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The Intercultural workplace – Assignment 1 – 25th February
Executive Summary
This assignment will examine Amazon with the aim of determining how the company currently approaches human resource management and how the company can improve in this aspect. It will investigate the history of Amazon and what the organisational context of the company is. This will be done by evaluating their mission statement and how the company is structured. Both a SWOT and PESTLE analysis will be conducted on the business to analyse all factors both internal and external that effect Amazon. The organisational culture will then be analysed in order to understand how employees and management conduct business within the company. Looking into how Amazon handles Human resources currently will allow an insight into employee satisfaction and how issues or complaints are handled. This will ultimately allow recommendations to be made as to how to improve the HR department of Amazon. 
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Introduction
In the current day, human resources are viewed as a vital section of businesses. Human Resource Management has a long history that dates back to the late 1800s. Their formation was a reaction to the harshness of industrial circumstances, pressures resulting from the expansion of the franchise, and the labour movement's influence (Pinto-Chilcott, 2015). More recently, human resources have taken on more responsibilities within modern businesses. Human resources are the department of a company responsible for locating, screening, hiring, and training job candidates, as well as administering employee benefit programmes. In the 21st century, HR plays a critical role in assisting businesses in dealing with a rapidly changing business climate and a higher demand for quality personnel and equality (Kenton, 2020). 
Amazon.com is a global e-commerce business that specialises in online retail, computing services, consumer electronics, digital content, and other local services.  With net sales of close to 386 billion dollars in 2020, Amazon is the largest online retailer in the United States (Coppola, 2021). The company was founded in 1994 by Jeff Bezos and operates out of Seattle. It has seen and unprecedented rise and has become part of daily life for millions of people worldwide. While many businesses have struggled during the COVID pandemic, Amazon has continued to thrive. Amazon continues to be one of the few businesses to reap the benefits of the coronavirus pandemic, with increasing online sales enabling the company to post record profits. For many consumers, Amazon became the go-to store and an essential service during the height of the coronavirus outbreak (Palmer, 2020). While Amazon has undoubtedly been a successful business based on its growth and how it dominates the market, the company also comes with downfalls.
Amazon, like many large modern companies has a human resources department. In order to understand how Amazon fully approaches human resources, it is important to fully understand the organisational context and culture within the organisation. It will then be possible to offer recommendations as to how Amazon can improve on this area of the business. 


Amazon’s Organisational Context
Amazon has a clear mission statement that has helped them to achieve vast amounts of success. Amazon's mission is to be the most customer-centric organisation on Earth. The objective is to constantly improve the customer experience by leveraging the internet and technology to assist customers in finding, discovering, and purchasing anything, as well as to empower companies and content creators to achieve maximum success. Amazon will continue to push the frontiers of how technology – digital infrastructure and services – can enhance the customer experience and contribute to the global competitiveness of the economies in which the company operates (About Amazon Staff, 2018). While Amazons mission statement places huge importance on the customer experience, there is no focus on other aspects on the business. There is no emphasis placed on employee satisfaction or human resources.  
Amazon has developed into the industry leader in online e-commerce. The company is seen as the go to for many people around the world. This growth has seen Amazon quickly outperform other similar businesses. Amazon has risen to become the largest ecommerce platform in the country in the 25 years since its inception. Amazon has evolved to become the country's largest ecommerce platform. Each month, more than 197 million people use their devices to access Amazon.com. Amazon's share of the US ecommerce industry reached 49 percent in 2018. That is 5% of total retail spending in the entire country. This is greater than the combined market share of Amazon's top three competitors, with eBay accounting for 6.6 percent, Apple accounting for 3.9 percent, and Walmart accounting for 3.7 percent (Dayton, 2019). This information shows how Amazon dominates the market comparatively to its rivals. 
Although Amazon is based in Seattle, the company requires numerous warehouses in order to store the stock needed to supply the tremendous number of daily orders. These are known as fulfilment centres and are based around the world each employing hundreds of staff. Amazon runs around 175 fulfilment centres worldwide, occupying over 150 million square feet of space, the majority of which are located in North America and Europe. Amazon fulfilment centres are tasked with the responsibility of fulfilling consumer orders. In other words, Amazon warehouses function as distribution centres where associates quickly choose, pack, and ship goods. In a single day, Amazon's robotics, scanning equipment, and computer systems in fulfilment centres can track millions of things (About Amazon Staff, 2019).  
The company structure of Amazon is designed as a hierarchical system. A hierarchical structure is an organisational system that is structured according to a chain of command, starting with the top executives, and ending with regular employees. It resembles a pyramid, with the one with the most authority occupying the topmost senior position. Employees in a hierarchical structure have distinct roles that are interconnected and contribute to the company's goals. Executives divide personnel into groups, with each group overseen directly by a manager or managers. Senior employees take charge of various important aspects of the business, with each reporting back to the CEO.  A senior management team reports directly to CEO Jeff Bezos. The S Team helps Bezos spread his ideas, solve problems, create high-level goals, and define business culture. The company is a market leader in eCommerce. Amazon has revolutionised online marketplaces and worldwide logistics.   Smaller teams spend less time managing schedules and more time executing the job. As a result, each team has access to business resources. A product team can add new lines of products without consulting the project, process, or logistics teams (Cuofano, 2021). This shows how the hierarchy of Amazon is structured and that different aspects of the business operate separately from others. 









