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Amazon.com, INC. (Amazon) is a global retailer and e-commerce marketplace founded by Jeff Bezos in 1994 (Amazon, 2020). Amazon has its corporate office at Seattle, Washington and has been investing in UK since 1998. Annual turnover of Amazon in 2019 was about USD 280.5 Billion and total staff strength was over 798,000 (Amazon, 2020). Amazon market value has increased about seven-fold and it has generated returns of over 600% for its investors in past five years (Amazon, 2020). Growth of Amazon is attributable to its diversified businesses portfolio spread across industries like grocery stores, e-commerce, cloud computing, artificial intelligence, digital and consumer electronics. Amazon offerings include click shopping, personalized recommendations, Prime, Fashion, Music, Whole Foods, Amazon Go, Treasure Truck, Kindle, Fire tablets, Fire TV, Amazon Echo, Alexa and Fulfilments by Amazon. 

[bookmark: _Toc38541837][bookmark: _Toc466880450][bookmark: _Toc466881868]Coherently analyse the relationship between structure, culture, people and organisational performance. 
[bookmark: _Toc38541838][bookmark: _Toc40045510]Structure and culture of Amazon
According to systems theory, modern establishments like Amazon represent complex and dynamic system that transform various inputs into different offerings. Organisation structure is a pictorial representation of reporting relationships, departmental structure, workflow and span of control existing within a company (Jary & Wileman, 2016). Organizational structure shows how the operations are performed within the organization by the employees. Effective organisation structure promotes healthy relationships amongst employees, increases employee satisfaction and improves overall performance of the company. Organisational structure ensures that policies and procedures (such as performance management) are consistently enforced throughout the organisation, thereby improving the quality of service for customers (Zentes, et al., 2016). Different types of organisation structure include hierarchical, functional, project and matrix type. As shown in figure 1, organisation structure at Amazon is most similar to hierarchical type of organisation. 
Organogram of Amazon (Typical)

Figure 1: Made by Student (2020), Adapted from (Amazon, 2020)
Organisation structure of Amazon closely resembles Weber's Bureaucratic Model as it exhibits structural hierarchy wherein the members of the organisation are governed by formal rules and regulations (Joseph, et al., 2018). It may be concluded that organisation structure at Amazon has features like specialization and division of labour; competence guidelines; impersonality and personal indifference. As evident, direct chain of command is present from the Group Chief Executive Officer CEO) up to the lowest employees of the company. At Amazon, separate CEOs handle specific aspects of business and directly report to group CEO. Amazon deploys organisation structure as a tool for gathering requisite resources for achieving its organisational objectives (Wilkinson, et al., 2017). All strategic decisions are made by senior management and are cascaded down throughout the organisation.
Organisational culture refers to the system of shared values, norms, symbols and opinions which describes the manner in which employees must behave within company (Schein, 2016). Strong culture ensures effective communication and role clarity amongst the employees of establishment. Culture prevalent in an organisation greatly influences the morale and performance of employees. Organisation is bound to prosper with leaps and bounds when its culture motivates its employees to work harder for achieving objectives of the company (Guardian, 2020). Organisational culture depends on business environment, belief system of employees, objectives and management style of company. For instance, organisational culture may be bureaucratic, competitive or collaborative. Unlike most large corporates, Amazon has tamed bureaucracy to establish an exceptionally overt culture (BBC, 2020). Organisational culture at Amazon closely resembles ‘collaborative culture’ in which various decentralised teams work together to achieve objectives of Amazon. Notably Amazon follows the practice of establishing small ‘Two-Pizza’ teams wherein team size is restricted such that one team could be in principle fed with two pizzas (Barbara E. Kahn, 2018). Moreover, such autonomous multidisciplinary teams have limited interactions with other teams. For example, Amazon has a specific team named ‘Lab126’ dedicated towards creating innovation in its devices. However, prevailing culture at Amazon compels employees to improve their performance on daily basis, which leads to struggle for survival amongst the staff. At times the customer obsession at Amazon, results in panic amongst employees. For example, Bezos directly marks an e-mail with “?” to the concerned employee on receipt of a negative feedback from customer (Amazon, 2020). Such e-mails force employee to resolve customer concern on priority and may lead to fatigue coupled with lower morale of workforce. Consequently, Amazon may use innovative techniques to improve customer focus rather than creating extreme pressure on staff. 
Every Amazonian has a customer-obsessed mindset and zeal to improve customer satisfaction at all times. Amazon has developed multi-pronged expertise in pursuit of improving customer experience such as sophisticated logistics and Amazon Web Services (AWS). Amazon uses various symbolic acts to reinforce importance of customers (Amazon, 2020). For instance, as per its ‘empty chair’ concept, one seat is left empty and is considered to be occupied by the customer. Amazon places emphasis on real-time customer metrics along with financial data. In fact, first goal of any activity at Amazon is to ensure proper mechanism for measuring customer response. Notably, budgeting at Amazon is also focused on customer outcomes of an activity, rather than internal outputs of the company.  Moreover, Amazon has adopted 14 principles for effective leadership and management (refer figure 2) which act as guidance for every Amazonian. Further, these principles are reviewed regularly so that they remain apt in the prevalent situation. For example, Bezos rejected the conventional practice of taking live questions in all-hands staff meetings, in order to avoid too specific questions which were irrelevant for most of the employees.
[bookmark: _Toc40045511]Principles of Leadership and Management at Amazon
	1. 
	Customer-obsessed mindset
	Keep customers first and work backwords to win over customers. 

