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This paper will discuss the importance of leadership in an organisation, followed by a critical reflection on the author's own leadership experience, considering various leadership and management theories and models. It is frequently argued how a leadership or management style might affect the working environment, relationships, and productivity while managing and leading people. The chosen organisation for this reflection essay is the author's actual workplace, part of Amazon, the world's largest online retailer, LTN4 Amazon Fulfilment Centre, located in Dunstable. Part of the supply chain, a fulfilment centre acts as the focal point for all logistics necessary to deliver a product from the supplier to the customer. It oversees every aspect of the order-fulfilment procedure from receiving to stowing, picking and processing orders to packing and shipping them. As Problem Solver in the Receive Department, the author is often experiencing leadership situations where she is an active participant.

[bookmark: _Toc124543274]Review of leadership and management theories and models

Kurt Lewin (1939) was one of the pioneers of leadership study, establishing three forms of leadership: autocratic, democratic, and laissez-faire. Each of these leadership styles was believed to be characteristic of the leader, with some being naturally authoritarian, others democratic, and others laissez-faire, relating it to the Traits Theory, popular during that period, which claims that effective leadership results from innate personality characteristics and qualities (Kippenberger, 2002). However, it appears to contradict the Situational Leadership Theory, developed a few decades later, arguing that no leadership style fits all situations (Hersey and Blanchard, 1996). Over time, management and leadership theories have evolved. Further on, Goleman (2000) developed and extended Lewin's leadership styles based on the concept of emotional intelligence: self-regulation, self-awareness,  social skills and social awareness (Goleman, Boyatzis and McKee, 2002). Each of the six leadership styles identified by Goleman (2000) such as coercive, authoritative, affiliative, democratic, pacesetting and coaching, emerge from distinct emotional intelligence components. Furthermore, Fiedler's contingency leadership theory argues that a leader's effectiveness will depend exclusively on the organisational context; in other words, a leader's effectiveness depends on how well his or her style suits a specific situation (Northouse, 2022). According to Gandolfi and Stone (2017), this approach needs to consider the needs of those who are following the leader in pursuit of the organisation's objective Transformational leaders motivate and inspire followers to achieve exceptional achievements while enhancing their leadership potential (Bass and Riggio, 2006). On the other hand, as opposed to transformational leadership, visionary leadership is the capacity to articulate and generate clear visions that give purpose and meaning to an organisation's activity. Vision is the driving force behind the work of visionary leaders (Taylor, Cornelius and Colvin, 2014). However, when middle managers are not aligned with top management's strategic vision, the positive impact of visionary leadership diminishes, according to HBR research (Ates et al., 2019).
Typically, leadership and management are regarded as two distinct processes. Additionally, diverse leadership and management approaches can influence an individual's leadership style. Kippenberger (2002) argue that the appropriate style depends on various factors, such as the relationship between the parties involved, the task's nature, and the compatibility or incompatibility of the task's difficulty with the available competencies.
[bookmark: _Toc124543275]Leadership at Amazon

