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This essay will discuss how Screwfix appears to be an ideal model of modern, efficient DIY retailer defined by rapid deliveries, a frequently used popular app, and excellent customer service. However, it will also address the challenges it experiences in implementing new technology and adjustments for its employees. The company’s online expansion and focus on client’s standards have raised the bar for service and speed. But under this operational excellence lie challenges that many companies face when they change their technology. With Screwfix implementing automation, distributed leadership, and data-driven performance metrics, substantial challenges developed including inadequate training, communication issues, job insecurity, and resistance to change. The company is an example of innovation, but its case also proves that technology cannot succeed without also investing into resources for people and culture. This essay critically analyses these changing aspects through the perspective of organisational behaviour theory, investigating the impact of leadership, communication, and cultural transformation on technological change.
The implementation of automation and analytics at Screwfix appears to be an excellent concept at first. Research shows a positive relationship between digitalisation and organisational flexibility, indicating that companies that adopt new technologies generally surpass their competitors (Awad and Martín-Rojas, 2024). They also suggest that digital transformation strengthens organisational resilience through learning and innovation. From this perspective, Screwfix’s automation of logistics and its app-focused platform could be seen as steps towards a more flexible business model. Saghfian, Laumann, and Skogstad (2021), on the other hand, disagree. They argue that when employees are not prepared adopting new technology can cause mental stress and skill discrepancies. This suggests new technology can make things more efficient, but it can also make employees feel scared and uncertain, especially those who are used to doing things using traditional methods (Bhattacharyya, 2025).
As a result, one of the primary issues raised in the Screwfix case has to do with training and being prepared. Armstrong (2021) states that learning and development are crucial for encouraging change; however, in many organisations, training is considered as a single occurrence rather than a continuous process. Uren and Edwards (2023) similarly discovered that a business’s readiness for AI adoption depends on employees perceived competence and trust in technology. If employees think they have not received enough training, as many at Screwfix reportedly did, automation is likely to make them resistant instead of enthusiastic (Byron, 2022). Esposito (2024) argues that not every resistance is harmful; in fact, it can be an appropriate reaction to change which did not get across well. Therefore, leaders should not simply disregard opposition: they should see it as feedback on the process of change itself.
The style of leadership is also a key factor. Screwfix emphasises development and empowerment (Linkedin.com, 2025). However, it is possible that employees who were used to traditional instruction-based roles might have found it hard to adjust to a more independent role. According to Dong (2023), transactional leadership focuses on control and compliance through rewards. But this structure can make it harder to be creative and flexible when technology changes rapidly. Das (2024) builds on Dong’s ideas by saying that transformational leadership, which motivates followers through vision and empowerment, functions better when organisations are going through cultural or digital changes. The shift to a more distributed leadership model at Screwfix, can be seen as an effort to get employees to work together and take the lead. However, as Varney (2021) points out, distributed leadership needs emotional intelligence and structured collaboration. Without these, it can make things more confusing instead of offering individuals authority. This is very similar to reports of internal conflict at Screwfix, where employees who were used to clear hierarchies may have felt lost when they were expected to take the lead without enough guidance. Therefore, changing leaders it is not just about shifting power around; it is also about changing how teams communicate with each other and what they expect from each other (Malik et al., 2023).
Another important part of successful organisational change is being able to communicate effectively. Mullins (2019) states that communication is the link between a leader’s vision and employees understanding. Employees feel unsure and anxious when the connection is weak. The Screwfix case shows that problems with communication during the introduction of automation and analytics led to confusion about new duties and performance metrics. Armstrong (2021) believes that transparent methods of communication promote psychological safety, enabling employees to articulate challenges without fear of consequences. On the other hand, the lack of communication at Screwfix made workers more sceptical of managements motives, especially when they began to connect technology with possible job losses. Grey (2021) points out that communication it is not just about being transparent; it is also about meaning. Leaders need to help their employees understand why a change is important, not just what it does. Therefore, for Screwfix to improve communication, they would need more than just meetings and updates. There is also a need of environments where individuals could talk openly about the human side of digital transformation (O'Connor and Martinez, 2025).
.
Culture is just as important as technology in deciding on whether an innovation will work. Moran et al., (2017) argue that organisational culture is a set of shared values and beliefs that shape how people behave. Screwfix has long been known for its strong service oriented and performance driven culture, but digital transformation often disrupts such traditions. Hinks (2024) notes that when new technology makes traditional methods of doing things harder, workers may see it as a threat to their place in the company. In Screwfix’s case, defined duties and structured process have always been important to operational efficiency. Automation changed this by changing how productivity was measured and valued. This change may have made employees feel less fair and in control which expresses how cultural division is one of the main reasons change efforts fail. Therefore, culture must evolve alongside technology, not after it (Cao et al., 2025).
The case also shows how difficult it is to find the right balance between automation and human interaction. Awad and Martín-Rojas (2024) contend that digital transformation should strengthen, rather than replace, human capability. Screwfix’s success with the next-day delivery and app functionality shows that it cares about the customer experience. However, its internal processes need to have the same focus and reflect similar care towards employees (Kumar et al., 2023). Employees should not feel limited by digital tools; they should free to use them in new ways. Therefore, good digital leadership combines empathy with technical skill, ensuring that new ideas help people instead of pushing them away (López-Figueroa et al., 2025). Moreover, Screwfix’s leaders should not only focus on making the company run well, but also on getting employees to feel emotionally connected to each other as they adapt to new technology (Turk, 2023).
Lastly, for Screwfix to change its culture, leadership communication and employee development must be all in sync over time. Moran et al., (2017) remind us that adapting to a new culture is not a one-time event; it is an ongoing conversation between values and practice. For instance, Screwfix’s app and logistics network show technical flexibility, but if they do not help their people adapt, they might not work as well. Grey (2021) states that organisations change faster than people, not realising this can lead to burnout and disengagement. Therefore, preparing employees for change means offering them not only skills training but also mental and social support. Individual mentoring, ongoing learning programs, and open conversations about job roles are all examples of initiatives that could help build unity withing the company. 
In conclusion, Screwfix’s digital journey shows both the positive and negative side of changing technology. It is a modern retail leader because it is committed to efficiency, quick delivery, and making things easier for customers. However, the human side of the business is still a problem, Poor training, communication problems, and unclear leadership have shown that innovation can not happen without cultural growth. Moreover, change can only happen if people are willing to use the tools. Consequently, for Screwfix to keep doing well, it needs to combine technology with empathy, performance metrics with trust, and automation with learning all the time. The lesson from Screwfix is clear; in the digital age, businesses do not just need smart systems; they also need smart, supported people.
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