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1. [bookmark: _Toc204866002]Abstract 

This dissertation looks into what really motivates employees working in the warehouse environment of Amazon BHX7. It focuses on how motivation affects their job satisfaction, performance and turnover. Using a mixed-methods approach, data was gathered through a structured survey completed by 30 employees. The results showed that most people are motivated by extrinsic factors, especially salary and job security, while intrinsic motivators such as recognition, autonomy, and personal development are less prominent but still valued. One of the most important findings is that low motivation is clearly linked to people wanting to leave their job, which suggests that many employees stay not because they’re happy, but more because they need the job. The data and theory together point out that something is missing when it comes to keeping staff properly engaged. Drawing on theories including Maslow’s hierarchy of needs, Daniel Pink’s motivation theory, and strategic HRM, the research highlights the need for Amazon to improve communication, career progression, and employee recognition. These are areas that could really help boost motivation. The study concludes with practical recommendations for enhancing motivation in warehouse environments and calls for further research using qualitative and longitudinal methods to deepen understanding of employee experiences and resistance in algorithm-driven workplaces.
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[bookmark: _Toc204866005]4. Introduction

[bookmark: _Toc204866006]4.1 Background of the study/ Overview
In the past years, the warehousing and logistics industry has changed massively. With e-commerce growing so fast and customers expecting super quick deliveries, warehouses became a key part of how companies manage their operations. To keep up with all the demand, lots of organisations, including big ones like Amazon, started using new technologies like automation, tracking systems, and algorithms that manage workers in real time.
These changes definitely made things faster and more efficient, but they also brought some issues. Many workers now have less control over their tasks, are being watched more closely, and face tougher physical demands. This is really noticeable in large fulfilment centres like Amazon BHX7, where everything is measured and performance is always under pressure. As a result, it becomes really important to understand how all this affects the people doing the actual work. If motivation drops, it can lead to high turnover, mistakes, and even burnout. On the other hand, when workers feel motivated, they tend to be more productive, satisfied, and stay in their jobs longer. That’s why looking into how motivation works in a place like Amazon BHX7 can give useful insights for both the company and the employees.
Although there is a lot of research about employee motivation and organisational culture, there are not many studies that focus specifically on the working conditions in Amazon warehouses. Also, most of the existing research does not fully consider how things like algorithmic management and constant surveillance affect workers’ motivation, the power dynamics between employees and managers, and how workers resist these pressures. There is a clear lack of real data about how these factors influence motivation at the Amazon BHX7 warehouse in the UK. This dissertation tries to gather the information and analyse it by combining motivation theories with ideas about power and organisational culture, using new survey data collected from employees at Amazon BHX7.
[bookmark: _Toc204866007]4.2 Structure of the dissertation	
This dissertation has five main chapters. After this introduction, the literature review talks about different motivation theories and explains how workplace dynamics can influence motivation. Then the methodology section shows how the research was done, including the case study and survey. After that, the analysis of findings brings together the results and discusses them using theories. The final chapter includes both the conclusions and practical recommendations, along with ideas for future research.

[bookmark: _Toc204866008]4.3 Research problem statement
Amazon operates some of the most advanced and high-performing warehouses in the UK. It is known for using cutting-edge systems and keeping things moving at a very fast pace. But even with all this technology, employees often face problems staying motivated. The work is physically hard, and there's a lot of pressure to hit high performance goals. On top of that, workers do not always have much control over what they do or how they do it. These things can cause people to feel unhappy at work, which sometimes leads them to quit.
Amazon has also been in the media for not-so-good reasons. Some articles and reports have talked about things like too much surveillance, stress, and poor treatment of employees. This raises big questions about whether their current ways of keeping people motivated actually work. So, it is important to look deeper and try to understand what really drives or blocks motivation in this kind of setting. By looking at theories of motivation, organisational culture, power dynamics, and strategic HR practices, this study aims to better understand what’s working, what is not, and what could be done to improve motivation for warehouse employees in a more sustainable and human-focused way.  

[bookmark: _Toc204866009]4.4 Research Aim
The primary aim of this study is to examine the key factors that influence employee motivation at Amazon BHX7 and to evaluate how different motivation strategies affect job satisfaction, performance, and whether people choose to stay or leave.
[bookmark: _Toc204866010]4.5 Research Objectives
1. To identify intrinsic and extrinsic motivation factors affecting warehouse workers at Amazon BHX7.
2. To assess the impact of motivation on performance and job satisfaction.
3. To explore strategies for improving employee motivation in a warehouse setting.


[bookmark: _Toc204866011]4.6 Research Questions
1. What are the primary intrinsic and extrinsic factors that influence the motivation of warehouse employees at Amazon BHX7?
2. How does motivation impact employee performance, job satisfaction and employee turnover?
3. What strategies can enhance motivation in warehouse environments?


[bookmark: _Toc204866012]4.7 Scope and rationale of choosing Amazon BHX7
Working at BHX7 allows for direct observation of how management policies translate to daily operations, providing authentic insights into motivational structures. As a major hub for operations and delivery, BHX7 faces unique productivity pressures that directly impact employee motivation. As a BHX7 employee, I aim to bring together academic theory and frontline worker experiences, offering actionable insights for management.






