
© 2018, Amazon Web Services, Inc. or its affiliates. All rights reserved. 

Douglas Silva 

Amazon Web Services (AWS) 

 Business and Market Development, Financial Services Industry 

The Culture of Innovation at Amazon: 

Driving Customer Success 



© 2018, Amazon Web Services, Inc. or its affiliates. All rights reserved. 

Culture of 

Innovation 

 

Enabling Innovation 

for Everyone 
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Amazon Started with Books… 
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Innovation has Manifested Across Many Domains… 

Drone Development Advanced Shopping 

Kindle Reader 
Home 

Entertainment 

Grocery Delivery 

Amazon Video 

Home Automation 

Cloud Computing 
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« …innovation is now recognized as the 
single most important ingredient in any 

modern economy…In short, it is 
innovation – more than the application 
of capital and labor – that makes the 

world go round » 
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Understanding our Innovative 
Culture and Approach 
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OUR MISSION 
We want to be earth’s most  
customer centric company 
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OUR COMMITMENT 
 We make our customers’ lives 

easier 
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WHERE INNOVATION STARTS 

We start with the customer and 
work backwards 
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https://www.youtube.com/watch?v=Uf7FQXj71TM  

https://www.youtube.com/watch?v=Uf7FQXj71TM
https://www.youtube.com/watch?v=Uf7FQXj71TM
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Our beliefs for 

building a culture 

of innovation 

»Customer obsession 
 “Start every process with the customer and work backwards” 

 

»Long term thinking 
 “Be stubborn on the vision but flexible on the details” 

 

»If you want to be inventive, you have to be willing to fail 
 “We are willing to go down on a bunch of dark alleys and occasionally we 

find something that really works” 

 

»You have to be willing to be misunderstood for a long 
time 

 “We are very comfortable being misunderstood” 
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STUBBORN ON THE VISION 

But flexible on the details 
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» Mechanisms  

 Working Backwards Process 

 Press Release 

 FAQ & Visualizations 

 

» Culture 

 Our People: we hire builders, innovators, entrepreneurs 

 Our Beliefs: Amazon Leadership Principles 

 

» Architecture 

 Micro-services Architectures 

 Loosely Coupled Applications 

 Self Service Platforms – No Gatekeepers 

 

» Organization 

 Experimentation  

 Two Pizza Teams 

How do we 

organize for 

innovation? 
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Write the press release 
 



We read, 

discuss, 

debate 

and ask 

questions.   
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Include both Customer FAQs and Stakeholder 
FAQs 

Include the hard questions 

Share your press release early to gather 
questions 

Customer FAQs - Customers ask the best questions 
because they are fundamental to any experience: 
 How much will this cost?  
 What type of support will I get? 
 Where can I find this? 
 How do I cancel this? 
 
Stakeholder FAQs - What will your VP, partner teams, 
internal Amazon resources ask about your idea?  
 
 What is the underlying technology? 
 What will customers be most disappointed 
 about in your initial release? 
 How does this impact current systems? 
 What is the business impact? 
 How do we know what the customer needs? 
 How can we launch this more quickly? 
 What is provoking the most internal debate? 

 write the FAQs 
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» Mechanisms  
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 Our People: we hire builders, innovators, entrepreneurs 
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Every one of us is a 

leader on our mission 
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ob·ses·sion 
/əbˈseSHən/ 

noun 

 

an idea or thought that continually preoccupies or intrudes on a person's mind. 

noun 

1. obsessão 

2. idéia fixa 
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Every one of us is a 

leader on our mission 
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In short 

»Be customer obsessed  

»Invent on behalf of your customer 

»Keep building and improving 

  

Innovation is all about …and the vehicle is 

Cloud Computing 
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AWS By The Numbers 

$5.44B 
Q1 ‘18 Billed Revenue, 49% 

YoY 

67 
Price Reductions (since ‘06) 

1,430 
New Services and Features 

introduced in FY 17 

Millions of  
Monthly Active Customers 
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Insurance firms are transforming & innovating with AWS 

Art of the 

possible 

Grid 

computing 
Core 

systems 

Data 

analytics 

AI/Machine 

Learning  
InsurTech 

start-ups 

Digital 

channels 

Widespread 

adoption today 
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Digital channels are personalizing Insurance 

“Alexa, open Liberty Mutual” 

“Ask Liberty Mutual for an auto insurance estimate” 

“Alexa, I need help with my vehicle” 

“Ask GEICO to pay my bill” 
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ALLSTATE put customer in the center of the strategy 
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ALLSTATE put customer in the center of the strategy 

https://www.youtube.com/watch?v=C19oqRCY3fQ  

https://www.youtube.com/watch?v=C19oqRCY3fQ
https://www.youtube.com/watch?v=C19oqRCY3fQ
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Insurance Innovations powered by AWS 
Risk calculation & time-sensitive Solvency simulations 

Empowering enterprise  
data excellence  

Overcoming hardware 
Constraints  

Running time-sensitive  
simulations 

Deploying high-performance 
computing capabilities  
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Let’s innovate together! 
 

Thank You! 

 

Douglas Silva 

silvado@amazon.com 

 


