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Introduction to Global
Operations

HR challenges amplified by:
Amazon OperateS 18 « Multi-jurisdictional labour laws
180+ COUﬂtrleS 1.5M+ « National culture differences
em |OyeeS (WaterS (Hofstede framework)

20 5) Unionisation variation (EU vs US)

Week 3 connection —
global labour markets &
mobility

Stratefglc importance:
Global fulfilment speed =
competitive advantage



Current HR.PoIicies &
Practices

O

©

Decentralised

: Standardised
regional HR HARD VS SOFT HRM
teams + Global SOPs Supported
Centres of Ve o
Excellence by HR tech + =<
(Waters, 2025). data analytics
Hard HRM
Treats employees simply Treats employees as the
as a resource of the most important resource
business. Strong link with in the business and a
corporate business source of competitive
@ @ planning- what resources advantage. Employees
do we need; how do we are treated as individuals
get them and how much and their needs are
GIObaI moblllty Workforce Use Of Lean H RM will they cost. planned accordingly.
. J \ J
program for scheduling via + efficiency
relocation and Al-driven labour metrics (Hard
virtual forecasting HRM model) Source: (Alexa, 2023)

assignments (Alexa, 2023)



Role of Line Managers

Edgar Schein: Organisational Culture

— PRIMARY EMBEDDING MECHANISMS

—o What leaders pay attention to, measure, and control on a regular basis.
—* How leaders react to critical incidents and organisational crises.

—* How leaders allocate resources.

—* Deliberate role modelling, teaching and coaching.

——= How leaders allocate rewards and status.

o How leaders recruit, select, promote, and excommunicate.

SECONDARY EMBEDDING MECHANISMS

—= Organisational design and structure.
—* Organisational systems and procedures.

—* Rites and rituals of the organisation. “The only t})ixlg of real importance
* Design of physical space, facades and buildings. that leaders do is to create and manage
+ Stories about important events and people. culture. If you do not manage culture, it

manages you, and you may not even be

Operational decision- Local adaptation of global Act as change agents Provide bottom-up —* Fomia prements of gt R aware of the extent to which this is

making for staffingand directives (Schein’s when new global feedback for policy L
shift allocation cultural embedding) processes roll out adaptation (Alexandre
(Quirk, 2023) Diard, 2023)

Source: (Quirk, 2023)



Strategic Alignment

Aligns with Amazon’s strategy: Global
scale + customer obsession

Resource-Based View: Global talent
capability = strategic asset

Uirich's modeal — HRBPs advise on global
workforce planning

Strategic
Alignment

HRP integration: global supply—demand
forecasting

Ulrich Model of HR Roles

Future / Strategic Focus

STRATEGIC CHANGE
PARTNER AGENT
Processes ¢ > People
ADMINISTRATIVE EMPLOYEE
EXPERT CHAMPION

Day-to-Day / Operational Focus

Source: (Weijers, 2025)



Key Challenges

Variability in global employment

law compliance

High turnover in fulfilment centres:

100%+ in some regions

Cultural clashes from standardised KPIs

and Union pressure in US & EU

Criticism for working conditions —

reputational risk

Source: (DispatchTrack, 2020)

Region

EU

LISA

Amazon Global Turnover Estimates by Region

o s 5% B 1003
Annual Turnover

=
=



Strategic Recommendations

Localised ER models Introduce transparent global
to reflect regional auditing for worker conditions

expectations

&N
YR

Global leadership development
for frontline managers

Source: (Juneja, 2018)

GLOBAL AUDITING SERVICES MARKET W g
RESEARCH
Segmentation Analysis
BY TYPE BY SERVICE
+ Internal Audit + Operational Audits
+ External Audit « Financial Audits

« Advisory and Consulting

BY GEOGRAPHY KEY PLAYERS

+ North America %g _ « Ernst & Young
+ Europe E + Protiviti

+ Asia-Pacific + RSM US

* Rest of the World + Deloitte

Source: www.verifiedmarketresearch.com

Source: (Asma, 2023)
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Introduction to Training &
Development

Training — job

Scale: Largest employer T A A .
@ 'I:\)/Iehénd Vl\ée? mart & @ evelopment — long-
coonaids term capability

