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Executive Summary
This report focuses on the inadequate and outdated location-specific information that is a problem for Amazon's last-mile deliveries. Delays, failed attempts, workload and customer dissatisfaction can result from unclear entrances, parking issues, access restrictions and directions that are unclear. The proposed Driver-Led Delivery Information System would allow drivers to report verified information regarding delivery impediments. Following the 4Ps write-up, this proposed work is considered an incremental process innovation. Experience is translated into solution through the creativity process, addressing efficiency benefits and barriers to information-quality and safety, workload, and implementation costs through Lewin's Force Field Analysis. The report reaches a conclusion that the proposal is feasible but not to be implemented without proof. Pilot (with consultation from the driver) with procedures of verification and indicators of performance are recommended. More widespread implementation ought to only be undertaken if there are operational benefits exceeding the costs in terms of finances, safety and human health.
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[bookmark: _Toc237700456]Introduction 
Amazon is a company that involves e-commerce, technology, logistics, and digital services. Providing last-mile delivery and fulfilment is an essential part of its customer experience performance. Last mile means referring to the final leg of the customer journey from the delivery station to the customer and deserves attention because of the challenges in the process that can impact delivery reliability, cost and customer experience (Amazon, 2026). Amazon's transportation network comprises thousands of Amazon drivers and small business delivery partners—the backbone of its service system. Its ongoing focus on training new drivers and developing new technology to enhance safety and delivery capabilities further underscores its commitment to driving the industry forward (Amazon, 2025). 
In this context, my job as an Amazon delivery driver is to pick up and arrange my set of parcels, adhere to my set routes, find addresses and make the delivery safely and well, under the working hours. Also, accurately documenting the results of the delivery, including problems with traffic blockages, limited parking, confusing addresses and inaccessible buildings and/or incomplete customer information is necessary. These challenges can cause delays, add pressure to the rest of a route and impact successfully delivering a shipment.
This report provides an overview of the reality of inadequate or obsolete location specific delivery information as an operational problem. It suggests a Driver-Led Delivery Information System that could be used to send pertinent delivery information to entrances, safe stopping points, access restrictions and recurring delivery obstacles; verified by them and shared with delivery drivers. The report critically discusses the significant role of creativity and innovation in last mile logistics, categorises the proposal based on Tidd and Bessants 4Ps of innovation. It subsequently describes the creativity process employed to create the idea; it conducts a Force Field Analysis to gauge the viability of the idea and, finally, it considers the Amazon's organisational climate and management practices and their potential to facilitate or prevent implementation. The report identifies if the proposal can be practically developed for value to its Drivers, Customers and Organisation.
[bookmark: _Toc237700457]Creativity and Innovation 
Creativity is different from innovation, but one capability is related to the other within an organisation. In contrast, creativity is about the production of ideas that can be new and relevant, while innovation is about turning away promising ideas into realised products/services or working methods (Shalley and Zhou, 2024). So, an imaginative thought in an organisation might be facilitated, but not bring about innovations, if it doesn't have resources or managerial support or an effective implementation process. Tidd (2023) also state that innovation can add value through two means, by delivering more and by doing things better. The separation is key for Amazon because without physical implementation, ideas from their delivery drivers offer little value.
In the last-mile delivery space, with many complex and constantly evolving delivery conditions, creativity and innovation are even more vital. Having trouble with traffic, finding restricted parking, having bad addresses, customers being absent, or having trouble accessing the building to make deliveries can interfere with normalised delivery schedules. According to Pourmohammadreza and Jokar (2023), operational costs, efficiency, and customer satisfaction are some of the main issues that are for the center of last-mile delivery. Creativity is important in allowing drivers and managers to think differently about current working practices and find an appropriate response to the local context, which can then be distributed through a delivery network using innovation. For example, one validated means to share drivers' local knowledge and experience could help ensure that search for the same bit of information is avoided by different drivers, and that the same unanswered problem isn't repeated by drivers.
