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After the Covid-19 pandemic, the UK economy experienced a significant shift. Changes in consumer buying habits led to the closure of numerous companies unable to adapt to the competitive market. Innovation, a concept with various definitions in literature dating back to the 1970s, is commonly described as the multi-phase journey where organizations transform ideas into improved products, services, or processes. This process enables them to advance, compete, and differentiate themselves effectively in the marketplace (Marcelino Sádaba et al., 2016).
Over many centuries, various models of innovation tactics have been developed to encourage innovative processes. Boonpracha (2023, p.2) states that "the SCAMPER technique allows users to apply diverse creative thinking in any sequence." This technique's broad applicability spans multiple fields, including education (Alkaab, 2024; Boonpracha, 2023), counseling (Gladding and Henderson, 2000), and the product and business life cycle. This text aims to examine the missed opportunities of Lloyds Pharmacy, once ranked as the number two pharmacy in the UK, by using the SCAMPER model to identify potential innovations that could have prevented the business's closure.

[bookmark: _Toc1079412732]Lloyds Pharmacy
Lloyds Pharmacy, established in 1973, has rapidly grown into a prominent and highly regarded pharmaceutical chain operating extensively across the United Kingdom. As a leading enterprise in the healthcare sector, Lloyds Pharmacy began its journey with a strong commitment to enhancing the health and well-being of its customers. From its inception, the company demonstrated a dedication to providing a wide range of medications, ensuring individuals have access to essential prescriptions and over-the-counter drugs. This commitment is reflected in the comprehensive array of products and services that have fuelled the company's growth to over 1,500 UK stores with 17,000 employees. According to Longjam and Dineshwori (2023), Lloyds Pharmacy is regarded as the second-largest pharmacy chain in the UK, while its largest competitor, Boots Pharmacy, leads the market.

Boots Pharmacy is recognized as the leading pharmaceutical company in the UK by Statista (2023), boasting over 57,000 employees, 2,200 UK stores, and £221 million in revenue. The dominance of Boots Pharmacy in the market is attributable to its extensive network, diverse product range, and robust online presence, which have collectively ensured its position as the top pharmaceutical retailer in the country.


Like many businesses, Lloyds Pharmacy faced significant challenges due to the COVID-19 pandemic, which changed consumer buying habits and increased online shopping. The pandemic's impact was profound, leading to a dramatic shift in consumer behaviour as more people turned to online platforms for their pharmaceutical needs. This shift adversely affected Lloyds Pharmacy, as the company struggled to maintain a competitive advantage in the digital market. The chart below illustrates the decline of Lloyds Pharmacy, highlighting the rapid market shift.
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Despite these challenges, Lloyds Pharmacy maintained a strong brand presence. A 2023 Statista study revealed that Lloyds Pharmacy achieved the highest consumer brand awareness, with 90% of consumers aware of their online services and 66% of online pharmacy users choosing Lloyds Pharmacy. This elevated level of recognition can be attributed to the company's efforts to enhance its digital services and ensure customers can access their products and services online during the pandemic. However, as noted above, while Lloyds Pharmacy's efforts were effective temporarily, the need for continuous improvements was not met, which inevitably caused their decline.

In comparison, Boots Pharmacy has successfully capitalized on its significant online presence, featuring a robust and user-friendly platform that has captured a large share of the e-commerce market. As noted by Zhan et al. (2021), Boots' ability to adapt quickly to the increasing demand for online services has been a key factor in its continued market leadership. The company's investment in digital infrastructure and focus on providing a seamless online shopping experience have allowed it to meet the changing needs of consumers effectively.

According to Alshohaib (2024), businesses aiming to thrive in the digital marketplace must understand the critical interplay between emotional states, perceived usefulness, and ease of use. This insight highlights the importance of recognizing customer emotions and preferences in developing online platforms that are not only functional but also engaging and user-friendly. For Lloyds Pharmacy, maintaining this cycle of innovation proved unmanageable, leading to liquidation for the company, while market leaders such as Boots excelled.
 
[bookmark: _Toc812414323]Innovation
Lloyds Pharmacy and Boots Pharmacy have both demonstrated positive innovation tactics, but they excel in different areas. Lloyds Pharmacy is often praised for its efficient prescription services and advanced digital offerings, such as online prescription management and telehealth consultations. According to Zhang et al. (2017), with the rapid advancement of information technologies and the growing demand for medical services, delivering health services via the Internet is becoming increasingly popular. These innovations are highly appreciated for convenience, making healthcare more accessible and personalized. Customers frequently commend Lloyds for its integration of digital health solutions that streamline the process of obtaining medications and health advice without the need for in-person visits.


