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1. Introduction
   Covid-19 pandemic, which was first identified in Wuhan, China, in December 2019, affected the entire world on many aspects. According to Worldometer, about 280 million people have been infected and more than 5 million have died so far. The pandemic has impacted mental health, especially of old people, increasing depression and anxiety, the whole world being required to stay at home for months and to leave the houses only for basic needs, such as grocery shopping. 
    Besides that, Coronavirus disease had a huge negative impact on the world economy. Hundreds of millions of jobs were lost, as more than 60% (US) of businesses has permanently closed. The retail and aviation/tourism sectors were worst affected, as most of the shops were told to shut during the lockdowns and people were stopped from traveling. Sales traffic has declined by 40% in Europe and Latin America and 60% in North America and Middle East (Wikipedia, 2021).
   The global situation forced people and businesses to adapt to the new conditions of work and consumption behaviour. As a lot of shops, organisations and companies had to shut their doors forever, due to financial losses, other businesses have found different ways to survive and to continue their activity. It could be done by implementing successful management strategies and responding to the new consumers’ needs and requirements.  
   One of the companies that had not just survived the pandemic, but actually had managed to flourish it is Amazon. During Covid-19, the company’s sales have increased up to 44% and the profit has soared by 220% in the first quarter of 2021. 
     This report analyses the factors that influence the success of Amazon and the management style it applies in order to improve the activity and to become the world’s retail leader. 

2. The importance of management for organisations
2.1 Definitions of management
      The success of an organisation crucially depends on the way it is managed. Management helps to achieve the objectives and goals, gives a direction of planning and monitoring a business or an activity, facilitates good communication and interaction between leaders and workers etc. 
   Management is defined as “co-ordination of tasks, technology, structure and people, policies and procedures for the execution of work; direction of the activities of an organisation as a whole and its interactions with the external environment” (Mullins and McLean, 2019). 
    Koontz says “the management is an operational process initially best dissected by analyzing the managerial functions. The five essential managerial functions are: planning, organizing, staffing, directing and leading and controlling”. Another author, Peters, identifies 5 areas of management that constitute the proactive performance of an organisation: 1. An obsession with responsiveness to customers, 2.  Constant innovation in all areas of the firm; 3. The partnership; 4. Leadership that loves change; 5. Control by means of simple support systems aimed at measuring the right stuff (Cole and Kelly, 2011).
 
     2.2 Who is Amazon and why is it the retail leader of the world?
    Amazon is an American multinational technology company founded in 1994 in Bellevue, Washington, by the entrepreneur Jeff Bezos. It has started as an online market for books and expanded by selling  electronics, software, video games, apparel, furniture, food, toys, and jewelry. Also, Amazon has been dealing with e-commerce, cloud computing, digital streaming and artificial intelligence (Wikipedia, 2021). 
    The organization is among the Big Five company of U.S. It has been listed with other information technology companies, which are Google (Alphabet), Apple, Meta (Facebook), and Microsoft. The company has been referred as one of the most influential economic and cultural forces in the world. Amazon has been influencing economic and cultural forces within the world and become more valuable brand. 
   Today, after 25 years of activity, Amazon’s profits has reached the second place in the world, the company being valued at $1 trillion, after Apple, and it has the second-highest market valuation, after Microsoft.

  Amazon activity bases on 4 core principles that help them to get customers satisfaction: 
Customer obsession rather than competitor focus: Amazon is known as one of the most customer-centric company in the world. They work vigorously to earn and keep customer trust. According to Jeff Bezos, customers are always dissatisfied even when they believe they are not. Amazon offers the best deal on purchasing: free and quick delivery, lowest prices and free returns;
A passion for invention : Amazon is always looking for new ideas, strategies from everywhere to open up to the customers. The company accepts that “they may be misunderstood for long periods of time and may not always succeed the first time”;
Focus on a long-term thinking: Amazon measures the success in terms of customer-centric metrics over the long run: customer satisfaction, the degree to which people continue to buy products on a repeat basis, the strength of the brand. Amazon is focused to improve the quality and services based on the customers feedback. They regularly interact with clients through non-intrusive and easy-to-use satisfaction surveys, which are an effective way for building sales and increasing customers loyalty;
The commitment to operational excellence: The customer experience is critical to ensure good performance. According to Amazon’s owner, Jeff Bezos, “it implies 2 things: delivering continuous improvement in customer experience and driving productivity, margin, efficiency, and asset velocity across the business”. (Amazon, 2021)
   Amazon is also the best retail company worldwide due to a series of certain factors that it applies to its activity:
1. Large products selection: Amazon sells a wide range of items including software, books, beauty products, houseware, industrial and scientific products. food, musical instruments, electronics etc.;
2. Free shipping, fast delivery and low prices: Customers can enjoy the best prices and delivery time (1-2 days), compared to other companies. Amazon is known as the most customer-friendly company in the world. A 2019 survey made in US found that 89% of people would prefer to buy products from Amazon rather than from other online stores. About 66% of respondents said that their search for products typically starts on Amazon web-site, compared to 20%, who search for new purchases on Google. When it comes to buy a specific product, 74% of consumers go directly to Amazon platform. (Forbes, 2019)
    Amazon manages to deliver products to the customers so quickly, due to the most advanced fulfilment networks in the world. The company has innovative technology, powered by Amazon Robotics and 175 fulfilment centres worldwide operating 24 hours. Currently, Amazon is making investments in new technologies, including Artificial Inteligence (AI) to improve upon the already impressive system. 
3. Good customer service: Amazon has developed a range of helpful tools customers can use to order, track or return products, making the online shopping process easy and convenient. The web site offers operative customer assistance by chatting or calling;
4. Staff motivation: Throughout its activity, Amazon had motivated its employees by offering good working conditions, benefits, good salaries. The company offers a bonus system, annual leave, opportunity for career growth and safety at the workplace. The staff is constantly trained and given rewards for well-done job. 

