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Executive Summary
	The workplace culture on Amazon Fulfilment Centre at Bromley- by -Bow in the picking department has a huge influence on the efficiency and consistency of achieving targets set by the company. Subsequently, it is utilised to identify job satisfaction that may be related to the performance of each employee. The large turnover rate means that there is no established beliefs, values, attitudes and behaviour inside the department. After investigating the style of management, it was found out that there is a bureaucratic way on managing picking department. Human factors are significant to increase job satisfaction and retention of workers within the company. 
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[bookmark: _Toc534881026]1.0 Introduction
	Culture is the combination of values, norms, beliefs and attitude that illustrates how things are done. Whereas workplace culture is how the company operates its business based on many years developed by the employees inside the company. A ‘strong culture’ is the key feature to drive behaviour for the company to succeed (Boddy, 2017). The philosophy of Jeff Bezo (CEO of Amazon) on the internal culture of the company is the ‘Two Pizza Rule’ that every team needs to be small enough to be nourished by two pizzas for coordination and innovation. When it comes to a global company like Amazon, communication and coordination issues are not unusual. It is important to break down the company into smaller teams. In addition to this, the company focused on cultivating a working environment that drives high standard results. The company sets up what high standard looks like. By making an example of quality expectation in the form of pictures, videos and other visual aids assist the employee to grasp the idea of customer quality service (Hoffman, 2017).
	Amazon in the UK has set expectations on the performance of every employee. Organisational goals are objectives based on past achievement by a team. The assessment of performance of each employee is on the consistency to meet expectation and not for an observation for one working day alone.  Furthermore, the company empowers each employee to innovate on improving working environment and streamline processes. It is called ‘Kaizen programme’ from Japanese terminology which means ‘change for the better’. The program is intended for employees to group themselves into small teams which can recognize room for improvement. Furthermore, a team of management walk daily for an hour, which is called ‘Gemba Walk’, to find out what needs to be improved and what things are working well, Moreover, it involves informal conversations between managers and workers to develop a good ambience of working relationship (Amazon, 2018).
	Amazon Fulfilment Centre at Bromley-by-Bow has many departments, this report is going to focus on exploring the culture on one of the picking departments. The impact of the small team organisational culture is going to be critically evaluated.  Furthermore, the importance of beliefs, values, attitude and behaviour in the workplace is going to be explored. Moreover, social and environmental responsibility of the department and the sustainability of workplace culture are to be discussed. Effective engagement among employees and its barriers are going to be included. Afterwards, different managements theories used by the management are going to be explored. Lastly, SWOT and PESTLE analysis are tools to identify the internal and external factors that may affect the business organisation.

[bookmark: _Toc534881027]1.1 Overview of Amazon
	Amazon is the market leader in e–commerce business and cloud computing programme all over the world in terms of revenue. Amazon started on 5th of July 1994 when Jeff Bezos began to sell online bookstore and later expanded the business to audiobooks, video games, electronics, food, toys and jewelleries online. Amazon operates its business as an online retailer from electronic products, furniture, used books and almost everything including grocery items. It has a program that enable seller to sell their products on its Websites. Moreover, it can also be used as an access of technology such as music, games and television shows. Today, Amazon employs more than 613,300 workers with a revenue of £150 billion (Amazon, 2018).

[bookmark: _Toc534881028]2.0 Organisational Culture
	Every organisation has a distinct culture. The culture has been guided by the core value of the company. Nevertheless, culture cannot be observed on the surface but the majority of it is hidden. There are three levels of culture which are artefacts and behaviour, norms and values and underlying assumptions as shown in the image below. The artefacts and behaviour are what a visitor or newcomer normally see like organisation charts, uniform, physical features of the company, objectives and mission statement of the organisation. Norms and values are the philosophy and reasons of the companies for doing things. Lastly, the underlying assumptions are the deeper belief, moral compass and trust. It is the most important part because it determines how the company decides and behave (Maund, 2018). 






Three Levels of Culture

Figure 1
(Schein, 1997)
	The Amazon in the UK is subdivided into many departments. It is focused on innovation on technology to enhance customer service. However, on the picking department at Bromley-by Bow, it is more on getting the task done rather than looking at the welfare of the employees. As a result, with this kind of management style, there is a large turnover rate and job dissatisfaction considering that the shift is usually night time which adds to the difficulty of the job. It is difficult to establish culture because workers are changing from time to time.  