[bookmark: _Toc204866013]5. Literature Review

[bookmark: _Toc204866014]5.1 Theories of Motivation
Daniel Pink (2009) argues that autonomy, mastery, and purpose are the main drivers when it comes to motivating people at work. But in places like Amazon BHX7, this theory does not really match up with reality. For example, the use of algorithmic tools like Time Off Task (TOT) makes it hard for workers to feel any kind of autonomy (Vallas et al., 2022). Instead of having control over their day, employees have to stick to strict rules and are constantly watched, undermining intrinsic motivation. There are even reports of workers being questioned just for taking toilet breaks, which really shows how far this disconnect goes (Jordan and Conway, 2023).
Herzberg’s Two-Factor Theory explains that employee motivation is driven by two sets of factors: motivators (e.g., achievement, recognition) which lead to satisfaction, and hygiene factors (e.g., pay, working conditions) which prevent dissatisfaction but do not motivate on their own (Herzberg, 1968). Herzberg’s hygiene factors align with BHX7’s SWOT weaknesses (e.g., seasonal labour, reliance) and PESTEL threats (e.g., Brexit-related instability) as found in the Appendix A.
Maslow’s hierarchy of needs (1943) says that people need to satisfy their basic needs, such as safety and health, before they can focus on things like growth or self-fulfilment. But again, this does not quite fit with what’s happening in Amazon warehouses. A recent study says 41% of workers have suffered medically significant injuries (Gutelius & Pinto, 2024), hence it is pretty clear that many do not even get their basic needs met. With constant monitoring and pressure, it becomes hard to see how they could reach the higher levels of motivation Maslow describes. Algorithmic performance monitoring further undermines well-being, suggesting classical models like Maslow’s require critical re-evaluation in such high-intensity labour settings (Vallas et al., 2022).

[bookmark: _Toc204866015]5.2 Organisational Behaviour & Culture
Johnson and Scholes’ Cultural Web framework talks about six things that define an organisation’s culture: routines, rituals, symbols, stories, power structures, control systems, and structure (Johnson et al., 2017). At BHX7, these elements seem to be centred around high-speed scanning, tracking TOT, and punishing people straight away if they do not hit targets. All this creates a work culture that feels more about fear and control than real engagement or motivation (Lecher, 2019).
Hofstede’s Cultural Dimensions also offer some insight. The model includes things like power distance, individualism versus collectivism, and how comfortable people are with uncertainty (Hofstede et al., 2010). In BHX7, there’s a clear power distance, workers do not have much say in decisions (Moore & Hayes, 2021). Because people are judged on their own numbers, there’s a strong sense of individualism, which can lead to feeling isolated (Harrington, 2021). Also, mistakes or any deviation from routine seem to be punished quickly, showing low tolerance for uncertainty (AP News, 2024). Even though Hofstede’s model is useful, it is criticised. McSweeney (2002) argues that it assumes everyone in a country shares the same values, which is not always true. In a company like Amazon, culture is not just about national traits, it is often shaped more by algorithms and corporate goals. That’s why Schein’s (2010) model might give a better picture. Schein looks at shared beliefs and how leaders influence culture, which could be more relevant in big global companies (Schein & Schein, 2017).

[bookmark: _Toc204866016]5.3 Human Resource Management & Strategic HRM
Strategic Human Resource Management (SHRM) is all about linking HR practices with long-term business goals so that HR becomes a competitive advantage (Bacon, 2007). At Amazon, HR seems to be very data-driven. Employees are tracked constantly, and things like TOT are used to measure performance and even discipline people (Duhigg, 2019). While this might fit with SHRM’s focus on efficiency, it also raises questions about fairness and worker wellbeing.
The legal environment plays a part too. In the US, weaker labour laws allow Amazon to outsource and cut costs more easily. But in the UK, there are stricter rules, so Amazon cannot fully use its US-style HR strategies. Instead, it has to mix flexibility with some level of legal compliance (Hassel & Sieker, 2022). These regulatory constraints limit Amazon’s ability to fully implement its US-style HRM systems in the UK.
Emotional Intelligence (EI), as defined by Goleman (1998), enhances interpersonal relationships and leadership effectiveness. Boyatzis (2018) and O’Boyle et al. (2011) show EI improves job performance across roles, suggesting its integration into warehouse HRM could boost resilience and engagement. In high-pressure environments like Amazon, EI-informed recruitment and training can reduce burnout, enhance teamwork, and foster emotional regulation (Mehler et al., 2024).
Also, the “Three Cs”, clarity, consistency, and credibility are key for communication in busy environments like warehouses. By embedding these principles into leadership and HRM strategies, Amazon could mitigate misunderstandings and enhance trust, motivation, and retention (Men, 2014).
[bookmark: _Toc204866017]5.4 Power and Resistance in Organisations
The three faces of power which are visible, hidden, and invisible, expose the multilayered nature of control at Amazon BHX7. Visible power appears in surveillance and productivity demands; hidden power prevents discourse around unions or mental health; invisible power manifests when workers internalise these norms, accepting them as natural (Lukes, 1993).
Foucault (1977) also has similar views. He explains how systems use discipline and surveillance to create obedient workers. But he also says that wherever there is power, there’s also resistance (Foucault, 1978). At Amazon, even though many workers seem to follow the rules, there are reports of resistance, such as people speaking out, joining unions, or criticising Amazon publicly (Sainato, 2024).
[bookmark: _Toc204866018]5.5 Real-World Case Comparison: TXM Lean Solutions
The TXM Lean Solutions case study shows a totally different way of managing people. It uses Lean principles like visual controls (5S) and lets employees take part in solving problems. This supports intrinsic motivation and makes workers feel more in control, matching Pink’s ideas of autonomy, mastery, and purpose. It also aligns well with Schein’s view on creating shared values and positive culture (TXM Lean Solutions, 2023). TXM’s approach is about trust, collaboration, and involvement from the bottom up, which is the opposite of Amazon’s top-down, surveillance-heavy model (Sainato, 2024). 	


[bookmark: _Toc204866019]6. Methodology

This study takes an interpretivist approach because motivation is not just about numbers, it is about how people actually feel and experience their work. Rather than starting with a fixed hypothesis, the study uses an inductive method to explore how employees at Amazon BHX7 make sense of their daily work life. 

[bookmark: _Toc204866020]6.1 Justification for qualitative/quantitative methods
The analysis approach was primarily qualitative in interpretation, using quantitative survey data as the foundation for theory-led discussion. This allowed deeper insight into not just what employees reported, but also why, based on known organisational behaviour and motivation principles.

