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[bookmark: _Toc183902177][bookmark: _Toc183902823]Introduction
One of the largest pharmacy chains experienced a major collapse between year 2023-2024 and closed their physical branches due to an unpaid dept. In the following report we are to discuss the major decision of the company and how their failure to pay off their debt negatively impacted their staff and their customers. This crisis has occurred due to detrimental managing within the company and therefore this report will show the whole process where reasons and possible alternative routes that the company could have taken during their crisis. The main concept which will guide us with the analysation of the situation is the SCAMPER model. We will then have discussions and evaluate how Lloyds have or could have been innovative to sustain their business and prevent the customer and employee dissatisfaction.

[bookmark: _Toc183902178][bookmark: _Toc183902824]What services does the company still offer?
The company still operates online providing services such as EPS prescriptions, home deliveries, Pharmacy First, Repeat Prescriptions, Consultations with a pharmacist as well as medical advice. 
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Pharmacy first is a service that many pharmacies adopted very recently in the beginning of 2024 so that the patients can consult a medical professional (pharmacist) for minor illnesses quicker than waiting for an appointment to see their GP. This service allowed the patients to gain easier access to treatment for minor illnesses using only their local chemist. Lloyds still offer this service online as well as consultations which takes off a large amount of work off the doctors (Bissell P, 1996).

The website also offers over-the-counter medicine, Vaccinations and more. This is still good because the public who are used to Lloyds Pharmacy as their local chemist especially elderly who are used to the chemist delivering their medication for years and dislike change are still satisfied (Garcia-Cardenas, 2017). Customer services such as umbrella clinic (tests and treatment), condom distribution, blue RX service and many other face-to-face services are impossible to be provided without physical pharmacies. Lloyds company had to change and adapt to fulfil the needs of their customers and offer as many services as possible because health care provision in Great Britain undergoes radical change within consumer culture (Featherstone, 1991). Every community pharmacy must adopt the new services which are advised by the NHS to stay relevant to the medicine market and in connection with their customers and patients. Lloyds used to perform well in giving services to the patients and public, however it was later established that they did not keep up with the payments of their suppliers and had a large dept to a supplier named AAH Pharmaceuticals. 
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The exact amount Lloyds Pharmacy owed to AAH Pharmaceuticals is over £1.5 Million, resulting in them getting blacklisted from the supplier. Following thus all the offers the company proposed to Lloyds were terminated when it comes to purchasing cheaper medication or PPI medication which are also cheaper and more affordable as they are imported from abroad (mostly eastern European countries such as Greece or Bulgaria). This limits a pharmacy in terms of the range of products and medication as well as branded medication they can offer to the patients, therefore it limits the range of medication the doctors can prescribe and overall, it defeats the whole purpose of a local chemist.

Other very essential service that Lloyd’s pharmacy provides currently is EPS prescriptions, this is one of thew most profitable source of service a pharmacy can provide as it is directly linked to the funding the NHS provides for this service. The funding varies and has changed throughout the years quite a lot, however the electronic prescription in England is one of the most powerful tools of the pharmaceutical/medical industry as it is quick, affordable, innovative and with this service 

[bookmark: _Toc183902179][bookmark: _Toc183902825]How has innovation influenced the company?
England is way ahead of other countries within the UK such as Wales which still works with scannable green tokens with a barcode. Wales has been trying to establish an EPS system as well for instance on the 17th of November 2023 they announced the flood of EPS in the country, however pharmacies there are so used to their old ways that even if a service such as EPS is put in place it will take at least a few years for pharmacy businesses to get used to the new advancements. This takes us back and directly links to the fact that Lloyds had to adapt to an online pharmacy service provider after the business collapsed and all branches were sold off to another pharmaceutical company.
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In January 2023 Lloyds announced the closure of 237 branches which put and estimate of 2000 jobs at risk. With it being the 2nd largest community pharmacy in the UK, the expectations were risen and that is perhaps why the management of the business had to prioritise providing services to patients with mobility issues such as elderly patients who are in care homes as well as those who struggle to go out of their houses and physically collect their medication from the pharmacy. As Porter establishes in his value chain theory, as a chemist, they could have chosen to keep activities which are primary and directly linked to the service that they distribute to the public (Bozdag, 2017). For instance, dispense prescriptions on time, providing services such as pharmacy first which can look at several minor illnesses like a sore throat, an ear infection or a skin infection and provide suitable medicine to treat them, all this to keep the patients happy and satisfied. Only then when Lloyds have set boundaries and achieved collective satisfaction, they must look at the wider spectrum and establish what kind of wider services and support activities they can implement in order to make up profit and pay off the debt they went into initially instead of investing in services such as vaccination, independent prescribing or umbrella services which will cost a large amount of funds to foster and implement and also time to train staff and expect of them to do more than what they are being paid for (Porter, 1988).