This innovation could also help Amazon achieve broader goals of minimising failed deliveries, wasted miles and hassles for customers. Inclusive and innovative last-mile solutions have become increasingly popular under the umbrella of alternative delivery locations, route optimisation, automation and more effective information sharing, according to Mohammad et al. (2023). However, novelty does not equal value. If the information is not accurate, drivers don't have enough time to input it, or employees don't see the system as anything more than another tool to monitor them, it may fail. There are thus considerable tensions in creativity and innovation. Standardisation enhances reliability and safety, however excessive control can foster less willingness by employees to report issues and suggestions. On the other hand, free trials sometimes lead to unstable practices; privacy issues and extra expenses. On the other hand, Chaubey and Sahoo (2022) stress that the organisational context is critical for creativity to turn into innovation. It would effectively mean that Amazon would have to ensure a clear procedure for what is submitted, psychological safety, feedback from managers and proper resources. So creativity and innovation are important when it comes to enhancing the last mile delivery, but disciplined execution, commitment from workers, and proof of the change offering improved efficiency without harming safety, privacy, and driver wellbeing are critical. So, for it to be justified for wider use it would therefore have to be tried out in a controlled pilot.
[bookmark: _Toc237700458]Operational Problem 
The operational issue that has yet to be addressed is an absence of consistently accurate, timely and driver useful information on ‘lines of difficulty' like docks and delivery sites. Amazon's route guidance provides direction to an address and a sequence of deliveries with an address, but this doesn't necessarily mean the safest stopping point, correct building entrance, temporary access restriction or practical method of getting to a customer. In the delivery-driver job analysed here, such lapses in information between customers and deliveries, could make a seemingly simple stop an incredibly time consuming chore. Stating that “driver delay” is the issue, however, would be insufficient as delay is an observable symptom of the issue and not a causal driver.
They involve a variety of levels of causation. At customer level, instructions can be incomplete, incomplete or outdated or can be missing at all, which can contribute to unsuccessful handover. The absence of the customer has been cited as a recurring reason for failure in the home delivery process by Viu-Roig and Alvarez-Palau (2020). Congestion, lack of kerb space, pedestrianisation and building-security arrangements limit drivers' choices in environmental settings. Furthermore, Aljohani and Thompson (2020) show that the nature of buildings and parking availability have a material impact on last mile practices. Route standardisation contributes to consistency at the organisational level; however, it may not reflect tacit knowledge that drivers have gained from their repeated experiences of the route. The failure in the centre is not therefore just the lack of information, but the failure to translate the information, which is distributed and relevant to specific contexts, into consistent or solid operational advice.
These factors are related to each other. Lack of access information could lead to more time spent searching, which can increase pressure down the line and lead to a “rush” to make routes or unsafe parking locations. Redelivery also is part of an unsuccessful attempt as well as additional mileage and inconvenience for the customer. Therefore, the economic, social and environmental impact of last-mile inefficiency include an increase in operating costs, congestion and emissions (Bosona, 2020). However, not everything that is a challenge on a route is due to information quality. Other factors are parcel volume, route design, weather, traffic and customer behaviour and individual driver experience. Re-enhancing location information would thus cover only part of a larger operational system.
The problem affects others differently too. Delivery delay is a burden on the customer. Drivers pick up the immediate burden of finding entrances, arranging entrance and continuing the journey. However, Amazon or its transporter may suffer in terms of reputational losses and redeliveries, the communities will suffer in terms of obstruction as well as noise or emissions related. Such opposite trends warrant the need to intervene but available evidence is currently sparse. The patterns discovered via personal observation can be found and identified at each workplace, but points of how often a pattern happens, or how much it costs Amazon overall can be figured out only from the company's network. Therefore before adopting a solution to the problem, it is essential to validate the problem. A driver should note the time at address if he encounters a difficult address, time lost due to failure to access, safety concerns, time lost due to multiple address corrections. This evidence will inform route-planning issues and help the management avoid spending money on a technically appealing solution addressing the wrong issue. Driver feedback should not simply be evaluated from quantitative measures and/or personal accounts, but through comparison with data (Greer et al. 2018).
[bookmark: _Toc237700459]4. The 4Ps and Innovation are both addressed by the proposal. 
