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Executive Summary
Creativity is defined as the procedure of generating new ideas or concepts. The organization chosen to understand innovation and creativity at a better level was Amazon. It is a multinational technological organization that is engaged in multiple activities, such as online advertising, e-commerce, digital streaming, and artificial intelligence. This research looks at an innovative strategy for improving operational efficiency in Amazon's fulfilment centres, with an emphasis on the picker-packer process. The suggested solution is an artificial intelligence-driven order-picking optimisation system that aims to reduce walking time, improve order correctness, and increase overall packing efficiency. Using Lewin's Force Field analysis, the paper assesses the driving and restraining factors that might influence the acceptance of this approach. The research reveals that Amazon's culture of technical growth, when combined with the company's operational aims, makes this innovation achievable. The recommended solution is projected to not only improve operational performance but also add to Amazon's long-term sustainability by accelerating its growth in a competitive and fast-paced e-commerce market. Finally, the research explores how the solution can improve customer happiness while remaining consistent with Amazon's aim to continually innovate and optimise its operations.
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[bookmark: _Toc192090359]1. Introduction of Amazon
Creativity is defined as the procedure of generating new ideas or concepts (Arici and Uysal, 2022). The organization chosen to understand innovation and creativity at a better level is Amazon. It is a multinational technological organization that is engaged in multiple activities, such as online advertising, e-commerce, digital streaming, and artificial intelligence. Amazon was founded in 1994 in Washington, U.S., and it serves people across the globe. As of 2024, Amazon's operating income was US$68.59 billion, its net income was US$59.25 billion, and its total assets were US$624.9 billion. The number of employees in the organization as of 2024 was 1556000(Amazon, 2025). In the UK, Amazon's marketplace offers a very dynamic and promising landscape for sellers.
[image: ]
Figure 1: Amazon annual net sales in the United Kingdom (UK) from 2010 to 2023
(Source: Statista, 2024)
The above image depicts Amazon's annual sales in the UK from 2010 to 2023. In 2021, Amazon's net sales in the UK were 31914 US million dollars, which increased to 33591 US million dollars in 2023 (Statista, 2024). My role in the company was of picker packer. The work of a picker packer is to locate and retrieve customer-ordered items from shelves and then properly pack them for shipment (Arsawanet.al 2022).
 I worked at Amazon's warehouse, which is situated at Ffordd Amazon, Skewen, Sgiwen, Swansea SA1 8QX, UK.  The number of employees was approximately 1,200 in December 2024. However, the number of employees may change after peak season. Amazon’s warehouses rely heavily on automation, AI-driven management systems and rigorous efficiency metrics to meet delivery targets. Amazon's operating approach is primarily reliant on its fulfilment centres (FCs), where most of the work is done. Employees at these centres are responsible for receiving inventory, choosing orders from shelves, packaging things, and preparing them for shipment. To increase workflow efficiency, the company's fulfilment centres use cutting-edge technology such as robots, artificial intelligence, and machine learning algorithms. Despite its advanced operating technologies, Amazon has problems in further optimising operations, especially the picker-packer process (Amazon, 2023).
During my time at Amazon, I saw that most of the mistakes in the picker-packer process originated from the fulfilment center's physical structure and the manual nature of order selection. Workers frequently spent a significant amount of time wandering to acquire things since they were spread out across large aisles. Furthermore, as the volume of orders increased, so did the possibility of mistakes in choosing and packaging. This experience inspired me to look for new alternatives that may streamline the process and enhance efficiency and accuracy.
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The e-commerce and logistics sector has seen explosive growth over the past decade, driven largely by changing consumer preferences and the rise of digital marketplaces. Creativity and innovation are important aspects to consider due to the competitive landscape of the e-commerce industry. It has been stated by Hund et.al (2021) that, in the e-commerce industry, innovative ideas and strategies can help companies to increase customer engagement. Companies do this with the help of creative advertisements and marketing campaigns. Companies in this market confront fierce competition, particularly when it comes to delivering products on time and under budget. Customers anticipate faster delivery times and cheaper prices; therefore firms are under pressure to optimise their supply networks (Deloitte, 2021). Creativity and innovation are critical in helping businesses achieve these demands by developing new methods to improve operational procedures, cut costs, and improve the customer experience.
Amazon, as an e-commerce giant, places a high value on creativity and innovation throughout its operations. From the creation of the Amazon Prime subscription service to the deployment of drones for last-mile delivery, the company's creative efforts have changed the business. These developments, motivated by Amazon's ambition to increase operational efficiency and customer pleasure, have contributed significantly to the company's success. To sustain its competitive edge, Amazon must continue to innovate within its fulfilment centres, the backbone of its logistics network, by resolving inefficiencies and experimenting with new technologies (Christensen, 2013).

