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1. Introduction 

This report contains a significant  information about how innovation has change the way that business actually approach customers with the services  or product that they provide, previously online shopping was a method of innovation which benefits customers in order to facilities customers life’s, but after covid 19 pandemic due of the restriction which was established to reduce the amount of people which could visit physically , companies need to find ways on how still operating and providing their services  and products to their customers for example : how to take orders, the delivering methods, how to communicate with customers, and receive payments in order to keep the business functioning  which by this scenario occurred ,online innovation has increased rapidly has changed. (Office for National Statistics, 2022)
Furthermore, this scenario has changed the way that customer prefer to shop, which customer are more comfortable to purchase online, make digital payments, home delivery, and approach online services. following with the opportunity that the pandemic has caused it did not only benefit large companies it also gives the opportunity to boost small also medium companies, local producer, independent companies, farmers and more.
In addition,  innovation had no only benefited big cities , it also has given the opportunity to rural and suburban communities to actually start to be able to use online service often, as result of this innovation which companies has going forward to online innovation ,the way on how these products and services are deliver ,  that is why delivery companies such as DPD, Hermes, Royal mail and an early company Evri, they had received a high demand(Onelivery, 2023) which had leaded them to expand operations and also to employee more workers .in another hand business which are not that large such as farmers, actually use platforms  such as Instagram ,Facebook and other social platform to promote their services  and products which it does not required physical visits from customers.
Continuing, covid 19 pandemic also allowed companies to adopt digitals technology , allowing companies to implement and develop websites, improving ordering online systems, being able to accept digital payments, more other companies such as and personal and fitness professional more to produce online services such as virtual consultation  and appointment and also delivering the services through platforms such as zoon and also YouTube , as result of the pandemic, customer has become more used to do online shopping , digital subscriptions , online booking  and more services which they can do through their phones , according  with the ( census 2021) online sales represented 29.4% of total retail sales in Great Britain in June 2026, while online spending in the second quarter of 2026 was 11.7% higher than in the same period in 2025 (ONS, 2026), which this demonstrated that e-commerce  will remain an essential role in the UK businesses markets.
Moreover, there are many complications that delivering a product and services can contains such as : delivery problems, cost of implement digital tools, online marketing, payments systems and other challenges  that can appear using this innovations tools ,the design thinking in this scenario play and important role as this focus on be able to understand and address what are the customers  and businesses problems before implementing any solution.
Concluding , this report it will be using the five stage of design thinking framework which are compost by : empathy ,define, ideate ,prototype and test which will describe a business idea which I had create for a delivery company such as royal mail called LocalLink Delivery , this idea will give the advantage to business and companies to actually manage their digital operations easier, this type of business idea give the support by providing basic delivery booking , online payment, and tracking parcel box , choose local collection point, customer feedbacks, simple register system for business and more. 
2. Task 1: delivery company analysis 
3. Royal mail Introduction 

Royal mail has become one of the best know and large delivery companies which operate around UK, royal mail is well-known for the delivery options that they provide such as letters, parcel and be able to deliver orders which are made online to customer around UK. Royal mail plays an essential role in the e-commerce (royal mail,2026) due of the high level of people obtaining to purchase online and expected their products to be quicker and be delivery safe to their properties.
The demand which had come up through the growth of the online shopping (office for national statistic ,2022) and the way that its being accepted by customers it's been increase to those delivery companies such as royal mail, different type of businesses including small and medium size business give the opportunity to royal mail to be able to send parcel and product to the customer directly, the transformation which the technology innovation has brough up for royal mail due of this digital development which a being occurred through the years which his has made Royal mail to play an essential role in the supply chain and last mile delivery process, which this basically means be able to transfer products from any business to the final customers.
Due of the COVID  19 , which by this pandemic distance restrictions and the amount of people which could assist physically to a shop was reduced, this scenario caused the boost of the online shopping ,where people where buying and managing shopping process online , as a result of this customers become more loyal to online shopping , royal mail due of this scenario become an important player int the Uk economy as it did help business to move their products to their customer due of this situation that was happening which due of this scenario this become an opportunity for royal mail.
Royal mail it continuous  developing the technology  and digital systems in order to improve the delivery services which they provide, a good example of this data is that it generate around 650 million data ( international Distribution service plc,2025) point every day , which help royal mail to be able to understand  the movements of the parcels in order to provide a good service, and be able to make improvements effectively, royal mail introduced tracking systems in order to helped customers to obtain information about their parcel and when it will be arrive , if it is delay and more others information which this contains.
As the transformation which royal mail has focus is supply chain and last mile delivery, there are few areas which will be explain in much detailed format, areas such as user pain points, market gaps, technological enablers, potential for scalability and sustainability.
