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Supportive Narrative
Screwfix’s transition towards digital logistics highlights both potential efficiency gains and human challenges, particularly employee resistance to new systems (Awad and Martín-Rojas, 2024). Employees often perceive technological change as threatening, especially when job roles or processes are disrupted without sufficient preparation (Bhattacharyya, 2025). Resistance may also arise due to uncertainty, fear of failure, or generational differences in technology adoption, which can delay smooth workflow integration (Byron, 2022). These human factors can challenge performance if organisational strategies focus solely on technical solutions without considering employee needs (Cao, Duan and Edwards, 2025). This mirrors the experience of StitchCo where similar resistance and cultural pressures emerged during their own digital transformation efforts.
Effective leadership is crucial for addressing these challenges, as leaders who demonstrate transformational and emotionally intelligent behaviours can motivate staff and reduce resistance (Das, 2024). Transformational leadership supports vision alignment, inspires commitment, and encourages adaptability during periods of change, ensuring employees feel part of the organisational journey rather than passive recipients of instructions (Iyer and Malhotra, 2025). In contrast, weak leadership or inconsistent communication can worsen fear and disengagement, slowing down the adoption of new digital processes and creating gaps in operational efficiency (O’Connor and Martinez, 2025). Leaders must therefore be equipped with competencies that combine strategic foresight, empathy, and coaching capabilities to ensure successful transitions (Iyer and Malhotra, 2025).
Continuous training and development are essential to prepare employees for technological shifts, rather than relying on one-off sessions or generic training programs (Armstrong, 2021). Incremental skill-building, mentorship, and hands-on support can boost confidence, competence, and engagement with new systems, helping employees adapt to change while maintaining productivity (Bhattacharyya, 2025). Organisations that establish organised learning pathways and provide real-world application opportunities decrease perceived risk and develop resilience among their workforce, which is crucial in preserving morale during transformation. (Byron, 2022). Ensuring staff understand both the technical and practical benefits of change helps in developing a positive attitude towards digital transformation, reducing resistance and adopting a proactive culture (Cao, Duan and Edwards, 2025).
Cultivating a human-centred organisational culture is equally important, where employees feel their concerns are acknowledged and contributions valued (O’Connor and Martinez, 2025). Inclusive culture encourages collaboration across teams and levels, providing opportunities for employees to share feedback and create solutions, which enhances organisational performance (Grey, 2021). Open communication channels, such as feedback forms, discussion forums, and regular team briefings, link leadership vision with employee perspectives, mitigating resistance and enhancing trust across the workforce (Hinks, 2024). This approach also acknowledges the emotional and social dimensions of change, not just process or technology adjustments, reinforcing a sense of community and shared purpose (Bhattacharyya, 2025).
Screwfix can also leverage cooperative and creative working strategies to engage employees during transformation initiatives, ensuring that change is participatory rather than hierarchical (Cao, Duan and Edwards, 2025). Involving employees in decision-making, pilot testing, and process redesign promotes ownership and decreases perceived dangers associated with new technologies (Byron, 2022). Intergenerational mentoring, cross-functional teamwork, and peer support programs assist bridge technology gaps and promote knowledge sharing, resulting in inclusive adoption and long-term involvement (Bhattacharyya, 2025). Integrating leadership, culture, and workforce engagement initiatives ensures that digital transformation is effective, sustainable, and generally embraced across all levels of the organisation (Das, 2024).
Employee resistance can also be turned into a strategic opportunity, as feedback from sceptical staff often highlights hidden inefficiencies and areas for process improvement (Iyer and Malhotra, 2025). By listening and responding to employee concerns, leaders can identify practical solutions, enhance system usability, and strengthen organisational agility (Awad and Martín-Rojas, 2024). Employees who feel supported, involved, and valued are more likely to embrace technological change, contributing to enhanced organisational resilience, innovation, and long-term business performance (Armstrong, 2021).
Ultimately, Screwfix’s digital transformation demonstrates that successful change requires attention to people as much as technology. Leadership, culture, training, and collaboration collectively determine how effectively employees navigate change, ensuring both operational efficiency and workforce well-being (Hinks, 2024). By adopting a structured, human-centred approach, resistance can be mitigated and organisational performance maximised (Grey, 2021). Employees who are empowered, informed, and engaged are not only more productive but also act as champions for ongoing innovation and digital excellence (Cao, Duan and Edwards, 2025).
In conclusion, Screwfix’s approach to digital transformation highlights the importance of integrating leadership, culture, and employee engagement strategies. Organisations that successfully balance technological innovation with human-centric practices are better positioned to navigate change, improve operational performance, and sustain long-term competitive advantage.
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