Portofolio 
Module: Design Thinking and Innovation(LCLM6002_BIRM)
Student: Anamaria Stancu


NeighbourHub: Rethinking Last-Mile Delivery Infrastructure in the UK's Digital Economy


Table of Contents
Executive Summary
A) The Delivery Paradox
B) Mapping Friction in the Delivery System
· The Daily Commuter
· The Courier Driver
· The Local Retailer
· The Wider Community
· Causal Mapping Analysis
C) Looking for Opportunities Rather Than Symptoms
D) Comparing Different Futures for Last-Mile Delivery
· Future One: Deliver Faster
· Future Two: Secure the Home
· Future Three: Mobile Collection Services
· Future Four: Shared Collection Infrastructure
E) Designing Around Human Movement
· Sarah: The Commuter
· Robin: The Delivery Driver
· Margaret: The Pharmacy Customer
· Defining the Problem
F) Introducing NeighbourHub
· Principle One: Deliver to Places, Not Houses
· Principle Two: Share Infrastructure
· Principle Three: Support Local Communities
G) Building the First Version
· Proposed Locations
· Customer Journey
· Technology Requirements
H) Testing Behaviour Rather Than Technology
· Assumption One
· Assumption Two
· Assumption Three
· Assumption Four
· Pilot Evaluation Measures
I) Can the Model Grow?
· Phase One: Proving the Concept
· Phase Two: Regional Growth
· Phase Three: National Partnerships
J) Technology as an Enabler Rather Than the Solution
K) Sustainability Beyond Carbon Reduction
· Environmental Sustainability
· Economic Sustainability
· Social Sustainability
L) Strategic Challenges
· Density Versus Accessibility
· Standardisation Versus Local Flexibility
· Automation Versus Human Interaction
· Competition
M) What Does This Mean for UK Entrepreneurship?
N) Conclusion
References

Executive Summary
· The rapid growth of e-commerce has changed the way consumers and businesses operate throughout the United Kingdom. During and after the COVID-19 pandemic, online shopping became a normal part of everyday life for many households. Businesses adapted quickly by investing in online stores, digital payment systems and social media marketing. However, while the digital side of commerce developed rapidly, the physical systems responsible for delivering products evolved more slowly.
· As online purchasing increased, courier companies experienced record parcel volumes while consumers developed higher expectations regarding convenience and flexibility. At the same time, many people returned to work, resumed commuting and spent less time at home during traditional delivery hours. This created a growing mismatch between modern lifestyles and delivery systems that were largely designed around older patterns of consumer behaviour.
· Using Design Thinking as the main innovation framework, this report investigates where opportunities for new venture creation exist within the UK's changing digital economy. Several opportunity areas are explored before focusing on last-mile delivery infrastructure as one of the most promising sectors for innovation.
· The report proposes NeighbourHub, a shared parcel collection network designed around existing movement patterns rather than traditional home delivery assumptions. The concept combines smart parcel lockers, railway station collection points and partnerships with local businesses to improve flexibility for consumers while reducing costs and environmental impacts for courier companies.
· The report concludes that future competitive advantage within digital commerce may depend less on delivery speed and more on the ability to integrate delivery services into people's existing routines and travel patterns.
A) The Delivery Paradox
One of the biggest changes to emerge from the pandemic was the speed at which digital technologies became part of everyday life. Activities that were previously optional became essential almost overnight. Consumers ordered groceries online, attended virtual fitness classes, booked appointments digitally and increasingly relied on home delivery services for routine purchases.Many of these behavioural changes have continued even after restrictions ended. Consumers became used to the convenience of online shopping and businesses recognised the benefits of digital channels. According to the assessment scenario, SMEs across sectors ranging from retail to professional services accelerated their digital transformation strategies in order to remain competitive within an increasingly digital economy.However, the growth of e-commerce created pressure elsewhere in the system.Every online transaction eventually requires physical delivery.As a result, courier companies experienced significant increases in parcel volumes while facing growing customer expectations regarding delivery speed, communication and convenience.This has created what could be described as a delivery paradox.Consumers rely more heavily on home delivery than ever before, yet they are often less available to receive deliveries at home.
Several long-term trends help explain this contradiction:
· increasing commuting distances;
· hybrid working patterns;
· dual-income households;
· flexible working arrangements;
· changing lifestyles.
Traditional delivery systems were largely designed around an assumption that someone would be available to receive parcels during standard working hours.For many households, this assumption no longer reflects reality.