Conversely, Boots Pharmacy is recognized for its extensive product range and the convenience of its one-stop shopping experience, including health and beauty products. A major highlight of Boots is its robust loyalty program, which customers value for the rewards, discounts, and exclusive offers it provides. As Belli et al. (2022) note, loyalty programs were created based on the principle that retaining existing customers is more cost-effective than acquiring new ones, and they have become a fundamental aspect of daily life. According to Bombaij and Dekimpe (2020), there are over 3.8 billion memberships in loyalty programs in the United States, and over 60% of European retailers have adopted them over the years. This program fosters an intense sense of customer loyalty and satisfaction, contributing to a positive overall shopping experience. Additionally, Boots’ in-store experience, including health hubs offering comprehensive health checks, receives favourable reviews for providing accessible and thorough healthcare services.
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Research by Zhan et al. highlights that Lloyds Pharmacy has notably struggled to meet customer expectations, with customer service identified as the most significant area for improvement. Criticisms often centre on issues with their digital services, including difficulties with the online prescription management system, such as delays and technical glitches. Additionally, some patients feel that telehealth consultations lack the individualized touch and thoroughness of in-person visits, leading to a decline in consumers choosing to use the service. According to Zhang et al., to be successful in promoting online and telehealth communications, organizations should identify and rectify the underlying reasons behind the low usage rate of online health services.
 
In comparison, industry leader Boots demonstrates a strong dedication to customer service, which sets it apart. Research conducted by Zhan et al. suggests that while Boots’ primary area for improvement lies in its marketing efforts, its customer service is commendable. Boots excels in providing a consistent and reliable in-store experience, supported by well-trained staff and a comprehensive range of health and beauty products. Their digital services are well-received, with fewer reports of technical issues compared to Lloyds. Moreover, Boots' loyalty program, offering rewards and discounts, significantly enhances customer satisfaction and retention. This focus on customer service, both online and offline, contributes to Boots' dominant position in the industry.
[bookmark: _Toc347322799]SCAMPER MODEL
[bookmark: _Int_GipukXm8]Creativity and innovation have been studied for centuries. As Gladding and Henderson (2000, p. 246) state, "Eberle (1971) originated the Creativity and innovation have been subjects of study for centuries. As Gladding and Henderson (2000, p. 246) note, "Eberle (1971) originated the SCAMPER model as a way of remembering major factors and processes involved in any aspect of creativity." The SCAMPER model stands for Substitute, Combine, Adapt, Modify, put to another use, Eliminate, and Reverse. It is primarily used to brainstorm and stimulate creativity and innovation in the development or improvement of products, businesses, and services. According to Alkaab (2024), the SCAMPER model is widely employed across various organizations, with many educators using the technique to foster creativity in writing within schools and colleges globally.
 
Boonpracha (2023) supports the SCAMPER technique, describing it as a popular method that drives innovation by predicting potential challenges and addressing each through targeted questions. This model encourages individuals to think differently and tackle problems from various angles, leading to diverse creative solutions. By systematically examining each aspect of SCAMPER, innovators can break free from conventional thinking patterns, resulting in significant advancements in product development, process improvement, and problem-solving. The SCAMPER model remains a valuable tool in both educational and professional settings, providing a structured yet flexible approach to creativity.
 