	2. 
	Innovate and Simplify
	Attempt new innovative ideas and strive to maximise simplification 

	3. 
	Owners
	Focus on the big picture and assume ownership for achieving long-term objectives.

	4. 
	Be right a lot 
	Make correct and informed decisions, using judgement and strong instincts

	5. 
	Learn and remain curious
	Convert problems into opportunities for continuous improvement

	6. 
	Recruit and develop talent
	Adopt rigorous process for hiring the best candidates and developing your best employees. 

	7. 
	Improve standards
	Drive team to deliver best by continuously raising the performance standards

	8. 
	Think Big
	Dare to dream big, share dreams with team and work together to make dreams come true

	9. 
	Bias for action
	Prioritise important issues, take calculated risks and make quick decisions.

	10. 
	Frugality
	Achieve more with less

	11. 
	Earn Trust
	Lead from front, effectively communicate and ensure mutual respect

	12. 
	Commitment and Courage 
	Strive for conviction, firmness and reliability.  Respectfully disagree.

	13. 
	Result Oriented
	Deliver results to motivate team.

	14. 
	Dive Deep
	Awareness of about internal and external factors that influence business. 


Figure 2: Made by Student (2020), Adapted from (Amazon, 2020)

Every employee at Amazon acts on behalf of company and strives to accomplish long-term goals rather than short-term profits (Amazon, 2020). Owing to company culture, Amazonians tend to remain enthusiastic to achieve results even with less resources. Amazon makes sure that it recruits and develops like-minded employees which hold values and beliefs that are consistent with organisational culture. Further, Amazon strives to promote high level of engagement, adaptability, consistency and transparency amongst its employees. Amazon strives to promote gender equality and its leadership team has five female members. Amazon has ensured that its staff remains motivated by providing plethora of benefits (Amazon, 2020). Amazon offers private medical insurance, critical illness cover, life insurance, company pension plan, paid holidays, sick pay, employee discounts, work from home, flexible timings, maternity/paternity leave, paid time off and company paid holidays. 
[bookmark: _Toc38541839][bookmark: _Toc40045512]Factors contributing to performance of Amazon
Amazon strives to promote spirit of ownership and entrepreneurship amidst its hierarchical organisation structure and collaborative culture. Amazon ensures that its organisation structure is aligned with its business strategy, leadership and management (McNulty, 2018). The intent of the leadership team to grow Amazon into earth’s most customer centric company is imbibed firmly in its culture and structure (Amazon, 2020). Various policies and procedures have been adopted over time to ensure competitiveness and sustainability of Amazon. Such procedures/policies have been implemented through organisational structure by Amazon and have gradually become part of company culture. For instance, Amazon made hefty investments to train its workforce to establish data and analytics culture in the company. In fact, Amazon pioneered the concept of ‘predictive analytics’ i.e. to recommend offerings to customers based on their search history and buying habits (Berg & Knights, 2019). Amazon has been able to ensure stability at the top by retaining its top-level executives amidst fiercely competitive retail industry (Rossman, 2019). High level of trust and comfort amongst the top executives including Bezos is one of the vital reasons for this stability and success of Amazon. 
Organisation structure at Amazon supports its business strategies such as investing in technology, Amazon Web Services (AWS) and enhancing logistics capabilities. For example, to pursue its expansion strategy in AWS, Amazon has positioned Mr. Andrew Jassy as dedicated CEO of AWS. Organisation structure enables leaders to develop an understanding about internal environment of Amazon (Jones, et al., 2016). Leaders may assess prevailing chain of command, span of control and specializations available in Amazon. Key role of leaders at Amazon is to ensure that strategic objectives of the company are achieved (Treadgold & Reynolds, 2016). Leaders are able to transpire their vision and create apt environment for motivating employees to innovate and excel at their work. Leaders (through actual demonstration) tend to motivate employees to achieve the desired objectives by doing things in right manner (Travilla, 2019). Notably, effective leaders must possess expertise in decision