Consequently, consumers increasingly experience:
· failed deliveries;
· inconvenient collection arrangements;
· uncertainty regarding delivery windows;
· concerns regarding parcel theft.
At the same time, courier organisations experience:
· repeated delivery attempts;
· higher fuel costs;
· lower route efficiency;
· increasing environmental pressures.
The problem therefore extends beyond simple inconvenience.It affects operational efficiency, customer satisfaction and environmental sustainability simultaneously.This observation represents the starting point of the Design Thinking process.Rather than immediately asking how delivery systems can become faster, Design Thinking encourages organisations to understand the experiences of users and explore whether the problem itself has been defined correctly.
In this case, a more useful question may be:
Are delivery companies trying to deliver parcels to locations where customers no longer spend most of their time?
B) Mapping Friction in the Delivery System
The first stage of Design Thinking focuses on understanding users and identifying unmet needs.Instead of beginning with technology, this stage begins with people.Several groups are affected by the changes taking place within the UK's delivery ecosystem.
· The Daily Commuter
For many professionals, the working day starts early and finishes late.A customer who leaves home at 7:30am and returns after 6:00pm may rarely be available to receive deliveries during standard delivery windows.This often leads to missed deliveries and additional journeys to collection depots.Interestingly, conversations with potential users suggest that many consumers do not necessarily want deliveries to arrive faster.Instead, they want greater control over where and when parcels are collected.
· The Courier Driver
Drivers face a different set of challenges.A failed delivery can create a chain reaction throughout the rest of the route.
One unsuccessful delivery may result in:
· additional mileage;
· increased fuel consumption;
· reduced productivity;
· delays elsewhere in the delivery schedule.
When repeated thousands of times across national networks, these inefficiencies become extremely costly.
· The Local Retailer
Small local businesses have experienced declining footfall as shopping activity increasingly moves online.However, many of these businesses continue to occupy convenient locations within local communities.Village shops, convenience stores and post offices already attract regular visits and therefore have the potential to become collection points rather than simply competing against e-commerce.
· The Wider Community
Local authorities face increasing pressure to reduce congestion and improve environmental performance.
Repeated delivery attempts and low-density delivery routes contribute towards:
· higher emissions;
· greater congestion;
· increased pressure on local infrastructure.
The interests of consumers, businesses and communities therefore overlap more than may initially appear.
B.1) Causal Mapping Analysis
· To better understand the relationship between these issues, a simple causal map was developed.
· Growth in online shopping increases parcel volumes.
· Higher parcel volumes increase the number of residential deliveries.
· More residential deliveries increase the likelihood of failed delivery attempts.
· Failed deliveries create additional journeys, additional emissions and higher operating costs.
· These higher costs eventually affect both consumers and courier companies.
· The causal relationship can therefore be summarised as:
· Growth in e-commerce → higher delivery volumes → more failed deliveries → greater operational costs and emissions → demand for alternative delivery infrastructure.
· This analysis suggests that the problem may not lie with delivery companies themselves but with the assumptions underlying the current delivery model.
C) Looking for Opportunities Rather Than Symptoms
The assessment scenario identifies several sectors experiencing growth as a result of digital transformation including e-commerce platforms, digital marketing services, payment systems and supply chain solutions.Using brainstorming techniques, four broad opportunity areas were identified.The first possibility involved helping businesses sell products more effectively through digital marketing and retail technology.The second focused on improving payment systems and transaction processes.The third explored software solutions capable of improving inventory and supply chain visibility.The fourth focused on the movement of products after purchase.Although all four opportunities demonstrate potential, last-mile delivery emerged as particularly attractive for three reasons.First, the market problem is already visible and widely experienced.Second, technologies capable of supporting innovation already exist and are commercially available.Third, improvements in delivery systems create value for multiple stakeholder groups simultaneously.This combination of clear pain points, technological readiness and scalability makes last-mile infrastructure one of the strongest opportunities for new venture creation within the UK market.
D) Comparing Different Futures for Last-Mile Delivery
Once the main causes of delivery friction had been identified, the next stage of the Design Thinking process involved generating and evaluating different possible solutions.This stage reflects the ideation phase of Design Thinking and was supported through brainstorming activities as required by the assessment brief.Rather than immediately selecting smart parcel lockers, several alternative approaches were considered.
· Future One: Deliver Faster
One option would be to continue improving speed through technologies such as:
· drone deliveries;
· autonomous delivery vehicles;
· AI route optimisation systems.
