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[bookmark: _Toc201317789]Executive Summary
This report explores one of the fundamental operating challenges in the last-mile delivery mechanism at Amazon, the unavailability of precise and consistent information about delivery access, which induces ineffectiveness, delays, and frustration among delivery drivers. The report, relying on one of the personal experiences as a Delivery Associate, offers an innovative solution: the DriverSmart Access Assistant. The driver-friendly, voice-controlled, AI-assisted in-app delivery feature enables drivers to record, share, and have real-time access to the delivery addresses to increase the efficiency of routes and customer satisfaction.
Based on the 4Ps of Innovation framework, the report has classified the solution as a process and product innovation, namely, elements of position innovation. Idea generation strategy was introduced by employing the Creative Problem Solving (CPS) model and the use of the SCAMPER technique. To assess the feasibility of the solution, a force field analysis prepared by Lewin was utilized, which showed that there are more advantages than there are obstacles (e.g., setup expenses and issues with privacy protection).
The elaboration of the organisational climate of Amazon based on the Componential Theory of Creativity by Amabile points out that innovation is encouraged at the highest level and, in practice, front-line workers such as drivers are not included in the organised innovation system. This restricts the bottom-up flow of ideas, which can solve actual on-the-ground problems.
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[bookmark: _Toc201317790]Introduction to Amazon and the Driver Role
Amazon is a multinational organisation specialising in e-commerce and technology, which has gained enormous recognition due to its operational practices centred on excellence, innovation, and obsession with the customers. The company was introduced in the year 1994 and has since become one of the largest corporations globally because it provides services in the field of online shopping, warehousing, cloud computing (AWS), digital streaming, and logistics. Amazon has made it clear that the capability to transport millions of packages across the globe in a timely and efficient manner is one of its principal operational feats that can be highlighted (Amazon, 2023).
Amazon Logistics arm, also commonly known as Amazon Logistics (AMZL), is interested in the last-mile delivery process. This step includes moving packages at local stations to deliver them to the doorsteps of customers under strict time schedules. This is a job at which I work as a Delivery Associate, where a team member has to pick up pre-sorted packages and deliver them along a pre-designated route by using a proprietary Amazon delivery mobile app. The position will need attention to detail, time management, and the provision of quality customer services, and should be able to adjust to various issues, including the ability to operate within densely populated cities, comply with the tight delivery schedule, and handle customer relations.
The drivers will be provided with the real-time route details and the peak season to carry out up to 200 deliveries per day. These tasks in delivery are becoming more complex, which is coupled with the escalating demands of customers for faster delivery of their goods, the importance of the efficiency of operation is therefore becoming a priority. Such an environment opens a great opportunity for innovating on the ground level, especially in enhancing processes and tools utilized by the drivers. 
This report aims at exploring a particular operational issue creating a problem in my capacity as a delivery driver and to present a cost-effective solution that may lead to achieving Amazon`s goals and pursue an environmentally-friendly sustainability in the long-term perspective. This report is meant to demonstrate how innovation at the level of individual employees can truly help a global organisation such as Amazon with its innovations by entwining theoretical concepts and empirical knowledge.

