
Executive Summary
	Planning, organizing, leading and controlling are four main functions of the process of management. Amazon.Com is a global electronic commerce company that supports online shopping. The company is growing its e-commerce business steadily throughout the years. Its success can be accredited to their exceptional performances on four main functions.The following offers a concise description of the organization’s achievements and failures through the company’s planning, organizing, leading and controlling. 
	Planning
	Planing is a process of setting a performance objectives and resolving what strategies and actions should be implemented to achieve the goals.(Schermerhorn &Wright, 2014) The main objective of Amazon.Com is to be Earth’s most customer centric company where people can find and discover anything they want to buy online.(Amazon overview,2013) To accomplish it, they formulate a tactical plan. First, they decided to provide varied products and services for customers, such as "Marketplace",which could offer customers a convenience to compare and purchase a variety of products from different places. Second, they not only relies on their own retail business to achieve the mission but also enables third-party sellers to sell their products on their websites. The competition between seller and Amazon brings more choices to customers, which is more convenient for them to purchase what they wanted. Amazon.Com believes that everyday is day one, so they would continue implementing their assertions as the original mission—never stop trying to serve better to customers through inventions. (Jeff P. Bezos,2013)
	Organizing
	Assigning tasks, allocating resources, and coordinating the human resource is three initial elements for organizing to implement the plans.(Schermerhorn &Wright, 2014) Multidivisional structure is the official structure of Amazon.Com, which is to distribute human resources into nearly independent departments based on products, services, geographic locations and working process. As for the top managers of Amazon.Com, Jeff Bezos, who is the CEO of the company, divided the departments based on functions, like marketing, business expansion. The structure of the middle and first-line managers were built as process and customer structure, which was set up the departments like business development and customer services. (Farhaad Sheikh, 2013) On the other hand, Amazon is a global online-shopping company. Therefore, geographical structure is one of the official structures of the company.
	Leading and Controlling
	Leading is the process of arousing enthusiasm and inspiring efforts to achieve the goals and controlling is to measure performance and take action to ensure the desired results. (Schermerhorn &Wright, 2014) Jeff Bezos utilized the referent power to implement human resource management, which affects people through identification. In addition, Jeff’s leadership style is eccentric in most people’s mind. His leadership prefer human relations style, which emphasizes people over tasks.(Schermerhorn &Wright, 2014) In order to develop his leadership, he decides to manage human capital through his fourteen leadership principles. The leadership principles covers different sides of the company operation, which we would discuss later. As for controlling, Jeff regards feedback system as the method to measure employees’ performance, which collects the evaluations from superiors, subordinates, peers, and customers. However, the feedback system is personal and rough, which causes considerable of complaints and criticism.
	Improvements
	Nothing is perfect. Some problems are needed to improve in Amazon. The first one is about organizing. Even though the multidivisional structure is useful because of its clear responsibilities division, the structure causes divisional chimney problem, which is a lack of communication and coordination across divisions.(Schermerhorn &Wright, 2014) To solve the problem, replacing by matrix structure is a good measurement. Second, what Amazon need to improve is feedback system. Although feedback system is a good way to listen the opinions from different sides, it causes bias and unfairness easily. The managers need to realized the serious of this problem and solve it.  
2.	Company Overview 
	 Amazon.Com Inc. is an American electronic shopping and mail-order company with headquarters in Seattle, Washington, USA. Amazon is a global company, so its corporate offices, fulfillment centers, customer services centers and other facilities locations are distributed in North America, Europe, Asia and Africa. In addition, there are over thirty-five subsidiaries which are owned and operated by Amazon, such as Woot!.com and Zappos.com.(Amazon Overview,2013) The locations of the subsidiary offices are spread in different areas. For instances, the head office of Zappos is located in Las Vegas and the headquarters of Woot!.com is in Carrollton, Texas. 
	The most important mission for Amazon is to be a most customer-centric company. Thus, the main line of work in Amazon is composed of customers services and variety products. There are three main services that Amazon insists on providing and improving for customers. They are Marketplace, Prime and Amazon Web Services. Marketplace is to take the product detail pages and allowed third-party sellers offer their products side-by-side, which is convenient for customers picking up the best offers and stimulates the improvement of the products. The second service, Amazon Prime, is introduced as a Free Super Saver Shipping and as an incentive for customers to quickly grasp the best deal that they were being offered in the history of shopping, which could decrease the delivery time and increase the opportunities for customers to get the best deals. The last one is Amazon Web Services, which offers a broad set of global compute, storage, database, analytics, application, and deployment services that help organizations to move faster, lower IT costs, and scale applications, which is beneficial to business resource management and privacy data protection.(Amazon Shareholder Letter, 2013) Three main customers services contribute a lot of convenience for customers to purchase, also bring considerable profit for the company.
