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Customer Engagements — Past and Present
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Why is innovation important today?

= |sit a necessity or a potential distraction?

= How does it help us survive ‘now'?

= Does the “new normal” present new opportunities?
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How have different innovation strategies fared?

Probability of achieving market leadership post downturn
Aggressive cost cutters:
Bold investors:

Balanced Movers

Source: Harvard Business Review, “Roaring out of Recession”, March 2010
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to be Earth’'s most
customer-centric company
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start with the customer
and work backwards
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“There are many advantages to a customer-
centric approach, but here’s the big one:

, 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, 2016 letter to shareholders
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How do we organize for innovation?

Customer obsession, hire builders, let them build, support them with a
belief system

Encoded behaviors that facilitate innovative thinking
Structure that supports rapid growth and change

Small, empowered teams that own what they create
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How do we organize for innovation?

Customer obsession, hire builders, let them build, support them with a
belief system
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LEADER
\’ Every one of us is a
e on our

\ \ mission
’ iy
... unless you know

better ones. adws

Please be a leader. _ . .
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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

for long periods of time.
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Willingness to be

time...

-
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for a long

Qhag;gr 1

THE DEPARTURE OF BOROMIR

Aragorn sped on up the hill Every now and again
he bent to the ground. Hobbits go light, and their
footprints are not easy even for a Ranger to read,
but not far from the top a spring crossed the path,
and in the wet earth he saw what he was seeking.
T read the signs aright, he said to himself.
‘Frodo ran to the hill-top. | wonder what he saw
there? But he returned by the same way, and went

down the hill again.

Aragorn hesitated. He desired to go to the high
seat himself, hoping to see there something that
yide him in his perplexities; but time was
ard, and ran to

would g
pressing- Suddenly he leaped farw:
the summit, across
the steps. Then sitting in the hi

the great flag-stones, and up
gh seat he looked
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Price Reductions (since '‘06)

Amazon s Rlsky Bet

;CEO Jeff Bezos wants to run your business with his
Web technology. Wall Street wishes he would just mind the store.

e 3 New Services and Features
introduced in FY 18

Monthly Active Customers

aws
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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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How do we organize for innovation?

Encoded behaviors that facilitate innovative thinking
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Visuals

Use it to get clarity, not to document
Press what you've already decided to do

Release
Customer @

adws




adws

\—;’

© 2020, Amazon Web Services, Inc. or its Affiliates. All rights reserved.



Artifacts from the Working Backwards process

Press Release

Amazon Campus

Amazon Campus Launches First Multi-Channel Student Store at the University of California Berkeley

www.amazon.com/Campus & berkeley.amazon.com

Amazon.com confidential

FAQs

SEATTLE-(BUSINESS WIRE) - August 31st, 2014 - Since returning to school for the Fall semester, Berk
experienced a fresh take on the college bookstore as the new Berkeley Student Store opened atan on
berkeley.amazon.com.

The Amazan-run enline Student Store brings Amazon's broad selection, low prices, and convenient sh
of Berkeley’s campus and offers a number of additlonal student-focused features. With the launch of
students can now pay for any purchase on Amazon with their CalLCard, buy course materials in any g
Learning Management System or directly on Amazon.com, pick up orders at convenient locations acrc
One-Day Shipping on textboaks sent to the campus area. Amazon Student members at Berkeley are e
Shipping to campus on millions of additional products plus FREE Two-Day shipping on millions more.

“F've been an Amazon Student member for two years,” explained Senior Aubrey Brpasqo, “Getting th
was huge. I've been ardering everything from Amazen since | got back to school. | may never have to

Students can access these campus-specific payment methads and shipping benefits, along with the fu
textbooks - typically avallable only through the university's licensed bookseller - by actlvating the Berk
experience when they visit berkeley.amazon.com, sign up for Amazon Student and select ‘Serkeley’ a:
to Amazon within the Berkeley Learning Management System.

In place of a traditional campus bookstare, Amazon has deployed Lackers across campus and bullt the
a space that features a package plck up desk, technology showroom, and lounge area for students to

1n b 1 thoat: toc thi, . okt maskinn th.

Amazon Campus

Amazon.com confidential

tudent Customer FAQs

Q4: What do | get when Amazon is on my campus? Students get 2 number of benefits when Amazan i
the co-branded experience on Amazen, students receive Free One Day skipaing on textbaoks to campu:
textbook selection, the ability to pay with their university ID card, and the ability to pick up Amazon.com
campus. On campus, all students will have access 1o an Amazon Student Lounge.

Q5: How do | activate the co-branded experience? Students at client universities will have feur method
branded 1) visiting the co-branded directly by typing the URL (bereley.amazon
clicking an external link, 2 Jolning the Amazon Student program and salecting thelr school, 3) shopping
their schaol's Learning Management System, 4] clicking on a Student Store merchandising placement o

customers have apted in, they will see a persistent co-branded tooibar on the top of the page wheneve:
Customers can turn the experience off at any time by navigating to the “Account Settings’ meau in *You

Q6: What do | get if | sign up for Amazon Student when Amazon is on my campus? Amazan Student m
the standard benefits of the program pius Free One Day shipping to the campus sres on millions of top
benefits include Free Two-Day shipping on Prime eligidle items, unlimited instant streaming of Prime In
access 1o the Kindle Owners' Lending Lbrary. The cost of a Student membershlp will remaln $39/year.