3.1 User pain point 
The definition of user pain point in simple words is a difficulty or a problem that a customers can experiences using a product or service from a business in this case Royal mail one of the user pain points which they can face as any other carrier company is that  customers  want their parcel to be delivery quicker and safely to a particular  time, as a consequence of this act customers can become unhappy about receiving notifications that their delivery is delay, damage, receiving the parcels when customers are not at home, issue to be able to track their parcel and any other type of difficulties which they can face, in another hand this user pain points is not only affecting individual it also affect businesses as they expect delivery company which are capable to provide a reliable services as having a poor way to deliver can affect the relationship which they have with their customers.in 2024-2025 the reaches had showed that around 4.2 billion parcels which this demonstrated how delivery has become and show why the demand for parcels has also increase for delivery services. (Ofcom, 2025)
3.2 Market gaps.
Market gap means what customers’ needs, but it not been provided by an existing business well. When it refers to delivery services market gaps can be found in areas such as better parcel tracking, a faster delivery, more flexibility regarding to delivery options, a good example for this market gap is that customer might like to choose the exact date and place where they will lime tehri parcel to be deliver. through the years Royal mail has taken this market gaps and converted into opportunity this is why Royal mail has continuous developing the way on how they can make customers happier and make the delivering parcel process more convenient to the customers, to meet the customers’ expectations. (royal mail,2026) 
3.3 Technological enablers.
When we talk about technological  enablers , it’s the way on how technology can help business to improve the way which their using to deliver a product or a services, technology has help Royal mail to be able to track parcels, be able to organise parcels, be able to plan the delivery route that needs to be taken to the delivery customers product safely ad faster, also be able to process a large amount of parcels at the same time, a good example which shows how technology has helped Royal mail is that the automation of Royal mail has increased to 90% by march in 2025 which comparing to 2022 which was a 50%, as a result of this technology advancement has help Royal mail to have a better management and be able to process parcels effectively. Following with this of technological enablers, Royal mail has become environmentally friendly by investing in electric delivery cars, which now days operated around 9000 electric cars, this has helped the level of pollutions can normal car can cause, this aims royal mail to target a net zero by 2040. (International Distribution Services plc, 2025)
3.4 Potential for scalability and sustainability 
Scalability the meaning of this term in simple words if a business can actually  grow and can be able to gain more customers without increasing their expenditure highly, this term it is really essential for royal mail as e-commerce demand has increase  and more parcel needs to be deliver , more customers are added to the list , royal amil need to focus on improve their technology and delivery systems, and also sue automation to be able to deal with a massive amount of parcels smoothly and effectively.(Ofcom,2025) 
Sustainability when it refers that sustainability  means the way on how business can growth while reducing the level of  making a negative impact in the environment, for example royal mail is focusing on using electrics cars , using  different cleaner methods for transformation  ,renewable energy , as a result of this in 2025-2026 royal amil has being report to reduce emission by a 31% compering with 2020-2021 . (Royal Mail, 2026)
3.5 DFV analysis 
DFV framework have three are where business need to pay attention in order to identify if there is any opportunity or any innovations for businesses, the areas of the framework are: desirability , feasibility and viability , which this help royal mail to have a understanding on how they can improved their services in order to meet the customers’ needs by delivery realistic, and also gain a long term value for the business.( Ofcom ,2025) 
Desirability: this area focus on if customer need or want a particular series in the royal amil position it is desirable as customers and businesses are looking for a delivery company which is reliable , as a result of technology , online shopping as become an important way on customers references , which this drives customers to want companies how actually can delivery any item in a convenient way to them. (Cognosis, 2026)
There are different type of services which customer expect such as flexible delivery  time, parcel tracking and more other services, following with the desirable  area which Royal mail have SMEs need good delivery services as they heavily depend on a good delivery service experience to maintain  good relations which with their customers , as a final discussion  about desirability ,  Royal mail need to focus on value the customers need, instead of focusing only in the  delivery process.
Feasibility: in this area it refers to if the royal mail has the skills, resources and the technology which are required to make improvements. Royal mail could improve their services as well as introducing new services and technology due of the reputation which they hold, also by the network, the ability to deal with parcels, the employees and more. An example can be that in order to royal mil make improvements in their series is by implement technology which are already existing such as, GPS, Electric vehicles , AI which this means that royal mail does not need to invest int creating a new whole technology , they just need to implement an existing system in order to meet customer need. (Cognosis, 2026)
Furthermore, this does not mean that royal mail should not consider to introduce a new technology  and also provide train to their employees, it is just need to focus that implementing a new technology needs to make sure that is a secure system and employees and customer feel confident while using it, therefore royal mail should  introduce new systems services and also test it before launch this to the use of everyone.
