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[bookmark: _Toc184997508]Executive Summary
This investigation analyzes Amazon's management practices through classical management theories and Critical Management Studies. The research examines how technological control systems impact employee well-being and organizational dynamics, revealing significant tensions between operational efficiency and workforce welfare. 
The analysis demonstrates Amazon's integration of autocratic, technocratic, and paternalistic management. While fulfillment centers process 1.6 million packages daily, the company faces 150% workforce turnover. The implementation of algorithmic management has created an efficient but dehumanizing work environment.
The study reveals limitations in existing management theories. Traditional frameworks cannot explain the coexistence of operational efficiency and workforce dissatisfaction. Critical Management Studies identifies human issues but lacks viable solutions for large-scale operations.
The research proposes integrating human supervision into algorithmic management systems, establishing comprehensive communication structures, and modifying performance metrics. These modifications aim to maintain operational excellence while improving workplace conditions. This investigation concludes that technology-driven workplaces require new management frameworks to balance organizational effectiveness with employee welfare.



[bookmark: _Toc184997509]Contents  
Executive Summary	2
Contents	3
1.0	Introduction	4
2.0	Main Findings	5
2.1	Key areas of complaint	5
2.2	The role of the manager	6
2.2.1	Fayol's Functions of Management	6
2.2.2	Mintzberg's Managerial Roles	6
2.3	Challenges to management	7
2.3.1	Management Styles at Amazon: Autocratic and paternalistic	7
2.4	Investigation of Classical and Mainstream Management Theories	8
2.4.1	Scientific Management Theory	8
2.4.2	Human Relations Approach	9
2.4.3	Systems and Contingency Approaches	9
2.5	Evaluation of Critical Management Studies in Amazon’s Management Context	10
2.6	CMS vs Mainstream Management Theories at Amazon	11
2.7	CSR Analysis of Amazon’s Management Practices	11
3.0	Conclusion	13
4.0	Recommendations	14
Reference	15



1.0 [bookmark: _Toc184997510]Introduction

Employee complaints have become vital indicators of organizational health in modern businesses, especially in technology-driven companies like Amazon. Amazon's Time-off-Task (TOT) monitoring system has generated significant worker concerns by tracking productivity every second and punishing employees who take breaks longer than five minutes (Lauren Kaori Gurley, 2022). This strict monitoring approach has resulted in serious workplace issues, shown by the company's high pre-pandemic turnover rate of 150% and widespread employee dissatisfaction (Sainato, 2022).
This report analyzes Amazon's management practices through both classical management theories and Critical Management Studies. The investigation examines why Amazon's successful operational metrics coexist with major workforce problems, focusing on the gap between technological efficiency and employee wellbeing.
Amazon's warehouse operations demonstrate the impact of algorithmic management on workers' daily experiences. Employees face constant surveillance, leading to high stress levels, physical health problems from repetitive work, and mental health issues from continuous performance pressure (Tuc.org.uk, 2024). Through examining these management practices, this report addresses how management theories can better understand and solve the challenges of modern workplaces driven by technological control systems.


2.0 [bookmark: _Toc184997511] Main Findings

2.1 [bookmark: _Toc184997512]Key areas of complaint  

The key areas of complaint at Amazon reveal deeply rooted systemic issues that stem from the company's management approach and organizational structure. At the core of these concerns is a rigid bureaucratic system powered by algorithmic management, which has created a dehumanizing work environment where machines, rather than human judgment, determine workers' fates (Kantor et al., 2021). This technological control manifests in the controversial Time-off-Task (TOT) monitoring system (Lauren Kaori Gurley, 2022), which tracks worker productivity down to the second and even monitors bathroom breaks exceeding five minutes (Lauren, 2022). The resulting work environment has led to concerning outcomes, including an unsustainable pre-pandemic turnover rate of 150% and widespread worker dissatisfaction (Sainato, 2022). The human cost of this approach is evident in workers' reports of high stress levels from constant monitoring, physical health issues from repetitive tasks, and mental health concerns due to pressure to meet targets (Tuc.org.uk, 2024). Poor communication and limited worker representation worsen these problems. Employees have few channels for feedback (Cox, 2022). A fundamental conflict exists between Amazon's tech-driven efficiency and workers' human dignity. Worker grievances come from the company's core management approach, not just workplace conditions.
The fundamental challenges at Amazon arise from the tension between technological innovation and conventional management practices. This analysis will explore three critical areas, such as classical management theory in the digital age, distinctive leadership approaches, and modern management frameworks (Palmer, 2023). The analysis explores core factors and identify solutions that balance efficiency with employee welfare.
2.2 [bookmark: _Toc184997513]The role of the manager

