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“How do broader external environmental factors along with COVID-19 and ethical dilemmas affect organisational culture and its performance?”
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Executive Summary    
The aim of this report is to evaluate the workplace culture of Amazon.com, the largest multinational e-commerce company in the world, and to critically evaluate how ethical dilemmas, internal and external environmental factors affect organisational culture and performance in the face of global pandemics like COVID-19, political issue like Brexit, and inflation.
First, the background of Amazon.com has been studied along with its workplace culture and Code of Ethic. Second, Porter Five Forces, PESTEL analysis and Cultural WEB Theory have all been steadily employed to evaluate internal and external environmental factors as well as a thorough understanding of ethical dilemmas and their effects on organizational culture and performance. 
Additionally, based on the findings, it is recommended to strengthen their workplace cultures and performances by establishing an Ethic Management Program and executing an Organizational Health Check to ensure the proper use of the Code of Ethic and principals of Amazon. Furthermore, PESTEL Analysis platform is also recommended to analyse their external environmental factors. It is expected that the recommended framework will enable Amazon to face future global challenges such as Brexit issue, inflation, or pandemic like Covid-19 and achieve sustainable competitive advantages and organizational goals. 
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1.INTRODUCTION
More than 1.9 million people were killed worldwide as a result of COVID-19 pandemic, which significantly altered our way of life, how we work, and how we communicate (WHO,2021). We had to keep a physical distance, wear masks, go into lockdown, and work remotely as a precautionary measure, which affected our social and professional lives. After the 2009 recession, it poses a serious threat to the world economy, and we have been living in dread and uncertainty ever since (Bagchi, et al., 2021). It is the high time for strategic management to assess and shape the factors which effects intensively organizational culture and its performances during pandemic like Covid-19 or instable global economy; in order to achieve sustainable competitive advantages and organizational goals. 

The aim of this report is to evaluate workplace culture of Amazon.com and critically assess the external and internal environmental factors and ethical dilemmas and how they affect organisational culture and its performance during a global pandemic situation like COVID-19 and recommend them a suitable approach after critically analysing some Environmental Analytical Tools to create sustainable competitive advantages.                                             
Secondary research is being conducted to have an insights of Amazon workplace culture. Hereafter, PESTEL platform is being used to analyse the External Environmental factors and Porter’s Five Forces to analyse the Internal Environmental factors, furthermore Cultural WEB Theory to critically appraise the cultural and ethical dilemma present in the organisations. Furthermore, some suitable management theories and approaches are being recommended to strengthen Amazon’s workplace culture.     
2. Background of Amazom.com
The largest e-commerce business in the world, Amazon was established in the United States by Jeff Bezos in 1994. Amazon invented the modern online retail industry. They created ground-breaking ideas like Amazon Prime, same-day delivery, one-click shopping, Kindle, Alexa, and many others. With a $1.77 trillion market value (Richter, 2021) and 200 million prime members, $386 billion in net revenue, and 798,000 employees worldwide, Amazon has developed into the richest company in the world. In 2015 Amazon surpassed all other businesses worldwide in terms of the speed at which it reached $100 billion in annual revenues. They have made more than 200% profit and employed 500,000 people since the onset of Covid-19 pandemic began (Taylor,2021).
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Amazon has a strong corporate culture. Since the company's founding in 1994, Jeff Bezos, its CEO, has repeatedly emphasised Amazon's four key values (Richter,2021). They are customer obsession, strategic planning, innovation drive, and pride in operational excellence. They are being practised in every step of decision making at Amazon workplace culture.
‘It’s our job every day to make every important aspect of the customer experience a little bit better. ‘Jeff Bezos, Amazon founder and CEO
3. Environmental Analytical Tools

3.1. PESTEL Analysis
	The PESTLE analysis is used to examine the microenvironment in order to identify the factors that have an impact on an organisation and its stakeholders (Rastogi and Trivedi, 2016). PESTEL stands for Political, Economic, Social, Technological, Environmental and Legal; these external forces cannot be controlled by an organisation, instead organisations need to adopt the effects of external factors in a way that convert external threats into opportunities (Sridhar, 2018). 
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3.2.  Porter’s Five Forces