Q7: Why aren’t there any ‘grab and go’ items available for purchase at the Student Lounge? At launch,
products to customers “on demand” at the Student Lounge because we do not have a Polnt of Sale syst
Iinventory for sale on site. However, we Intend to affer this in the future for a small selection of top-seli
meantime, custamers may order items displayed in the Lounge by using the bar code scan feature in thel

Q8: Why Is Free One Day shipping limited to campus addresses? Why don't | gat Free One Day shippl
By working directiy with a university, Amazan is able ta reduce costs assaciated with shipping crders ta
te pass o to all students at the school via Free One Day shipping for textbooks, and to sur Amazan Stu
Day shipping on millions of other eligible products. However, in order to provide these benefits at no ad
the geography in which we offer this benefit to those zip codes served from our on campus delivery stat
mombars 3hways receive Free Two-Day shipping on Prima eligible tems, to campus ar mast ather addre:

—

[Fuiw b
e

ot s o |

o
@) s0sn's at Amazon@ASUC Swdent Union picking up

NS 18ID00KS. HE CPANS NS emal NolIfCanan and
chooses 10 “Get Pickup Code”

@ 408 Qets NuNQYy broWsNg a1 INe greal snacks
avalabie and decides o 30d a bag of Cheetos to
s eeder

@ The ink automaticaty opers the Amazon app where Josh sces that his order wil be
reAcy (N 2 MIwiEs AN Mal Ne Can 330 SNACKS 10 VS 01021 3 LK Hem up INSIany.
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How do we organize for innovation?

Structure that supports rapid growth and change
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A shift to

Single-purpose

Connect only through hardened APlIs

Largely “black boxes” to each other

Business logic and data only accessible
through APIs
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L Full [Self

Service

Service |

Self-service platforms
without

Creating powerful self-service platforms
that enable builders to use the right tool
for the right job
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How do we organize for innovation?

Small, empowered teams that own what they create
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Amazon hires

and lets
them build
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Two-Pizza teams are

fast and agile, fostering
ownership and

autonomy

4
SEONON

Small, decentralized
teams are nimble

Own and run
what you build
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amazon

To our shareowners (2015)

This year, Amazon became the fastest company ever to reach $100 billion annual sales. Algq
this year, Amazon Web Services is reaching $10 billjon In annual safes.
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lLearn from

fire Phone
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How do we organize for innovation?

Customer obsession, hire builders, let them build, support them with a
belief system

Encoded behaviors that facilitate innovative thinking
Structure that supports rapid growth and change

Small, empowered teams that own what they create
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Digital Innovation is about creating new products & services

<o

Y

BRING your new digital

offering to life; test it with
your customers.

EXPLORE innovation at Amazon
—the principles behind our
organization, architecture,
mechanisms and culture

DEFINE a new product, service,
or experience that will delight your
customers; start with the customer
and work backwards

Let's partner to invent something your customers will love.
Customer brings:
= Senior executive business sponsor (e.g. Single-threaded leader)

= Specific customer & customer focused
problem/opportunity

= Willingness to invest in complete engagement (2-3
months)

© 2020, Amazon Web Services, Inc. or its Affiliates. All rights reserved.
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Case study: Al-powered graph database helps
users visualize connections

Challenges

Solution

Benefits

Journalists and data scientists at
The Globe and Mail needed to be
able to quickly understand
connections among millions of
records to aid in investigative
journalism and bring additional
value to readers.

With the AWS Digital Innovation program
the team learned how to work backwards
from their customer, and developed an Al-
powered graph database that connects the
dots across people, events, organizations,
etc. to help journalists see relationships

that otherwise may not be apparent. It also
enables readers to examine the data

behind the stories — adding a level of
transparency that had never been
possible.

* Reduced project development

time by 4 years

* Increased staff productivity
* Improved customer experience

(] The solution changes the [social] contract we have with our readers, and has a huge potential to
change journalism. The biggest takeaway from the entire program is the idea that anything is
possible. Where | would have spent five years persuading the team internally that we needed to

create an entirely new data structure... it was done in under a year. J )

- Editor-in-Chief David Walmsley

© 2019, Amazon Web Services, Inc. or its Affiliates. All rights reserved.

THE
GLOBE
AND
MAIL*

Industry: Publishing
Headquarters: Canada

Website: www.theglobeandmail.com/

About The Globe and Mail

The Globe and Mail is Canada’s
foremost news media company,
reaching more than 6 million readers
across print and digital every week.

AWS digital
~ > innovation


https://www.theglobeandmail.com/

Thank you for your time

= Please fill out our quick 3 question survey that should be up on your
screen as soon as you leave the webinar.

= |f you are interested in AWS' support in Digital Innovation, please
reach out to your Account Manager and fill out the survey so we can

follow up with you.
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