As one of the largest community pharmacy chains in the UK, Lloyds demonstrate internal sophistication with their strategies of implementing creative fresh practices which engage the patients to be nominated at their chemists. 
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Description automatically generated]An example of which would be the efficiency of ordering prescriptions online through their own app. This has impacted the public’s comfortability in using this chemist because it keeps up with digitalisation and therefore makes the customer experience more welcoming and simplistic (Tidd & Bessant, 2017). Patients appreciate the fact that they could sit at home comfortably and order their medication without having to go down to the medical practice which “forecast a social change” (Tse, M. & Zhan, Y.).







[bookmark: _Toc183902826]Evaluation of Lloyds’ innovation and creativity using SCAMPER model.
One of the most popular frameworks for promoting creativity and innovation in businesses, organizations, and individuals is the SCAMPER model. The abbreviation SCAMPER stands for Substitute, Combine, Adapt, Modify, put to another use, Eliminate, and Reverse. Each component provides a unique perspective for assessing a product, service, or process, which fosters innovation, problem-solving, and ongoing improvement. This model encourages people to explore potential modifications across various aspects of their offerings by facilitating structured thinking. By applying SCAMPER to both existing products and services as well as the creation of completely new ideas, businesses can remain agile and competitive in an ever-evolving market world. 
[image: A diagram of scamper technique

Description automatically generated]









1. Substitute: It is beneficial when chemist such as Lloyds substitute suppliers in order to ensure and maintain low costs of all their medication. By substituting the suppliers which do not provide deals on shop floor stock for instance or those who do not offer imported medication (with lower cost and better quality), Lloyds will secure their financial profits and gains. Subscribing to brand suppliers such as NUMARK will also better the profitability of the business as NUMARK often propose deals and offers to their subscribed chemists with the best possible stock for their pharmacies.

Simultaneously, changing ways in which staff are trained could also better the productivity and ensure better quality services for the patients who use Lloyds chemist. By allowing staff to take the suitable time and if appropriate training is carried out, staff can contribute very positively to the overall enhancement of the business. For example, the seasonal vaccination services most pharmacies provide. Staff can be trained to vaccinate, and their wages should be risen accordingly if they are expected to be performing more tasks at the workplace. This will benefit the company because they do not have to go through long interviewing and applicant procedures in order to employ someone suitable for the position, but really, they could encourage their current staff to get better and earn more qualifications (Towse A., 1996).

2. Combine: Combining all pharmacy services and healthcare clinics is a great idea. These two healthcare services go hand in hand and all the services could be fused together with the purpose of eliminating the stress within the pharmacy branches and covid sites. Currently all pharmacies provide pharmacy first services meanwhile there are vaccination centres which only open seasonally. All the jabs could be done at pharmacy branches which will result in employing only one pharmacist who is qualified to do both, and it will all be performed at local chemists (Rees, 2020). This innovative idea will lower the cost of employing multiple pharmacists as well as benefiting the local patients as they will have to attend only one place to get their vaccines done, collect their medication and use any additional healthcare services if required (Newton, 2020).