There is clear commercial interest in these technologies, and some organisations have already begun experimenting with them.However, several limitations remain.
Drone deliveries face:
· airspace regulations;
· weather restrictions;
· public acceptance concerns;
· limited payload capacity.
Similarly, autonomous delivery vehicles require significant investment and regulatory approval before widespread implementation becomes possible.More importantly, these solutions continue focusing on delivering parcels to homes.If customers are not at home, faster delivery may not solve the underlying problem.
· Future Two: Secure the Home
Another possibility involves improving home delivery itself through:
· smart parcel boxes;
· secure delivery safes;
· smart locks.
This solution improves parcel security and reduces theft risks.However, it creates new limitations.
Many customers:
· rent properties;
· live in apartment buildings;
· lack suitable outdoor space.
As a result, access to these technologies may be uneven.
· Future Three: Mobile Collection Services
A third possibility involves mobile collection points that move around communities according to fixed schedules.Although this approach improves accessibility, it also introduces uncertainty because customers must adapt their schedules to the collection service rather than the opposite.
· D.4) Future Four: Shared Collection Infrastructure
The final option involved shared collection infrastructure integrated into locations that customers already visit regularly.
Examples include:
· railway stations;
· village shops;
· pharmacies;
· community centres.
This approach does not attempt to change customer behaviour.Instead, it works with behaviour that already exists.For this reason, shared collection infrastructure emerged as the strongest opportunity.
E) Designing Around Human Movement
The empathy stage of Design Thinking focuses on understanding how people experience problems rather than how organisations perceive them.Three user groups became particularly important during this stage.
- Sarah: The Commuter
Sarah is a secondary school teacher living in Shrewsbury.She leaves home early each morning and often returns after standard delivery windows have closed.For Sarah, the main problem is not delivery speed.The problem is timing.Collecting a parcel at a railway station while travelling home would fit naturally into her daily routine.
- Robin: The Delivery Driver
Robin works for a regional courier company operating throughout rural areas of Herefordshire.Failed deliveries are one of the biggest challenges affecting his routes.
Each failed delivery creates:
· additional mileage;
· wasted time;
· higher fuel costs;
· pressure on future deliveries.
From Robin’s perspective, reducing failed deliveries is more important than increasing delivery speed.
- Margaret: The Pharmacy Customer
Margaret regularly collects prescription medication from her local pharmacy.Travelling to a central collection depot would be difficult due to limited transport options.However, collecting medicine from a temperature-controlled locker located beside the pharmacy would be simple and convenient.This insight directly influenced the development of refrigerated locker compartments.
Defining the Problem
Following the empathy stage, the following problem statement was developed:Modern consumers increasingly rely on e-commerce while spending less time at home during traditional delivery hours, creating inefficiencies for both customers and delivery providers.This definition shifted attention away from delivery speed and towards delivery accessibility.
F) Introducing NeighbourHub
NeighbourHub is a shared parcel collection network designed to integrate deliveries into journeys that customers already make.
Rather than functioning as a delivery company, NeighbourHub acts as a layer of infrastructure connecting consumers, businesses and courier organisations.
The concept is based on three simple principles:
· Principle One: Deliver to Places, Not Houses
Many people travel through the same locations every day.
Examples include:
· railway stations;
· local shops;
· pharmacies;
· transport hubs.
Delivering parcels to these locations can often be more convenient than delivering directly to homes.
· Principle Two: Share Infrastructure
Existing locker systems are often tied to individual retailers or courier companies.NeighbourHub operates as shared infrastructure available to multiple logistics providers simultaneously.This improves convenience for consumers and utilisation rates for operators.
· Principle Three: Support Local Communities
The venture prioritises partnerships with:
· village shops;
· post offices;
· local pharmacies;
· community facilities.
This approach creates additional income opportunities for local businesses while improving service accessibility.
G) Building the First Version
The prototype stage focuses on creating a minimum viable product capable of testing assumptions quickly and cheaply.
For NeighbourHub, the first version of the service would consist of five pilot locations across:
· Shrewsbury;
· Hereford;
· Ludlow.
These areas were selected because they combine:
· commuter travel patterns;
· rural delivery challenges;
· existing transport infrastructure.
· Proposed Locations
The pilot would include:
· Shrewsbury railway station;
· Hereford railway station;
· Ludlow railway station;
· a village convenience store;
· a local pharmacy.
This combination allows the project to test several different collection environments simultaneously.