Amazon's uncontested leader is Jeff Bezos. His leadership style is reflected in Amazon's leadership principles, which are seen as a sort of the Bible for the organisation's various business units at different management levels. The principles outline 16 key concepts that guide the company's and its workers' conduct being implemented into the daily operations and the hiring management process (Amazon, 2018). Jeff Bezos's openness to new thinking, willingness to accept responsibility, commitment to active listening and ability to inspire others makes him a transformational leader (Dyer, Furr and Hendron, 2019; Hardy, 2022). On the other hand, being a good listener and delegating and empowering people (Dyer, Furr and Hendron, 2019) to take decisions are characteristics of a democratic leader (Kippenberger, 2002). An authoritative leader is also a visionary leader (Goleman, 2000) that sets a vision defining where a group is headed, but not how it will get there, thereby empowering their followers to create, experiment, and take calculated risks (Michigan State University, 2022). When Bezos opened the Amazon bookstore in 1994, he predicted and envisioned that e-commerce would be the future, becoming, over the years, a leader in aggressive digital expansion with an emphasis on customer satisfaction (Hardy, 2022). According to Stone (2013), Bezos matches the authoritative profile. However, analysing this leadership style through contingency leadership theory, it can be claimed that such a leadership style was appropriate at the outset of the firm when the company needed to strengthen its position in a fast-developing industry. Through his unique leadership style, Bezos created a customer-oriented culture where employees focus mainly on customers and innovating for them.
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As Problem Solver in Receive Department, the author actively participates in the leadership decision-making process. She is focusing on behalf of the customers by asking herself often if she would like to receive an order later than scheduled, if she would be happy to receive an item whose original packaging has been damaged and repacked or receive a damaged item. In order to reflect on her own leadership experience, a situation is described below using Gibbs' Reflective Model (1988), which lays out six stages to follow to help the author understand her experience and build critical leadership skills.
Description of the situation
A large number of Vendor (general term for businesses that provide goods to Amazon's retail business for Amazon to resell to customers) pallets containing several thousands of items arrived in Receive Department to be processed. Because of misleading instructions from the Vendor that could not be changed at the moment ( to change the instructions involves raising a complaint ticket and waiting for a response that could take several days), the items were damaged by receivers (people on the line who process the items) in the process. The items were a pack of three, four or six, but the instructions the receivers had on the screen in their stations were that they had three, four or six items and not one pack. In order to avoid more damage, the author stopped processing those items, immediately informed the Leader and the manager about the issue and gave them my solution on how to solve it. A solution that, in the first instance, was not considered because more expensive. There are two primary process tools to receive the items in my department. One is called Decant, which is less expensive because faster, where items are received by quantity. The second one is called Each, which is more expensive because more time-consuming, where items are received one by one or by quantity inserted manually by the receiver. The Leader and the manager exposed the situation to the higher management in charge, the Operation manager and the Senior Operation Manager. The Senior Operations Manager came back to the author asking for further explanations and, eventually, other solutions. The main issue was that those items were mostly customer orders and could not be put on standby for days waiting for a solution. They needed to be processed as soon as possible. The author explained that using Decant, for which the Vendor paid, would have brought extra costs to the company because the items would get damaged in the process and then need to be sent back to the receiving department to be prepped, which is also time-consuming and expensive because hours, people and prep materials would be used. In contrast, the author's idea was to use Each process to avoid damage and in order to reduce the time that one line will spend processing those items to spread it over three lines. Working the same item on more lines contemporarily will result in faster processing. It will be avoided the disengagement of receivers that often occurs when the same item is processed on a line for many hours during the working day resulting in slowing down the receiving process and decreasing the overall productivity in the department. After careful consideration, the Senior Operation Manager gave the author the green light to decide how those items should be processed. Furthermore, the author instructed the Leader in charge and the people in the process, starting from the line loaders (people who load the merchandise on the lines), on how to proceed. The result was that a few hours later, all items were processed and zero damages.
Situation-related thoughts and feelings
The first thing that passed through the author's mind was to stop the process as soon as possible. The author felt frustrated because a hundred or more of those items were already processed and damaged. Furthermore, she was not happy at all, thinking that those items would come back later on in the department as damaged, and she would have to deal with them and instruct people on prepping them later on during the day while she would have other things to do and no time at all. Once the author stopped the process, she instructed the line loaders to proceed with different pallets in order not to stop the working process on the line. When she stopped the process, she felt powerful because the line loaders listened to her straight away and mobilised some to collect the rest of the items from the line while others brought different pallets to put on the line and continue working. Usually, this happens when they receive instructions from the Leader on how to proceed. Furthermore, the author informed the Leader about the Problem, what was a possible solution and how she dealt with the situation. He did not look happy because of her initiative on how to keep the line working. Somehow, she overruled him when instructing the line loaders on how to proceed with the work on the line while waiting for instructions on the pallets with problems. Furthermore, he did not consider her solution for those pallets because in his opinion "too expensive". He said he would consult the higher management in charge for a solution. After that, because of how he made her feel, she felt unsure about her solution and to be sure that every other option had been calculated and rejected, she went for advice from the Inbound Specialist Support (ISS) Leader, which, after careful consideration, backed up her idea of dealing with that specific Problem. Half an hour later, the Senior Operations Manager came, asking her to describe the issue and the solutions. This has never happened before because they usually take decisions based on their analysis and ask for support from ISS; they do not consider the Problem Solvers. The fact that the Senior Operations manager came to her looking for advice made her feel valued, and she reconsidered her capabilities, especially after he gave her the green light on how to proceed. Somehow, she felt influential over the leadership in her department.

Evaluation of the situation from the author’s own experience of leadership

The author in the situation above managed to experience leadership, although she was not in a leadership position. The considerations that strengthen this statement are the author's behaviour and how she managed the situation. The author mainly used an authoritative leadership style, a management style in which the Leader exercises absolute authority (Goleman, Boyatzis and McKee, 2004). This style came from how the author took matters into her own hands and how she managed the people to keep working. Furthermore, this style was also outlined from how she overruled her Leader acting herself as a leader. In order to get things done, the author quickly took a decision and applied it. She used legitimate power, which is a person's ability to influence others based on her position as Problem Solver, and expert power, which is a person's ability to influence others based on her knowledge of the subject (Swasy, 1979). Furthermore, she instructed the team on how to proceed with the problematic pallets once the solution had been approved with little or no input from team members, making use of a coaching leadership style with a few team members who needed to understand better what they were supposed to do.

Analysis of the experience - positive and negative aspects
Analysing the situation, one positive thing that can be outlined is that the author managed to control the situation by taking the initiative and acting accordingly. On the other hand, one negative aspect that came out is that the author did not consider the Leading Team. She should have considered informing her Team Leader and allowed him to decide how the team should continue working to avoid making her decision look like a form of disrespect. Also, in the future, the author should consider asking for further advice before giving her opinion on how to solve a problem with a certain weight to avoid making a wrong decision. Another positive thing is that after this experience, the author gained more respect from her colleagues and team leader. She is often inquired when significant problems arise in the department, even when she is on a task other than Problem Solving. The role of the author in this situation was as Problem Solver actively participating in the leadership decision-making process.
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The author learned that using an authoritative leadership style in the workplace might be helpful in crisis situations but that this leadership style cannot fit all situations. Understanding and developing different approaches can help the author to become more effective as a leader by allowing her to appreciate why and how she does what she does, as well as by enabling her to recognise when and where she must adjust her style.
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	What are my Leadership development Objectives?
	What leadership activities do I need to undertake to achieve my objectives?
	Where will I develop my leadership to achieve my leadership objectives?
	Target date for achieving my objectives

	To improve my listening skills
	Let the other person speak and not interrupt. To show more engagement during a discussion. To maintain eye contact with the speaker and to not judge when listening. To observe my manager when he is engaged in a discussion.
	At workplace. 
	30 April 2023

	To become more comfortable in delegating tasks 
	Ask for support more often instead of overwhelming myself with too many responsibilities.
	At workplace
	30 January 2023

	Learn to give more constructive feedback
	Practising within my team on giving positive and constructive feedback more often instead of waiting for my colleagues to make mistakes and giving them negative feedback.
	At workplace
	28 February 2023

	Improve decision-making skills
	I need to learn to take more time to weigh the advantages and disadvantages before taking a decision. Ask for a second opinion from someone qualified before deciding. Learn to avoid making impulsive or emotionally charged decisions.
	At workplace
	30 March 2023
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