SWOT Analysis 
To gain an understanding of the organisational context of Amazon, it is beneficial to conduct analysis on the strengths, weaknesses, opportunity and threats faced by the company. 
Strengths
1. A Strong Brand – As a global company, Amazon has developed a strong position in the market across the United States and Europe. The company is the largest e-commerce company and has recognisable branding. 
2. Customer Oriented – The mission statement of Amazon focusses on providing the best service for customers. Amazon offers a wide variety of goods at reasonable prices. 
3. Innovation – Amazon is constantly looking to adapt and develop new ideas to benefit their customers. With faster delivery options through drones and automated stock picking. 
4. Strong Leadership System – A strong leadership model has allowed Amazon to grow exponentially. The hierarchical system that Amazon employs allows for key decisions to be made when needed. 
Weaknesses
1. Saturated Market – Although Amazon currently dominates their market, there are a number of large companies that also operate with the same business model as Amazon. 
2. Inhumane Work Conditions – Employees have reported unsafe and cruel working conditions in Amazon facilities and for delivery drivers. 
3. Lack of Physical Stores - Amazon owns only a small number of physical stores. This can make it difficult to entice clients to purchase items that are not available for purchase online. 
Opportunities 
1. Introduction of New Technologies – Amazon have the opportunity to lead the market in technological innovations by expanding on their current processes. 
2. Expanding to Physical Stores – By expanding from only online shopping, Amazon can open new ways to bring in revenue.
Threats
1. Government Regulations – Government laws may also jeopardise Amazon's business operations in several important countries. Amazon currently does not operate in Cuba, Iran and North Korea, Sudan. 
2. Economic Downturns and Recessions - Amazon is susceptible to economic downturns. If the world economy worsens, Amazon's sales may suffer as a result. 
3. Competition – There are a number of competitors that are challenging Amazon. Companies such as eBay, Walmart, FedEx and Netflix all challenge Amazon in their respective fields. 

















PESTLE Analysis
Conducting PESTLE analysis on Amazon will allow an understanding of the external factors that can impact the organisation. 
Political
1. Political stability in developed countries where Amazon operates, such as the United States of America and developed Europe. This presents the organisation with a chance to grow its operations in these countries by increasing the number of fulfilment centres or introducing physical stores.
2. Governments worldwide are continually looking to upgrade online safety and cyber security; this will benefit Amazon. 
Economic 
1. Economic stability in developed economies, particularly in the United States and Europe. This arrangement reduces economic concerns and dangers to the company's online income. 
2. Potential economic recessions caused by COVID-19. The ongoing pandemic has caused financial insecurity worldwide which can cause Amazons profits to decrease. 
3. Increasing amounts of money available for consumers in developing countries. As household income increases there is more expendable income available to be spent on Amazon. 
Social 
1. Increasing trends in online shopping are allowing massive growth in the company. More people globally are purchasing goods online as opposed to shopping in stores. 
2. Increasing levels of consumerism in rapidly developing countries. 
Technological 
1. Pressure to have constant innovation within the industry. Amazon must constantly evolve their business and processes in order to keep up with technological demands. 
2. Increasing levels of cybercrime mean that Amazon must maintain brand and customer cyber security. 
Legal 
1. Rising regulations on carbon production. Governments are attempting to reduce the volume of carbon released into the atmosphere by introducing regulations that Amazon must adhere to.
Environmental 
1. Increasing focus on sustainable business practices. For instance, stricter sustainability requirements can reduce its environmental effect and increase its brand image.
2. Growing significance on combating environmental challenges for example, waste disposal and energy use.  