	Poter’s Five Forces offers a framework to an organization to analyse the degree of competition within a certain market and its Macroenvironment. The five forces are threat of new entrants, bargaining power of suppliers, bargaining power of buyers, threat of substitute products or services and existing industry rivalry. It is vital for an organisation to assess the factors that influence the performance and profit margin directly; and shape them to gain sustainable competitive advantage and organisational goals (Lars, 2016). 
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3.3. Cultural WEB Theory
The Cultural Web, developed in 1992 by Gerry Johnson and Kevan Scholes, offers a method for examining and altering an organization's culture. A company can use this platform to disclose cultural presumptions and practises and get to work aligning organisational components with one another and its strategy (Johnson, Whittington & Scholes, 2012). The cultural paradigm is more strongly influenced by six components of the Cultural Web Theory: stories, symbols, power structures, organisational structures, control systems, rituals, and routines. It is possible to see the wider picture of workplace culture, including what is working, what isn't working, and what needs to be changed, by analysing each factor.
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4. External Environment Analysis of Amazon 
 A popular strategic management tool PESTEL analysis is being used to pinpoint the external factors and how they shape organizational culture from the bottom line to strategic management of the e-commerce giant Amazon, UK. 
Political Factors: This factor has a great impact on workplace culture and organisational objectives. Some of the main political factors are as follows:
UK Government Policy of Covid-19 restriction: It significantly affects the workplace culture at Amazon. Since the beginning of the pandemic, they have ensured the health and safety of their employees (Gilchrist, 2017) adhering government rules and regulations, investing around $4 billion globally, including more than $800 million on COVID-19 safety measures in the first half of 2020 (Amazon, 2021).
Brexit Deal: The ordering and delivery of products sold or fulfilled by Amazon on Amazon.co.uk may alter due to the new trading relationship between the UK and EU as a result of Brexit. On the other side, the brand has a great opportunity to increase its market share in the UK (Jenkins,2021).
Trade Tariff, Cyber Security and Government Support: Amazon is a multinational company with an online presence that imports most of its goods. Amazon is benefiting from UK government assistance for increased cyber security, which is an opportunity; however, some trade barriers have emerged as a threat to them (Amazon, 2021).
Economic Factors: Amazon are facing following threats such as:
Purchasing Power: People's purchasing power has decreased because of Covid-19, but Amazon UK made a record-breaking $26.5 billion as people stranded at home because of lockdowns related to the coronavirus pandemic turned to the online retailer to buy goods that were unavailable in closed high street stores and to pass the time (Taylor,2021).
Inflation: There are 12% of inflation around UK (CPI, 2022) due to Covid -19 and War of Russia and Ukraine.  To face this challenge Amazon are taking drastic measure such as sustainable consumption of electricity and gas, reduce number of employees, salary minimization, permanent contact deduction and more to tackle the effect of external factors.  
Unstable Global Economy: Amazon are facing challenges of unstable global economy; inflation and it has affected drastically their bottom line and strategic decision. 
Socio-Cultural: Due to unstable economy, Covid-19 pandemic, and Brexit issue our social lives and working practises have altered. Amazon is spending more money on employee mental health and wellbeing. Amazon is promoting the sedentary behaviours that are fuelling the obesity epidemic; they need to take into account this impact as well (Dudovskiy, 2022).

Technological: Amazon is a technologically advanced internet store. However, there are some issues to consider, including the use of high technology for logistic services, the generational divide in technology, the rise in cybercrime, the need for round-the-clock customer service, and the growing significance of research and development for companies looking to stay innovative and maintain their competitive edge in terms of the most advanced levels of technology (Duhon, 1998).
Environmental: Reduce the level of pollutants, Covid-19 limitation measures, vaccinations, and social corporate responsibility are more considering issues of Amazon. Amazon launched free STEM (Science, Technology, Engineering and Mathematics) lessons to speed up learning at home as part of SCR, adopted sustainable Human Resources and has delivered more than 3.5 million healthy meals to the doorsteps of thousands of kids around the UK (Amazon, 2021).                                                                                               