The Driver-Led Delivery Information System will enable Amazon delivery drivers, who are otherwise safely stationary, to provide the app with information such as entrance, safe parking areas, specific access restrictions and any hazards that could be present at an address or location. Entries would be checked and proved or marked by drivers upon verification and time stamped. It would translate drivers' implicit knowledge into driving instructions. Drivers also have more information regarding parking, congestion and customers, and may be better able to understand this information and take suitable corrective actions. The definition of innovative is, different from what's out there and executed to add some value – an idea that hasn't been done yet is still just creativity, not innovation. But perhaps the most structured way of identifying where organisational innovation takes place is provided by Tidd and Bessant's 4Ps framework. The four dimensions are: Product Innovation, Process Innovation, Position Innovation and Paradigm Innovation. There are incremental to radical changes at each dimension (Tidd, 2023). Before the principal classification of the proposed Driver-Led Delivery Information System (DLDS) is decided it is proposed that the system be evaluated against each of the dimensions.
[image: ]
Figure 1: 4Ps of Innovation
 (Tidd, 2023)
Step 1: Product innovation. According to Tidd (2023), product innovation is the change in the organisation's products or services. No product for customers would be built on this system and parcel delivery by Amazon would still take place. However, there may be fewer occasions of failures regarding access so customers can obtain a more stable service. This is not the innovation of the proposal, but an indirect improvement of services. Describing it predominantly as a product innovation would be a mix of the outcome for the customer and the process of obtaining the outcome.
Step 2: Process innovation. Process Innovation is related to how things are produced or how they are provided. This is dominant because, the decision around a more effective capture, validation and usage of location knowledge during delivery is impacted by this proposal (Akgun et al. 2017). The information, which is stored at individual drivers, would be available as a collective resource. Even the system itself could make searching and duplicated problem-solving unnecessary, although this is not a given. Verification, moderation, training and integration involve costs, too many notes may lead to increased cognitive burden and incorrect entries may result in replicating the error rather than helping to resolve it.
Step 3: Position innovation. Position innovation has an effect on the way an offering will be introduced, perceived or targeted (Tidd, 2023). The offering isn't a new customer base nor it will be a rebranding of Amazon’s delivery offerings. Amazon might say they're more reliable, or drivers-informed delivery, that would happen as the result of the implementation, but it wouldn't be the main change. Thus the position dimension is a weak one unless Amazon differentiates the service through using the system.
Step 4: Paradigm innovation. Paradigm innovation impacts on the mind-set of an organisation. A limited paradigm element contains because drivers would not be just given routes by the central systems but considered operational intelligence producers as well. This creates a shift in outlooks of the knowledge contribution from centralised towards their frontline participation. But Amazon's business model, purpose and delivery logic would stay the same. It would be overstating the case to say that the proposal is an innovation in terms of the organisation's paradigm.
Overall classification and novelty. In the main case, the proposal involves primarily a process innovation at an incremental level, with minor implications for the product and no paradigm change, and very little change in position. This classification acknowledges overlap, and does not say that each of the four dimensions is important. The 4Ps framework is important because it allows for the analysis to widen beyond only a technology focus to recognise where change takes place (Tidd and Bessant, 2020). However, it does not assess for the feasibility, employee acceptance, privacy or safety or a financial return. Pilot evidence is needed to address those issues. These omissions are relevant as last-mile innovation is analysed in terms of operational efficiency and the cost/service performance (Shuaibu et al., 2025), and further, delivery systems can be analysed based on driver workload, time pressures and occupational safety implications (Useche et al., 2025). Amazon should therefore pilot the system in a limited geographic area and quantify access-related delay and unsuccessful attempts pre- and post-installation as well as driver workload and safety reporting. Expansion will only be justified if benefits of the system are measured and outweigh the operational costs and human costs of the system in place.
[bookmark: _Toc237700460]Creativity Process 
[bookmark: _Toc237700461]Double Diamond Model
The Driver-Led Delivery Information System has been created using the structured creativity process of the Double Diamond model which has four elements: Discover, Define, Develop and Deliver (Shen et al., 2024). The model combines divergent thinking, where different problems and possible ideas are explored, with convergent thinking, where the most appropriate option is selected and refined (Linde et al., 2020) This is a suitable model because the proposed innovation will need to know current delivery conditions to create an appropriate solution. Creativity is the ability to generate new and relevant ideas, while innovation is the process of putting ideas into practice to generate value (Shalley and Zhou, 2024).
[bookmark: _Toc237700462]Discover