[bookmark: _Toc204866021]6.2 Data collection methods – questionnaires 
Primary data is collected using questionnaires designed to gather information on employee motivation, perceived leadership style, organisational culture, and working conditions. The questionnaire includes closed-ended questions and this method supports participant anonymity, which may increase honesty in responses, especially given the sensitivity around workplace dissatisfaction.
The sample consists of current employees at Amazon BHX7, where participants were drawn from various departments across the fulfilment centre and were chosen based on their willingness to participate and their direct experience within the warehouse environment. This approach allowed for a diverse range of insights while still focusing on those familiar with the site’s operational culture. The voluntary nature of participation helped ensure ethical integrity and encouraged more open, honest responses.

[bookmark: _Toc204866022]6.3 Ethical considerations
All participants are informed about the purpose of the study and their rights and participation is entirely voluntary, where no identifiable personal data is collected. Responses are anonymised to protect confidentiality and the research commits to ethical integrity. Special attention is given to the power imbalance between employer and employee, with efforts made to ensure that no pressure is applied to participate.

[bookmark: _Toc204866023]6.4 Limitations of the methodology
The use of questionnaires may limit the depth of responses compared to interviews. The sampling method may reduce the generalisability of findings beyond BHX7. At the same time, only the workers from the nigh-shift were able to contribute to this research. Despite these limitations, the chosen methodology allows for focused, meaningful insight into a single workplace culture.

















[bookmark: _Toc204866024]7. Data Analysis and Discussions

This chapter presents the primary data that was collected through a structured questionnaire given to warehouse workers at Amazon BHX7. The responses have been analysed in connection with motivational theories, organisational culture models, and Strategic Human Resource Management (SHRM) frameworks discussed earlier in the literature review. The purpose is to understand how employees perceive motivation, leadership styles, workplace culture, and human resource practices. Different patterns, themes, and contradictions are identified and explained through theoretical models such as Daniel Pink’s theory of motivation, Maslow’s hierarchy of needs, SHRM, Schein’s organisational culture model, Lukes’ theory of power, and Foucault’s concept of resistance.
The participants included a diverse group of employees, mainly between the ages of 25–34 and 35–44, with most respondents identifying as male. This reflects the common demographic structure found in warehouse environments, where the nature of physical labour often leads to a higher percentage of male workers. These characteristics were considered when exploring motivation, inclusion, and communication preferences within the workplace.
A structured questionnaire was designed, including 23 closed-ended questions aimed at examining employee motivation, views on organisational culture, human resources practices, emotional intelligence, and overall working conditions at Amazon BHX7. The design of the questions was based on key motivational and organisational behaviour theories such as Daniel Pink’s Drive theory, Maslow’s hierarchy of needs, SHRM principles, Schein’s cultural model, and Foucault’s theory of resistance. The questions were grouped according to themes, in line with these theoretical perspectives.
The distribution of the questionnaire was carried out in person among employees working at Amazon BHX7. All participation was voluntary and anonymous, which helped protect the confidentiality of the respondents and encouraged truthful answers. A total of 30 employees filled in the questionnaire during two weeks.
The data was collected and examined manually by using a frequency count for each question, allowing the identification of common trends, important themes, and inconsistencies. The responses were organised by topic and compared with the concepts introduced in the literature review. For instance, the questions about autonomy, mastery, and purpose were analysed through Daniel Pink’s motivation theory, while issues related to basic needs and employee well-being were interpreted using Maslow’s framework.
To better support the findings, charts were created to show the main patterns found in the responses. These visual aids helped to explain employee preferences, such as main sources of motivation, opinions about management, and also highlighted contradictions, for example, feeling both motivated and pressured by strict performance targets. These contradictions were further analysed through Lukes’ three dimensions of power and Foucault’s ideas on resistance in the workplace.

[bookmark: _Toc204866025]7.1  Demographics Overview
The demographic profile of respondents provides valuable context for understanding motivation dynamics at Amazon BHX7. The workforce is predominantly young, with 50% of employees aged 25–34, followed by 20% aged 35–44, 17% aged 45–54, and 10% aged 55+. Only 3% were in the 18–24 age group, challenging the assumption that warehouse roles skew toward the youngest workers.
Gender representation shows a significant imbalance: 80% of respondents identified as male, while 20% identified as female, with no participants selecting "Prefer not to say" or "Other’’, suggesting a gender imbalance within the warehouse workforce.
[bookmark: _Toc204694341]Figure 1
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Tenure data shows that 13% of respondents had worked at Amazon BHX7 for 6–12 months, 17% for 1–2 years, and 57% for over 2 years. Only 13% had been employed for less than 6 months. This spread indicates a workforce heavily weighted toward long-term employees (2+ years). This indicates a fair mix of both new and more experienced employees, enabling a diverse range of insights into long-term motivation.

The majority (70%) were full-time employees, with only 3% part-time and 27 % temporary or seasonal workers. This division may influence motivational factors, as full-time workers are more likely to be invested in long-term goals such as career progression and skill development. In contrast, temporary workers may be more extrinsically motivated by immediate rewards, aligning with Maslow’s safety needs and Herzberg’s hygiene factors.
[bookmark: _Toc204694343]Figure 3
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[bookmark: _Toc204694344]Figure 4
[image: A pie chart with numbers and a few percentages