· Customer Journey
The customer journey would involve four stages:
- Stage One
· The customer selects NeighbourHub during checkout.
- Stage Two
· The parcel is delivered to the chosen collection point.
- Stage Three
The customer receives:
· a QR code;
· collection instructions;
· collection deadlines.
- Stage Four
· The parcel is collected using contactless authentication.
· The entire process is designed to take less than one minute.

· Technology Requirements
The prototype would require:
· electronic lockers;
· cloud connectivity;
· QR authentication;
· occupancy sensors;
· CCTV monitoring.
Importantly, all of these technologies already exist.The innovation therefore lies in combining technologies differently rather than inventing entirely new ones.
H) Testing Behaviour Rather Than Technology
The testing stage focuses on understanding whether customer behaviour supports the assumptions behind the concept.The objective is not simply to ask whether the lockers work.Instead, the objective is to ask whether customers naturally incorporate the service into their routines.Several assumptions would be tested.
· Assumption One
Commuters will collect parcels during journeys they already make.
· Assumption Two
Railway stations generate higher utilisation rates than standalone locations.
· Assumption Three
Temperature-controlled lockers increase adoption among healthcare users.
· Assumption Four
Village shop partnerships increase community acceptance.
· Pilot Evaluation Measures
Success would be measured through:
· utilisation rates;
· collection times;
· customer satisfaction;
· reductions in failed deliveries;
· reductions in delivery mileage.
Feedback collected during testing would be used to refine future versions of the service before expansion takes place.
I) Can the Model Grow?
One of the reasons last-mile delivery was identified as a strong opportunity area during Task 1 is its potential for scalability. A good business idea should not only solve a current problem but also have the ability to grow and adapt as customer needs change.NeighbourHub was designed with expansion in mind from the beginning.Unlike traditional delivery businesses that need additional drivers and vehicles every time demand increases, shared collection infrastructure benefits from economies of scale. As more users join the network, utilisation rates improve and operating costs per parcel begin to fall.This creates an advantage that becomes stronger as the network grows.
· Phase One: Proving the Concept
The first stage would involve the pilot locations in:
· Shrewsbury;
· Hereford;
· Ludlow.
The objective during this stage would not be rapid growth.
Instead, the focus would be on learning:
· where customers prefer collecting parcels;
· which locations generate the highest usage;
· what operational problems emerge;
· how customers respond to the service.
This stage reflects an important principle of Design Thinking:
test assumptions early before committing significant resources.
· Phase Two: Regional Growth
If the pilot performs successfully, expansion would take place across neighbouring regions including:
· Worcestershire;
· Staffordshire;
· Powys;
· Mid Wales.
Expansion decisions would be guided by data collected during the pilot rather than assumptions.
For example, if railway stations significantly outperform village shops, future investment could prioritise transport hubs.
· Phase Three: National Partnerships
The final stage would involve partnerships with:
· supermarket chains;
· rail operators;
· local authorities;
· healthcare providers;
· national courier companies.
At this stage, NeighbourHub would begin operating as part of the UK's wider logistics infrastructure rather than as a small independent service.
J) Technology as an Enabler Rather Than the Solution
Many technology ventures fail because they become focused on technology rather than customer problems.Throughout this project, technology has been treated as an enabler rather than the solution itself.
Several technological developments make NeighbourHub possible:
· Internet of Things (IoT) devices;
· QR authentication systems;
· cloud computing;
· mobile applications;
· occupancy sensors;
· digital payment systems.
However, none of these technologies are new.The innovation lies in how these technologies are combined.This reflects a common principle in entrepreneurship where successful innovation often comes from recombining existing technologies in new ways rather than creating entirely new inventions (Schumpeter, 1934).This also reduces implementation risk because the technologies involved are already widely understood and commercially available.
K) Sustainability Beyond Carbon Reduction
The assessment brief requires consideration of sustainability as part of opportunity evaluation.Many discussions around sustainability focus only on environmental issues.However, long-term sustainability also includes economic and social factors.
· Environmental Sustainability
Failed deliveries create unnecessary vehicle movements and additional emissions.
Consolidating deliveries into shared locations reduces:
· repeated delivery attempts;
· fuel consumption;
· congestion;
· vehicle mileage.
The venture therefore contributes towards wider decarbonisation objectives within UK transport policy.
· Economic Sustainability
Courier companies operate within increasingly narrow profit margins.
Reducing failed deliveries improves:
· vehicle utilisation;
· route efficiency;
· driver productivity.