making, problem solving, leading change, managing time, displaying empathy, strategic thinking, delegating, team building, managing conflict and coaching (Zentes, et al., 2016). Leaders are able to proactively drive Amazon towards sustainable growth by ensuring continuous improvements in productivity, profitability, quality and customer service; while displaying strict adherence to core values and principles of the company. For instance, Amazon has recently set an objective of making half of its shipments net zero carbon by 2030 (Amazon, 2020). In addition, leaders are able to covert problems into opportunities, promote staff engagement and encourage staff empowerment. Organisation structure enables leaders to select the section of the organisation which requires improvement and initiate corrective action in a timely and effective manner.
Management uses formal authority provided by organisation and depicted in organogram to ensure completion of various activities. Management is responsible for leading the operational front at Amazon by working closely with the staff. Management at Amazon is responsible for planning, organising, directing, staffing, coordinating and undertaking all other actions that are required for achieving organisational objectives. Role of management involves allocation of work, monitoring progress, managing costs, client handling and performance management (Jones, et al., 2016). In addition, management ensures growth in sales and business opportunities for Amazon. Management strives to increase efficiency, improve productivity, promote work-life balance, ensure welfare, encourage engagement, develop talent and nurture skills of team members. To be effective, management personnel must have skills such as leadership, time management, people management, effective communication and creativity (Anderson, 2019). Management extends necessary support to: (i) leadership team in matters such as recruitment, training and remuneration; (ii) team members for encouraging continuous improvement and innovation; and (iii) customers to enhance their satisfaction level and resolve their problems. Management at Amazon leaves no stone unturned to achieve objectives of company and ensure continuous improvement in organisational performance (Forbes, 2018). In addition, management strives to put extra efforts to develop prevalent culture at Amazon and meet customer requirements. 
[bookmark: _Toc468222340]Due to the candid and entrepreneurial culture, Amazonians tend to be strong leaders as well as good managers (Metro, 2020). In addition, strong leadership inspires staff to perform better and effective management ensures that goals of the company are achieved. Amazonians have passion for leadership, proactive planning, smart working and multitask at a frantic pace. Notably, Amazon encourages its employees to be right a lot as per its principles of leadership and management. Amazon strives to strengthen its culture of inclusion by undertaking several initiatives such as recruiting talent from diverse academic institutions and global companies. Also, Amazon has several affinity groups to promote employee engagement such as Amazon Women in Engineering (AWE) and Black Employee Network (BEN). Amazon offers an innovative program ‘Career Choice’ that provides funding for adult education programmes. Further, Amazon has employee assistance programmes to help staff in their professional and personal life. Due to its several employee friendly measures, Amazon has been recognised as best place to work in 2019 by LinkedIn in nine countries including UK (Amazon, 2020). It may be concluded from above that Amazon has left no stone unturned to ensure alignment of its organisational structure, culture, people and performance management system with the objectives of company. Consequently, Amazon has been recognised as one of the most agile, valuable and employee friendly company in the world. 
[bookmark: _Toc470208764][bookmark: _Toc38541840][bookmark: _Toc40045513]Conclusion 
Organisation structure and culture has significant influence on the performance of a company. Modern businesses need effective leadership and management to ensure competitiveness and sustainability. Amazon has evolved as one of the most agile and most valuable company in the world. Success of Amazon may be attributed to synergy existing between its organisation structure and culture. Amazon has grouped vibrant team of leaders and managers that strives to achieve organisational objectives at all times. 
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