AI-generated content may be incorrect.]
From a strategic HRM lens, this demographic spread suggests Amazon must implement differentiated motivation strategies that appeal to varying needs, from career development for younger, full-time employees, to well-being support for temporary staff, who may feel less integrated into the organisational culture.
An analysis of survey responses by age, tenure, and employment type revealed distinct motivational patterns and perceptions of organisational culture among Amazon BHX7 workers. Younger employees (aged 18–24), who formed the largest age group (43%), tended to value extrinsic motivators such as pay and skill development (Q8), aligning with Maslow’s lower-tier needs and Pink’s reward-based drive. This group also showed higher concern around transparency (Q19) and pressure (Q22), suggesting early awareness of organisational power dynamics. In contrast, employees aged 25–34 (37%) and 35+ (20%) were more focused on growth and long-term well-being, yet more likely to express dissatisfaction with workplace conditions and communication, which links it  to Foucault’s concept of internalised control and Lukes’ third face of power, where prolonged exposure reduces active resistance. Similarly, employees with 1–2 years or more in the role (73.4% combined) reported less belief in transparent decision-making and voiced fewer concerns (Q18–Q20), suggesting disengagement over time. Full-time staff (73%) were more likely to expect progression and alignment with values (Q15, Q12) but expressed disappointment with managerial support and inclusion, revealing a psychological contract breach and linking to Strategic HRM and Schein’s organisational culture model. Meanwhile, temporary and seasonal workers (23%) were mostly extrinsically motivated and less engaged with inclusion or values, reflecting a transactional relationship and exposure to visible forms of power (Lukes, 1974). These findings emphasise the importance of differentiated motivation strategies tailored to tenure, contract type, and employee expectations.
[bookmark: _Toc204694345]Figure 5
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[bookmark: _Toc204866026]7.2 Intrinsic Motivation & Job Satisfaction
This section explores intrinsic motivation and job satisfaction among Amazon BHX7 employees using key questionnaire items related to autonomy, mastery, and purpose, concepts central to Daniel Pink’s theory of motivation and basic needs fulfillment per Maslow’s hierarchy. The analysis is based on responses from 30 employees, shedding light on how well Amazon BHX7 supports intrinsic motivators.
The survey results indicate that a majority of respondents feel some degree of control in completing their daily tasks at Amazon BHX7, with 60% answering “Yes” and 37% “Sometimes.” Similarly, motivation to master their current roles was positive but slightly lower, with 76,7% saying “Yes”. About 83% of workers reported understanding the purpose of their work fully, highlighting a relatively strong connection to meaningfulness at work.
[bookmark: _Toc204694346]Figure 6
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[bookmark: _Toc204694347]Figure 7
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The most selected motivator was ‘Pay’ (60%), followed by ‘Skill Development’ (17%), and smaller numbers selecting ‘Promotion,’ ‘Teamwork,’ and ‘Praise/Recognition. This suggests that intrinsic factors such as autonomy, mastery, and purpose play a significant role for these warehouse workers.
[bookmark: _Toc204694348]Figure 8
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These findings align well with Daniel Pink’s motivation theory, which emphasizes autonomy, mastery, and purpose as core drivers of intrinsic motivation (Pink, 2009). The relatively high percentage of employees who feel some control over their work and a sense of purpose indicates that BHX7 supports these factors to a fair degree. However, the “Sometimes” responses also highlight room for improvement in autonomy and engagement.
Maslow’s hierarchy similarly supports this, with employees demonstrating needs at the esteem and self-actualization levels, seeking meaningful and skill-developing work rather than purely basic rewards (Maslow, 1943). 
Nonetheless, the findings suggest some ambivalence among workers, with many unsure or negative about motivation and task control, which could reflect the intense performance environment or variability in management styles.
Emotional intelligence (EI) in leadership plays a crucial role in influencing employee motivation, engagement, and wellbeing. According to Goleman (1995), emotionally intelligent leaders are those who are self-aware, empathic, and capable of managing relationships effectively, which are the essential qualities in demanding warehouse environments like Amazon BHX7. The survey findings show that 33% of participants feel their manager understands their emotions and concerns (Q14), which suggests a moderate presence of emotional intelligence among supervisors. However, the 50% who selected "Sometimes" and the 17% who answered "No" indicate that over two-thirds of employees do not consistently feel emotionally understood at work.
[bookmark: _Toc204694349]Figure 9
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[bookmark: _Toc204694350]Figure 10
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This uneven perception suggests an inconsistency in managerial emotional competence, possibly impacting employee trust, psychological safety, and motivation.
The results also align with Daniel Goleman’s framework, where empathy and relationship management are central to effective leadership. Furthermore, the findings from Q17 (80% strongly agree/agree that HR supports wellbeing) reinforce the idea that while many feel supported, a significant minority remain hesitant or unsupported, which highlights a space for improvement in emotionally intelligent communication and feedback mechanisms.



Tenure data shows 13% of employees have been at Amazon BHX7 for 6–12 months, 17% for 1–2 years, and 57% for over 2 years, indicating turnover affects all levels. A recent qualitative study by Sunday (2024) highlighted several frontline warehouse management practices that successfully support employee retention, including enhancing employee well-being, promoting autonomy and recognition, and enabling transparent communication. These findings directly reinforce the role of motivation, both intrinsic and extrinsic, in reducing turnover in warehouse environments, which links low motivation and job dissatisfaction to higher turnover intention. The high number of younger and temporary workers, often motivated by pay, suggests a greater risk of attrition if their evolving needs are unmet.
From a Strategic HRM perspective, failing to address diverse motivational drivers weakens retention (Boxall and Purcell, 2016). Employees lacking emotional connection or purpose are more likely to disengage and leave, especially in demanding warehouse environments (Bakker and Demerouti, 2017).