This creates value for logistics companies while maintaining affordability for consumers.
· Social Sustainability
Many rural communities experience declining access to services and infrastructure.
By partnering with:
· village shops;
· pharmacies;
· post offices;
NeighbourHub supports businesses that already play an important role within local communities.The project therefore strengthens existing community assets rather than replacing them.
L) Strategic Challenges
Although the concept offers significant potential, several challenges must be recognised.
· Density Versus Accessibility
The locations that generate the highest usage are not always the locations with the greatest need.Large urban transport hubs may provide excellent utilisation rates, while smaller rural communities may generate lower volumes.Finding the right balance between accessibility and commercial viability will be important.
· Standardisation Versus Local Flexibility
National infrastructure benefits from consistency.However, local communities often have different requirements.
For example:
· railway stations may prioritise speed and convenience;
· pharmacies may prioritise security and temperature control;
· village shops may prioritise customer footfall.
The venture must therefore balance efficiency with flexibility.
· Automation Versus Human Interaction
Increasing automation improves efficiency but may reduce the social interaction that local businesses provide.NeighbourHub should therefore use technology to support communities rather than replace them.
· Competition
Large organisations such as Amazon, InPost and major courier firms continue investing heavily in locker infrastructure.
NeighbourHub would therefore need to differentiate itself through:
· rural coverage;
· community partnerships;
· healthcare integration;
· transport hub locations.
These features are less common among existing competitors and create a stronger value proposition.
M) What Does This Mean for UK Entrepreneurship?
The pandemic accelerated digital transformation throughout the UK economy and created opportunities across multiple sectors including e-commerce, payment technologies and supply chain management.However, one of the most important lessons from this period is that digital innovation often creates pressure elsewhere within the system.Every online transaction still depends upon physical infrastructure.As e-commerce continues growing, the organisations that succeed may not necessarily be those that sell products most effectively but those that remove friction from the customer journey.NeighbourHub reflects this idea.The project does not attempt to replace delivery companies or create new shopping platforms.Instead, it improves the connections between systems that already exist.This makes the concept both practical and scalable.
N) Conclusion
This report used Design Thinking to analyse opportunities created by the rapid digital transformation of the UK economy following the COVID-19 pandemic.Several opportunity areas were identified including digital payments, e-commerce technologies and supply chain services. However, last-mile delivery emerged as the strongest opportunity because it combines clear user pain points with strong technological support and significant growth potential.Through the empathy and problem-definition stages of Design Thinking, it became clear that the main issue facing many consumers is not delivery speed but delivery convenience.This insight led to the development of NeighbourHub, a shared parcel collection network based around transport hubs, local businesses and community infrastructure.The project demonstrates how Design Thinking can help entrepreneurs move beyond obvious solutions and identify opportunities that better reflect changing consumer behaviour.Rather than asking how parcels can be delivered faster, this report asked a different question:How can delivery fit naturally into people's existing lives?The answer may not be found at the front door.It may instead be found in the places people already pass through every day. The findings of this report also suggest that the future of entrepreneurship in the UK may increasingly depend on the ability to recognise secondary problems created by digital transformation rather than focusing only on the digital technologies themselves. The growth of e-commerce created obvious opportunities for online retailers, payment providers and digital marketing agencies, but it also generated less visible pressures on transport networks, logistics providers and local infrastructure. Entrepreneurs who can identify these hidden pressures may be better positioned to create sustainable competitive advantages.NeighbourHub represents an example of this type of opportunity. The venture does not attempt to compete directly with major retailers or delivery companies. Instead, it aims to improve the efficiency of the wider system by reducing friction between consumers, couriers and local communities. This creates value for multiple stakeholders at the same time, increasing the likelihood of long-term commercial viability.The concept also demonstrates that innovation does not always require revolutionary technology. In many cases, successful innovation comes from combining existing technologies and services in ways that better reflect changing patterns of behaviour. Smart lockers, QR authentication and cloud-based tracking systems already exist. The innovation lies in repositioning these technologies within locations that consumers already use as part of their daily routines.Furthermore, the model offers opportunities for future expansion into additional services such as grocery collection, prescription medicine storage and local authority partnerships. As consumer expectations continue to evolve, flexible collection infrastructure may become as important to digital commerce as payment systems and online storefronts are today.Ultimately, the long-term success of digital commerce may depend not only on how products are purchased online, but also on how efficiently and conveniently they reach the people who buy them.
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