[bookmark: _Toc534881029]2.1 Personal Beliefs, Values, Attitude and Behaviour
	A belief is a concept that a person holds true without any proof. It can come from various sources such as culture, faith, experience, mentors or even education. Values are things that are important to the life of the person. A belief may turn into values when a person is committed to it and regarded it as important part of his/her life. The source of value could also come from family, successful career, happiness and wealth. For the motivation of worker at Amazon, having a deeper understanding by the management on the personal values of employees would be the guideline of the management to motivate them for a better performance over a long period of time. When it comes to personal attitudes, the human resource manager should identify a team-worker or committed to do the task. If there is a mismatch of attitude and the task given the result may not be beneficial to the company and to the employee involved. If the person has no established good beliefs and values, it may lead to an irrational attitude that may end up breaking the law such as fraud, stealing or stealing data (Matis, 2014).
	
[bookmark: _Toc534881030]2.2 Social and Environmental Obligation of the Company
	Corporate responsibility is a method for business organisations to be responsible on social and environmental impacts on the operations of the business. Majority of consumers (87%) have been surveyed that they patronise the products or services of the company if the company is supporting issues that is important to them. More significantly, 76% of consumers will stop buying from a company if they learn that the company is misbehaving against their moral principles or beliefs. The factors could be environmental efforts, philanthropy, ethical labour practices and volunteering (Frederick, 2008). 
	Amazon has thousands of employees worldwide. Moreover, packaging is made of 100% recyclable material. The company admits that the energy used is 50% from renewable sources. However, when it comes to US Amazon, it is trying to evade sales tax by building legal business structures such as Shell companies. The legislative body on the UK is finding a way to tax fairly the biggest online retailer, Amazon. In Germany, contractual workers are getting public subsidy for the same employees on several rehiring process of the same employees. When it comes to working conditions in the warehouse especially on the picking department, workers should not be treated as robots or just a mere part of the spreadsheet.

[bookmark: _Toc534881031]2.3 Establishing a Culture of Sustainability
	Cultural sustainability can be considered as the essential method towards a sustainable development. It encompasses political, environmental, economic and social issues within the team of the organisation. It is the continuation of the previous chapter for the business practices to be sustainable for a long period of time. All the workers within the picker department should be involved and grasp the importance of corporate social responsibility of the company. It is a good practice to know why the company is using recyclable materials and its impact on the environment. Furthermore, energy-saving methods are implemented not only for financial gain but for environmental protection as well. The working condition is also essential for cultural sustainability.

[bookmark: _Toc534881032]2.4 Formal and Informal Organisation Structure
	Business organisation has a formal structure set by the top management for managing the operations of the business. It has been formed to accomplish organisational goals. Usually the formal structure is in the form of local organisational chart as shown in the image below. Every role is specific and there is a hierarchy of position. The line manager is in-charge of the team and there are two supervisors reporting to the line manager. While the supervisors are overlooking pickers. One of the drawbacks of hierarchical formal structure is that feedbacks and changes are slow. 






Organisational Chart of Picking Department, Team C (Bromley-by-Bow) 

Figure 2
	On the other hand, informal structure is formed from human interactions that has been built within the company. However, the manager cares only if the goal is done. The only thing that matters to the management is result. If there is a large turnover, it seems that it is a normal practice. Friendships and teamwork spirit may develop for few months; however, employees are kept on changing. As a result, the workplace culture is changing because of changing values and beliefs of the worker. There is not a lot of interaction between the management and workers, the manager is only around when he gives instructions and target task for the pickers. 

[bookmark: _Toc534881033]2.5 Communication Channels among Workers
	There are various communication channels utilised on the picking department at Amazon. It is usually used for picking instructions, schedules of work, coordination and engagement among employees. Effective communication in the workplace is a key for working together and a better working relationship (Deluliis, 2016). The list of communication channels that is utilised among employees are the following.
1. Portable Handsets
	The portable handsets are normally used for scanning and picking items. Furthermore, it is also used to give picking instructions and its targets for the night shift. Manager may also bring notification and may call on the handheld device. When picking is done, it also appears on the screen. There is also a monitoring signal of the device for the manager to monitor the picker’s location. 

2. Smartphone
	For emergency purposes on overtime or sick call, calling through smartphones is the fastest way of communication. Managers are allowed to bring their personal mobile phone at work due to emergency purposes. 

3. Important Notice on Bulletin Board
	Announcements are posted in one corner to be used by the picker departments. Two- week schedules are posted in the bulletin board including the target velocity of picking. Furthermore, any updates from the management is posted on the bulletin board.

4. Visual Images for Machine Handling and Safety Issues
	Along the hallway and inside the warehouse, images on how to operate the machine efficiently are important reminder on using it properly. Health and safety issues are addressed using visual image for easier retention and every employee can have the advantage on understanding it clearly to minimise accidents.

5. Monthly Meetings
	There is a monthly meeting to update all the employees on the changes and assessing the performance of the team. This is done every first Tuesday of the month. This is also the listening time for the management on any complaints or suggestions on how to improve the team. This is the ideal purpose of the meeting; however, it is more on announcement and assessment of performance.