[bookmark: _Toc204866027]7.3 Extrinsic Motivation: Pay, Benefits & Security
Survey responses revealed that pay is the strongest motivating factor for the majority of warehouse workers at Amazon BHX7. Out of 30 respondents, 18 selected “Pay” as their primary motivator in Q8. This was followed by 5 respondents choosing Skill Development, and smaller numbers opting for Promotion, Teamwork, and Praise/Recognition. These results indicate a strong reliance on extrinsic motivation drivers, especially financial incentives, in a high-demand logistics environment.
This aligns with Maslow’s Hierarchy of Needs, where physiological and safety needs, such as financial stability and job security form the foundation. Warehouse roles, often physically demanding and repetitive, may lead employees to prioritise tangible rewards like pay over intrinsic elements like purpose or recognition. In Daniel Pink’s motivation framework, “Pay” would be classified as a baseline reward rather than a long-term motivator. Yet in this setting, it remains the dominant driver.
[bookmark: _Toc204694351]Figure 11
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Q15 data regarding career progression adds nuance to this discussion. 18 respondents answered "Yes" to seeing progression opportunities, while 7 were “Unsure” and 5 said “No.” This suggests that while financial motivation is strong, a substantial portion of employees are either unaware of or unconvinced by internal advancement pathways. This disconnect may reflect gaps in strategic HRM communication or limited visibility of career ladders within the fulfilment centre.
[bookmark: _Toc204694352]Figure 12
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Q17 addressed perceived HR support for employee wellbeing. Here, the majority of respondents answered positively, with 24 selecting “Agree” or “Strongly Agree.” However, 6 disagreed or strongly disagreed, indicating there are still pain points. Positive perceptions of HR might suggest that efforts to provide job security or benefits (such as breaks, time off, and assistance programs) are partially effective, but not universally experienced.
[bookmark: _Toc204694353]Figure 13
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From an SHRM lens, this mix of satisfaction and uncertainty underlines the need for clear, transparent, and credible HR policies. The concept of "HR as a strategic partner", as highlighted in Armstrong’s model of SHRM that implies that HR must move beyond administrative roles to actively foster long-term engagement, especially in high-pressure roles (Armstrong and Taylor, 2014).
In summary, the data points to a workforce that is extrinsically motivated, primarily by pay, with limited but present interest in long-term development. While many employees acknowledge HR efforts, inconsistencies remain in how progression and wellbeing support are perceived. These findings highlight the importance of clarity and credibility in reward systems and HR practices, two of the "Three C’s" that build sustainable motivation.




[bookmark: _Toc204866028]7.4 Management, Culture & Communication

Responses to Question 10 regarding Amazon’s workplace culture reveal a fragmented perception among employees: approximately 27% described it as Stressful, 33% as Competitive, 13% as Supportive, and 27% as Collaborative. This distribution indicates that employees experience significantly different aspects of the organisational culture. According to Schein’s Model of Organisational Culture (2010), culture operates at three levels: artefacts (visible structures and processes), espoused values (officially stated norms and strategies), and basic underlying assumptions (unconscious beliefs and perceptions). The varied responses suggest a possible misalignment between Amazon’s espoused values, most likely centred on collaboration and support and the basic assumptions experienced by employees, which may include stress and competitiveness in daily operations.
[bookmark: _Toc204694354]Figure 14
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Around 60% of employees report communication as clear and consistent, while 40% experience inconsistency or lack of clarity. This aligns with the Three C’s of Communication framework, which emphasizes clarity, consistency, and credibility as critical to effective communication (Men, 2014). The inconsistency perceived by a significant minority may reflect failures in organizational communication channels or hierarchical filtering of information, leading to misunderstandings or disengagement. Communication breakdowns can create confusion over HR expectations, impairing motivation and leading to inconsistent application of HR practices, which can increase turnover and lower productivity (Boxall & Purcell, 2016).
[bookmark: _Toc204694355]Figure 15
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              Only 37% of employees feel fully included in Amazon’s values and goals, with the majority responding ‘’Sometimes’’ or ‘’No’’. This suggests a weak internalisation of organisational identity. Schein’s cultural model highlights that shared values and assumptions form the “glue” of culture (Schein and Schein, 2017). Lack of inclusion indicates that these values are not internalised or practiced consistently. From a motivation perspective, Daniel Pink’s theory (2009) emphasizes the importance of purpose as a driver; employees disconnected from company goals may lack intrinsic motivation. Also, exclusion from values can be a subtle form of power, where dominant groups shape values that marginalize others, resonating with Lukes’ second and third faces of power (1974), which influence agendas and perceptions without open conflict. The disconnect reported undermines SHRM effectiveness by risking disengagement and turnover, particularly in high-demand operational environments like Amazon warehouses (Kaufman, 2015).
[bookmark: _Toc204694356]Figure 16
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             The survey responses to Amazon’s promotion of diversity and inclusion show an even split: 50% of respondents (15 employees) rated it as "Very well," while the other 50% (15 employees) rated it as "Well." This indicates that all surveyed employees view Amazon’s diversity initiatives positively, with no negative ratings recorded. This unanimous positive perception suggests that diversity and inclusion efforts at Amazon BHX7 are broadly recognized and appreciated by the workforce. From a Strategic Human Resource Management (SHRM) perspective, such inclusivity supports employee engagement, motivation, and organizational commitment (Boxall & Purcell, 2016). Also, Foucault’s theory of power and resistance (1990) suggests that even in broadly positive environments, there may be underlying dynamics of power that employees might resist subtly; however, the absence of negative ratings here points to a largely cohesive cultural acceptance. Overall, this strong support for diversity efforts probably helps people work better together and builds trust in the workplace.