	 Amazon’s main line of work not only includes the customers services but also offers various products. The product line is divided into eight main parts, which are media, consumer electronics, home supplies, groceries, healthy and beauty products, baby products, apparel and automotive items. Beneath the main sections, the products are sorted into more specific units, which is conducive for customers to seek the items they wanted.

3.	Governance
	"Corporate governance refers to the set of systems, principles and processes by which a company is governed. It provides the guidelines as to how the company can be directed or controlled such that it can fulfill its goals and objectives in a manner that adds to the value of the company and is also beneficial for all stakeholders in the long term." (Lisa M. Thomson, 2009) Moreover, a good corporate governance brings several positive influences for the company. It could build organization confidence in the market, affect the share price positively and help the company to gather resources more easier.
	The main body of corporate governance is the composition of the board of directors. In Amazon, the operations of selecting the board of director are implemented through the Nominating and Corporate Governance Committee. "In selecting candidates for recommendation to the board and creating a board with a diversity of experience and perspectives. The committee annually reviews the tenure, performance, and contributions of existing board members to the extent they are candidates for re-election, and considers all aspects of each candidate's qualifications and skills." (Amazon Corporate Governance, 2013) Therefore, the outstanding ability of the board of Directors helps them better in judging the directions of the company and creating greater value for the company. Amazon’s board of directors is compose of ten individuals who come from different areas. Because most of them play multiple roles, thus, Amazon’s board could keep its diversity of experience and perspective. Furthermore, the size of the board is suitable for the organization to have effective discussions, which ensures the operations of the company could run as smooth as possible.
	The committee structure is to divided the board of directors into smaller sections to serve a more specific purpose. The responsibilities of committees are supervising the actions of the board and supporting them to fulfill their oversight responsibility to the company. In Amazon, there are three current committees: the Audit Committee, the Leadership Development and Compensation Committee and the Nominating and Corporate Governance Committee. In order to keep impersonal and fair, all members of committees have to ensure that they are independent.
	Furthermore, the committees are responsible to oversee and reinforce different parts of the organization operations. The mission of the Audit Committee is to assist the board to fulfill the oversight responsibilities through examining the Company's financial statements and financial reporting process, measuring the qualifications, independence and performance of the Company's independent auditors and the performance of the Company's internal audit function.(Amazon Committee Charter, 2013) Additionally, ensuring the Company's compliance with legal and regulatory requirements and maintaining free and open communication with the Company's independent auditors, internal audit department and management are the initial actions which Audit Committee should take. The mission of the Leadership Development and Compensation Committee is the same as the one of the Audit Committee, however, its operations prefer to management techniques rather than the performance evaluation. Evaluating the Company’s programs and practices relating to leadership development, establishing, reviewing, and reporting compensation of the Company’s executive officers, administering the Company’s equity-based and certain other compensation plans and overseeing management of risks for succession planning and compensation are four main steps which the Leadership Committee should perform to accomplish the goal. Last, the purpose of the Nominating and Corporate Governance Committee is aimed at the Board, which requires to review and assess the composition of the Board, assist in identifying potential new candidates for Director, recommend candidates for election as Directors, and provide a leadership role with respect to corporate governance of the Company. (Amazon Committee Charter, 2013) Three committees construct a fair and objective environment for the company, which is helpful to decrease the harmful actions.
	As a large listed company, Amazon is responsible to an extensive amount of shareholders and shareholder groups. There are total five major direct holders in Amazons: Jeffrey P. Bezos, Piacentini Diego, Blackburn Jeffrey, Jassy Andrew R. and Wilke Jeffrey A. Bezos owns 83,921,121 shares, who is the largest holder. Wilke is the least owner, who holds 39,164 shares. Besides, there are two different types of shareholder groups, one is Institutional Holders, the other is Mutual Fund Holders. Both of them are the important partners of the company property. The largest Institutional Holder is Capital World Investors, which owns 23,146,363 shares. As for Mutual Fund Holders, Growth Fund Of America Inc occupies 14,940,195 shares, which is the strongest Mutual Fund Holder of the company. (Yahoo Finance, 2015)
	The governance of Amazon is effective due to its strict selection requirements for the board and committees, clear scale for evaluating performance and strong assistance to fulfill the oversight responsibilities. Strict selection requirements is helpful for Amazon to pick the intelligence then involve them into the process of planning to make wisdom decisions. Clear scale of performance evaluation could keep the impartial view and discover the talented employees easier. Strong assistance to fulfill the oversight responsibilities is productive to ensure that the company could run as smooth as possible and also increase the organization confidence in the market.However, there is a slight improvement could help the company run better. For committee structure,it would be better  to select the directors in odd number. Because even number of directors would reach in deadlock easily when some decisions need to take a vote. If there are odd number of directors, the process of deciding would be smoother.