Viability: this term consist in how innovation can bring long term benefits , in this case royal mail have a large parcel market which this means that the demand for the services which the provide is strong, as result of the growth for the e-commerce this give opportunity to royal mail for the parcel demand  to increase the amount of customers, also giving the opportunity to implement  a new technology to their services, following with this matter, improve the way on how routes are planning it is essential as this will give the opportunity for the business to process more parcels and actually reduces the waste of the resources  and time invested. Also Being able to improve services, it’s also built stronger relationship with customer and business for SMEs. (Cognosis, 2026)
Concluding with this framework royals mail it’s also can be visible If they focus on customers satisfaction and at the same time making improvements to their customers.









4. Task 2: new venture 
5. Five Stage of Design Thinking – LocalLink Delivery idea 

5.1 Empathise 
In the design thinking the first stage is empathise which drives to understand the problems which customer are facing by using the services that a business is providing (Interaction Design Foundation, 2025). Focusing deeply in this situation the main users in this case are : delivery workers, rural customer and small retailers, small companies might find challenging  to manage payments , deliveries  , order online as they do not have the same management , (onelivery,2023) and also do not have the same resources  that a large companies could have, also due of the far distance from the town to the cities rural customer might need to wait longer than customers who actually live closely to receive the product which they had ordered.
Another stakeholder which can be affected by this main problem is delivery work which they have to deal with situation such as , they might be struggle to deliver many parcels in one area ,  also facing the situation when customers are not at home , and also dealing to find the right address due of the difficulties of the route, this give a clear picture to the owners of any business to understand the problem and be able to solve it.
5.2 Define 
The second stage of design thinking is to define what is the main problem which are causing many negative impacts (Interaction Design Foundation, 2025). Based on the problem explained above, a clear problem statement will be introduced in this report.
Due of the delivery options that are existing which are difficult to manage it, it is less convenient in rural areas, and it is also expensive to have, small retailers and rural customers need to be able to afford and receive a simple service. It is important to face this problem as many people (office for national statistic,2026) now days are choosing to do more online shopping than the shop itself, regularly smally companies need to continuous be competing with larger companies due of the faster and the cheaper delivery services which they provide.
5.3 Ideate 
Following with the design thinking stages, it is idea which focus on thinking in several solutions to be bel able to approve the problem (Interaction Design Foundation, 2025) , in this case the idea which will be implementing  it to create a digital platform which it will be called LocalLink Delivery which this platform  will give the opportunity to small companies to arrange delivery to their customers around their local area.
An example of the use of this platform (onelivery,2023) is that small companies can do promotions online about their products , receive any orders and then they will be able to use the platform to book a delivery to their customers, customer will have the opportunity to choose delivery  option such as time and where will be the collection point, this platform will combined different deliveries in the same area which this will actually reduce the unnecessary journey that are taking to delivery parcels and also will reduce the cost that is spend for delivery.
Furthermore, this type of services which this platform it going to provide can work with existing delivery business such as royal mail, and other business, this whole platform gives a quick access to delivery services to small companies without having to do everything by themselves.

5.4 LocalLink Delivery-Mind map
[image: ]
This main map gives us a visual (MindMaps, 2026) idea on how Locallink Delivery is going to connected different areas of stakeholders to send and receives the products needed, in this case rural customers, local delivery drives and to small business 
This platform will give the opportunity for customers to place order online, while in another land business can receive orders and be able to organise the delivery to those customers, without create an entirely new delivery system. Technology is an essential concept to consider as it is more convenience in a way where orders can be place online , tracking the parcels, and also making payments online, as a result of this services that this platform provide drive it to be sustainability due of the combinations of deliveries which are made in the same area and using electric cars whenever they can.
5.5 Scamper 
Scamper it a type of analysis which it is used to be able to understand and make improvement about an existing idea which it’s been introduce by implementing the following seven areas to consider: substitute, combine, adapt, modify, put to other use, eliminate, reverse/rearrange. (Elmansy, 2026)
Substitute
Question: what can be replaced?
In order to understand if this idea will be sustainable  for customer, Locallink Delivery can actually use independent  delivery partners or local delivery instead of rely on those popular delivery companies, as a result of this this make deliver to be more flexible to those who is facing delivery and Ordering online issues such as rural areas.
Combine:
Question: what services can be combined?
Different  type of services can be combine together and put in in one platform in this case Locallink Delivery app or website such as: online payments, book delivery, ordering online, track parcel which this actual make it easier to customer to and small business to actually get benefit from a product without having the need to use different type of systems.
Adapt
Question: this idea is going to adapt?
This idea is basically applying the same strategy which many order large delivery companies in the present have , which it is will be easy for this platform to actually adapt into the delivery market, it is mainly focusing on those areas such as rural communities and small business in order for them to receive and export products in a safely , convenient and easy way.
Modify 
Question: does it need improvements or changes?
Modify is something that needs continuous checks and this is order to make sure that customer are actually being satisfied by the services which in this case Locallink delivery is providing, some modification which can take in consideration and can make customer life’s easier s by implementing flexible delivery time, grouped delivery parcels, introducing collection point , and a good example of this modification could be that customers who are located in the same village could be able to receive their parcel in the same delivery way.