Organisational Culture
A good culture within an organisation can be vital to the success of the business. The organisational culture is the set of beliefs, expectations, and practises that guide and inform all team members' behaviour. An effective business culture displays beneficial characteristics that contribute to increased performance, whereas a dysfunctional company culture elicits negative characteristics that can damage even the most successful firms (Wong, 2020). This reinforces the notion that organisational culture has an effect on a business's overall performance. To be successful, a firm must exhibit certain traits of a strong organisational culture. Amazon has built an organisational culture that emphasises efficiency and profit maximisation. While this has enabled the firm to expand and prosper, this type of culture can be perceived as harsh and challenging for employees. Pushy, confrontational, and 'bruising' corporate cultures are often seen as outdated. In the modern day, the general idea is that workplaces must be nurturing and encouraging, and managers must be pleasant and friendly, treating their staff as family, in order for a business to prosper. Amazon demonstrates that this perception is incorrect. Amazon has an intense company culture that places significant emotional and even physical strain on certain employees. This can be explained by the company's distinctive organisational culture, which is not for everyone. This organisation can only sustain people who thrive under extreme pressure and in a fast-paced atmosphere (Dudovskiy, 2020). While this proves that the organisational culture within Amazon can be difficult to work within, it also shows that employees can thrive within it if they are able to withstand the physical and mental pressures. 
Within Amazon’s may fulfilment centres, worker conditions have come under intense scrutiny. The company has been accused of forcing workers to do their jobs in poor and dangerous conditions. Workplace safety has long been a concern for Amazon warehouse and delivery staff, with instances of employees suffering crippling injuries becoming increasingly regular. Between 2017 and 2020, the corporation reported nearly doubling the rate of major injuries that required personnel to take time off or be reassigned to lesser responsibilities. According to official data, Amazon reported 24,505 serious injuries among its workforce of 581,624 in 2020 (Mills-Rodrigo, 2021). This source substantiates Amazon employees' concerns of unsafe working conditions. The high number of injuries suffered in the workplace will have an adverse effect on Amazon’s reputation. Due to this risk, people will be less willing to work within the organisation. While there are clear negatives to working for Amazon, the company does also offer a number of employee benefits. Permanent Amazon workers also get a comprehensive benefits package, which includes private medical insurance, life insurance, income protection, subsidised meals, and an employee discount totalling over £700 per year, as well as a business pension plan. Amazon also offers an innovative programme called Career Choice that covers 95 percent of tuition and associated expenses, up to £8,000 over four years (Amazon Jobs, 2022). 
Edgar Schein’s ideas of organisational culture can be applied to Amazon. Schein states that organizations do not create a culture overnight; rather, it develops over time as people adjust to changing circumstances, adapt to the external environment, and solve challenges (2016). This can be seen within Amazon as senior employees have cultivated the intense work culture within the company. Schein’s ideas also suggest that new employees must work hard to align themselves with the company’s existing culture. This can also be seen within Amazon as there is a high demand placed on their employees. Those who can align with the culture are given good opportunities to succeed, while those who are unable to adapt are often replaced. Between July and October of last year, the ecommerce giant employed more than 350,000 employees to work in its warehouses, but many of these positions lasted only a few days or weeks. Amazon was losing around 3% of its hourly colleagues each week, equating to a roughly 150 percent yearly staff turnover. The average firm has an employee turnover rate of between 12 and 20%. This high turnover rate raised fears that Amazon would struggle to replace employees at the rate at which they were leaving (Scammell, 2021). This demonstrates that despite considerable worker turnover, Amazon maintains the culture that has contributed to its success. 
According to the Charles Handy Model of Organizational Culture, organisations adhere to one of four distinct cultures, power, task, people and role. There are aspects of Amazons organisational culture that fit into a number of these. In a power culture, decisions are made by only a few people at the head of the business who then delegate responsibility for tasks to others. This can be seen at Amazon as Jeff Bezos and other CEOs create their vision for the company and then allow people below them to execute those ideas. Lower employees must follow the orders of their superiors. Amazon’s also displays characteristics of role culture. This sees employees delegated specific roles depending on their area within the business. The employee is then responsible for completing their role accordingly. This can be seen within Amazon in several ways. Firstly, at corporate level, employees are split into specific area that focus on different aspects of the business. At the warehouse level, personnel are required to do their assigned duties effectively. However, many features of a role culture do not apply. Within Amazon, workers are assigned duties, but a firm that truly embraces role culture allows employees to choose the position that best fits them. 


















