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Our mission:

To be Earth’s most

customer-centric company
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Where innovation begins:

Start with the customer 

and work backwards
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Customers are always beautifully, wonderfully 
dissatisfied, even when they report being happy 
and business is great. Even when they don’t yet 
know it, customers want something better, and 
your desire to delight customers will drive you to 
invent on their behalf.

Jeff Bezos

Founder and Executive Chair, Amazon 

2016 Letter to Shareholders
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Ecommerce Devices

Streaming content Consumables Physical retail
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Growth Flywheel

• Price

• Selection

• Convenience
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How do we organize for innovation?

Culture

• Customer obsession, hiring builders, supporting them with a belief system

Mechanisms

• Encoded behaviors that facilitate innovative thinking

Architecture

• Technical structure and tools that support rapid growth and change

Organization

• Small, empowered teams who own what they create
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Invent and 

Simplify

Hire and 

Develop 

the Best

Frugality

Deliver

Results

Are Right, 

A Lot

Dive Deep

Bias for Action

Insist on the 

Highest Standards

Earn Trust

Ownership

Think Big

Customer 

Obsession

Have 

Backbone; 

Disagree 

and Commit

Learn and 

Be Curious

https://www.aboutamazon.com

/about-us/leadership-principles

Leadership 
Principles

. . . unless you know better 
ones. Please be a leader.

Our Leadership 
Principles

Strive to be 

Earth’s Best 

Employer

Success and 

Scale Bring 

Broad 

Responsibility

https://www.aboutamazon.com/about-us/leadership-principles
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Customer Obsession

Leaders start with the customer and work 

backwards. They work vigorously to earn and keep 

customer trust. Although leaders pay attention to 

competitors, they obsess over customers.
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The most important 
person in the room
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Invent and Simplify

Leaders expect and require innovation and 

invention from their teams and always find 

ways to simplify. They are externally aware, 

look for new ideas from everywhere, and 

are not limited by “not invented here.” As 

we do new things, we accept that we may 

be misunderstood for long periods of time.
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Willingness to be misunderstood for 
long periods of time
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Bias for Action

Speed matters in business. Many decisions and 

actions are reversible and do not need 

extensive study. We value calculated risk taking.
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Is it a 
one-way 

or a
two-way

door?
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A mechanism is a complete process
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Customer

Press 

release
FAQ

Visuals

Working 
backwards: 
A mechanism 
for innovation

Use it to get clarity, not 

to document what you’ve 

already decided to do
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Who is the customer?

Be specific about context 

and needs
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Working Backwards from the customer
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Working Backwards artifacts

Press release

FAQs

Visuals
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A shift to microservices

• Decoupled architecture of 
single-purpose services

• Business logic and data only 
accessible through hardened APIs

• Increased speed, agility, and 
innovation
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Self-service without gatekeepers
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Accelerate the pace of innovation

Our technical architecture

• Allows for instant experimentation

• Lowers the cost of failure

• Enables rapid scale and iteration
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Amazon hires 
builders and 
lets them build
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Two-pizza teams are fast 
and agile, fostering 

ownership and autonomy

Small, decentralized, 

nimble teams

Own and run 

what you build
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Single-threaded leaders

• Logically grouped to maintain 
ownership

• Keeps two-pizza teams focused 
on their customers

• Brings business-level 
accountability and helps with 
prioritization and resourcing
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“ . . . failure and invention 

are inseparable twins . . . 

Given a ten percent chance 

of a 100 times payoff, you 

should take that bet every 

time. But you’re still going to 

be wrong nine times out of 

ten . . . Big winners pay for 

so many experiments.”

Jeff Bezos, Founder and Executive Chair, Amazon         

2015 Letter to Shareholders
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Auctions, zShops, Marketplace

Learn from failures

Fire phone
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Thank you!
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Dan Slater

dslater@amazon.com

Janeen S. Morehead

janeen@amazon.com