2.2.1 [bookmark: _Toc184997514]Fayol's Functions of Management 

Amazon's interpretation of Fayol's classical management functions reveals both innovations and concerning departures from original principles. Their planning function demonstrates sophisticated data-driven approaches but often prioritizes operational efficiency over employee wellbeing (Medwell, 2022). The organizing function, while highly structured across warehouses and departments, has created rigid bureaucratic systems that limit worker autonomy and leads to dehumanizing working conditions (Ye, 2022). Their coordinating function employs advanced logistics systems for operations across facilities, but prioritizes efficiency over employee wellbeing and provides limited channels for worker feedback (Del Rey, 2021). The controlling function implements strict technological surveillance and performance monitoring, leading to increased worker stress and health complaints. Perhaps most notably, Amazon's interpretation of commanding has shifted away from Fayol's human-centred leadership approach toward automated management systems, contributing to high turnover rates (Palmer, 2023). 
2.2.2 [bookmark: _Toc184997515]Mintzberg's Managerial Roles 
The application of Mintzberg's framework at Amazon reveals significant gaps, particularly in interpersonal roles. While the company maintains strong monitor and disseminator roles (Lauren Kaori Gurley, 2022), through technological systems, its leadership role has been criticized for over-relying on algorithmic management rather than human leadership (Sainato, 2020). The spokesperson role faces particular challenges in maintaining credibility amid widespread criticism of working conditions (UNI, 2023). 
 
2.3 [bookmark: _Toc184997516]Challenges to management

2.3.1 [bookmark: _Toc184997517]Management Styles at Amazon: Autocratic and paternalistic
Amazon's management approach is characterized by a distinctive combination of styles that reflects its operational priorities and organisational culture. The company primarily employs an autocratic style, featuring highly centralized decision-making and limited employee input in policy making, which creates clear hierarchies but often leads to worker resentment. This is complemented by a strong technocratic management style, evidenced by heavy reliance on data metrics and algorithmic decision making, where technical solutions are consistently prioritized over human factors (Kantor et al., 2021). The results-oriented management style manifests in their focus on measurable outcomes and high-pressure targets, creating a competitive work environment that drives high operational efficiency but contributes to worker stress and burnout. Amazon's new AI mental health program shows paternalistic control (Lokhande, Klein and Gomes, 2024). They use SageMaker Canvas to monitor workers' mental states. The company claims this helps employee wellness. While this combination of management styles has proven effective for maintaining Amazon's market dominance and operational efficiency, it has also contributed to significant workforce challenges, including high employee turnover, reduced engagement, and limited innovation at lower levels of the organisation (Palmer, 2023). 






2.4 [bookmark: _Toc184997518]Investigation of Classical and Mainstream Management Theories 