HR Management Practices 
Human resource management is a critical component of a modern company. HRM enables a business to manage its employees effectively. It is the area of the business that has been developed to manage people inside a company. A human resource manager's responsibilities fall into three broad categories: staffing, employee pay and benefits, and defining/designing work. Essentially, the objective of human resource management is to optimise an organization's output through enhancing its employees' efficiency (Inc. Editorial, 2021). Similarly, to its approach to organisational culture, Amazon has been criticized in its approach to HR management. The company has been seen to have a lack of diversity at a corporate level and are strict with poor employee performance. Amazon's HR management record is less than stellar. It's a white male dominated company. Despite its best efforts, the company's high turnover rate persists. Poor HR management causes additional issues. The issue with Amazon's management style is that while it is a well-known business, it is strict in its performance expectations. The company has adopted a performance-based approach. Employees are disillusioned by such corporate cultures and practises (Pratap, 2022). This exemplifies Amazon's stringent performance standards and the resulting divide between workers and senior management. 
Amazon does allow workers to voice their concerns, regardless of their job within the organisation. Because Amazon operates under an "open-door" policy, they encourage and welcome any employee to communicate thoughts, issues, or criticism with their manager, a member of Amazon's Human Resources team, or any member of Amazon's leadership team (About Amazon Staff, 2020). This shows that Amazon do offer their employees an opportunity to voice their concerns. They offer several different avenues to contact senior employees with their issues. 





Conclusion
Since its creation in 1994, Amazon has developed and grown to be one of the largest companies across the world. Based out of Seattle and operating in North America and Europe, it has the company has become a household name and part of daily lives of millions of people worldwide. The company pushes the boundaries of technological change in the name of customer service. Amazon employs millions of people worldwide and operates using a hierarchical system which allows the few CEOs to make the keys decisions for the business, allowing Amazon to dominate the market and navigate the COVID-19 pandemic successfully. This is shows how Amazon fits in the power role of Charles Handy Model of Organisational Culture. Despite this, there is very little focus on staff satisfaction and safety. Amazon has developed a strong brand which is extremely customer oriented and is continually looking for innovative ways to improve the customer experience. The culture of the organisation is notoriously tough with a high percentage of staff turnover. Employees are expected to adapt to the demands of the workplace. Those that are unable to change are often replaced however employees that thrive in this culture are given the opportunity to progress professionally. Amazon has developed a difficult reputation in their human resources department. Their strict performance related targets have led to staff becoming disillusioned with senior management. While Amazon do offer routes for employees to voice their concerns, it’s clear that the Human Resources aspect of the business needs major improvement. Amazon’s current processes have proved very fulfilling to the company on a financial level, however, there is a need to be more fulfilling to the needs and wants of their staff.







Recommendation 1
· Amazon currently reviews employee performance on a weekly or monthly basis. 
· These strict reviews have led to unhappy employees and ultimately a higher staff turnover rate. 
· By reviewing performance every 6 months, it would allow employees to feel more secure in their jobs, while also reducing annual staff turnover. 
· This would benefit both the Amazon and the staff working in warehouses and drivers. 
Recommendation 2
· Amazon’s review system is currently entirely based on strict performance statistics.
· Employees have very little tolerance on poor performances as the system does not take into effect other aspects of an employee’s job role.
· By including other variables into reviews and showing more affection it will allow employees to feel more valued within the company. 
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