6. Written Report
	Contracts, periodic assessments and even disciplinary actions are communicated in a written report. This is used for safekeeping and record purposes.

7. Common Room for Employees
	This is where the informal conversation takes place. On this place, friendship may be developed, job satisfaction and true grievances of workers are aired here.  Nevertheless, the reliability of information is questionable and unofficial. 

[bookmark: _Toc534881034]2.6 Barriers for Efficiency and its Solutions
	There are many factors that may affect the efficiency of the picking department team at Amazon Bromley-by-Bow. Identifying them properly is the first step to minimise or eliminate the existing issues. Subsequently, critically evaluating all the barriers may enhance the performance of the team. The main issues that need to be addressed to function properly are the following.
· Lack of motivation from the management
	Usually, the management does not care about the welfare of the team. The only concern of the manager is meeting the target to look good from the top management. It is managing for self-service purposes. However, the morale of the team is low, and it is never going to function for a long period of time.  The consequences of lack of motivation is huge turnover rate, increase of sick calls and inconsistency of performance. The manager needs to understand human factors on managing people. People should not be treated as robots. If the manager addresses this issue, consistency and efficiency will improve. Thus, manager should consider the human factors involve on managing. 

· Lack of teamwork spirit
	 The management sets an individual target for every picker. Consequently, building a team is not the focus of the group. With this kind of setup, employees care only about their own welfare. However, there are some setbacks such as not sharing ideas on working efficiently, unwillingness for other worker to do other task, uncaring if others are not performing well. This may become a big issue if absenteeism is an issue due to low morale. Team building program and coordination may resolve this issue. Furthermore, the performance of the team is considered as important by the management as individual achievement.

· Lack of respect among employees
	It is not unusual that workers are rude to each other especially to the new employee. Managers are inconsiderate about the existing situation of the workers whether the employee is not feeling well or day-off is important to the worker. Unfortunately, it is a normal scenario for the worker to see that managers are shouting about the mistakes of one of the workers. It could be resolved by showing mutual respect and managers should be more professional on dealing with mistakes.  

[bookmark: _Toc534881035]3.0 Management Theories
	Management involves planning, organising, directing and controlling to achieve organisational goals in an effective way. The daily operation encompasses managing the resources such as financial, machinery, materials and employees. Nevertheless, Frederick Taylor explains that the objective of the company is not meeting the objectives only. The operation should be cost-effective in a most efficient methods. This is the reason that management is significant part of the organisation (Cole and Kelly, 2011). 
	The practical application of management theories is significant to every manager in any business organisation. Through critical evaluation, management theories may resolve most of the issues on the picking department at Amazon Fulfilment Centre at Bromley-by-Bow. Thus, it is advisable to have a careful analysis about the problems in the picking department. 

[bookmark: _Toc534881036]3.1 Bureaucratic Theory
	The management theory of Max Weber is also known as bureaucratic theory. It emphasizes management by rules and regulations and there is a power distribution or hierarchy. The priority is efficiency in terms of accuracy, speed and stringent subordination. Furthermore, it has a painstaking method of keeping records and employing people are based only on specific qualification. However, in our modern society, it is not always the best practice to be implemented by the managers because it is not applicable for a long period of time. 
	In the picking department on Amazon, the management is implementing bureaucratic management. The company clearly defines the roles and objectives of each worker. The organisational structure is hierarchical. With this type of management, teamworking and creative thinking are discouraged. Moreover, the morale of the team is low (Mulder, 2018).

[bookmark: _Toc534881037]3.2 Theory of Human Motivation – Maslow Hierarchy of Needs
[bookmark: _Hlk534821596]	The way of motivating people to work is according to hierarchy of needs according to Psychologist Abraham Harold Maslow. It focused on human needs to show the significant of motivation for productivity. Maslow determined five stages of basic needs in the order of importance. When one stage has been set to be fulfilled, it stops as a motivating factor. It escalates to the higher level of motivation and to be followed by other sets of needs up to the upmost stage is reached (Cole and Kelly, 2011). The five stages are shown in the image below.
Maslow’s Pyramid of Human Needs 
[image: ]
Figure 3 
(Cole and Kelly, 2011)
		
	The psychological needs are the fundamental necessities of satisfying life of human. The example of basic needs are food, shelter, water and sleep. The next level is the safety and security needs. It comprises of employment, health and social stability. Afterwards, the next level of motivation is social needs. It involves friendship, sense of belongingness and relationship. Consequently, the next one is esteem, mutual respect and achievement. The last one is self-actualisation that involves higher purpose, moral principles and acceptance of facts (Boddy, 2017),
	For the Amazon picking department, usually the motivation is on the first and second level only. Some employees are working for financial needs and employment. However, if employees find a job somewhere else, many are willing to transfer to another company. The team could have a higher level of motivation if there is a team spirit, sense of achievement and mutual respect among employees. Management should find a way to motivate its employees to have a consistency on performance.

