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[bookmark: _Toc92316126]INTRODUCTION 
Amazon is an American multinational company, which during the pandemic has been focusing on the e-commerce represented by Jeff Bezos, its founder. As the current crisis created worldwide products shortage, shoppers relied more on Amazon to deliver them. According to Amazon’s official website (Amazon, 2021), the fulfilment and delivery networks were playing a critical role in satisfying customers’ needs. For this to be possible, they implemented new procedures and hired 427,300 employees in the last 10 months. (New York Times, 2020). The measures that have been taken in place contributed towards the increase of sales (44% more than last year) and profit (220% more than the previous year). As presented in Figure 1, the profit in 2021 has reached over $8.1 billion, which is their absolute record.  
 Amazon worked together with health authorities to ensure customers’ satisfaction and employees’ protection. The main measures have been: social distancing, continuous cleaning of the facilities and providing protective equipment. Their aim was to reduce the spread of the virus while supporting the worldwide community. 
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Figure 1: Amazon’s Net Income over years (Marketplace Pulse, 2021)
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[bookmark: _Toc92316127]QUESTION 1: How Amazon’s structure, culture and behaviour influenced in achieving the record profit and sales?

The structure, culture and behaviour of Amazon are in continuous synergy and are
impacting the performance of the organization. Their aim is to create unity and train
employees towards the same organizational goals. 
Furthermore, they managed to increase the profit by: 
· Increasing employees’ productivity
· Increasing efficiency 
· Increasing turnover
· Reducing their costs

[bookmark: _Toc92316128]AMAZON’S STRUCTURE 

Organization’s structure aim is to outline how activities need to be performed in order to achieve the imposed goals. No matter how hard the members are working, if the structure is not stable, the scopes will not be reached. Amazon is having a hierarchical structure (also called tall), as presented in Figure 2. It has several layers of management with a small number of subordinates. As the company is in a continuous growth and wants to fulfill employees’ social satisfaction, the structure is dynamic and subject to changes. Because the managers were not having a significant number of subordinates, they were able to monitor their work and find ways to motivate and improve them. The chain of command is rigorously respected, and Jeff Bezos is on top of the management. The stability at the top had a significant impact in Amazon’s pattern. As most of the management members are loyal to the company, they made company’s goals, their personal goals.
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Figure 2: Amazon’s Structure (Organimi, 2021)
 

[bookmark: _Toc92316129]AMAZON’S CULTURE
Amazon has an unique culture which aims to respect the differences between each employee and to encourage diversity. According to Buchanan (2016), organizational structure is connecting individuals in the organization, by creating groups, departments, boards and making them interact with each other. On the other hand, Mullins (2019) is saying that even if the aim of the culture is to create connections, without even realizing might deteriorate them as it has an impact on their future actions and behaviour. Amazon is fully aware of these situations and was trying to create a culture where diversity, inclusion and equity are the main priorities. This had a positive impact on the organization during the pandemic and was helping to achieve organizational goals as the employees have been empowered to speak their concerns and the most important is that they have been heard, and actions have been taken. Amazon ‘Day 1’ represents a culture and an operating model that points towards customer centricity. Amazon aims to understand its customers and to work backwards by finding innovative solutions for their problems. This attitude has been unique during the outbreak, when the rest of the companies were trying only to survive, and it attracted more clients than they could have imagined. Amazon’s team has been brave enough to face potential failure and to improve from the mistakes. 
 

[bookmark: _Toc92316130]AMAZON’S BEHAVIOURS 
According to Buchanan (2016), organizational behaviour aims to observe employees’ activities and interactions in the organization. Amazon is trying to penetrate people’s social, cultural, physical, political, and economic environment by offering jobs, having an impact on the communities, providing services, and satisfying needs. By setting collective goals, its members are acting as a team in achieving organizational goals. By controlled performance, Amazon was able to measure performance, implement standards, and have a clearer idea about what needs to be done and what corrective actions need to be taken. This has been extremely helpful during the COVID-19 outbreak because the resources allocated were limited and had to use them wisely. To achieve performance, Amazon’s employees were performing control functions and operating tasks. The allocation of adequate functions, coordinated effort and spreading the labor between members, have supported the organization in achieving the record profits. Another mechanism that was helping Amazon to maintain its control is the hierarchy of authority. Like this, managers can reach operational effectiveness by delegating tasks to the non-management staff. Amazon’s behaviour was kept under control in the first quarter of the year as well by providing regular training for staff (relevant and helpful to survive and feel motivated during the pandemic), offering opportunities for group and individual development and stable human resource management.
[bookmark: _Toc92316131]QUESTION 2: Factors that influenced individual behaviour at Amazon
In my opinion, organizations are influencing individual behaviour without even realizing sometimes (sleeping pattern, way of thinking and interacting with each other, eating habits etc.). To keep everything accountable, it is important to analyze in depth the micro(internal) and macro(external) factors. Amazon believes that by understanding human behaviour at work such as expectations, motivation, group dynamic can improve productivity. According to Amazon (2021), during the pandemic, the organization has been trying to find ways to empower its employees, which was leading to achieving organizational goals.