The first phase was to recognize the operational challenges faced in the delivery process with Amazon. Routine deliveries may be more difficult due to location-specific obstacles including complex entranceways, limited parking, restricted access and frequent address issues. The challenge was not taken for granted as technology but approached from the delivery driver's point of view. Other location information frequently occurs in the real world that is not presented in basic route information. Often, other location information is presented in the real world, but not in standard route information. The "Discover" stage thus found that there was a persistent information gap and established the importance of frontline driver experience for the problem.
[bookmark: _Toc237700463]Define
The second step was to determine precisely what the problem was. There was no attempt to address delivery delay as a problem, since it may be caused by a variety of issues. However, a more specific operational issue was found on closer inspection – an absence of consistently available accurate and location specific information. As Section 3 demonstrated, there is useful information that is known by individual drivers but not always shared as operational knowledge. This separation helps the proposed solution to be just treating the symptom and aids towards a more targeted solution for the operation challenge.
[bookmark: _Toc237700464]Develop
The third stage was to brainstorm other options and think about them. Some of the suggested solutions were to make the instructions for the customer clearer, give more instructions to the driver or develop a system that allows the driver to provide location-specific information to the customer (Alabdouli et al., 2025). It has been selected the Driver-Led Delivery Information System, since it directly utilises knowledge created in the delivery process on the ground. Driver Knowledge is especially important in the last mile as the environment at each delivery address can differ and may not be communicated in the central routes (Gutierrez-Franco et al., 2021).
[bookmark: _Toc237700465]Deliver
The last step was to make the idea more practical and safe to operate. The proposal was not intended to be an open forum for drivers to exchange views on the posts. Drivers would only supply information when safely stopped and entries would be time stamped, verified and reviewed. This helps manage risks due to inaccurate or out-of-date information (Kovari, 2024). The proposal can be considered an incremental process innovation as suggested by Para-González et al. (2022) because innovation can enhance an existing process. In general, the Double Diamond model will help avoid premature commitment, as it will be seen that problem exploration and solution development are separated. Different answers to the question can be explored prior to choosing a best answer and discarding the less suitable ones, due to its divergent and convergent thinking (Linde et al., 2020). The process does not always have to go forward, however, as a result of pilot feedback, some of the other stages may need to be revisited. Hence, it is important to have pilot evidence to confirm if operational advantages outweigh implementation costs and risks.
[bookmark: _Toc237700466]Force Field Analysis 
The Force Field Analysis (Lewin, 1947) model is a social psychology change-management model that analyses the forces for/against a proposed change. The model proposes that change in an organisation takes place when there are driving forces which push for change and restraining forces which constrain the likelihood of change. The impact of these forces can be measured and quantified to evaluate the viability of an innovation. The model is suitable for the Driver-Led Delivery Information System, due to the potential for operational value as well as concerns of information accuracy, driver workload, privacy and implementation costs.
[bookmark: _Toc237700467]Driving and Restraining Forces
One of the key enablers is enhanced delivery efficiency. Accurate details of entry points, stop-off points and obstacles to entry may minimise time spent searching and unnecessary and unsuccessful entries, which will include the time spent in delivery failures, thus increasing the progress of the route and reducing unnecessary failures. Last-mile issues such as efficiency and customer satisfaction are significant concerns (Núñez-Merino et al, 2025). Another reason is front line driver knowledge – drivers face the conditions at the location which may not be reflected in central route systems. This knowledge may be able to be shared to make individual experience an operational resource.
A third driving force is customer benefit. The accurate location information may ensure that the delay and unsuccessful attempts are reduced, ensuring reliability and convenience. A lower number of repeated trips can also help prevent unnecessary trips, which can alleviate congestion and air pollution (Bosona, 2020) issues that affect sustainability. But these benefits will need to be confirmed through pilots.
The main restraining force is information accuracy. Parking restrictions etc., may be subject to change and this could result in Driver submissions becoming obsolete. Verification and expiration then would be required. An extra workload is also a consideration as too many submissions can become a burden. Submissions should be concise and include only beneficial information.
Implementation may also be limited by privacy and data protection concerns, as the location data may include sensitive information. Access to and submission rules would need to be clearly provided. There may be implementation costs, such as software development, integration, testing, training and moderation, that also constrain adoption, especially as financial returns are not guaranteed.
[bookmark: _Toc237700468]Weighted Force Field Analysis
	Forces for change
	Score (1–5)
	Forces against change
	Score (1–5)