[bookmark: _Toc201317791]The Importance of Creativity and Innovation in the Logistics Sector
Innovation and creativity are core to operational excellence in the logistics industry and competitiveness. These aspects are not the luxury of a fast-paced, technology-centred organisation such as Amazon. Creativity as a process is concerned with creating new ideas and solutions, but innovation is an implementation process that provides value to the ideas. When it is done efficiently, innovation will help simplify the process, save money, make customers happier, and solve issues that often arise in operations.
The demands of e-commerce businesses, customers need to be provided with fast delivery, and the existence of a complicated global supply chain is critical to the logistics industry and making it more, it means that innovation needs to be incorporated not only at the very top of the corporation but in all operational layers, and the last-mile delivery staff is not an exception. Amazon has made a fair amount of its credibility on logistical innovation, including warehouse robots to a prototype of the drone delivery. Front-line issues, especially those suffered by delivery drivers, have not been analysed sufficiently in formal innovation strategies (Zennaro et al., 2022).
The drivers of Amazon, called Delivery Associates, work within narrow delivery windows and must deal with inaccurate instructions, multi-storey apartment construction, and the code of entry, as well as inefficient routing. The nature of these pain points is that in isolation, they are not very serious, but when they stack up, they can bring about major delays, burned-out drivers, and even dissatisfied customers. The solution to the problems which based on the bottom-up creativity needs the employees to come up and contribute ideas to remedy the hands-on daily operational problems. The support of this can be traced at the company level as it already has features such as the Voice of the Associate initiative, where employees will provide their feedback and ideas (Amazon, 2023). Still, there is potential to get even more payoff in introducing well-structured innovation processes down to the level of drivers.
Other factors that lead to long-term organisational sustainability include creativity and innovation. Drucker (2006) confirms that innovation is the unique instrument of entrepreneurs in or out of organisations to utilise change as an opportunity. In logistics, this can comprise harmonising AI-powered technologies of route optimisation, creating wearable safety devices for drivers, or introducing new feedback systems that would record issues with deliveries in real-time. The move of Amazon towards Flex and DSP (Delivery Service Partner), types of models, has been defined as process innovations, which is the practice of revamping delivery operations with the help of gig workers and independent fleets.
The innovation in terms of logistics is strategically advantageous. Operational efficiency can be used to differentiate the firm into the position of the market leader, as Porter (1985) explains in his theory of competitive strategy. Amazon is a good example of applying innovation to reduce the delivery cost in even the competitive markets such as the UK, the US, and India. Much of this, however, is top-down. It may be useful to stimulate creativity among drivers and find ideas that may have a high practical impact, which the upper management or other developers may overlook since they do not encounter daily realities.
To conclude, logistics innovation is a key issue of Amazon that generates value, raises efficiency, and delivers customer service. Yet, to ensure that innovation is as effective as possible, it should go beyond the macro view of changes to involve micro-level enhancements in the processes based on the suggestions of people who can have the best idea of the issue at hand, such as delivery drivers. Nurturing such a culture and a tool, and a freedom to be creative and drive this kind of innovation, is going to keep Amazon on the cutting edge of logistical excellence.




[bookmark: _Toc201317792]Identification of an Operational Problem
As a delivery driver working at Amazon in my present job, one of the biggest operational issues that regularly happens is incorrect and irregular method of delivery access, especially in heavily inhabited urban and residential zones. Although Amazon equips its drivers with digital tools to ensure optimal delivery-route communications (e.g., real-time route updates, prompt actions in its delivery app, the scanning capacity), it still fails to consider essential contextual information, e.g., elaborate codes to access apartment buildings, gates to enter addresses, confusing addresses, or locked building entrances.
This difficulty often results in wasted time caused by a delivery attempt, double delivery attempts, or unavailability within the desired delivery window, most often at a building lacking a specified code of entry, or ambiguity as to a delivery location. This often causes drivers to put the packages in open spaces, hence endangering themselves to being stolen or complaints or re-deliveries of the parcels made.
Besides, it is compounded by the KPI-centered delivery system that Amazon has. The delivery drivers must face tough productivity requirements, usually 150 to 200 deliveries per shift. A failure to provide delivery directions in a timely fashion and with relevant information causes them to make decisions in real-time, which negatively affects their cognitive stress and decreases their capacity to provide high-quality services regularly (Smith & Lewis, 2022).
The structural operational issue is determined as:
“Inadequacy in the availability of real-time, precise, and contextual delivery access data in the last-mile delivery network adversely affects delivery competence, driver productivity, and customer contentment.”
This problem not only impacts the performance, it implies other broader problems about safety, data quality, and organisational responsiveness. If this problem can be solved, it would further create another opportunity whereby Amazon will be able to reinforce its operational efficiency by adopting a driver-informed and technology-aided solution to the problem, which will be described in the following section of this report (Zennaro et al., 2022).