Only 33% of employees feel their managers understand their emotions consistently. According to Goleman (1998), managerial empathy is critical for building trust and motivating employees. The lack of perceived emotional support can lead to feelings of alienation and reduce psychological safety, which is vital for motivation and well-being (Kahn, 1990). This issue may indicate that managers rely more on formal control (Lukes’ first face of power) rather than relational influence, potentially suppressing open communication and increasing workplace stress.
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               Around 57% of respondents feel that performance goals are clearly communicated, while 43% either only sometimes feel this or not at all. Goal clarity is fundamental in Locke, Latham and Kessler (2013) theory, which argues that clear, challenging goals enhance motivation. The uncertainty expressed by nearly half of employees may lead to confusion and stress, which can lower performance. This disconnect might reflect inconsistencies in managerial communication or the complexity of the organisation, where not all employees receive the same information or level of support (Tourish and Robson, 2006).
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Only half of employees feel safe voicing concerns without retaliation, while the rest express fear or uncertainty. This is a direct example of Foucault’s theory of power and resistance (1990), where power relations create self-censorship and silence to avoid punitive consequences. A culture that discourages upward communication stifles problem-solving and innovation, eroding motivation and trust. This also undermines psychological safety (Edmondson, 1999), which is crucial for engagement and retention.
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The findings from the questionnaire show that although 73% of employees feel that decision-making is always or often transparent, around 27% believe it is rarely transparent. This division suggests that not all employees experience the same level of openness, possibly due to differences between teams or shifts. According to Lukes’ theory of power, this may show hidden power structures that influence people’s views without open conflict. Schein (2017) also explains that when trust in leadership is not consistent, it can damage the organisation’s credibility. Foucault’s idea of disciplinary power supports the view that some employees may stay silent even when they feel excluded from decisions, because they have become used to these norms. Although most employees report transparency, the presence of a dissatisfied minority may still lead to quiet forms of resistance such as low engagement or high turnover.
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[bookmark: _Toc204866029]7.5 Voice, Power, Resistance & Transparency
Power dynamics and employee voice are critical in understanding resistance and agency within a high-pressure work environment. Only 37% of employees feel safe voicing concerns without fear (Q18), while 40% explicitly do not. The feeling of worry connects with the belief that decisions are made without enough transparency (Q19), where 27% report decisions are rarely transparent, a combination that entrenches Lukes’ (1974) third face' of power through self-censorship. With 67% of respondents saying they have never challenged unfair policies, it suggests that many employees may not even feel empowered to resist, let alone expect change.
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From a Foucauldian perspective, power at Amazon BHX7 may be embedded in systems of surveillance and control, where compliance is normalised, and resistance becomes internalised. The structure of warehouse monitoring such as productivity tracking and performance quotas, may discourage open resistance or criticism.
Also, 10% of employees reported feeling “frequently” pressured to compromise on safety, and 43% said “occasionally.” This is particularly concerning in a physically demanding environment, suggesting potential ethical and operational risks. Such conditions may also reinforce Foucault’s concept of disciplinary power, where self-regulation occurs due to systemic pressure rather than direct coercion.
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These findings reflect a workplace in which voice is limited, transparency is lacking, and formal structures discourage confrontation, all of which undermine motivation, trust, and psychological safety.

[bookmark: _Toc204866030]7.6 Wellbeing & Safety
Employee perceptions of organisational care reveal significant motivational challenges. Only 33% unequivocally believe Amazon values wellbeing (Q21), while the majority (53%) report inconsistent experiences ('’Sometimes'’). This aligns with Schein's (2017) model of organisational culture, where discrepancies between stated values and lived experience undermine trust.
Working condition ratings (Q23) further reflect this ambivalence: 53% rate conditions as average (3), while 33% give positive (4) ratings. Notably, no employees selected 'excellent' (5/5), suggesting wellbeing initiatives meet baseline expectations but fail to inspire. These findings underscore the need for more consistent, visible demonstrations of organisational care to bridge the credibility issue.
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While it is reassuring that no respondent selected “No” in the Question 9 regarding the ability of Amazon BHX7 to have their basic needs met, the fact that 57% of employees only “sometimes” feel their basic needs are met suggests inconsistency or unpredictability in how rest breaks and safety protocols are implemented across shifts or teams. This ambiguity may create uncertainty, stress, and fatigue, all of which can diminish morale and motivation over time. According to Maslow (1943), physiological and safety needs (e.g., food, rest, physical safety) form the base of the motivational hierarchy. If these needs are not reliably met, employees are unlikely to progress to higher-level motivational drivers like belonging, esteem, or self-actualisation. At Amazon BHX7, the lack of consistency in meeting basic needs undermines worker well-being and highlights a critical barrier to intrinsic motivation.
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From an organisational behaviour perspective, employees who feel physically and emotionally safe are more likely to demonstrate loyalty and productivity. The results here highlight a need for Amazon BHX7 to strengthen its well-being initiatives not just in policy, but in everyday practice.
The disconnect between HR’s self-perceived support (Q17: 80% agree/strongly agree HR supports wellbeing) and employee experiences of organisational care (Q21: only 34% believe Amazon values wellbeing) reveals a striking credibility issue. 





[bookmark: _Toc204866031]8. Conclusion and Recommendations 

This research wanted to understand what motivates workers at Amazon BHX7. The aim was to see what makes employees stay in the job, what causes them to leave, and how the company can improve motivation in such a difficult and fast-paced environment. The study used answers from workers and well-known motivation theories to learn more about how employees feel.

