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A challenging market causes businesses to suffer financially as the sales and revenues they generate reduce (Foskett, 2019). In recent years, businesses in the UK have experienced challenges that have led to some of them going into administration while some have been forced to close down (Lings, 2020). In a business environment where the market makes business operations challenging, organisational managers have the duty to be creative and innovate solutions that can help their organisations navigate the market challenges (Mazzucato et al., 2020). This report discusses Wilko organisation as a case study of an organisation that could have benefited from creativity and innovation at the management level to save it from administration. In August 2023, Wilko announced that it had entered administration and later the company collapsed with more that £625 million in dept. went into administration and eventual closure. The report uses the SCAMPER model to provide recommendations on how the company could have navigated the market challenges to avert the financial crisis that led to administration and closure. In the end, the report provides recommendations that can be applied in the future to ensure a successful recovery. 
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Wilko is a chain of retail shops that was founded in 1930 in Leicester, UK. The company has stores across the UK where it offers a wide range of products in its long list of product categories (Wilko, 2023). One of the categories of products that the company offers is the garden and outdoor category. Under this category, the retailer offers products such as garden storage, sheds, garden seats, garden tables, outdoor cooking equipment, and garden decorations. In another product of home and furniture, the company offers products such as beddings, home furnishings, lightings, washroom items, furniture, and other home accessories (Wilko, 2023). The company also a wide range of products in its kitchen and dining category such as cookware, cookware, tableware, homebrewing, kitchen storage, and kitchen appliances. Wilko also offers home appliances technology and electrical products to its customers such as vacuum cleaners, carpet cleaners, refrigerators and heating equipment (Wilko, 2023). 
In addition to the above products and many others available at the retailers’ stores, Wilko also offers business services. One of the services that the company offers is decorating cards where it decorates spaces for the customers. The company markets the cards to landlords who have rental spaces and need products such as furniture and home equipment. The cards can be used in all 400 stores across the UK and the card holder will have their spaces decorated by the store (Wilko, 2023). In the decoration card services, the retailer offers products such as paints, paint stripers, stain seals, extension poles, dust sheets, wallpapers, and wallpaper scrappers among others (Wilko, 2023). The retail services that Wilko provides have been challenged by the recent developments in technologies that have made some retail services obsolete. The rise of e-commerce has disrupted retail services as people prefer to shop online and have their products delivered to them instead of visiting the retail stores. In addition, retail products and services have been disrupted by the increased awareness on environmental conservation and the dangers of climate change caused by human activities.
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The retail industry is subject to constant influence of innovations in various fields (Bakharev et al., 2020). Innovations from the technology industry have had a massive impact on Wilko’s operations. The tech industry has enabled the innovation of e-commerce where online stores provide customers with the experience they would have in a physical store (Bakharev et al., 2020). E-commerce has enabled the success of giant online stores such as Amazon, eBay, and Alibaba that have a global reach and can deliver products to different countries. E-commerce technology has also enabled local suppliers to avail themselves of their products online where customers in their locality can order products online and have them delivered (Cao and Li, 2018). E-commerce has improved over the years where e-commerce websites have taken advantage of Artificial Intelligence to automate product recommendation to customers-based data showing their purchase history. 
The rise of e-commerce has had a negative impact on the operations at Wilko as it has reduced the number of people who go to shop at the physical stores that the retail chain operates. Large e-commerce retailers such as Amazon and eBay and local e-commerce shops have enabled customers to shop while at home and have their products delivered to them (Malenkov et al., 2021). As a result, Wilko has experienced a drop in the number of customers willing to visit its stores thus causing a reduction in sales. Moreover, large e-commerce stores such as Amazon are able to leverage expensive technologies and sell their products at lower prices than Wilko, this winning market share from Wilko’s customer base.  
Another innovation that has influenced Wilko is social media. The rise of social media companies has enabled instant communication among people across the world by providing platforms where messages can be broadcast instantly (Colicev, Malshe, and Pauwels, 2018). The innovation has impacted Wilko both positively and negatively as it has provided the company with a means of selling its products, but it has also provided customers with the means to communicate their dissatisfaction with its stores. Wilko has been positively impacted by innovations in retail technology that have made it easy for retailers to operate and serve customers. For example, the company has benefited from innovations in inventory management where information management systems have made it easy to manage inventory with the aim of ensuring that what is trendy is available for sale. 
The company has also benefited from the innovation of self-checkout point of sale technology that allows customers to serve themselves rather than depend on human labor at the till (Fernandes and Pedroso, 2017). The innovation has a positive impact for operations at Wilko as it enables the retailer to reduce human interaction with money, reduce time taken to serve customers, and reduce the wage bill by replacing the cashiers. However, the implementation of such technology and other retail technology costs financial resources to acquire, install, and maintain. Therefore, the rapid progress in retail technology has also had a negative impact on the company as it has to spend resources on such technologies. The company cannot ignore such technologies as it will fall behind its competitors who will install them in their retail shops and provide convenience for them.
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[bookmark: _Hlk169641853]The SCAMPER model guides organisational managers through a challenging market by providing them with seven steps they can follow to achieve creative solutions that can address the challenges in the market. The six steps, which form the acronym SCAMPER, include substitute, combine, adapt, modify, purpose, eliminate, and reverse (Ozyaprak, 2016).
