The esteem needs of the employees can be reach by recognition. It means to appreciate when the job is done well and to offer them more responsibilities. Maslow thinks that when all from these levels are reached, the employee is in full potential and is on the top of the needs at self-actualization. A good manager can provide challenging work, involve workers in decision-making and give the flexibility in their work. According to Maslow, to progress in motivation, the lower needs should be met first, before higher ones. For some people, the needs can be reversal and the managers can meet some difficulties to influence and motivate the employees. Not every person satisfies their needs, especially the higher-levels at the workplace. All people are different, with different values and different needs for motivation. Some people are satisfied from higher rewards, while other people are satisfied from esteem needs. Sometimes the motivation does not improve the work performance, which means that needs and expectations from the people are different and the key to success is the applying of different motivational factors to find the best ones.
   Money is the main motivational factor at Amazon. The employees feel motivated to keep going and work hard for it. The Herzberg’s two-factor theory says that there are two factors that drives the work performance - hygiene and motivational factors. According to it, hygiene factors are used to remove dissatisfaction. At Amazon, this includes the salary, clear and fair company policies that includes flexible hours or work from home, safe and clean physical working conditions. Motivational factors, including recognition, growth and responsibilities, lead to higher satisfaction, that, respectively, comes from them performance. Amazon employees are raised and recognized for their accomplishments, promotions depend from yearly performance. Every employee has different task and responsibilities, being encouraged to feel innovative and creative. The work is challenging and interesting that makes employees to perform higher. The management team is free to apply different theories, taking into the consideration that the important point is to find creative way which keep employees permanently motivated.
    
    
2.5 Internal and external factors influencing the individual and group behaviour of Amazon’s team
    There are many factors that affect group cohesion and performance. They can be internal and external, influencing the behaviour and task motivation of the team members. 
   Amazon workers contribute a lot to the success of the company, as it has become a world’s retail leader. Management style of Amazon has been chosen properly to motivate people working for it and to improve the service quality and the work environment conditions. 
  Based on an analysis of the company activity, there can be noticed internal and external factors that have contributed to the Amazon’s employees motivation increasing. Below they are presented:
Internal factors:
· Corporate culture. A company has success when it works out on providing special staff uniforms to its employees, creating missions, company logos. Also, it can include good company policies, accorded to the law and health measures (such as Health and Safety rules), specified and motivating working hours, good conditions of work etc. A bonus system apart of the ordinary paid salary helps to increase the desire to work and the quality of the tasks done. Managers have to pay attention to give annual leave to their employees, opportunities for growth and to encourage every single member of the staff when the job is done well. They should be careful to avoid discrimination between workers and to make them trust the team. Trainings and rewards should be included on the list of priorities that lead to a higher productivity;
· Leadership. The relationship between leaders and employees is especially important for the motivation, personal and company’s success. Through encouragement, conversations and feedback, managers can daily motivate their team;
· Technology. Amazon provides the best and newest updated devices, software, apps and technological support to its employees. Also, the customer assistance helps clients to choose the best products they look for, online and in the physical store, as well. Good conditions of work due to an advanced technology saves time and money and lead to more productivity; (BBC, 2021).
External factors:
· Political. It means that the company has to respect the law when providing the environment for work. The taxes should be paid on time and the minimum wage should be always kept. Amazon raises the salary for its workers every year. Also, they provide trainings for the staff, update their machinery, safe equipment, that increase employee motivation and efficiency;
· Social. Consumers buy from retailers in all economic conditions, which leads to stability and guaranteed profitability. Table wages, quality of goods, an established market name, organizing internal meetings and communication lead to stability in different economic conditions,
· Legal.  Factors as discrimination laws, consumer protection laws for e-commerce companies and data protection laws affect Amazon activity. The application of it leads to security, quality and consumption (Amazon, 2021).







       














Conclusion
    As a world’s largest online retailer company in the world, Amazon has become succesfull due to an effective management and long-term strategy applied. Throughout over 25 years of activity, the company has managed to increase its revenues to $140 billion in 2021, up to 15% more than the previous year. 
Key success factors:
· Large products selection: Amazon sells a wide range of items, including software, books, beauty products, houseware, industrial and scientific products, food, musical instruments, food, electronics etc.;
· Free shipping, fast delivery and low prices: Customers can enjoy the best prices and delivery time (1-2 days) compared to other companies. Amazon is a customer-obsessed company, not a competitor-obsessed one, focusing on earning and keeping clients trust;
· Good customer service: Amazon has developed a range of helpful tools customers can use to order, track or return products, making the online shopping proccess easy and convenient;
· Talented management: Throughout its activity, Amazon had motivated its staff by offering good working conditions, benefits, good salaries. The company has 185 huge warehouses around the world and could manage to overcome tough financial times and reputation damage;
· Expansion and innovation: Decision of opening physical stores allowed Amazon to reach more customers and to improve their purchasing satisfaction. 
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