2.4.1 [bookmark: _Toc184997519]Scientific Management Theory 

Amazon represents a modern embodiment of Taylor's scientific management principles, implementing sophisticated time and motion studies through algorithmic management systems (Kantor et al., 2021). Particularly through its Time-off-Task (TOT) monitoring system (Lauren Kaori Gurley, 2022). This sophisticated system tracks worker productivity down to second, penalizing employees who fall below performance metrics, even monitoring bathroom breaks exceeding five minutes (Lauren, 2022). The company's strict adherence to standardized processes and detailed performance metrics reflects Taylor's emphasis on efficiency. The TOT system (Lauren Kaori Gurley, 2022) exemplifies how modern technology has enabled scientific management principles to be applied with a degree of precision that Taylor could only have dreamed of, though perhaps not in a way that serves worker wellbeing. 
However, this approach has generated significant criticism and management challenges. Most immediately, it has led to concerning outcomes, including a pre-pandemic turnover rate of 150% (Sainato, 2022) and widespread worker dissatisfaction. The human costs are substantial, employees report high stress levels from constant monitoring, physical health issues from repetitive tasks, and mental health concerns due to pressure to meet targets (Tuc.org.uk, 2024). The work environment has been characterized as dehumanizing, with workers feeling treated more like machines than human beings. 
From an ethical standpoint, Amazon's algorithmic implementation of scientific management principles challenges fundamental workplace ethics. Their automated monitoring systems prioritize utilitarian efficiency over worker autonomy and dignity. While this approach delivers operational results, the high turnover rates and documented psychological impacts indicate a failure to balance ethical obligations to workers, shareholders, and customers.
 
2.4.2 [bookmark: _Toc184997520]Human Relations Approach 
Amazon's limited implementation of human relations principles highlights a significant gap between modern management theory and practice. While the company has introduced wellness programs and training initiatives (Beevers, 2024), these efforts often appear subordinate to productivity metrics, leading to persistent high stress levels and worker dissatisfaction (N. Press, 2021). 

2.4.3 [bookmark: _Toc184997521]Systems and Contingency Approaches 

Amazon uses systems theory through its integrated technology and data analytics (Matteo, 2023). However, its focus on technology overlooks human needs. Workers face strict algorithmic control, including limits on bathroom breaks (Tuc.org.uk, 2024). This constant monitoring has harmed mental health, causing stress and psychological issues (UNI, 2023). The push for productivity has reduced social interaction between workers. Short-term performance goals have also limited career growth opportunities (Palmer, 2023).
However, Amazon does offer some employee development programs. The Amazon Technical Academy helps workers become software engineers, making technical skills more accessible (zavvy, 2023). The company supports this program by paying all tuition costs and giving participants one workday per week for studying. These policies show a more human-centred approach to employee development.
Amazon adapts its practices to different markets, showing a contingency approach. However, this leads to unequal worker treatment across facilities. Workers face different performance demands. For example, the New York City warehouse requires scanning 1800 packages per hour (Michael, 2020). Work conditions also vary between locations. Some facilities offer better breaks and amenities, while others have stricter time-tracking rules (Lauren, 2022). This creates a split workforce where job quality depends on location rather than role or performance (Luxemburg, 2023). Such differences have increased workplace inequality and made managing labour relations more difficult. 

2.5 [bookmark: _Toc184997522]Evaluation of Critical Management Studies in Amazon’s Management Context 
 
Critical Management Studies (CMS) provides significant insights into Amazon's core management challenges while revealing limitations in its practical application. Through the CMS lens, Amazon's algorithmic management system emerges as a transformed model of managerial control, where traditional supervision has been replaced by technological surveillance. This transformation is most evident in their automated performance tracking system, which reshapes the relationship between managers and workers by replacing human decision-making with algorithmic controls (Kantor et al., 2021). Traditional management theories emphasize productivity improvements, but CMS reveals how automating management tasks has reduced effective workplace communication and worker involvement (Cox, 2020).

The application of CMS to Amazon's management practices exposes an important weakness in the theory. CMS successfully identifies problems with technological control and limited human oversight, but fails to offer practical solutions within Amazon's operational requirements. While CMS correctly critiques hierarchical management structures, it offers limited guidance for maintaining organizational control in large operations that aim to implement more worker-focused approaches (Palmer, 2023). This analysis shows that CMS effectively identifies flaws in Amazon's management style, especially in supervision and communication, but its practical use requires finding balance between critical perspectives and operational demands.
 