2.3 Amazon’s response to Covid-19 pandemic
   It is indeed true that online shopping started to gain popularity against physical stores. According to Whistl research, 51% of British citizens prefer to purchase products online, compared to just 39% who like to go to the stores. The questioned people explained that online shopping offers more convenience, speed, variety and less costs. Avoiding crowds and not having to pay for parking were, also, some reasons up there on the list. (Whistl, 2021).
   The popularity of online shopping has especially increased due to pandemic, as people were told to stay at home and almost all shops and stores had shut during the lockdowns. In March 2019, Covid-19 lockdown meant that people have suddenly started to use online shopping more than ever. 
   Amazon has implemented new measures to meet its employees and customers needs during the ongoing pandemic situation and to successfully overcome the economic shortfall that affected the whole world. More than that, Amazon has supported the small business and the community, as well, to survive the pandemic:
 
       Actions for workers:
   - 175 000 new full-time and part-time warehouse and delivery drivers positions were available across the world (15 000 across the UK);
- A total bonus of 500 million dollars has been given to all front-line employees and partners;
-  The salary was increased by 2 pounds per hour for every employee;
   - About 4 billion dollars were invested globally from April to June on COVID-related initiatives getting products to customers and keeping employees safe;
    - The sick pay for employees diagnosed with Covid or placed in quarantine has increased. (Amazon, 2021)
The technology has played an important role in Amazon’s success. According to McCormick School of Engineering Journal, Artificial Inteligence (AI) and Machine Learning (ML) used by the company in its warehouses help workers to anticipate when customers are going to place another order based on their buying patterns, and what that order may be. 
     Focusing on innovation, the company has made over 150 process changes globally to make sure the latest health guidance is followed. It has included thermal screening and its own COVID-19 testing capabilities for the employees. The certain warehouse’s machinery was supposed to aware workers when they were less than six feet apart and make corrections in real time. (McCormick, 2021)

      Actions for customers:
·  More time for returns was given;
·  Contactless delivery was encouraged to protect customers safe;
·  The prices were kept as low as possible;
·  Amazon video, music and more were available for free. (Amazon, 2021)
   According to a Guardian journal research, the performance at Amazon is strictly measured. It means the job has to be done quickly and a picker/packer has to prepare 360 items per hour, an average of around 3800 per day. This measure has contributed to a fast orders preparing and delivery. Also, when the pandemic began, Amazon has prioritized the selling of essential and related to pandemic products, like health and personal care products, pet supplies, baby products, grocery, beauty products etc. (The Guardian, 2021)

      Actions for communities:
· Amazon Prime Video has donated 1 million pounds to support film, TV and cinema workers (Film and TV Charity’s Covid-19 Recovery Fund);
· 21 million euro were given in Europe to the most affected by the disease;
· Amazon Future Engineer has organized no-cost virtual classrooms;
· More than 1.4m healthy breakfasts were delivered to families around the UK, in collaboration with Magic Breakfast. (Amazon, 2021)


















Conclusion
   Over the years, the history has shown that unexpected situations, either at the national or global level, such as wars, pandemics, environment problems etc., can suddenly change the social and economic circumstances in the world. In March 2019, Covid-19’s spread affected the economy of every single country, as a lot of companies and businesses have shut down due to financial problems. On the other hand, some organisations could overcome it and continued or, moreover, have improved their activity. 
  The situation has proved that good management and marketing strategies can protect a company from shortfall and help it to support itself during tough times. Amazon, the worldwide retail leader, has implemented a series of adjustments to its already successful organizational style in order to satisfy customer needs and to get more profit. Hiring new staff, payment raise, selling of the most essential during the pandemic items, keeping the prices as low as possible, safety measures for employees and for customers in place etc. were efficient in order to keep the trust of the customers and to get more profit. 
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