[bookmark: _Toc201317793]The 4Ps of Innovation and Innovative Solution
The solution to voids and inappropriate information on the delivery access to mitigate the problem that was identified consists in creating and launching a voice-activated, AI-augmented in-app feature, named the “DriverSmart Access Assistant”, which would enable delivery drivers to leave contextual notes, record access data, and send real-time updates to each delivery location they would be passing on the route. This would be a part of the current Amazon delivery app, and the drivers would be able to add tags to the addresses in the form of voice memos or text-length status updates that would be accessible in the future by other drivers or added to the delivery profile of the customer.
How it works:
· Once a driver reaches their destination, the app asks him/her to rate the ease of access.
· In case of the emergence of any problems (e.g., locked gate, no code was mentioned, confusion over the apartment), the driver can talk into the app to leave a note such as: “Enter through the back alley, buzz flat 2B.”
· The AI model records and organises what is fed into it insecurely in the cloud and associates it with the address.
· These tips are provided to future drivers on the routes near the location before reaching the location without the need to travel the route (Perez Perez, 2025).
· The consumer will automatically be required to update or verify access information, given the recurrent notes of the driver.
Such a solution provides a customer-driven, progressive enhancement of the delivery efficiency and customer satisfaction, which is paramount during peak periods. It credits drivers to collaborate in the enhancement of the services delivered without interfering with their deadlines.
Positioning the Idea within the 4Ps of Innovation Framework
There are four dimensions of innovation, i.e., Product, Process, Position, and Paradigm, otherwise known as the 4Ps of Innovation. The DriverSmart Access Assistant falls into the following categories:
1. Process Innovation (Primary Category)
· This innovation modifies the way that the delivery process is conducted. Rather than just taking input from customers or their static data, with this solution, dynamic driver-informed collection with delivery of data is introduced. It also optimizes the work process of last-mile logistics, cutting trial-and-error delivery and sharpening it.
· It also promotes real-time problem solving where front-line employees can enhance operational knowledge directly.
2. Product Innovation
· The feature is another digital bias offered in the technology ecosystem of the delivery driver. It improves the operations of the Amazon Delivery App using AI transcription, voice input, and smart location tagging functionalities, such capability that most delivery systems do not provide to drivers (Komkowski et al., 2025).
3. Position Innovation (Secondary Category)
· This is a win-win solution that reorients the way the customer experience is provided, as the customer bears responsibility partially in the delivery success of the future by providing feedback based on the information of the drivers. It transforms the story to be a customer-only input to customer-driver co-created access to information.
4. Paradigm Innovation (Not Applicable)
· The principal values and presumptions of the model of logistics are preserved. There is no radical change in the business model or the market. Thus, the given innovation cannot be considered a paradigm shift, but it helps support paradigm-aligned objectives (efficiency, customer focus).