[bookmark: _Toc92316132]INTERNAL FACTORS
 
[bookmark: _Toc92316133]REWARD
According to Armstrong (2012), HR has an extremely important function: to develop a high-performance strategy supported through reward. Amazon is constantly checking how well its employees are performing and is stimulating them with certain benefits. One of the most important benefits during the pandemic for its members was the comprehensive health coverage which begins from the first day of work. Being exposed and at risk to catch the virus, the company was making sure that the adequate policies are in place and support them in case of illness. Knowing this, they were feeling safe to come at work and perform the daily activities and reach their targets. On the other side, Amazon’s employees received as well financial rewards: hourly rate has been increased by £2.
[bookmark: _Toc92316134]MOTIVATION 
Motivation is the purpose of doing something (Armstrong, 2012). As represented in Figure 3, there are four main steps that need to be followed to motivate individuals or groups: establishing the goal, action accordingly, pursue the goal and satisfy the need. Amazon is constantly using and developing motivational strategies that are helping to reach performance and efficiency.
[image: 1: The process of motivation. (Armstrong, 1977, p.107). ]
Figure 3: The process of motivation (ResearchGate, 2017)

[bookmark: _Toc92316135]SAFE WORKPLACE
Organization’s members need to feel secure and protected, especially during the last year, when the spread of the virus was alarming. Because of this, Amazon decided to implement COVID-19 safety measures to protect its employees. As stated by Amazon (2021), they invested over $800 million in thermal cameras, gloves, sanitizing and washing stations, masks to ensure that all the measures of inhibiting the spread of the virus have been taken. All the procedures have been shortly adopted by employees: maintaining social distance, wearing of protective equipment, and disinfecting regularly.

[bookmark: _Toc92316136]EXTERNAL FACTORS
By using PESTLE Analysis, it is possible to obtain a macro picture of Amazon’s environment and to prepare the plan for future contingencies. There are six main factors that impacted the organization during the COVID-19 outbreak, as presented in Figure 4. Each of these elements are having effects and implications on the business like: 
· the type of change(positive/negative/unknown)
· importance in the present and future
· how long will be lasting the change (short /long term)


Figure 4: PESTLE elements (Created by the student)
[bookmark: _Toc92316137]POLITICAL 
Amazon plays an indirect role in politics and tries to remain neutral. As the pressure groups and Government encouraged the e-commerce during the outbreak, the company saw a substantial growth. 
[bookmark: _Toc92316138]ECONOMIC
Employment opportunities that have been made available by Amazon had a significant impact on individual behaviour. The reassurance and stability that the company offered during the pandemic increased job satisfaction and loyalty. By expanding, they could reach a larger amount of people and increase their spendings. The high pay rate above the market offer is another factor that made people grateful for the opportunity received.
[bookmark: _Toc92316139]SOCIAL
As the pressure groups encouraged the online shopping, the social shopping behaviour has changed, and Amazon had to identify and implement strategies to reach success. For example, Alexa was making a huge impact in making customers’ shopping more efficient as they could ask her to place the orders for them.
[bookmark: _Toc92316140]TECHNOLOGICAL
Technology is one of Amazon’s key elements as it aims to make the workplace smarter, not harder. The use of robots in warehouses has made work more efficient and optimized the supply chain. As stated by Amazon (2021), there are over 100,000 robots available in 26 of their fulfillment centers.
[bookmark: _Toc92316141]LEGAL
The new laws imposed by Government shifted the entire retail industry towards the online. Amazon had a significant advantage as its main activity was online and the community was already aware.
[bookmark: _Toc92316142]ENVIRONMENTAL
As the world is shifting towards an environmentally friendly approach, Amazon’s customers are expecting the same approach from the company. The multinational provides recyclable packaging which contributes to minimizing the waste (36% reduction-1 million tons) and ensures a smooth delivery, without damaging the products. To maintain a sustainable supply chain, they are using a science-based approach to have the minimum impact on the environment. During the pandemic, this had a positive impact towards the company as compared with the rivals (other retail stores), Amazon’s products don’t need the excess packaging and plastic materials to display them on the shelves. (Amazon, 2021)
[bookmark: _Toc92316143]CONCLUSION 
In conclusion, Amazon was trying to have the best approach towards the pandemic to reach effectiveness and to provide a healthy environment for its employees and customers. They have cancelled all the events, closed their non-essential physical stores, transitioned to virtual job interviews, and shifted everything towards the online. Even if they choose to focus on finding solutions to the world’s most relevant issues, not on money, they managed to have the biggest sales (44%) and profits (220%) since they are on the market. Furthermore, despite the profits made, they had an impact towards the communities by helping them to survive during these difficult times:
· 3.5 healthy meals delivered for children in the UK
· 10,000 tablets provided for online teaching
· Helping NHS to deliver COVID-19 test kits 
Amazon has an unique plan of action which is providing a significative advantage through the rivals. It remains one of the companies that had a huge benefit from the pandemic. On the other side, its supply chain had been impacted, causing delays and out of stock products. Customers facing the closure of the physical stores, Amazon became their main provider. The company gained temporary clients, but more important, some of them became brand loyals.
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