[bookmark: _Toc204866032]8.1 Summary of Findings

           The results revealed that extrinsic motivators, particularly pay and job security, are dominant among Amazon BHX7 workers. This aligns with the nature of warehouse roles, where tasks are repetitive, physical, and closely monitored. Financial stability emerged as a key reason why many employees remain in the role, even if they report low engagement. However, some workers also expressed a desire for intrinsic motivators such as recognition and personal growth. These are signs that some employees also want intrinsic motivation, not just money.
          A critical finding of this study is the link between low motivation and high turnover intentions. Many responses showed a lack of long-term commitment to Amazon, suggesting that motivation is not being sustained effectively. Key issues included no chance to grow in the company and poor communication from managers. When employees feel that their needs are overlooked or that feedback is ignored, their attachment to the organisation weakens, which can lead to more people leaving their jobs.
          The findings connect with different theories from the literature. Maslow’s theory says that people need their basic needs met before they can enjoy their job. Daniel Pink says motivation also comes from having control, purpose, and challenge in work, but these things are missing for many Amazon workers. Also, Amazon’s HR focus seems more about performance than employee well-being. There is a clear difference between what Amazon says it values (like respect and care) and what workers experience.
[bookmark: _Toc204866033]8.2 Recommendations
Based on the findings, the following recommendations are proposed for Amazon BHX7 and similar warehouse environments:
1. Improve Employee Voice and Inclusion
Many employees do not feel heard or valued. Introducing anonymous surveys, suggestion boxes and visible follow-up actions would increase trust and give workers a sense of ownership.
2. Enhance Career Progression and Recognition
Clear pathways for promotion and skill development should be outlined and communicated regularly. Recognising daily contributions, both formally and informally, can improve morale and reduce turnover.
3. Strengthen Managerial Communication and Emotional Intelligence
Managers should be trained in emotional intelligence, empathy, and active listening. When workers feel respected, they are happier and more productive.
4. Balance Productivity Demands with Well-being
Shift targets and performance monitoring systems should be reviewed to ensure they do not undermine employee health or motivation. Introducing rest periods, flexible shift patterns, or wellness support could boost engagement.
5. Align Organisational Culture with Practice
The culture promoted by Amazon, centred on respect, safety, and innovation, must be reflected in day-to-day interactions. Consistency between policy and experience builds credibility and long-term motivation.




[bookmark: _Toc204866034]8.3 Suggestions for Further Research
To build on this study, future research could explore motivation across different Amazon sites or compare Amazon with other warehouse employers. Qualitative interviews would provide richer insights into employee experiences, especially around job satisfaction, autonomy, and resistance. Additionally, exploring the psychological effects of algorithmic management and performance monitoring would offer valuable context for designing human-centred HRM approaches.

[bookmark: _Toc204866035]8.4 Final Thoughts
Motivation in high-pressure warehouse settings is shaped by more than just pay, it is influenced by how employees are treated, whether they are heard, and if they see a future in the company. For Amazon BHX7 to retain talent and improve engagement, a shift toward inclusive, emotionally intelligent, and transparent leadership is not just beneficial, but it is essential.
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[bookmark: _Toc204866038]10.1 Appendix A – PESTEL and SWOT Analysis of Amazon
SWOT Analysis – Amazon BHX7 (UK Fulfilment Centre)
Strengths
 Strong brand & logistics infrastructure: Amazon’s reputation and fast delivery system are central to its UK operations (Christopher, 2016).
 Advanced technology & automation: Use of barcode scanners, robotics, and algorithmic systems boosts efficiency (Cascio & Montealegre, 2016).
 Market dominance: Amazon holds a significant share of UK e-commerce, Amazon holds approx. 33 % of UK online retail share, meaning about 1 in 3 online purchases is made through Amazon (Online retail market share UK, 2024).
Diverse employment opportunities: Roles across logistics, operations, tech support.
Weaknesses
 High employee turnover/seasonal workers: the survey suggests motivation and job satisfaction are often low, especially on night shifts.
 Limited communication and transparency: Workers reported gaps between management messaging and real experience, aligning with Schein’s cultural theory.
 Surveillance and algorithmic control: As identified in the findings, constant monitoring can harm morale and increase stress (Foucault, 1990).
Lack of career visibility: Survey respondents felt unclear about progression routes, a sign of weak SHRM implementation.
Opportunities
 Improved HR practices & intrinsic motivation strategies: Based on the findings, aligning with Pink’s autonomy-mastery-purpose model could raise engagement.
Wellbeing & mental health initiatives: Employees expressed need for more support around burnout and safety, this is a space for strategic improvement.
Employee development programs: Addressing the lack of promotion visibility could boost motivation and retention.
 Positive cultural change: Addressing the issue between stated and experienced values can improve trust.
Threats
Union action & public scrutiny: GMB-led strikes and media criticism over working conditions threaten Amazon’s employer image (Smythe, 2023).
 Regulatory pressure: Brexit-related trade shifts, tax scrutiny, and data protection laws affect Amazon UK’s operations (Armstrong, no date).
 Labour shortages & inflation: Rising costs and workforce challenges in the UK logistics sector (The UK industrial and logistics sector, 2025).
 Technological displacement anxiety: Workers fear being replaced or micromanaged by algorithms, hurting motivation (Mirbabaie et al., 2021).

PESTEL Analysis – Amazon BHX7/ Amazon UK
P – Political
•	Post Brexit logistics complexity: New customs checks, paperwork and border control processes add cost and delay to deliveries. This increases operational friction for BHX7 inbound/outbound supply (Priestman, 2024).
•	Tax scrutiny and regulation: Amazon has faced ongoing criticism and political pressure in the UK over tax avoidance and minimal corporation tax contribution (Harrison, 2024).
E – Economic
•	Labour & cost pressures: Rising UK wages and inflation raise operational costs and impact profitability (The UK industrial and logistics sector, 2025).
•	Labour shortages: Logistics sector experiences tight labour market post Brexit, affecting staffing at BHX7 and heightening turnover risk (Turk, 2025).

S – Social
•	Employee dissatisfaction: Questionnaire data reveals low intrinsic motivation, mistrust in management, and fear of speaking up among warehouse staff.
•	Public perception concerns: Media and union reports highlight worker grievances, surveillance, and restricted breaks, which may damage Amazon’s reputation locally (Smythe, 2023).
T – Technological
•	Automation and tracking systems: Amazon uses robotics, barcode scanners, algorithmic performance monitoring, boosting efficiency but increasing stress and reducing autonomy (Cascio & Montealegre, 2016).
E – Environmental
•	Sustainability expectations: Amazon is under pressure to reduce carbon footprint in delivery and packaging; BHX7 contributes to logistics emissions (Amazon Sustainability Report, 2024).
L – Legal
•	Employment compliance issues: Reports suggest workers disciplined for breaks, health and safety incidents; risk of legal challenges if regulatory standards are breached (Morales, 2025). 
•	UK employment law requires strict break rights and voice mechanisms; non-compliance can expose BHX7 to legal claims (Rest breaks at work, 2012).