Links to career mobility

& succession plannir?_(

T&D essential for safety,
capability building, and
digital transformation



Current Training Practices

Mandatory health
& safety training
(warehouse

environments) VR Based Training

AWS Cloud Skills Immersive VR-

Initiative (digital based training
for operational

upskilling) . efficiency
@ -9
o/()

Career Choice
Program:
Amazon-funded
education (up to
95%)

Source: (VIAR, 2019)

Source: (Waters, 2025)



Line Managers’ Role

Identify skill gaps (competency
models)

Job
Expectations & Approve learning pathways and

Success Criteria schedule training time

Organization
Mission &
Strategy

Competency

Evaluate post-training
Model performance —[
Integration with
all people

management Create psychological safety

for learning

processes

Act as mentors & facilitators of
development

Source: (Centranum, 2025)



Strategic Alignment

Builds internal Aligns with
talent pipeline — Leadership
Supports Amazon's reduces external Principle: "Learn
automation & Al hiring cost and Be Curious”
transformation (Buzu, 2020).

(Waters, 2025).

e

Enhances global
Strengthens service guality &
employee value innovation capability
proposition (soft
HRM)

HARD VS SOFT HRM

Treats employees simply
as a resource of the
business. Strong link with
corporate business
planning- what resources
do we need; how do we
get them and how much
will they cost.

\

J

Treats employees as the
most important resource
in the business and a
source of competitive
advantage. Employees
are treated as individuals
and their needs are
planned accordingly.

. _/

Source: (Alexa, 2023)



High operational
pressure limits time
available for learning
during shifts

Automation and Al
increase risk of rapid
skill obsolescence

Key Challenges

Unequal access: corporate employees
gain more development opportunities
than warehouse staff (Ricardo, 2023).

(Bughin et al., 2018).

Measuring clear ROI
of T&D investments
remains difficult at
global scale

Leadership gaps remain in
emerging markets with fast
expansion



Recommendations

Global Skills
Dashboard to track
capabilities With regularly support and understanding from their
frontline manager:
Micro-learning Strengthen frontline
embedded into daily manager 80%

workflow development

of workers say they are happy in their job with no
plans on leaving*

Without regularly support and understanding from their
frontline manager:

20%

of workers say they are happy in their current role*

Offer standardised
cross-country
leadership programs

i
Supportive manager can improve a frontline
@ worker's likelihood of retention by 300%

Source: (Alexandre Diard, 2023)
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Reward strategy
crucial to attract
and retain
1.5M+ global
employees
(Kim, 2025).

Introduction to Reward &

Workforce diversity
requires tailored
reward structures

for different role

types

Remuneration

Total Rewards
includes
financial and
non-financial

components

Strong reward
systems reduce
turnover and
improve

engagement

Competitive
rewards enhance
Amazon’'s employer
brand across global

markets



Competitive

hourly wage rates

(US: $15-18/hr)

for entry-level

roles

Amazon’s Reward System

RSUs attract high-
skilled corporate
and tech talent
with long-term

incentives.

Quarterly bonuses
linked to
performance

outcomes and KPlIs

Source: (Misha, 2023)

Region-specific
benefits tailored

to national

regulations and

market norms

Comprehensive

parental leave
and healthcare
benefits for full-

time staff




Line Managers’ Role

Communicate reward decisions clearly,

reducing confusion and mistrust

Track eligibility for bonuses and

ensure accurate performance inputs

Manage employee queries and respond to

fairness or pay-related concerns

Maintain pay equity within teams and

prevent biased reward distribution

Source: (Bentham, 2022)

Pay Equity.

Process

X -

Set your goals and get buy-in

Analyze your current pay
policies and practices

Determine what “‘comparable work”
means at your organization

Gather the relevant data

Analyze and identify pay differences
within your company

Interpret the data

Share the results with key
stakeholders and take action

Outcomes

Transparency

Source: (Khaled, 2022)

Fairness

Legal compliance



Reward supports

productivity and
innovation in Amazon’s

KPI-driven culture (Misha,

2023).

J

Strategic Alignment

Performance-linked pay
strengthens alignment
with operational

efficiency goals

RSUs promote retention

and long-term
commitment in strategic
corporate roles (Ricardo,

2023).