Legal: Along with incorrect and misleading claims, Amazon faces significant challenges from tax law and minimum wage, and they need to adopt with this crucial factor shaping their strategic management decision.
5. Internal Industry Environmental Analysis of Amazon
Porter’s Five Forces analysis is being applied to understand the strengths and weaknesses of Amazon, UK and how they have been shaping the internal factors to gain competitive advantages since the onset of Covid-19 and economic inflation. 
Threat of new entrants - Low:  It is simple to launch an online retail store or an e-commerce website, but it would be challenging for any company to compete with a brand like Amazon. Massive investments would be needed in logistics, customer service, marketing, customer distribution, warehousing, and other areas. As a result, switching costs are modest, but directly competing with Amazon would need billions of dollars in investment and years of patience. With regards to economies of scale and consumer loyalty, Amazon has an advantage over other firms. Even though there is no drought, it is impossible for any other market participant to make significant investments in customer experience (Panchal,2020).
Bargaining power of buyers – High: Amazon places a strong emphasis on customer satisfaction and strives to offer excellent value to its clients. The benefit for Amazon is its ability to offer high-quality products with millions of options at low prices while delivering the finest possible customer service. Any other brand would find it challenging to compete on this level. As a result, it is difficult for purchasers to find this level of experience elsewhere. According to Porter's Five Forces Analysis of Amazon, the corporation must place a high value on the consumer if it wants to continue succeeding over the long term.                                                    

Threat of substitute – High: In both the online and offline retail markets, Amazon faces competition from substitutes. Customers can easily switch from Amazon to other sellers. As a result, the Porter's Five Forces analysis of Amazon reveals that the company places a strong priority on the customer experience in order to succeed in the online retail sector.                                                                                     
Bargaining Power of Suppliers – Low to Moderate: Amazon is the most prominent player in the industry and has the upper hand over its suppliers. No doubt there are many suppliers working with Amazon, but they must follow strict rules and regulations laid out by Amazon. So, based on the porter’s five forces analysis of Amazon, suppliers have low to moderate power in the industry (Panchal,2020).              
Competitive Rivalry – Moderate to High: Amazon faces tough competition from Walmart, Flipkart, Alibaba, eBay, and many other companies, and competition has grown in recent years as new firms have entered the market. However, applying effective strategic management, Amazon has constantly maintained its position as the market leader of the e-commerce sector (Panchal,2020).
6. Organizational Culture    
Edgar Schein, a pioneering researcher, defined Organisational Culture as including a variety of characteristics, such as a shared ‘pattern of basic assumptions’ that members of the group have developed over time as they get better at resolving both internal and external organizationally relevant problems (Schein, 1990). Amazon, one of the world's most customer-centric businesses, aspires to be a destination where customers can locate and learn about everything they would want to purchase online (Think Insights,2022). The organisational culture of Amazon is being evaluated critically using the paradigm of the Cultural Web theory, and a questionnaire (attached as an appendix) has been developed to better understand the culture of the company.                                                                                 

Stories: The history of Amazon and its founder are linked. Jeff Bezos, the founder of Amazon, started his company as an online bookstore since there was such a high demand for books. Bezos initially had plans to make his bookstore the biggest in the entire globe. But after reading a report on the future of the Internet, he decided to promote a few more products online and gradually grew Amazon into the biggest online shop it is today.              

Rituals and Routines: The way Amazon approaches enhancing customer experiences inside workplace culture and the way it hires people for higher-level positions are two rituals that set it apart from its rivals. Amazon prefers to employ and train people with no prior experience, in line with their corporate philosophy (Think Insights,2022).                                 

Symbols: To put his company's name first in alphabetical order, Bezos wanted it to start with the letter "A." A smile-shaped curve arrow pointing from A to Z appears in the logo is another appealing feature which represents customer satisfaction.                                    