Using the SCAMPER technique, this report will explore how Lloyds Pharmacy could have innovatively navigated challenges within its market. By leveraging the model's principles, Lloyds Pharmacy could have developed creative strategies to enhance their products and services, leading to improved business outcomes and customer satisfaction.
[bookmark: _Toc1709303152]Substitute
In the SCAMPER model, substitution involves removing a selected part of an item, concept, or situation and replacing it with something different. This process is iterative, requiring trial and error for the best result. Given Lloyds Pharmacy's limited innovation in online technologies, one identified substitution is to replace complex digital interfaces with more intuitive, user-friendly designs. This change aims to make it easier for older adults and those less familiar with technology to use online services. Potential substitutions could include voice-activated systems or simplified mobile app interfaces.
[bookmark: _Toc1525092464]Combine
In the SCAMPER model, "combine" refers to merging two or more elements, ideas, or processes to create something innovative or improve existing concepts. For Lloyds Pharmacy, offering hybrid services can bridge the gap for customers uncomfortable with fully digital interactions. By allowing customers to start consultations online and complete them in person at a local pharmacy, this approach combines the convenience of technology with the reassurance of face-to-face service.
[bookmark: _Toc1014675642]Adapt
In the SCAMPER model, "adapt" involves modifying an existing product, process, or idea to meet consumer needs better. For Lloyds Pharmacy, more effective use of data analytics can help adapt its product offerings and health services to align with current health trends and emerging needs. Zhan et al. (2021) highlighted Lloyds Pharmacy's lack of positive social media interaction. To address this, adapting by using artificial intelligence to monitor and respond to negative customer concerns could lead to improved customer service.
[bookmark: _Toc492046361]Modify
In the SCAMPER model, "modify" involves changing or altering an existing idea, process, or product to improve or replace certain characteristics. This can include making things bigger or smaller, or adding or removing elements to enhance functionality, effectiveness, or appeal. According to Rodriguez et al. (2022), "lack of personalization is presented as a possible explanation for lack of motivation for long-term engagement." Lloyds Pharmacy should modify its customer service approaches to include personalized digital engagement to succeed in the industry. Training staff to offer personalized follow-up calls or emails after an online consultation can help Lloyds Pharmacy maintain an individualized touch, ensuring customers feel cared for even during digital interactions.
[bookmark: _Toc93308652]Put to another use
In the SCAMPER model, "put to another use" means taking an existing product, process, or idea and applying it in a different context or for a purpose it was not originally intended, sparking innovative ways to use things in multiple processes. Lloyds Pharmacy could benefit by utilizing technology for community outreach and awareness. By leveraging digital platforms for health education and awareness campaigns, such as online webinars, virtual health fairs, and social media campaigns, Lloyds Pharmacy can extend its reach and engage customers on broader health topics beyond just medication.
[bookmark: _Toc1254913212]Eliminate
In the SCAMPER model, "eliminate" refers to removing parts of a product, process, or idea to simplify it, enhance efficiency, or reduce costs. This involves discarding unnecessary components, steps, or features that do not add value, thereby streamlining the overall concept and improving its effectiveness. Elimination can result in more focused and user-friendly outcomes by reducing complexity and emphasizing what is essential. For Lloyds Pharmacy, an identified area for elimination is the barriers to technology use. By offering free tech support services or tutorials for customers, these obstacles can be removed, helping customers feel more confident using digital health services. Additionally, in-store kiosks with easy-to-use interfaces can assist those who need extra help.
[bookmark: _Toc1431237406]Reverse
In the SCAMPER model, "reverse" entails examining a product, process, or idea from a unique perspective by rearranging its components or reversing the sequence of steps. This method encourages unconventional thinking to identify improvements or innovations. By reversing the usual approach, you can uncover new possibilities, challenge assumptions, and discover alternative solutions that may not have been previously considered. This technique helps break away from routine patterns and can lead to creative breakthroughs. For instance, in respect to Lloyds Pharmacy could reverse the standard business model by focusing on preventive care rather than primarily reacting to health issues. This innovation might include offering comprehensive wellness programs, regular health screenings, and lifestyle management services to help customers proactively maintain their health.

Recommendations 
For Lloyds Pharmacy to successfully navigate the significant market shift, the use of Artificial Intelligence (AI) could have been crucial to the organization's success. While AI technology can lay the groundwork for effective digital services and business model innovation, merely investing in digital infrastructure, technologies, and data is insufficient. As noted by Sjödin et al. (2021, p.575), new routines, skills, operational processes, and business models are required to effectively utilize AI technology and create value for customers.
Evidence suggests that market leader Boots Pharmacy leverages AI more effectively than Lloyds Pharmacy by implementing advanced data analytics to personalize customer experiences and optimize inventory management. Boots utilizes AI-driven chatbots for customer service, providing timely and accurate responses to inquiries. Additionally, their AI-powered health assessment tools and personalized online recommendations enhance customer engagement and satisfaction. This strategic use of AI technology enables Boots Pharmacy to stay ahead in the competitive digital healthcare market.
[bookmark: _Toc1868339482]Conclusion


Research indicates that the SCAMPER model is widely used for various innovative tasks (Alkaab, 2024; Boonpracha, 2023; Gladding and Henderson, 2000). This study concurs with previous literature, affirming the SCAMPER model's effectiveness in creating a competitive edge in a challenging business environment. By using the SCAMPER model, this study demonstrates its effectiveness through an evaluation of Lloyds Pharmacy's decline, offering innovative suggestions that could have led to the organization's success rather than failure. Recommendations were formulated using Boots Pharmacy, a market leader, as an example.
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Fig. 4. Improvement Areas for Lloyds.
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Fig. 3. Improvement Areas for Boots.