Market-based pay
models ensure
competitiveness across

global labour markets

(@

Fair-pay initiatives

support ESG, DEI, and
ethical HR commitments

(Khaled, 2022).




Key Challenges

Significant pay inequality between
Ongoing union disputes regarding —@

corporate and warehouse roles
wages and safety conditions
(Rivers, 2024).

Algorithmic pay decisions

create transparency and trust

Amazon’s Warehouse

issues

Source: (Rivers, 2024)



Recommendations

Enhanced Non-
Financial Benefits

Improving employee

Innovative Skill well-being and flexibility

Development
Rewards

Making pay structures

Rewarding employees clear and accessible

for skill enhancement

Alignment of
Proactive Pay Executive
Equity Measures Incentives

Identifying and
rectifying pay disparities

Linking executive
rewards to worker well-
being

Source: (Kim, 2025)
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Introduction to
Performance Management

Amazon uses PM improves alignment,

continuous, data-driven feedback, and
PM rather than annual performance

reviews (Troy , 2025). development.

KPI-heavy PM central to
Amazon’s fast delive

ry
and service quality <—<

PM strongly connected to
ER, voice, and workplace
climate (Troy , 2025).



2 Gather Sentiment

Track KPlIs

Monitor key performance

indicators in fulfilment centres to
measure output and efficiency

(Anca, 2024).

Collect real-time employee
sentiment to understand morale
and engagement.

Current PM Practices

5 Align Goals

Anatomy of the
OKR framework

Use OKR/MBO frameworks to align

individual and organizational goals

(Martin, 2021).

Offer programmes to support
underperforming employees and
improve their skills.

o
o [ ammm

Implement 360-degree feedback to
offer comprehensive performance
insights.

Goals that inspire Steps that mesure Tasks required
and set direction progress towards to drive progress
an objective of key results

How do | know What will | do to
I'm getting there? get there?

<&

Source: (Martin, 2021)



Line Managers’ Role

Positive Work Performance
Environment Monitoring

@ Coaching and
Strategic Alignment (E".') Feedback Discrimination Unfair Treatment
. . . and Harassment and Workload
Ensuring team goals align with Providing guidance and

Creating a supportive and
equitable workplace

Tracking team progress and
identifying potential risks

(Anca, 2024). Types of Employee
Grievances

organizational objectives constructive criticism for
growth

Compensation Working
v Policies Conditions

Employee Relations

Source: (Gabriela, 2022)

Managing interactions and
resolving conflicts within the
team (Ricardo, 2023).



PM reinforces “customer

obsession” through
measurable performance

outcomes

Strategic Alignment

Predictive analytics
improve decisions by
forecasting performance

gaps (Sivek, 2024).

Standardised KPIs

support consistent global

operational execution.

Reflects Hard HRM
orientation through
efficiency and output

focus (Alexa, 2023).

(@

Encourages innovation
through continuous
improvement and idea

generation.




A o
High KPI Limited
Pressure Employee

Negatively impacts Voice

employee well-being Restricts upward

communication

Reduces autonomy
and safety

Key Challenges

« R o Uniform KPI
Systems
Conflicts with
High Employee diverse cultural
norms
Turnover
Disrupts project
management
continuity

No.1 ®&—

Explore & Empathize:
Get to know your audience,
listen, and engage

No.4 ©—

Socialize & Mature:
Socialize initiatives early on and
lead with transparency on progress
over perfection

v
Voice

Employee

Q
Vi

Source: (Enabel, 2021)

@ No.2

Define & Ideate:
Define the problem, clarify
expectations, and ideate

—@ No.3

Connect & Experiment:
Build close alignment between org-
values and test prototypes with
small groups of employees



Recommendations

Replace KPIl-heavy PM with balanced scorecards Al IN PERFORMANCE MANAGEMENT

including quality and well-being

Real-Time BENEFITS
Feedback

Automated Goal
Setting and Alignment
and Coaching

e Accuracy

Integrate employee well-being data as e Efficiency

e Fairness

part of PM evaluation e Continuous

Growth
e Agility
Strengthen manager capability in

Personalized
Learning
Recommendations

coaching, communication, and empathy P'::g;z:z:nacned

Risk Alerts

Audit Al-driven PM tools to detect bias

and fairness issues

Source: (MokaHR, 2025)
Source: (Bentham, 2022)
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