This means that by being innovative, companies can implement their creative strategies and act towards their goals. As per the views of Haefner et.al (2021), innovation allows companies to differentiate their products and services from other brands. Automation, robots, and data analytics are major areas of focus for innovation in fulfilment centres. Robotics has already played an important part in altering Amazon's selection process. Robots deliver shelves to human workers, eliminating the need for pickers to trek great distances between merchandise. This has significantly increased output in the centres (Tushman and O'Reilly, 1996). However, there is still space for improvement in how pickers engage with the inventory system, notably in terms of reducing walking time and enhancing the flow of items.
Process innovation, or refining current operational processes, is one of the most beneficial strategies to increase efficiency and effectiveness in these centres. For example, using AI-powered solutions to optimise the picking process may drastically reduce inefficiencies, save labour costs, and enhance order accuracy. Such improvements are consistent with Amazon's objective to continuously lower operating costs while providing exceptional customer experiences (Teese, 2010).
According to Faridaand Setiawan (2022), when e-commerce industries implement technologies in their business operations, it helps them improve their operations and make their work faster. Due to fast logistics chains, companies are able to deliver products quicker and please customers. 
where the brand neglects the needs of customers. 
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The 4 P's of innovation are product, process, position, and paradigm. These are the broad categories that help organizations in generating innovative products and services and drive success. These P's essentially encompass the fundamental mindset, operational methods, market positioning, or service being innovated upon (Chen et.al 2021). Paradigm represents the mental framework or belief system within an organization that shapes its approach to innovation. Process refers to the specific methods, workflows, or procedures which organizations use to generate and apply new innovative ideas. This P includes design thinking, testing, prototyping, and feedback loops. The position is another P of innovation that focuses on the concerns about how an organization presents its innovative offering to the market (Gajdzik and Wolniak, 2022). This mainly includes market segmentation, value proposition, and brand positioning, which are conveyed to customers. 
Another P is a Product, which is a tangible good or service that is being innovated, whether it is a completely new product or an improvement in an existing product. This does not mainly focus on the enhancement of the procedures or organizational activities, but it majorly aims to innovate or enhance the product's quality and improve its usage in order to satisfy customers (Gouvea et.al 2021). The 4 Ps are interconnected, as each P significantly impacts the other, which means a change in one area surely influences the others. This is a holistic approach as an organization must consider all four aspects of the 4 P's of innovation for a comprehensive innovation strategy (Halim et.al 2023). Moreover, these P's can surely be applied across various industries and situations that require adaptation to specific contexts. 
The proposed solution, an AI-driven optimisation system for order picking, certainly fits under the category of Process Innovation. The major purpose of this invention is to improve an existing operational process, specifically the picker-packer workflow. Unlike product innovation, which entails developing a new product, process innovation focusses on changing how work is done in order to increase efficiency, eliminate waste, and boost performance. In this example, the AI system would change the way orders are selected by dynamically optimising the picker's route using real-time data, resulting in increased speed and accuracy (Tidd and Bessant, 2018).
The integration of artificial intelligence into Amazon's fulfilment centres demonstrates how process innovation may lead to significant improvements in productivity. This invention helps Amazon achieve its larger strategic goals of operational excellence and cost reduction by decreasing walking time and mistakes. Furthermore, process innovation like this helps Amazon maintain its competitive advantage by allowing the firm to deliver more orders in less time, which improves customer happiness and retention (Tushman and O'Reilly, 1996).
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Creative process is defined as the systematic way of solving problems by utilizing innovation and new perspectives (Verbivska et.al 2023). Individuals or groups use it for personal, business purposes, or education. The stages of the creative process that an individual follows are preparation, incubation, illumination, and verification. The preparation stage of the creative process refers to the initial phase where an individual accumulates information, researches, and sets the base for my creative idea. This was done by determining the issue, understanding the context, and collecting relevant resources to inspire future work (Zygiaris, 2022). 
The AI-driven optimisation system's innovation process is methodical, beginning with recognising the problem, then creating ideas and assessing viable solutions. Here's how I implemented these stages:
1.Identifying the Problem: While working at Amazon, I saw that pickers spent a substantial amount of time traversing between aisles to collect products. This was a significant inefficiency, particularly given the job's fast-paced nature and continual pressure to fulfil expectations. Additionally, human mistake in picking and packing threatened Amazon's reputation for delivering accurate deliveries (Amazon, 2023). As a result, the challenge focused on optimising the picking procedure to reduce walking time and mistakes.
2.Idea Generation: Various ideas were proposed to address the stated issue. One concept proposed employing wearable technology, such as smart glasses or wristbands, to direct pickers via the most efficient route within the fulfilment centre. Another idea was to incorporate more complex inventory management software that predicted which goods were likely to be requested and placed them closer to pickers (Schilling, 2019). The most intriguing proposal, however, was to implement an AI-powered system that would optimise choosing routes based on real-time order data. This would enable the system to forecast the most effective paths for pickers, saving time and lowering the likelihood of picking mistakes.