Organizational structure: The organisational structure of Amazon is remarkable for its complexity, and the company's subsidiaries run independently in several countries. The company is divided into seven sectors. Each sector follows directives from above and promotes cooperation over competition.
Control systems: To maintain a high standard of quality and productivity throughout all its distribution centres, Amazon established significant measures. Employee productivity, the number of items chosen per hour, inventory accuracy, and other factors are some of the measurements. Amazon started keeping track of the time between order confirmation and delivery in order to prevent more losses.
Power structures: The power of Amazon is distributed from the top down. Andy Jassy succeeded Jeff Bezos as CEO of Amazon in July 2021 after Bezos had given up the reigns. Currently, the organization's executive chairman is Jeff Bezos. However, it is obvious that some top-level executives have greater power than others (Think Insights,2022).
6.1. External Factors & Performance of Amazon Culture  
Amazon today is continuously confronted with internal factors such as trade unions, the threat of substitutes, competitive rivalry, and external challenges like pandemic Covid-19, inflation, Brexit and environmental issues that drive them to shape organisational performance in order to achieve sustainable competitive advantages and organisational goals. 
In order to meet the rising demand for its cloud computing and online shopping services, which was fuelled by the pandemic, Amazon hired a staggering 500,000 workers in 2020, and heavily invested in supporting employees, customers, and communities during the pandemic, from enhancing safety measures to increasing paid time off (Taylor, 2021). Nearly 1.3 million people were employed by them, and more than 170,000 were hired just for the holiday quarter. Amazon established $25 million in relief for stakeholders facing financial hardship or quarantine in 2020, gave more than $2.5 billion in bonuses and incentives to global teams, and, with an eye on the customer, is vehemently combating price gouging to ensure fair pricing and fight entities looking to profit from the COVID-19 crisis (Amazon, 2020). Through on-site vaccinations and return-to-office instructions, more than half a million Amazon frontline employees have access to COVID-19 doses. Amazon increased hourly pay for employees dealing with the coronavirus outbreak by $2 an hour at the start of the epidemic and quadrupled overtime pays. Through April and May of 2020, the business twice extended the compensation hikes (Taylor,2021).
Despite the fact that, Amazon had no control over the external environmental factors, they overcame these obstacles by adopting proper strategic performance management and measurement systems, as well as by monitoring and maintaining organisational control. This process allowed them to ensure that they were pursuing action plans that would help them achieve their overall goals and objectives. Since the start of the Covid-19 epidemic, they have generated more than 200% profit and employed 500,000 people (Taylor, 2021). This is due to their effective financial and non-financial performance in assuring Covid-19 restriction, sustainability, and corporate social responsibility (CSR).
7. Ethical Dilemma

A scenario that presents an agent with multiple competing ethical obligations, none of which supersedes the others, is known as an ethical dilemma (Kvalnes, 2019). It is a situation where there is conflicting options and picking any of them would compromise an ethical value and constitute an ethical violation (Robert, et al. 2020). The fundamental components for decision-making are provided by analyzing the possibilities and their effects. Due to the importance of ethical dilemmas in the workplace, some companies have their own codes of conduct and ethical standards, and violations may result in disciplinary action (Robert, et al. 2020).
The largest e-commerce company in the world, Amazon, has a strong organisational culture and always abides by its code of ethics and principles (Richter, 2021). They constantly strive to offer their customers the best products and services, and they put a lot of pressure on their team to work efficiently. Since the Covid-19 pandemic began and its restrictions on preventative policies, Amazon and its workplace culture have been under increased pressure to meet an unusual demand (Taylor,2021). Despite having strong values and an ethical code, Amazon teams occasionally encounter ethical dilemmas that have an impact on the organization's performance. The following two ethical dilemmas that I encountered at my workplace at Amazon, Tilbury, are discussed below:

1. Ethical Dilemma with the Vaccination Programme of Covid-19:  It was a challenging ethical dilemma for some of team members of Amazon whether or not to be vaccinated (Hassan and Mohammed, 2020). Few of my co-workers were struggling with this issue, endangering their families and the workplace atmosphere in significant ways, which had an impact on organisational performance. After recognising the problem, I made an effort to be upfront with my team members, sharing my experience and my opinion of the immunisation programme without expressing my concern about their dilemma. While hearing their perspective, I was an active listener and used my emotional intelligence to encourage them to do additional study to gain further understanding of the problem. I then brought up this problem in an anonymous manner to the Amazon Mental Health and Wellbeing team. Within a short period of time, this team organised a consultation session, inviting the employees who are opposed to vaccination and finally, they were persuaded to have the vaccination. Due to my anonymity, I was able to act morally without jeopardising the reputation of my co-workers; in addition, contributed to the achievement of Amazon's organisational goals and a safe working culture.
2. Taking Credit for Others’ Work: Since May 2020, I have been employed at Amazon in Tilbury, where I am constantly learning and facing new challenges. However, I see ethical dilemmas at work that affect management strategy, teamwork, and organisational success, as they do in every firm (Gallo, 2015). One of the members of my team used to claim credit for the work of others. For instance, when I offered my solution to a problem for a forthcoming meeting, he claimed credit and repeated it. He was interfering with our environment for productive teamwork not just with me but with everyone. I began to analyse the situation and made an effort to work more cooperatively with him giving more information about Amazon’s principles and the Code of Ethic with raising my concern of that meeting. Without mentioning my colleague by name, I spoke with the team leader and asked him to be clearer about each member's responsibilities and raised the concern of undue credit and its effect on teamwork. As an ethical point of view, a proper collaborative strategy has been adopted without causing conflict among team members, which had a significant impact on workplace culture, boosting team collaboration and productivity, and having a favourable effect on organisational performance.
8. Recommendation   
Amazon has been successful in establishing its fundamental values of leadership enrich culture at the workplace where all members are motivated to take action and assume responsibility while giving priority to the customer experience and expectations. However, there is still a lot that can be done to enhance their workplace culture in order to achieve more long-lasting competitive advantages.
It is recommended to apply more efficiently the Cultural Web Theory and analyse the six factors to have a holistic picture of workplace culture and shape them according to the outcome. To determine the organization's strengths and weaknesses and to create a development plan, they can also employ a self-assessment of the Organisational Health Check. Establishing an ethic management programme is strongly recommended in order to control Amazonian ethics. It is highly recommended to spend more on business environment study, particularly external business environment using PESTEL analysis platform, in this unpredictable global environment. 
With the right information, an organisation can shape its internal factors, workplace culture, and strategic management to gain more sustainable competitive advantages and be prepared to handle external factors like Covid-19 pandemics, inflation, Brexit, or Government policies. It is expected that these recommended tools would help Amazon to address its current issues with workplace culture and ethical behaviour and give them the tools they need to be more effective in the future when dealing with unforeseen obstacles.
9. Conclusion         
Not only has the Covid-19 pandemic altered our way of life, but it has also had a significant impact on the world economy. However, one of the world's largest online retailers, Amazon.com, has successfully handled these difficulties and has generated more than 200% profits since the pandemic began. In this report, has been analysed the workplace culture and Business Environmental to have a holistic organizational picture of Amazon and analysed how they perform to face challenges like Covid-19, Brexit issue or Inflation. Furthermore, they are recommended to emphasise on workplace culture and professional and personal ethical dilemma through an ethical management program and apply PESTEL analysis platform to analyse external business environment.  It is expected that, Amazon will be able to employ this recommendation within the organization which enable them to affront future challenges like Covid-19 and Inflation aligning with organizational objectives and goals. 
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[image: image8.png]11. Training and Development No Nearly | Yes
11.1 We identify the training needs of staff and volunteers | [ ] O
through regular reviews or supervision
112 We have an adequate budget for training and |[] O
development
11.3 We have an IT policy with a code of practice, which |[] ]
includes the use of internet, email and social media
11.4 We evaluate training for the benefit of the trainee, the | [] OJ
team and the organisation
11.5 We have a written training policy linking training |[[] [[]
expenditure to our development or business plan
Notes:

12. Monitoring and Evaluation No Nearly | Yes
12.1 Our services or projects have clearly defined outputs, | [ ] [l
including those agreed with funders
12.2 We monitor our activities and collect information on ‘soft | []
outcomes’ (case studies, anecdotal feedback etc.)

12.3 We evaluate the results of our monitoring activities ] ]
12.4 We measure our performance against indicators or quality | [] ]
standards

Notes:

13. Planning our Service Provision No Nearly | Yes
13.1 We use monitoring data and user feedback to plan our |[[] [[]
services
13.2 We have a work-plan or development plan and review it | []
regularly (short, medium or long-term, as appropriate)

13.3 We have a business plan (if applicable) and review it |[[] [[]
regularly

13.4 Our planning process involves staff, volunteers (as |[] O
appropriate) and trustees

13.5 We involve service users in the planning process |[ ] O

(indirectly, through feedback or directly, through
representation)

Notes:





[image: image9.png]14. Networking and Partnerships No Nearly | Yes
14.1 We actively network with other organisations J ] V]
14.2 We work in partnership with other organisations J [l
14.3 We evaluate our partnership working and include this info | [] O )
when planning
Notes:

15. Resources and Information Technology No Nearly | Yes
15.1 Overall, we have sufficient resources to deliver our |[[] [[] ]
services effectively
15.2 Our premises have been assessed for health and safety | [] ]
15.3 We use computers in several areas of our work (not just | [] O
for typing letters)

15.4 We back up our work on a regular basis (at least monthly) | [] L]
15.5 We have adequate technical knowledge or support, to | [ ] ]

cope with problems

Notes:





[image: image10.png]Organisation Name: Amazon.com
Name of person completing this form: Kazi Shaila Sultana Sonia

Contact details: sonia.fiodi@gmail.com

Date: 20 August 2022




TASK – 2

INDIVIDUAL REFLECTIVE ESSAY
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Outline of Learning and Acquired Skills of module 

‘’ Workplace Culture and Its impact on Organisational Efficiency’’

Individual Reflective Essay

As per requirement of assignment, I am going to outline my learning and acquired skills using six stages of Gibb’s Reflecting Model such as description, fillings, evaluation, analysis, conclusion, and action plan (Oxford,2020), which can be transferred as employability skills within the organizational workplace culture.
I would describe this module as being very informative, practical, and effective. I studied the definition of an organisation and its numerous varieties, looked at the external and internal environments that affect organisations, and learnt about the tools available for environment analysis. For instance, PESTEL analysis and Porter’s 5 forces. Then I digged deeper the Porter’s 5 forces: bargaining power of customers, bargaining power of suppliers, threat from substitutes, threat from new entrants and rivalry among existing competitors; analysed the relationship between the Porter’s 5 forces and the culture of an organisation and how the 5 forces affect the culture of an organisation and its strategic decision-making process. Following that, I learnt about organisational structures and the various sorts that exist, including flat, matrix, divisional, and functional structures. The following phase was teaching me about organisational cultures and exploring their many forms. Additionally, the relationship between organisational structure and culture was examined, and it was discovered how to develop a sustainable organisational culture, how employees learn about it, and how culture affects an organization's effectiveness. I studied the Cultural Web Theory to analyse culture and the barriers to effective functioning of an organisation. I explored the theories related to organizational performance such as Beer’s Model, Organizational Health Index, and Hennan and Freeman’s Theory. Furthermore, I explored Business Ethic and Ethical Dilemmas within workplace culture. 
I feel more capable and effective overall. I believe I could effectively translate my academic abilities into employable skills in my job environment. Since I work at Amazon in a very diverse environment in Tilbury, I was able to apply what I learned in each lesson of this module to my work environment, helping me to better understand workplace culture and its importance, the impact of external factors like Brexit and the pandemic of CODIV-19 on my team and the overall strategic management, the influence of stakeholders on decision-making, and other topics. I feel, this module is quite useful and provided me with the information I needed to be an efficient employee. 

To evaluate and analyse my gained experience, I would say that it will have a significant beneficial impact on my career development plan and help me achieve my lofty ambitions. I now have a thorough understanding of how to develop and adopt a culture in the company. I am skilled at making decisions by analysing the attitudes, values, and beliefs of my team members. A major problem in professional life is ethical dilemmas. I now know how to deal with a co-worker who steals credit for other people's efforts or how to deal with any unethical situation without interfering with the team's goals for cohesion. After using numerous environmental analysis methods, I gained greater knowledge of both internal and external culture and enhanced my analytical abilities. Reversely, I found some difficulties with few academic terms and theory and the PDF file provided for each week was not cured well which made a bit confusion, I should have exchanged more information and knowing with my lecturer and peers. 
To wrap it up, I would say it was very informative and it has increased my employability skills. I developed an understanding of workplace culture and improved my ability to function within a workplace culture, I learnt to assess critically the environment and culture of an organization, and how to appraise the ethical behaviour present in an organization. On the other hand, I could have spent more time looking into my unclear academic issues by conducting additional secondary research and talking to my lecturer and doing more teamwork, but I was juggling too many responsibilities in my everyday life to make the necessary time commitment.
In the future, to maximize my learning and acquired skills, I will continue studying the materials and online resources that has provided by university. I will read more business journal, and books to enhance my contemporary knowledge, I would emphasis on my time management skill. I will exercise my academic skills acquired through this module in my workplace to enhance my employability skills in order to be an efficient employee and put my contribution to achieve organizational objectives and goals.  
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