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!
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0$7&9$4&'<%&#%56&>B78%#.%#/$%164>/"2$4:%S/&2%2#4"#$<8%/"2%2.,$#&,$2%16#%#/$%>.,1"'8%"#%.002%@&#/%
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!$F>8>7$% +,"-.'%>7.60%04&9$%
+2B9&77$% +,"-.'%ZUK%
G..#b% +,"-.'%"112#.4$%
n6&02&% +,"-.'%G$;%=$49&>$2%
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=."1:>.,% +I%
U$#2:>.,% +,"-.'%]7.60%U7"8$4%
+60&;7$:>.,% %
+7$F"% %
!.9$a&7,:>.,% %
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=/$73"4&% %
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%
]/"&4,"'%.3%#/$%E."40V%D$334$8%U:%E$-.2%
%
Z"'"<&'<%Q&4$>#.4%.3%Z"04.'"%R$'#64$%`4.61V%S.,%+:%+7;$4<%
%
R&2&#&'<%=>/.7"4%"'0%+09&2.4%#.%#/$%U4.9.2#%"#%#/$%_'&9$42&#8%.3%=.6#/$4'%]"7&3.4'&"V%D./'%=$$78%
E4.@'%
%
U"4#'$4%"#%A7$&'$4%U$4B&'2%]"63&$70%k%E8$42V%G&77&",%E:%`.40.'%
%
a.6'0$4%"'0%]XC%.3%&0^%`4.61%U4.06>#&.'2?%H'>:V%E7"B$%`:%A4&B.4&"'%
%
U4$2&0$'#%"'0%]XC%.3%H'<4",%Z&>4.%H'>:V%+7"&'%Z.'&o%
%
a.4,$4%]/"&4,"'%"'0%]XC%.3%U"7,?%H'>:V%D.'"#/"'%D:%j6;&'2#$&'%
%
j$#&4$0?%a.4,$4%]/"&4,"'%.3%j$"0$4P2%Q&<$2#%+22.>&"#&.'?%H'>:V%S/.,"2%C:%j80$4%
%
R&>$%]/"&4%.3%#/$%E."40%.3%j$<$'#2%"#%#/$%=,&#/2.'&"'%H'2#&#6#&.'V%U"#4&>&"%n:%=#.'$2&3$4%
%
!2-94#5(/0&12'3(ABCC3(Amazon.com: 2011 annual report.(!#&"">#.(N/5(/0&12'3420.(O'43(
  



 

 13 

+HC#K#)!VP!8#&'&-#'I!$)')+"+&)$!8%*!'"'@%&W-%"X!#&-W 

+Z+cC[:]CZ?%H[]:%
%

]C[=C!HQ+SXQ%=S+SXZX[S=%Ca%CUXj+SHC[=%
h&'%,&77&.'2?%$F>$1#%1$4%2/"4$%0"#"i%

%

%
(
!2-94#5(/0&12'3(ABCC3(Amazon.com: 2011 annual report.(!#&"">#.(N/5(/0&12'3420.(O'43(
  



 

 14 

+Z+cC[:]CZ?%H[]:%
%

]C[=C!HQ+SXQ%E+!+[]X%=OXXS=%
h&'%,&77&.'2?%$F>$1#%1$4%2/"4$%0"#"i%

(

(
(
!2-94#+5(/0&12'3(ABCC3(Amazon.com: 2011 annual report.(!#&"">#.(N/5(/0&12'3420.(O'43D(/0&12'3(ABCB3(
Amazon.com: 2010 annual report.(!#&"">#.(N/5(/0&12'3420.(O'43(
  

2011 2010 2009



 

 15 

*+8+*+&-+$!
 

1(!"9#*":#>7.()3(PABCA.(Q4"2;#9(AKR3(/0&12'(&'7(O"+(/70*9#9+(!%9-,(Q::(S#$29"(2:(&(T2++(&+(!&>#+(U##$(F>*0;*',3(
New York Times.($3(GV(PTR3(
2(?4W9&EI6*>>(F20$&'*#+3(ABCA3(/0&12'3420(O'43.(G-+*'#++(!-00&9@3(!XY(F&$*"&>(OZ(<#"/7=&'"&,#()&"&;&+#.(
/44#++#7(<2=#0;#9(AV.(ABCA3(
3(/0&12'3(ABCC3(Amazon.com: 2011 annual report.(!#&"">#.(N/5(/0&12'3420.(O'43(
4(O;*7(
5(O;*7(
6(/0&12'.(ABCC3(/(W9#&"(F-+"20#9(!#9=*4#(!"29@3(((
%""$5HHEEE3&0&12'3420H:29-0H[*'7>#H\]V)ZYGBBYBUT^K_`#'427*',ab\cdX47c29-0ac]C)M!eVGf!8!W.(
/44#++#7(<2=#0;#9(CK.(ABCA3(
7(T*@&[&+&.(U3(ABCA3(?29#(F2'+-0#9+(\-9'("2(/0&12'(:29(Y927-4"(S#+#&94%3(Customer Relationship Management.(
Q4"2;#95(Cg



 

 16 

 
32(