Substitute: the model recommends that a manager facing challenges from the market should evaluate the products, services, and operations to determine what can be replaced to meet enable the organisation to meet the challenges in effectively (Ozyaprak, 2016). At Wilko, the management could have substituted some of its expensive products with cheaper alternative products. The strategy would involve acquiring cheaper alternative products in every category so as to attract customers with the cheap prices while simultaneously spending less resources on suppliers. On electronics for example, the retailer could have supplied more electronics from cheaper suppliers to replace the expensive brands. In addition, Wilko could have substituted its human customer services with digital customer services. The company could have invested in digital products that provide customer services such as chatbots where customers can ask questions and receive instant answers at all times of the day. The impact of substituting the human customer service with digital customer service could have enabled the retailer to serve its customers in a more efficient way at a cheaper cost.
Combine – Wilko could have benefited from combining some of the products it offers to customers and selling them for one price. Retailers have multiple complementary goods that can be combined into a bundle product and offered for a cut price (Esbjerg et al., 2014). For example, the company could have combined products such as stationary products where a customer has the opportunity to buy pens and pencils as one bundle product. Alternatively, the company could have combined its products in the garden furniture category such as garden table and garden chairs and sell them as one package that costs slightly less than it would a customer to buy them individually. Such combinations would incentivize customers to buy more combined products to get the discount and enjoy the convenience of buying more than one product as one product. In cases where the retailer has online store services, it could have combined its online store services and its physical store services such as customers can buy online and pick the products at the physical store. Combining the two services would have helped to increase sells as it would save customers the inconvenience of waiting in line to buy at the store. 
Adapt – Wilko could have addressed the challenges it faced in the marketing by adapting to the changes in the external environment. In recent years, the retail space has experienced massive shifts in the retail technologies used by retailers to serve their customers (Grewal, Levy, and Kumar, 2019). The company could have invested in such technologies in order to improve the customer experience and reduce the cost of operating the older technologies. The company could also have adapted by entering the e-commerce space and having e-commerce services that are as robust as its physical stores. Adapting into e-commerce would have enabled the company to maintain its market share by keeping its customers who migrated to e-commerce companies such as Amazon and eBay.  
Modify – modification of some of the services at Wilko could have helped the retailer navigate the challenges that caused financial problems. One of the modifications that the retailer could have made is modifying its website to include AI technology that enables customized customer recommendations. The company could also have modified its layout in its physical stores to create the impression of newness and improvements. The modification could have improved the customer experience while at the store, which could have helped with customer retention.  The company could also have modified the products it packages itself by using new and creative packaging techniques. For example, the company could have packaged its groceries in branded packaging that is also eco-friendly. The modification could have attracted customers who care about the environment and helped market the company through branded materials.
Purpose – the model recommends that organisational should look to put some of their assets to different purpose that would help the company solve the market challenges it faces (Ozyaprak, 2016). Wilko could have repurposed parts of some of its physical stores and used them as show rooms where they could market their products and promote some of the new products it brought to its inventory. To support such activities, the retailer could also have repurposed some of its employees and given them the assignment of marketing and promoting its merchandise in the new spaces it creates in its physical stores.    
Eliminate – the process of elimination as provided in the model requires organisations to eliminate products or processes that act as barriers to meeting the existing challenges (Ozyaprak, 2016). Firstly, the retailer could have eliminated dead or slow-moving inventory through strategies such as discounted sales designed to attract customers for the items. This could have generated income for the retailer while freeing up space to stock fast-moving goods. The retailer could also have eliminated ineffective practices that slowed down the processes. This could have been achieved by conducting a comprehensive analysis of all the organisational processes and determining the ineffective practices that cost the organisation more financial resources and time than necessary, then eliminating such processes to replace them with efficient practices.   
Reverse – reversing a process in the SCAMPER model involves coming up with a process that functions opposite to the existing process with the specific aim of improving processes and organisational practices. Wilko could have reversed how it interacts with its customers by moving from a product-oriented approach to a customer-centric approach. Instead of focusing on the products it offers to customers, the company could have revered the approach and focused on building lasting relationships with customers through effective customer relationship management practices. The reversal of these processes could have helped the organisation create a loyal customer base that can provide stable income flow.
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Wilko is currently reopened under new management having been bought by The Range in October 2023. The first recommendation that the new management should implement is the adaptation of e-commerce on a large scale. E-commerce accounts for the majority of the sales made by retailers in the UK and the world at large (Lone, Harboul, and Weltevreden, 2021). Moreover, e-commerce has benefited from improvements in AI technology that have enabled retailers to customize their services. Therefore, the new management at Wilko should invest in the potential in e-commerce in order to help the company start generating large volumes of sales within the shortest time possible and acquire funds to continue the retailer’s revival. The second recommendation is that the retailer should analyze all of its previous processes and eliminate all the ineffective processes that contributed to its financial challenges. The report recommends that the new management hires professionals from outside the organisation to conduct the audit to ensure impartiality. 

[bookmark: _Toc170925141]Conclusion

The retail space is highly competitive, and its market can give rise to challenges that threaten the existence of a retailer at any moment. As the report has shown, retail services can be challenging to provide in the current market characterized by technological innovations that impact retailers negatively. However, the SCAMPER model has demonstrated that there are solutions that Wilko can apply in order to regain its former profitability and the ability to compete. The new management at the retailer should implement the recommendations provided by the report in order to achieve financial sustainability. The new management should also carry out the details provided in the SCAMPER model along with other relevant strategies that can help its cause. 
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