3.Evaluation and Selection:
The AI-powered system was chosen as the best option because of its flexibility, compatibility with Amazon's current technological infrastructure, and potential to reduce operating expenses. The flexibility to incorporate this technology into current fulfilment systems makes it an appealing alternative for Amazon, which has already invested extensively in automation and AI technologies (Tushman and O'Reilly, 1996).
As I used to work as a picker packer, I accumulated various data and information from my teammates, and then it helped me in framing the solutions. After that, after accumulating the information, I gathered opinions from my colleagues to determine the potential areas for improvement for my idea. 
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Lewin’s Force Field analysis is defined as a decision-making tool developed by Kurt Lewin that helps individuals and people determine and weigh the factors pushing for a transformation (driving factors) against the aspects resisting change (restraining forces) within a given situation. Bagheri et.al (2022) stated that this tool enables an organization to make a more informed decision-making process regarding potential changes and actions to take. The key aspects of Lewin’s force field analysis are focus on equilibrium, driving forces, and restraining forces. The core concept is that any current situation is an outcome of a balance between driving and restraining performance on. Moreover, this theory also suggests that driving forces are the only factors that empower or support change, such as leadership support, new market opportunities, increased customer demand and technological advancements (Bataineh et.al 2023). Restraining forces of Lewin’s Force Field analysis are those factors that resist change, and include lack of resources, employee resistance, organizational culture, and fear of the unknown. 
There are various benefits of Lewin’s Force Field analysis, such as structured decision-making, team alignment, and prioritization. This is stated because this tool provides a framework to systematically analyse factors influencing a transformation (Chen et.al 2021). It also fosters team alignment by facilitating discussion and collaboration to determine key forces affecting a decision. This tool also fosters prioritization by helping focus efforts on the most impactful driving and restraining forces. By evaluating these forces, we can determine the overall feasibility of the proposed AI-driven order-picking optimization system. According to Lewin’s Force Field Analysis, the viability of a process and structure idea is assessed by determining and maintaining the balance between driving forces and the restraining forces (Gajdzik and Wolniak, 2022). If the driving forces significantly outweigh the restraining forces, the idea is considered more viable, while a close balance or dominant restraining forces indicate a less viable idea. This analysis enables me to determine areas to strengthen driving forces or weaken restraining forces to enhance my idea's viability. Gouvea et.al (2021) argued that the main negative aspects of Lewin’s Force Field Analysis when assessing viability include its subjective nature. This is said because this analysis of determining and scoring driving and restraining forces is very highly subjective, resulting in biases and inconsistencies based on individual perspectives and interpretations. This is viable because it provides a systematic approach to determine, create, and implement new solutions. This can eventually results in increased efficiency, decreased waste, and a higher possibility of successful innovation. 
Halim et.al (2023) stated that a structured process for innovation is surely viable as it decreases uncertainty, enhances collaboration, faster time to market, and results in better resource allocation. Defining clear steps and decision points decreases the risk of overlooking crucial aspects or getting lost in the ideation stage. Moreover, a structured process also encourages cross-functional teams to work together, thus leveraging diversified perspectives and expertise.
Driving Forces:
Operational Efficiency: The major motivation for innovation is the desire to increase operational efficiency. The AI system would cut walking time, optimise the picking process, and eliminate mistakes, increasing production and lowering labour expenses (Tushman and O'Reilly, 1996).
Alignment with Amazon's Technological Vision: Amazon is well-known for using cutting-edge technology to boost operational efficiency. Integrating an AI system into Amazon's fulfilment centres would be a natural extension of its current technical investments (Amazon, 2022).
Cost reduction: The long-term cost reductions associated with lowering labour expenses and enhancing operational efficiency will encourage AI system adoption (Teese, 2010).
Sustainability Goals: Amazon’s commitment to sustainability can be further supported by innovations that optimize resource use and reduce waste. The AI-driven system can contribute to these goals by improving the efficiency of fulfilment processes, which reduces the environmental impact of Amazon’s operations.
Restraining Forces:
Initial Implementation Costs: The upfront cost necessary to create and implement the AI system may be a barrier. However, the long-term advantages, such as cost reductions and efficiency gains, may justify the initial investment (Deloitte, 2021).
Employee Resistance: Automation can occasionally cause employee resistance, especially among individuals who are concerned about losing their jobs. Addressing these issues through communication and retraining programs is critical (Anderson et al., 2014).
Change Management: Amazon has a well-established set of operational practices and routines. Shifting to a more AI-driven system will require change management strategies to ensure a smooth transition. This could include overcoming ingrained cultural practices and persuading employees at all levels of the value of adopting new ways of working.