[bookmark: _Toc201317794]Creativity Process that was used to Come Up with the Idea
Creativity in an organisational perspective does not only entail spontaneousness, it is many times a resultant outcome of ordered thinking and the use of models which assist in the generation and refinement of ideas. When creating a product like “DriverSmart Access Assistant” that can be used in Amazon delivery processes, an integrated Creative Problem Solving (CPS) and SCAMPER type algorithms allowed me to find a solution to the identified problem consistently and constructively throughout the process of elaborating the solution and making it feasible ().
[image: Creative Problem-Solving: Essential for Modern Business Success]
[bookmark: _Toc201316544]Figure 1. Creative Problem-Solving
(Source: admin, 2024)
[bookmark: _Toc201317795]The implementation of the Creative Problem-Solving Model (CPS)
One of them is the CPS model created by Osborn and Parnes (Isaksen et al., 2011), which is popularly applied to creative problem solving and applies to solving work-related problems. Its stages are the following:
a. Clarify the Problem
Because my role was that of a delivery driver, I quite often experienced the same kind of hassles: inaccessible delivery addresses, lack of entry codes for where to go, and some vague information about the location. I had to record these challenges during a few weeks, and how they affected accuracy in the delivery and management of time. I then set the issue bald:
“How can we allow drivers to report and share access-related delivery matters in real-time to enhance route efficiency and customer satisfaction?”
b. Generate Ideas
I considered both non-digital and digital solutions during brainstorming. Such concepts were the logs of the manual delivery, access checks via SMS, and even forums between drivers. Such were, however, not automated, and scalable.
c. Develop and Refine Solutions
It was based on this ideation that the application of a voice-enabled, AI-powered app expansion surfaced to be the most successful. It was both convenient, fast, and integrated with the tool’s drivers that were familiar with. At this point, I considered the existing infrastructure that Amazon already had (apps, GPS routing, customer profiles) and how it would fit into the solution without serious overhauls of the systems (Ozdemir et al., 2023).
d. Implement and Evaluate
The idea has not been applied, but I held a sort of informal peer conversation with other drivers to prove the feasibility of the idea. Responses substantiated the possible utility of a voice assistant tool, especially in delivery areas with large volumes of shipments and complicated structures.
[bookmark: _Toc201317796]Applying SCAMPER to Refine the Idea
A checklist of prompts to better develop or new product or service is the SCAMPER technique (Eberle, 1972). I applied to the further development of the DriverSmart Access Assistant:
· Substitute - Replace customer-only end-user input with driver-contributed updates.
· Combine - GPS-tagged location + Voice input + AI to transcribe that into text.
· Adapt - Alter the current voice recognition and make it applicable to delivery.
· Modify - Adapt the existing app in its data input flow towards audio and text.
· Put to another use - Use the driver feedback in routing, but in the future design of delivery systems that would be improved.
· Eliminate - Do away with the situation where they must rely on the customers to always give them the perfect delivery notes.
· Rearrange - Redesign the delivery feedback loops so that, first, they are provided by the drivers and not when complaints occur.
This was a measure that contributed to the feasibility of the idea and rendered it more oriented toward usability, cost-efficiency, and contribution to the idea concerning Amazon's real-time logistics system.
[bookmark: _Toc201317797]Insights from the Creativity Process
With the application of CPS and SCAMPER, I was able to take a step forward where I was neither irritated nor could not describe exactly what should be done to generate a clear solution to a problem. The frameworks gave order, promoted divergent thinking, and prevented the premature rejection of ideas that might be effective. The fact that the creative journey was done as a team effort, involving exchanges of ideas with peers in an informal manner, confirmed the necessity to innovate directly with the end users, who, in the given situation, are drivers.
In addition, the process demonstrates the fact that creativity does not lie in artistic or a high-level business setting. It can flourish in the case of regular activities where the front-line workers are motivated and empowered to think critically about their activities.
[image: Scamper as a Design Thinking Tool (with example)]
[bookmark: _Toc201316545]Figure 2. SCAMPER Model
(Source: Agarwal, 2024) 
Critical Evaluation of the Idea Using Lewin’s Force Field Analysis
To determine the feasibility of the DriverSmart Access Assistant adoption in the last-mile delivery processes at Amazon, the Force Field Analysis by Lewin (1951) is a useful tool to measure the forces in favour of/against the change. According to this model, every change is bound to fail unless there are more driving forces as compared to restraining forces. It allows the decision-makers to be strategic in naming, increasing, or decreasing these forces to guarantee the success of implementation (Lilja, 2021).
[bookmark: _Toc201317798]Driving Forces (Forces Supporting Change)
[bookmark: _Toc201316563]Table 1. Driving Forces
	Driving Force
	Explanation

	Improved Delivery Efficiency
	Reduces time spent on address access issues, allowing drivers to complete more deliveries within the allotted time.

	Enhanced Customer Satisfaction
	Accurate access notes improve successful first-time delivery rates and reduce parcel loss or redelivery requests.

	Employee Empowerment
	Empowers drivers to contribute directly to process improvement, enhancing engagement and reducing stress.

	Data-Driven Enhancement
	Provides Amazon with actionable, field-based data for continuous improvement of logistics and delivery apps.

	Low Additional Cost
	Builds on existing mobile infrastructure, requiring only software integration, which is cost-effective at scale.

	Supports Amazon’s Innovation Culture
	Aligns with Amazon’s customer-obsessed, tech-forward, and feedback-oriented business model.



[bookmark: _Toc201317799]Restraining Forces (Forces Resisting Change)
[bookmark: _Toc201316564]Table 2. Restraining Forces
	Restraining Force
	Explanation

	Initial Development and Testing Costs
	Although not infrastructure-heavy, integrating new AI tools and voice systems still requires upfront investment and pilot testing.

