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Before the Covid-19 crisis, Amazon was already a vast presence in online retail and its customers’ lives.  
However, during the pandemic and subsequent lockdowns, online retail simply rocketed to the 
stratosphere and the services provided by Amazon took its reach and sheer size to a level almost beyond 
comprehension. Today, the company has a market capitalisation of US$930 billion. 
 
Jeff Bezos is the founder, executive chairman, and former president and CEO of Amazon. With a current 
net worth of US$128 billion, Bezos is the third-wealthiest person in the world. And in today’s digital age, 
no name may be more recognisable than his.   

Throughout the years, Bezos has provided much wisdom and advice to others looking to emulate his 
success.  Here are six things we can learn from this billionaire to implement into our businesses. 

There is Nothing More Important than the Customer 
Everybody knows that the customer is always right – and, many companies preach the gospel of 
customer focus.  But Bezos and Amazon have taken the customer-first philosophy to the extreme.  For 
Bezos, customer satisfaction isn’t just everything, it’s the only thing. Jeff Bezos lived it. It’s the very 
foundation of his business model.  “The secret sauce of Amazon – the number one thing – that has made 
us successful, by far, is obsessive, compulsive focus on the customer.”  

He wasn’t talking about feel-good service. It was more about creating a company people couldn’t live 
without. Amazon’s goal is to be earth’s most customer-centric company.   

Bezos considers customer service to be Amazon’s biggest competitive advantage.   

The customer experience has never been more important than it is online.  Word of mouth spreads 
quickly on social networks and your competitors are always just one click away.  If you want your brand 
to thrive online, focus like a laser on customer satisfaction. 

Encourage Word of Mouth 
When Bezos started Amazon he didn’t have a marketing budget.  The only way his company would 
succeed was if it was so good that it spread by word of mouth. 

“If you build a great experience, customers tell each other about that.  Word of mouth is very powerful.” 

There’s no better way for a business to grow than through positive word of mouth.  The only way to 
achieve that is to deliver a product or service that’s worth talking about.  Part of that means providing – 
you guessed it – excellent customer service. 

Fear Your Customers, not Your Competitors 
Don’t be afraid of our competitors, because they’re never going to send us money, Bezos once told his 
team. “Be afraid of our customers, because those are the folks who have the money.”  In other words, 
focus your worry where it really matters. 
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But don’t turn a blind eye to your competitors either. Chances are they’re doing something you could 
learn from. 

“We watch our competitors, learn from them, see the things that they are doing for customers and copy 
those things as much as we can.” 

It’s good to be unique – but it’s even better to put a unique twist on something that’s already been 
proven to work.  In other words, don’t re-invent the wheel. 

Make Employees think like Owners 
When Bezos wrote this in the first Amazon annual letter, Amazon had 614 employees, up from 158 a year 
earlier. It currently has in excess of 1.5 million employees globally. 
One key component of the approach has been to use stock options in hiring. “We will continue to focus 
on hiring and retaining versatile and talented employees, and continue to weight their compensation to 
stock options rather than cash,” Bezos wrote in the 1997 letter. “We know our success will be largely 
affected by our ability to attract and retain a motivated employee base, each of whom must think like, 
and therefore must actually be, an owner.″ 

Whether it’s stock, bonuses or profit sharing, give workers a stake in the success of the company. 

Build a Culture that’s Right for Your Company 
Amazon’s cutthroat corporate culture is no secret. There are stories of endless hours, brutal working 
conditions, and an environment that pushes people beyond their limits.  At the same time, the company 
continues to attract talented people who have built products and services that have had an enormous 
impact on the world. 

“We never claim that our approach is the right one — just that it’s ours,” Bezos wrote in the 2015 letter 
to investors.  “Over the last two decades, we’ve collected a large group of like-minded people. Folks who 
find our approach energising and meaningful.” 

For any criticism you might make about Amazon’s intense culture, Bezos is right when he says that 
culture is “created slowly over time by the people and by events – by the stories of past success and 
failure that become a deep part of the company lore.”  The important thing is to recognise that history, 
and to guard it carefully. 

There’s no one set of goals a company must be about. The point is to decide what few things are most 
important, repeat them often, and make sure everyone buys in. 

Empower Your People  
Bezos argues that there are two kinds of decisions: Irreversible turning points he calls “Type 1 decisions” 
that top executives should be involved in and a larger number of tactical calls he calls “Type 2 decisions” 
that a business can reverse if it gets wrong. 

“Type 2 decisions can and should be made quickly by high judgment individuals or small groups,” Bezos 
wrote in the 2015 letter. “As organisations get larger, there seems to be a tendency to use the heavy-
weight Type 1 decision-making process on most decisions, including many Type 2 decisions.” 

The end result of this is stagnation and risk aversion, he wrote.  Fighting that has let Amazon nurture 
even out-of-the-box fits like Amazon Prime Video, which the company credits with driving the growth of 
both Amazon Prime and, indirectly, the core retail business. 

Confusing the two types of decisions is something every business owner should avoid.  To keep 
innovating, push power down low in the organisation. 

 