[bookmark: _Toc534881038]3.3 Application of Management Theories
	When it comes to managing people at Amazon picking department, the theory of human motivation is appropriate to boost the morale of each employee. Mutual respect is a significant human aspect to have a better working environment. The sense of belongingness to a group with a good teamwork spirit may elevate the job satisfaction of each individual. Recognition of individual and team accomplishments may encourage the team to meet organisational objectives. Nevertheless, bureaucratic management can be implemented on setting objectives, following rules on not breaking the law and on health and safety issues. 

[bookmark: _Toc534881039]4.0 SWOT analysis of Amazon Picking Department
	SWOT analysis is a useful strategic planning technique to determine the strengths, weaknesses, opportunities and threats of a business organisation. Strengths and weaknesses are the internal factors that a company has a control on it. On the other hand, opportunities and threats are the external aspects that may influence the company (Kotler and Armstrong, 2018).

· Strengths – competitive prices of products and services; superior quality products and services; effective logistics and deliveries; and on-time delivery
· Weaknesses – no physical retail stores; poor working conditions on some departments; bad publicity
· Opportunities – easier mode of payment through online; make more profit on its own products; established online retailing business.
· Threats – online fraud, pending lawsuits, legislation on tax evasion and emergence of stronger competitors.
[bookmark: _Toc534881040]5.0 PESTLE Analysis
	A PESTLE analysis is an efficient method to critically analyse the external environment that may influence the business operation. PESTLE stand for political, economic, social, technological, legal and environmental factors.
· Political Factors – the uncertainty of Brexit deal leaves the online retail giant hanging on trade agreement. There is a pressure from the legislative body of UK government to pay more taxes. Amazon just paid £15 million on revenues amounting to £19.5 billion (Sweney, 2017).
· Economic Factors – there is an uncertainty on the stock market on the volatile economy of the UK market. However, the employment rate and the minimum salary are increasing which pave way to the growth of the company (NationalStatistics, 2018).
· Social Factors – due to the easy access of shopping online of almost most of the items from electronic gadgets, furniture, clothing and even grocery items, many are becoming obese. Amazon has been encouraging many people to have a less active lifestyle.
· Technological – there is a continuous innovation on technology in terms of logistics, robotics and computer technology. The cutting-edge technology is used to improve deliveries and customer services. Moreover, it is more economical for the company to operate with the enhanced technology (Amazon, 2018).
· Legal – Amazon is under pressure on selling materials that may be used for explosives specifically those who are under terrorist watch lists (Mail, 2017). Amazon has confusing claims on pricing discounts of more than 1000 products (Bartz, 2017).
· Environmental – Since most of the daily operations involve logistics and delivery of products, there is a huge level of emissions. Amazon must comply with regulations to avoid penalties and damaging the environment (Gunther, 2016).
[bookmark: _Toc534881041]Recommendations
	The lack of motivation from the management can be resolved by utilising human factors involved to boost the morale of the team. Firstly, management should care about the working conditions in the picking department. It is not all about meeting the targets on its daily operations even if the workers are stressed or exhausted. This may lead to large turnover rate which could be costly to the company and the performance is not consistent. Moreover, there should be a mutual respect and the management should avoid being rude or shouting to the employee if the picker makes a mistake. Furthermore, teamwork should be encouraged by setting a target not only individually but as a group as well. It can be motivated by recognition or even financial incentives. Lastly, there should be a team building activities like social events for the team to develop sense of community and friendship. 
	For job satisfaction and motivation, management should not rely only on bureaucratic style of management. To have a sustainable workplace culture, human relationship management is going to be incorporated within the system more specifically on managing people. Also, the company should behave responsibly in terms of its social and environmental obligations to make the workers proud and loyal to work at Amazon.

Conclusion
	Due to the large turnover rate at the picking department of Amazon Fulfilment Centre, Bromley-by-Bow, there is no established culture of the company except for the style of management of managers which involves treating the people as a robot by setting targets only. The management does not care on the welfare and treating the workers without respect is the usual norm of the workplace. There are various communications channels used such as portable handsets, smartphone, bulletin board notice, posters, monthly meetings, written report and interaction in the common room for employees. However, there are barriers affecting the performance of the department like lack of motivation, poor teamwork spirit and lack of mutual respect among employees. Bureaucratic style of management is the existing present way in the picking department. If human relationship management is applied on managing people, the department is more effective and sustainable.
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