Put into other use
Question: does this idea can be used to another thing?
This idea can be used for several purpose , the delivery and ordering online does not limited to only normal retail products it’s also gives the opportunity to business which produce food, local produce, vegetables, florist, pharmacies and many other type of business can actually have the opportunity  to enjoy from the services which the Localink delivery idea provides.
Eliminate 
Question: what unnecessary feature needs to be eliminated?
There will be feature will are not that necessary in the application or in the website , which make it complicated while using it,  an example could by eliminating many steps to arrange delivery allowing business to only enter less step about the details of the delivery and after the delivery app it organise automatically , which this actually save time for many business, also making ordering online simpler, by applying in the app recognition  of the customer cards so do not need to put cards details every time to order any items.
Reverse/rearrange
Question: can normal process could be change?
This steps means if the way of delivering a services could be change to another way , an example to explain this concept is by if by delivery parcels to customers directly to their properties as any other delivery companies could instead customers give the opportunity  to choose any local collection point where they will be able to collect their parcel from the design place, this strategy also benefit the way of how several orders can be delivery to the same place and also support by reducing the amount of parcels deliver to different destinations.
5.6 Prototype/MVP
Following with the stages of the design thinking the fourth stage is to prototype or also called MVP (minimum viable product in this MVP (Interaction Design Foundation, 2025) is basically including simple versions of business idea in this case implementing a LocalLink Delivery platform with only the important feature of the platform. (Coherent Solutions, 2026)
The version which LocalLink platform will have is that it will be a mobiles friends app or can be also a website will everyone could have access to, this platform will include the following.
· Delivery booking systems
· Simple tracking parcel box
· Pay online
· Choose your references for timing and collection point
· Orders system
· Section for customer feedback
· Page where business can register their product
This allows owner to do not make any difficulties applications at the beginning, this type of idea can be tested by a particular and small number of people and retailers to see the function of the platform.
5.7 Test and refine 
Concluding with this list of stages for design thinking testing the ideal with real users is the final step. (Interaction Design Foundation, 2025) Owners can start by implement this platform around 5-10 small business in a suburban or rural area after implementing this platform in that small business, customers then can use the series which this platform have by placing orders and receiving their delivery. (GeeksforGeeks, 2026)
After this use from customers , then entrepreneurs can have a understand and receive those feedbacks from customers to make some improvement int the services which the platform is providing , an example is if the delivery is too limited to customers, owners can actually add more delivery options in order to comply with the customers satisfaction ,if owner find and think  that the platform itself is difficult to manage they have the option to use website and see which one is easier and simper to use but this service need to be test in another areas before explaining in the UK.
Overall, of the venture 
Concluding with this idea which is LocalLink Delivery the mail aim is to be able to help small business and rural customer to be able to do shopping online and be able to receive parcels faster and safely, in this idea many things are combines for its success such as digital payments, e-commerce, last mile delivery into a simple services, using this design thinking stages give the opportunity to owners and entrepreneurs to have and understanding on the steps needed before innovating any new idea, the stages start by understanding that customers actually need, find the main problem , find relatives solutions , test it in small portions and make improvements before going ahead to invest heavily in the business. By following these steps this help to reduce the risk of creating a product which customer in the future might not used and do not need.

6.  Conclusion 
Concluding with this report, which has shown how digital transformation and innovation has changes the environment where business are involves. Due of the pandemic covid 19 which had boost the way that digital payments, online services, and online shopping which this had affected the way which business actually communicate in order to promote their products or services, following with the areas where innovation has impacted such as having delivery companies which are reliable such as royal mail which they are playing and important role in the e-commerce market.
Following with the analysis made for the royal mail it shows that customers wants delivery companies where they can find the following: convenient, easy, reliable, and affordable while also focusing on operating in high volumes of parcels , dealing with changes on the customers’ expectations and environment changes , which using technology which are already existing such as automation ,AI  and more can make ryal do be more effective and sustainable. Following by the DFV which focus on to see what type of services and products customer want, if they have the right resources to make improvements and if it going to make long term values.
Further more this report shows the design think process of a new idea which focus on the needs of rural customer , small retailers by create an idea call Localink Delivery which it main feature are delivery products in an easy , convenient, fast, reliable way to the customers, this app contain feature such as , ordering line, online payment, parcel tracking, collection point and more.
Concluding with this report, the use of SCAMPER and DVF analysis gives a clear picture and how the Localink Delivery show how to evaluate to make improvements, it can start in small rural communities and after expanding to other part of UK. Overla this give the opportunity that before implement a new idea, it needs to begin by understanding on the problems which customers have, finding the opportunities in the market, and making solutions under desirable, feasible and viable aspect.
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