Integration Challenges: The integration of the AI system into current workflows may provide technological obstacles, notably maintaining smooth coordination with Amazon's existing software and procedures (Hwang, 2020).
Overall, the driving forces outweigh the restraining forces, especially considering Amazon's history of successfully adopting new technologies. Proper planning and communication can mitigate the restraining forces, making the innovation viable (Barney, 1991)
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Amazon's organizational culture is very innovative as it fosters a customer-focused, agile, and experimental culture. Sawyer and Henriksen, (2024) stated that the company's culture empowers employees to be innovative enough and take risks to develop new products and services. 
the firm has a track record of implementing cutting-edge technology like robots, AI, and machine learning to promote innovation throughout its operations (Amazon, 2023).
Customer obsession is a core principle for Amazon as it directly fuels their innovation within the organization by placing the customer at the centre of every decision. This means that they prioritize the needs, perspectives, and requirements of customers. This showcases that the company understands and addresses the customer needs and their pain points, which results in the development of new products and services (Siyal et.al 2021). This also becomes a constant driving force for an organization to enhance the customer experience and create innovative solutions. 
However, while Amazon's general organisational atmosphere encourages innovation, obstacles exist. Specifically, the company's operational staff are frequently under great pressure to reach performance objectives, which may limit their capacity to experiment with new ideas. Nonetheless, Amazon's dedication to constant improvement, as well as the strategic alignment of this invention with its overall aims, indicate that management will likely embrace the AI-driven solution. Furthermore, Amazon's organisational structure, which allows for experimenting and piloting new ideas in certain regions, gives an opportunity to assess the feasibility of this innovation prior to wider application (Hwang, 2020).
The primary aspects of customers' obsession driving as a force for innovation at the Amazon workplace are working backward, focusing on customer pain points, rapid experimentation, and long-term vision (Tidd and Bessant, 2018). Amazon's approach to innovation starts by deeply understanding customer issues and then framing solutions that directly address them instead of focusing on competitor strategies. Moreover, it also provides an environment by actively listening to customer feedback and analysing information. Amazon determines areas where they can develop significant value by resolving existing problems or introducing new accessibilities. However, West and Richter, (2024) argued that the sometimes it is often observed that an organization's culture is recognized for its innovative atmosphere, but it also has some negative aspects, such as intense pressure and long hours. 
Another core principle is experimentation for Amazon, which is related to innovation because it actively empowers employees at all levels to try new ideas, test different approaches, and learn from failures. This eventually enables an organization to continuously create and enhance the product and services through an environment of inventing and iterating (Zygiaris, 2022). In addition to this, it is also observed that Amazon perceives experimentation as a crucial tool to drive innovation and push boundaries in the market. The executive chairman of Amazon, Jeff Bezos, emphasizes a Day 1 mentality where experimentation is perceived as vital to stay agile and innovative even if it results in infrequent failures (Krause, 2024). 
This eventually fosters a culture where experimentation is not just for senior leadership (Arici and Uysal, 2022). The company also encourages employees across all departments to perceive themselves as investors and take accountability for their own generated ideas and solutions associated with any product or service. This eventually fosters a culture where experimentation is not just for senior leadership but welcomes all individual and employees’ innovative ideas and solutions. These all aspects portray that the organizational climate of Amazon is very much open for any employee's innovative ideas and solutions. Chen et.al (2021) said that the idea of following a systematic process and structure within Amazon's organization is a defined process that helps a management team aligns its efforts towards specific objectives and success goals. This prevents wasted time on irrelevant ideas and thus showcases that the management team of Amazon is very supportive and will surely implement my idea. 
By systematically testing and redefining the ideas, potential risks can surely be determined and addressed early in the development phase. However, Gouvea et.al (2021) argued that it may happen that a management team of an organization may be very restricted and choosy about selecting an innovative idea, and this may decrease the morale of employees to suggest an innovative idea. Thus, there is also likelihood that the management team of Amazon may reject my innovative idea. 




[bookmark: _Toc192090365]7. Conclusion
It is concluded from the report that the process of producing new ideas or concepts to develop a product or service is called creativity. In conclusion, the suggested AI-driven order-picking optimisation system is a practical and novel approach that has the potential to greatly improve Amazon's operational efficiency. The solution coincides with Amazon's strategic goals of operational excellence and cost reduction by shortening walking times, decreasing mistakes, and enhancing packing accuracy. Using Lewin's Force Field analysis, it is obvious that the driving factors behind this invention outweigh the restraining forces, making it a viable answer for Amazon. Given Amazon's innovative culture and devotion to technical developments, the management team is extremely likely to support and execute this solution, therefore adding to Amazon's long-term sustainability and growth.
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