4.	Ethics and Social Responsibility
	Business ethics means 'taking the right course'. Acting ethically takes into account all the factors of operating business, which includes production, business processes, and the company’s behaviors with its customers and the communities in which it operates.(Tata Steel case study, 2015) To defined whether a company is ethical or not, four views of ethical behaviors—utilitarian view, individualism view, moral right view and justice view, is essential to be considered as a scale to judge. 
	From the utilitarian view, behavior could be considered ethical is to deliver the greatest good to the greatest number of people.(Schermerhorn &Wright, 2014) Amazon behaves well in the view, because its mission is to be a customer-centric company then supplies the greatest good to greatest number of people. Therefore, Amazon works hard to achieve the mission. Individualism view of ethics focuses on one's self-interest in the long-term,which encourages chasing after what you want to achieve without thinking about others.(UKEssays, 2013) The individual view encourages honesty and integrity, so the implementations to approach the objectives requires to be legal. The Code of Business Conduct and Ethics of Amazon, which is a set of basic guiding principles for employees, has warned employees to avoid conflict of interest and act lawfully. This action is ethical for the individualism view. 
	As for moral rights view and justice view, one of them is focusing on the connections between fundamental human rights and freedom speech, and the other one refers to fairness and impartiality. However, Amazon still needs to improve its behaviors in two views. In 2013, a PayScale’s survey revealed that Amazon has one of the lowest employee retention rates among other Fortune 500 companies. (Steffen Maier,2015) Moreover, the interviews made by The NY Times journalists Jordan Kantor and David Streitfeld reveal a lot of complaints from the employees. In the interviews, Bo Olson, who has ever worked in books marketing said, "Nearly every person I worked with, I saw cry at their desk." The plenty of evidence shows that Amazon perform not ethically in moral-rights view and justice view and it is the time to change. First, it needs to change the famous fourteen leadership principles. Every employees requires to follow these principles, however, some of them is beyond the limit of employees, which give them a lot of pressure instead. To replace some principles could help them feel their fundamental rights are respected by the company. Second, the feedback system is need a change. The feedback system is unfairness and personal, which not able to measure the employees’ performance impartially. In short, Amazon is not real ethical company now. It still need to improve its behaviors and management techniques.
	Corporate social responsibility is the obligation for the organization to serve both its own interests and the interest of society. A proactive strategy, which meets economic, legal, ethical and discretionary responsibilities is taken by Amazon to implement its social responsibilities. (Schermerhorn &Wright, 2014) Amazon have many charity programs for the community, such as Device Donation Program, which donates devices for student to read. Amazon not only focuses on community charities but also devote their power to environment. One of the programs it support is Kaizen program, which means "change for the better". Through this program, Amazon employees at all levels dive deep into every nook and cranny of a process to identify waste and design alternative solutions that are more energy efficient.(Amazon and the Planet, 2015)

5.	Globalization
	Global Corporations are the business organizations with extensive international operations in many foreign countries.(Schermerhorn &Wright, 2014) Globalization contributes to numerous positive effects for Amazon. First, globalization provides a worldwide market for the company. Nowadays, Amazon had spread its retail websites into eleven countries and host merchants from more than 100 different countries. Second, globalization increases the organization confidence in the market, which helps the company to collect resources more convenient. Third, globalization leads Amazon become more famous all over the world, which attracts more customers to purchase and advertisement publishers to invest. In order to unlock more values of globalization, Amazon is developing a program named Marketplace, which is helping the sellers in each existing geographies and in countries which are waiting for development to reach out to the customers in countries outside their home geographies. When Marketplace develops more and more mature, it would connect the worldwide products and sellers, which brings a tremendous amount of profit for Amazon.

6.	Organization
	Amazon organized the departments of North American company through constructing multidivisional structure and implementing combination strategy. As for the global sections, Amazon regards matrix structure as the main structure. 
	Multidivisional structure is separated by nearly independent departments along the lines of product, market or geographic locations.(Murad Abel, D.B.A.,2012) In Amazon, there are three different type of divisional structure contracted in three level managers. For the top level managers, Jeff choose to sort the departments based on functions. Hence, marketing, operation, business expansion, development and editorial are the main five departments for the top level. As for the middle level and the first-line managers, Jeff selects process structure and customer structure to construct the departments underneath the top level structure. With the combination of functions structure, process and customers structures, multidivisional structure is formed and reading as the official structure of Amazon. 
	There are several advantages of multidivisional structure for the organization to be effective. "First, the multidivisional structure allows a team to focus upon a single working process or similar customers, with a leadership structure that supports its major strategic objectives. Furthermore, a division's focus allows it to build a common culture and esprit de corps that contributes both to higher morale and a better knowledge of the division's portfolio."(Jason Gillikin, 2015) By taking the structure, Amazon could be more flexible to respond the market changes and the expertise could be more concentrated on specific process and customers.