	Improved delivery efficiency
	5
	Information accuracy risk
	5

	Use of frontline driver knowledge
	5
	Additional driver workload
	4

	Improved customer experience
	4
	Privacy and data protection
	4

	Potential reduction in unnecessary mileage
	3
	Development and implementation costs
	3

	Total
	17
	Total
	16


Scale: 1 = weak force; 5 = very strong force.
The scoring shows that driving forces slightly outnumber restraining forces (17:16), indicating that the proposed innovation has the potential to be viable. The primary drivers for improved delivery efficiency and frontline driver knowledge; the primary barriers are related to information accuracy. So, Amazon should not implement it in full scale and needs to test it on a small scale as a pilot. Clear rules for submitting and driver training should be implemented to eliminate risk issues arising from inaccurate information or extra work. The pilot results should be based on delays in access, unsuccessful delivery attempts, the accuracy of information, and driver workload, compared to baseline. The force balance should then be repeated based on the evidence gathered. Lewin's Force Field Analysis suggests that the innovation can be developed slowly, at least as long as Amazon is able to control the key restraining forces. This enables the organisation to evaluate the functional worth before investing large amounts of resources in implementing the broader program.
[bookmark: _Toc237700469]Organisational Climate and Implementation
The proposed Driver-Led Delivery Information System (DDIS) may be a technology suitable for Amazon, as it is very tech-focused and innovation-oriented. It already relies on these technologies, logistics and driver training needs for delivery operations, representing the core of its service model, and its operations are already improving (Amazon, 2026). This is setting the stage for an innovation to be developed that will leverage digital information to enhance last-mile delivery. But organisational climate is not solely assessed based on the technology. It also needs to think about how willing workers are to put forward ideas and how management is prepared to create the right environment for them to come up with ideas. There is one positive aspect that is Amazon's track record on speed and safety. Amazon acknowledges that operational enhancement is a continuous need by training and technology Amazon, 2025) for delivery drivers. The proposed system will be suitable for this orientation, as Amazon will not have to give up its present delivery model. Instead, it introduces a way to capture and share knowledge that is at the front line. Instead, it introduces a way to capture and share frontline knowledge. 
However, Amazon's size and uniform operations might pose a challenge. It is important for large delivery networks to be consistent, and driver-entered data might be inconsistent if it is not controlled (Zhang et al., 2021). As a result, management is likely to be worried about fair information practices, privacy, system reliability and accountability, and the duplication of data. There would need to be clear governance to define who can enter, validate, amend and delete information. If the employee generated information is not controlled, it can jeopardise the reliability, which is supposed to be provided by the standardised operations. An additional factor to take into account is employee involvement. Drivers have to be willing to provide helpful data. Participation may be restricted if drivers see submissions as extra workload or feel they could be used to evaluate their own performance. On the other side of the argument, however, incorporating drivers in design and testing may lead to a greater likelihood of ownership, because the system would be designed based on real operating challenges. According to the researchers, Chaubey and Sahoo (2022), employee creativity and organisational innovation are affected by organisational conditions. 
[bookmark: _Toc237700470]Implementation
	Stage
	Action
	Responsible
	Timescale
	Success Measure

	1. Pilot selection
	Select a small group of drivers and delivery areas with frequent access problems.
	Operations Manager
	Month 1
	Suitable pilot group and locations identified

	2. System development
	Integrate the driver information feature into the existing delivery system.
	IT & Operations Team
	Months 1–2
	Working system ready for testing

	3. Driver training
	Provide brief guidance on submitting accurate and relevant location information safely.
	Operations Manager
	Month 2
	Drivers trained and able to use the system

	4. Verification
	Review, approve and update driver-submitted information before sharing it.
	Operations Team
	Months 2–4
	High accuracy and removal of outdated entries

	5. Pilot testing
	Operate the system and monitor delivery performance, workload and customer outcomes.
	Operations & Drivers
	Months 3–4
	Evidence of operational improvements

	6. Evaluation
	Compare pilot results with baseline performance and identify improvements required.
	Management Team
	Month 5
	Evidence-based evaluation completed

	7. Wider implementation
	Expand the system if measurable benefits exceed costs and identified risks.
	Senior Management
	Month 6+
	Successful rollout based on pilot evidence



[bookmark: _Toc237700471]Recommendations and Conclusion 
[bookmark: _Toc237700472]Recommendation
Based on the analysis, Amazon would be wise to consider the Driver-Led Delivery Information System as a controlled process innovation. To make a small-scale pilot in the delivery areas with access-related problems, the first suggestion is made. A baseline should be set and compared with performance before and after implementation.
Secondly, Amazon should have clear verification and governance processes in place. Only information that is operationally relevant, safe and appropriate should be submitted by drivers; and information should be reviewed and removed if it is outdated or inaccurate. Thirdly, the participation of drivers should be both easy and non-burden. The system should also be tested with drivers in order to ensure that the final system design will meet the delivery conditions of the driver.
Fourth, Amazon should assess the innovation with quantifiable metrics like access delay, failed deliveries, reoccurring address issues, driver productivity and customer satisfaction. It should be expanded only when evidence shows it's better to operate rather than develop, train and manage it.
[bookmark: _Toc237700473]Conclusion
In conclusion, the problem with operations is not just the delay in delivery, but the lack of consistency in the shared information from the dispersed knowledge of the drivers. The proposed system fills this gap and is mostly a process innovation, in the sense that it affects the data capture, verification and utilisation of delivery information. The creativity process demonstrates how a practical operational problem can lead to an incremental solution, the Force Field Analysis indicates that benefits need to be balanced with the correctness of information, workload, risk of privacy, and implementation risk. Although the technological and innovation environment of Amazon gives a basis for the implementation, the management support and controlled participation of employees are still needed. The best way, therefore, to find out if the innovation can generate long-lasting value is to take the measured path. This allows the rollout of a new solution to be less risky and still allows for the scaling of a successful solution. It also gives a defensible basis for future investments decisions. 
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