	Privacy and Data Security Concerns
	Voice-recorded notes may raise GDPR or customer privacy concerns unless anonymised and secured.

	Driver Training Requirements
	Drivers may require short onboarding or app updates to use the new system efficiently (Baah et al., 2024).

	System Abuse or Inaccurate Inputs
	Without quality controls, drivers could input inaccurate or unhelpful data, compromising the system’s reliability.

	Resistance to Change from Drivers
	Some drivers may view the feature as additional work or be reluctant to adapt during busy shifts.

	Technical Integration Risks
	Compatibility with Amazon’s existing logistics software needs to be thoroughly tested to avoid operational disruption.



[bookmark: _Toc201317800]Force Field Analysis Diagram
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[bookmark: _Toc201316546]Figure 3. Force Field Analysis Diagram
(Source: Author, 2025)

[bookmark: _Toc201317801]Analysis and Strategy
The Force Field Analysis reveals that it has a positive bias to innovation in that the driving forces are very strong and are compatible with the culture and the strategic objectives of Amazon. But then the braking forces are not irrelevant, especially where privacy issues are involved, and driver interaction. So, to have success with the innovation, Amazon:
1. Mitigate Privacy Risks: Usage of encryption, user consent procedures, and anonymisation of location-linked notes.
2. Pilot the Solution: Start small by chipping off a small-scale regional project to collect data and to address the unexpected integration problems.
3. Provide Minimal Training: Provide in-app tutorials or videos that will make the product simple to learn (Mansoor et al., 2021).
4. Incentivise Quality Inputs: Reward the drivers who contribute accurate quality access notes all the time.
5. Implement Moderation Tools: Moderation can be performed with an AI filter or manually to track the quality of input and note inconsistent data.
 


[bookmark: _Toc201317802]Organisational Climate for Innovation and Management Support
Technical feasibility is necessary, but not sufficient, for the successful implementation of any innovative idea. Organisational climate for innovation is even more important, that is, how much the culture of the company, its leadership, and organisational structures encourage creativity, experimentation, and change. Amazon, with its daring attitude towards technology and operational efficiency, has earned a reputation as the company that promotes innovation throughout the entire organization. Nonetheless, at operational ground-level, especially in the delivery unit of last-mile workers, the climate can be viewed as both robust and weak.
[bookmark: _Toc201317803]Amazon’s Innovation Culture: Top-Down vs. Bottom-Up
The “Day 1” philosophy has a significant influence on Amazon as a people-facing company to adopt an incessant redesigning, unmatched flexibility, and insatiability towards a risk-taking culture Bezos, in 2016. Amazon also supports experimentation internally, where teams can choose to form two-pizza teams (the maximum team size that can fit in a 12-inch pizza), internal hackathons, and have Leadership Principles (Amazon, 2023), such as the value of “Invent and Simplify” and another one called Customer Obsession (Stone, 2022).
On a vertical level, this culture is strong. Amazon is a major investor in technological research and development, the automation of its supply chain, and AI-based systems, exporting many of the new systems worldwide after testing and confirming their efficiency. Brought into a different perspective, however, by the context of Delivery Associates, most of which are contractors or 3rd party Delivery Service Partners (DSPs), the pipeline of innovation will be reduced and limited greatly.
Even though drivers employ sophisticated applications and systems, they do not have many means of affecting how these systems develop. Drivers are at best not a party to systematic innovation feedback cycles like the idea contests or the innovation labs process that corporate employees are exposed to. This impedes the implementation of driver-inspired innovation like the product, the DriverSmart Access Assistant, under which the idea fits into Amazon's bigger innovation philosophy (Vu, Ngo, and Hoang, 2021).
[bookmark: _Toc201317804]Evaluating Support Using Amabile’s Componential Theory of Creativity
The theory developed by Amabile (1996) names three components of creativity needed to be innovative at work:
1. Domain-relevant skills (knowledge and expertise),
2. Creativity-relevant processes (e.g., cognitive flexibility, problem-solving),
3. Task motivation (intrinsic or extrinsic drive to engage creatively).
Amazon drivers also have domain-relevant knowledge, even though it is commonly known that they discuss delivery issues all the time. Most of them also exhibit creativity-related aspects, like working within complicated delivery conditions as well as handling customers. Their task motivation is often controlled by the performance gauge, that is, how many deliveries they can make in an hour, limiting the time to study, experiment, or get feedback. Also, the employees in other areas of driving might be recipients of little appreciation or downward communication, and this suppresses the desire of coming out to contribute creative ideas (Cimini et al., 2022).
To make the delivery level innovative, Amazon will have to transform its hierarchical performance-oriented system into something that rewards drivers who show insights and solve problems, or in other words, use the model that Amabile proposes. An example of this could be the establishment of app-based feedback mechanisms, micro-rewards in response to the ideas provided directly by a driver, or the creation of innovation taskforces within the DSP networks.
[bookmark: _Toc201317805]The Likelihood of Implementation
The likelihood of the DriverSmart Access Assistant being implemented depends on two factors:
· Strategic Alignment: The concept aligns with the overall goal of Amazon to improve customer experience and minimize the friction during the logistics process. It uses already existing technology (AI, mobile apps) and immediately follows through with an enhancement of the delivery results (Moraes, Carvalho, and Sampaio, 2023).
· Operational willingness:  Amazon has the resources and infrastructure to implement the system, but its appropriateness to follow a bottom-up innovation is inconsistent. Traditionally, any change processes that influence app design or touch delivery routines are centralised and data-driven, and necessarily have minimal driver input.
There are precedents, though. As an illustration, Amazon has modified such features of the app as photo on delivery or stop verification based on the feedback of drivers and customers. This implies that when the concept is introduced with clean data, a low implementation risk, and quantifiable KPIs, it is possible to pilot it.
[bookmark: _Toc201317806]Recommendations for Implementation Support
To gain a greater likelihood of adoption, Amazon ought to:
· Include devices to provide feedback on innovation (feedback buttons, etc.) in the driver application (e.g., option to suggest an improvement).
· Improve incentives to driver innovation: e.g., monthly driver awards, performance bonus.
· Regional pilot innovations, scalable evaluation, and then global rollout.
· Place innovation liaisons within DSPs to gather ideas and to report to regional managers.