2.6 [bookmark: _Toc184997523]CMS vs Mainstream Management Theories at Amazon 
The comparison between mainstream management theories and Critical Management Studies (CMS) reveals key gaps in understanding Amazon's workplace practices. Mainstream theory focuses on operational success through Amazon's processing of 1.6 million packages daily per fulfilment centre (Wessling, 2024). However, it fails to explain why such efficient operations coincide with a troubling 150% worker turnover rate (Sainato, 2022).
CMS offers valuable insights by revealing how Amazon's algorithmic management creates a pressured work environment (Kantor et al., 2021). However, it lacks practical solutions for managing large-scale operations that require fast delivery times. This becomes clear through Amazon's inconsistent work standards, with some facilities requiring 1,800 packages processed per hour and others setting lower targets (Michael, 2020).
Both theoretical approaches prove inadequate in addressing modern workplace challenges. The field needs a new framework to balance operational efficiency with worker well-being. This framework must also provide practical solutions for technology-driven workplaces.
2.7 [bookmark: _Toc184997524] CSR Analysis of Amazon’s Management Practices

Amazon's approach to Corporate Social Responsibility (CSR) demonstrates a fundamental contradiction between corporate initiatives and operational practices. While top executives allocate substantial resources to employee development, including the Amazon Technical Academy and a £23 million investment in UK training (Beevers, 2024), the operational environment presents significant barriers. Local managers must implement rigorous automated tracking systems that monitor employee activities continuously, hindering effective participation in developmental programs (Lauren Kaori Gurley, 2022). This operational structure creates a notable disparity between Amazon's institutional commitment to employee development and their practical management methods.
Amazon's management structure hinders CSR implementation. The hierarchical system and automated decisions prevent managers from making human focused adjustments to support CSR goals. For example, while Amazon promotes workplace safety in CSR reports, their systems lead to increased injury rates in fulfillment centers (Gindin, 2024). This reveals a conflict between performance-based metrics and CSR objectives.
Management shows clear tensions in employee relations. While investing in mental health programs through SageMaker Canvas (Lokhande et al., 2024), they enforce surveillance practices causing psychological harm (UNI Global Union, 2023). This ethical contradiction has led to a high turnover rate of 150% (Sainato, 2022), showing how operational practices conflict with CSR commitments to employee welfare.




3.0 [bookmark: _Toc184997525]Conclusion

This research reveals fundamental limitations in both Mainstream Management Theory and Critical Management Studies regarding contemporary workplace practices at Amazon. The theoretical frameworks fail to explain the contradictory relationship between high productivity of processing 1.6 million packages daily and the 150% employee turnover rates. Critical Management Studies identifies workforce challenges but lacks viable solutions for large scale operations. These frameworks developed before algorithmic management systems prove inadequate for examining technology driven organizational practices. The theoretical gap demands new approaches to balance workplace efficiency with human sustainability in modern workplaces. Addressing contemporary organizational challenges requires integrated frameworks that advance both business performance and workforce wellbeing.










4.0 [bookmark: _Toc184997526]Recommendations

Based on analysing Amazon's management practices and recognizing the limits of both CMS and traditional management theories, three areas need change to solve current workplace issues while preserving operational efficiency (Palmer, 2023).
The primary recommendation is to transform the algorithmic management system by integrating human supervision. Human manager review should be required in the Time-off-Task (TOT) system before implementing automated penalties. This modification would tackle the dehumanizing effects identified by Kantor et al. (2021) without compromising productivity standards. Performance evaluation should integrate both quantitative productivity measures and qualitative wellbeing indicators. This restructuring addresses the health impacts reported by Global Union (2023) and develops a more comprehensive assessment framework.
To connect automated systems with worker experiences, strong communication systems must be created. This requires establishing regular feedback between workers and management, and clear processes for challenging automated decisions. These changes address the communication problems identified by Cox (2020). The new communication channels should enable direct human interaction while maintaining the operational efficiency that allows Amazon to process 1.6 million packages daily in each fulfilment centre (Wessling, 2024).
The implementation process requires a phased approach that allows for systematic integration of human supervision into automated systems, structured development of communication channels, and continuous evaluation of outcomes through specific metrics including reduced turnover rates from the current 150% (Sainato, 2022), improved worker satisfaction scores, and maintained operational standards.
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