3. Adapt: Lloyds pharmacies are very efficient, customer friendly and pragmatic, however adapting unfortunately is not one of their strengths. An examination of the community drug store showcase in Britain distributed by The Pharmaceutical Diary in May 2022 found that Lloyds Pharmacy had seen the biggest net drop in drug stores among the products. In any case, its online trade had developed, with a more than eightfold increment in income amid the 2020/2021 budgetary year. This is both a downside as well as an advantage only if it was well managed. Clearly after Lloyds sold all their branches away, their enterprise has fallen and the hopes for a revival are low. Just like every other healthcare medical facility, pharmacies as Lloyds also had to adapt to Covid 19 and all the new guidelines which were renewed every other week this is commendable despite all the complications this business had (Zaheer, R., 2023).

4. Modify: In pharmacy there is much less practices, operations and/or products one can modify. In pharmacy things are pretty much done by the book and this counts for all the pharmacies in the UK. One little detail that can usually be a game changer is the implementation of EPS which makes the issuing, dispensing and labelling prescriptions much easier than traditional green/handwritten prescriptions and also sending messages to patients when their prescriptions are ready which is more accessible and less time consuming as well as very efficient during Covid times for instance (Fraser, S. and Edwards, C.J., 2022). The fact that England was quick to adopt this practice is great because countries like Wales have only recently just started to enhance their services.

In terms of business strategies Lloyds could modify a lot, before getting into dept and closing all their branches off, the HR team of the company + the owner should have suggested modifying their ways of working by which cutting costs of many things as mentioned previously in points 1&2 for substitute and combine, also consider only selling some branches off in order to keep the business, but also repay all the dept they owe to different organisations.

5. Put (to another use): Lloyds Pharmacy could look ahead of the traditional healthcare and extend their services by introducing telehealth. For instance, counselling or help in relation to mental health (Gursoy, D. and Chi, C.G., 2020). This could benefit the marketing of the company bringing in more customer engagement and increased revenue streams – new services will inevitably generate more profit. Collaborating with targeted audience is also a possibility to put over the counter non-prescription products and supplements to a different use by offering them to athletes and wellbeing enthusiasts and this could be marketed through different online platforms or specialised pop-up ads. Adding this to the list of things pharmacies do for the public and the greater good of public health will boost the marketability of Lloyds (Michalko, M., 2006).

6. Eliminate: Reducing in person advice giving and consultations would be a great way to eliminate the extra work that the pharmacists and dispensers on site. It is also time consuming to dedicate so much of their attention on consultations rather than using this time to carefully check the medication and perform all the other essential pharmacy tasks. Eliminating excess packaging is a more sustainable approach to align with the environmental goals and reduce all the waste of bags (plastic and paper) (Leow & Chew, 2022).

7. Reverse: If Lloyds could reverse anything we can all agree it will be not getting in dept and think of a solution before it was too late, however this situation cannot be reversed. Therefore, things that could be reversed are to bring in appointments for consultations so that people are more informed about their own health, try bringing the pharmacy to the patients meaning expand the delivery services but also provide preventative care and remind people about their seasonal vaccinations in order to minimise the number of people being ill and having to take antibiotics.

[bookmark: _Toc183902827]Conclusion:
In this report we have discussed the products and services that Lloyds pharmacy offer, how they work around changes and what types of innovation and creativity do they bring on the market. Furthermore, we have evaluated how innovation is (or has) affected the company and how easy or difficult it was for the company to flourish within all the innovations it had to face throughout the years upon establishment and opening. The main model which was used to gather information and critically analyse and evaluate the performance and also the ways in which the community pharmacy chain can enhance their work ethic as well as their profitability within the innovation and creativity spectrum was SCAMPER model. SCAMPER model gave us a clear understanding about a business’ ability to Substitute to innovate and change, Combine, Adapt to change and innovation, Modify also to be innovative, Put stuff to another use in a creative and beneficial way, eliminate things which limit this innovation and creativity and lastly Reverse anything which will further depict the use of innovation and creativity. In conclusion this report sums up how a community pharmacy such as Lloyds can be innovative and creative with ideas from all over the world so that they enhance the service they provide and deliberately protect their own business.
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