	Richard Perrin referred :"Organizational culture is the sum of values and rituals which serve as ‘glue’ to integrate the members of the organization."In the other word, organizational culture constructs the sense of commitment to employees’ jobs and the sense of identity, which are preferable to improve the quality of the products and services. In order to create a more effective working environment, Jeff Bezos considers organizational culture as an important part of organizing. At the beginning of the company, he required the employees to follow the leadership principles to raise employees’ morale. The actions are more effective for Amazon to run through the operations.
	However, with the changes of the world, the organizational culture also needs change. The job hopping for the new generation is to work in an alive, friendly environment, instead of working in an inflexible, competitive environment. Thus, changing some regulations of leadership principles into more humanized and boundless style would union the employees effectively. In addition, the Multidivisional Structure also requires improvements. Even though multidivisional structure has more clear divisions of responsibilities for product or service, matrix structure is more effective for the organization. Matrix Structure is containing the advantages of both function structure and divisional structure, which not only could keep the unity with the global official structure but also could lead better cooperations across functions.


7.	Planning 
	Amazon takes several steps to conduct its strategic planning. The first step is to determine its corporate objectives. The corporate objectives of Amazon are related to customer obsession, innovation and bias of action, which is to plan to construct the largest worldwide online retailer.(Max Jallifier,2013) Then, having clear realizations about business positioning is the second step to conduct strategic planning, which is initial to evaluate current achievements and know the strength and weakness of the company. Amazon has accurate knowledge about its steps to approach the objectives. Now, its corporate positioning is defined as multinational e-commerce company, which shows that it needs a lot of effort to achieve the corporate objectives. The third step is to design and implement the scenario planning for the company. Jeff Bezos also realizes that there are a lot of competitors, such as Walmart, Target, therefore, he make a choice to merge diversity companies into Amazon as subsidiaries in purpose of keeping the competitive advantage. As for its operational planning, the actions is the same as the conduct of strategic planning. However, the generic corporate strategy is regarded as the main strategies of daily operations, which is to create value for customers by using their technology expertise.(Max Jallifier, 2013) Strategic planning and operational planning play essential roles in the process of planning, which are effective for building the foundation of success for the company.





8.	Leading	
	A good leader has the ability to direct or inspire people to achieve goals. Often, it involves a great influence and power over others.(Bonne, Kurtz, Khan, and Canzer, 2013)Generally, all great leaders posses the following characteristics: self-confidence, creativity, motivation, flexibility,  cognitive ability and job-relevant knowledge. There is no doubt that the key leader of Amazon.Com Inc. is the founder of the company, Jeff Bezos, who has a very strong vision for the company’s future. 
	Jeff Bezos’s leadership style is frequently described as eccentric in the public,which is hard to defined. However, according to his fourteen leadership principles, shows that his leadership style prefers human relations style, which emphasizes high emphasis on people and low emphasis on performance.(Eddie Merla,2010) The style is performed evidently in Jeff’s management. Especially in Jeff’s leadership principles, most terms are related to employees and customers, such as customer obsession, think big and insist in high standard. Only the last one principle is talking about the tasks. All of determinations shows the connection with human relations style evidently. 
	Human relations leadership style is effective for Amazon. For the employees, the leadership principles inspire them to have more creative thoughts and inventions. The principles also encourage people to act flexible and cost less. However, the leadership principle also brings a lot of pressure for employees. The terms like "Think big," "Dive deep," would stimulate employees to beyond its limit. The assistance of easing the pressure is initial for Amazon’s employees to relax in their workplace, such as holding some activities in their free time, which could improve the work conditions to be more effective.



9.	Controlling
	Controlling is the process of measuring performance and taking corrective actions to ensure desired results. There are several types of control mechanisms: self-control, bureaucratic control, clan control and market control. The function of self-control is to allow and encourage people to exercise self-discipline in performing their jobs.(Schermerhorn &Wright, 2014) In the reality working environment, employees’ behaviors are usually restricted based on the organizational norms and expectations, which is the same as the duties of clan control. For the internal environment of Amazon, clan control and self-control are relatively complemented. According to the leadership principles, Amazon allows and encourages people to think big and devote their talent to inventing. Furthermore, Amazon also regards this idea as a part of corporate culture. Therefore, clan control and self-control are the most critical control for the internal environment of Amazon. As for the external environment of Amazon, market control is the most critical control. Market control is essentially the influence of market competition on the behaviors of organization and their members. (Schermerhorn &Wright, 2014) When Amazon’s competitors, like eBay and Walmart, adjust their product policy, Amazon also needs to change their strategies in products in order to keep the public relations advantage to the competitors. Therefore, chasing with the development of competition through market control is the more critical control for the external environment.
	Three controls for internal and external environment is effective for Amazon to improve its management techniques and is helpful to chase the popularity of the customers to earn more profit.
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