[bookmark: _Toc204866039]10.2 Appendix B – Stakeholder Group Classification
The following stakeholder analysis is structured using the Performance Prism framework (Neely, Adams & Crowe, 2001), which considers five facets of stakeholder management: satisfaction, contribution, strategies, processes, and capabilities. Additional references are provided where relevant

	Stakeholder
	Satisfaction
	Contribution
	Strategies
	Processes
	Capabilities

	Warehouse Employees (Night shift workers)
	Fair pay, job security, recognition, work-life balance, voice at work (Maslow, 1943; Pink, 2009)
	Labour input, compliance, feedback on processes (Freeman, 2010)
	Motivation programs, reward schemes, communication of goals (Locke and Latham, 2002)
	Shift scheduling, safety protocols, operational workflow (Hammer and Champy, 1993)
	Training programs, health and safety systems, technology for task support (Noe, 2009)

	Line Managers/Team Leaders
	Support from leadership, manageable workloads, clear KPIs (Locke and Latham, 2002)
	Supervisory oversight, motivation of teams, performance feedback (Freeman, 2010)
	Leadership development, performance management systems (Locke and Latham, 2002; Noe, 2009)
	Monitoring employee output, coaching processes (Hammer and  Champy, 1993)
	Leadership training, communication tools, analytical systems (Noe, 2009)

	HR Department
	Effective motivation and retention strategies, compliance with labour laws (Freeman, 2010)
	Policy design, recruitment, training programs, employee relations (Freeman, 2010; Noe, 2009)
	Strategic HR planning, reward management, engagement initiatives (Locke and Latham, 2002; Noe, 2009)
	Strategic HR planning, reward management, engagement initiatives (Locke and Latham, 2002; Noe, 2009)
	HR information systems, skilled HR staff, training resources (Noe, 2009)

	Amazon Senior Leadership
	Achievement of business goals, market leadership, corporate reputation ( Freeman, 2010)
	Strategic direction, resource allocation, cultural influence (Freeman, 2010)
	Strategic goal alignment, Performance-focused environment, Structured goal systems (Locke and Latham, 2002)
	Strategic planning, decision-making processes (Hammer and Champy, 1993)
	Leadership competencies, data analytics, communication channels (Noe, 2009)

	Customers
	Fast delivery, accurate orders, quality assurance (Christopher, 2016)
	Demand, feedback, reviews, brand loyalty (Freeman, 2010)
	Performance targets in fulfilment centres to meet expectations (Locke and Latham, 2002)
	Order tracking systems, picking/packing operations (Hammer and Champy, 1993)
	Automated systems, barcode scanners, workforce training (Noe, 2009)



[bookmark: _Toc204866040]10.3 Appendix C – Questionnaire Questions

1. What is your age group?
☐ 18–24 ☐ 25–34 ☐ 35–44 ☐ 45–54 ☐ 55+
2. What is your gender?
☐ Male ☐ Female ☐ Prefer not to say ☐ Other: __________
3. How long have you worked at Amazon BHX7?
☐ Less than 6 months ☐ 6–12 months ☐ 1–2 years ☐ 2+ years
4. What is your employment type?
☐ Full-time ☐ Part-time ☐ Temporary/Seasonal
5. Do you feel you have control in completing in your daily tasks?
☐ Yes ☐ No ☐ Sometimes
6. Do you feel motivated to master your current role?
☐ Yes ☐ No ☐ Sometimes
7. Do you understand the purpose of your work at Amazon?
☐ Yes ☐ No ☐ Somewhat
8. Which of the following best motivates you at work?
☐ Pay ☐ Promotion ☐ Purpose ☐ Teamwork ☐ Skill development
9. Do you feel your basic needs are met? (e.g., rest breaks, safety)
☐ Yes ☐ No ☐ Sometimes
10. How would you describe Amazon’s workplace culture?
☐ Supportive ☐ Competitive ☐ Stressful ☐ Collaborative ☐ Other: __________
11. Do you feel that communication is clear and consistent across levels?
☐ Yes ☐ No ☐ Sometimes
12. Do you feel included in the company’s values and goals?
☐ Yes ☐ No ☐ Sometimes
13. How well does Amazon promote diversity and inclusion?
☐ Very well ☐ Well ☐ Poorly ☐ Not at all
14. Do you feel your manager understands your emotions and concerns?
☐ Yes ☐ No ☐ Sometimes
15. Are there opportunities for career progression at BHX7?
☐ Yes ☐ No ☐ Unsure
16. Are performance goals and expectations clearly communicated to you?
☐ Yes ☐ No ☐ Sometimes
17. Do you feel that the HR department supports employee wellbeing?
☐ Strongly agree ☐ Agree ☐ Disagree ☐ Strongly disagree
18. Do you feel you can voice concerns without fear of retaliation?
☐ Yes ☐ No ☐ Sometimes
19. Are decisions and changes made transparently at Amazon BHX7?
☐ Always ☐ Often ☐ Rarely ☐ Never
20. Have you ever challenged or resisted policies you found unfair?
☐ Yes ☐ No ☐ Prefer not to say
21. Do you feel Amazon and the HR department value your well-being as an employee?
☐ Yes ☐ No ☐ Sometimes
22. Have you ever felt under pressure to meet targets that compromise your health or safety?
☐ Frequently ☐ Occasionally ☐ Rarely ☐ Never
23. How would you rate the working conditions here (1 = very poor, 5 = excellent)?
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
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