[bookmark: _Toc201317807]Summary of Findings and Conclusion
In this report, one of the operational issues at Amazon has been explored as a real and ongoing challenge of delivering reliable and accurate real-time delivery access information within the last-mile delivery process, which reflects the fact that it adversely affects driver efficiency, customer satisfaction, and overall operational performance. Based on personal experience and scholarly power, the analysis has proved that the factors of creativity and innovation may be regarded as essential instruments to resolve such challenges in the world of dynamic and pressure situations such as e-commerce logistics.
The solution suggested (the DriverSmart Access Assistant) has been created with the help of structuring creative thinking methods, which include the Creative Problem Solving (CPS) model and SCAMPER technique. The tool is designed to enable drivers to share and store key access information, taking voice and machine transcription, increasing the level of knowledge at ground level. It is planned as a practical, user-driven, and scalable solution that has an obvious prospect to enhance the success rates of first-time delivery and minimize inefficiencies in the logistics chain of Amazon.
Using the 4Ps of Innovation model to categorize the issue, the concept would fall under process and product-based innovation, with a trace of position-based innovation in the manner of re-inventing the customer-driver relationship. Additional consideration has been made with the help of the Force Field Analysis by Lewin just to make sure that, although there do exist some restraining forces (cost of development, privacy issues), the driving forces (efficiency, empowerment of the employees, customer satisfaction) are stronger than the restraining forces.
As the organisational analysis showed, although Amazon has a high level of innovation culture at the corporate level, there are not many opportunities to have bottom-up innovation among the drivers. Based on the Componential Theory of Creativity as postulated by Amabile, the report pointed out that drivers hold the necessary skills (both domain-specific skills and motivation) to make innovations, but their input can be improved through the creation of better structures and support to offer the best of their thoughts. By adopting a broader vision of innovation--incorporating tools and rewarding efforts on the part of drivers to head initiatives--Amazon would have a much better experience in executing the innovation.
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