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[bookmark: _Toc604659293]                                                                                                   Executive Summary
This report includes research about the importance of creativity and innovation in the retail sector, focusing on the significance that creativity and innovation can be on driving business growth and maintaining competitive advantage. In an increasingly fast paced and consumer-driven marketplace, retail businesses need to adapt swiftly to evolving trends, technologies, and consumer expectations.
It also focuses on examples of successful retailers who have capitalised on innovation in areas such as e-commerce, personalized shopping experiences, and sustainability practices.
The main discussion is around the product development for the industry/sector I worked in. Several frameworks and theories have been included to enhance creativity and innovation within the organisation. Specifically, it explores Edward de Bono's Six Thinking Hats, the 4 Ps of Innovation, the Four Stages of Creativity, and Lewin's Force Field Analysis, all of which offer valuable insights into fostering a culture of innovation and managing change.







[bookmark: _Toc310391901]                                                                                                                            Introduction 
I worked for Shaws the Drapers in Cardiff. My role was E-commerce assistant in the main office which was in St Mellons. The warehouse for the company was also located in the same building. Shaws the Drapers was founded in Cardiff in 1912 which sold curtains, home goods, sewing materials such as threads, buttons and yarn for knitting/crocheting. The office staff consisted of 10 people including myself, the owner of Shaws and 2 HR members. My role was to assist customers with their online orders, answer emails, manage the company’s social media accounts and occasionally help in the warehouse during busy periods with the picking and packing of orders.
The haberdashery and retail industry are a niche yet essential segment of the textile and fashion economy. The UK haberdashery market is also booming as the sewing, quilting, and sustainable fashion movements are increasing in popularity. According to England (2023), the craft industry is worth over £3.4 billion to the UK economy, with fabric and haberdashery retailing being a massive part of this sector.
Like other retail sectors, haberdashery businesses rely on efficient supply chain and warehouse management to meet customer demands, particularly with the rise of e-commerce. Following the coronavirus pandemic, in 2020, e-commerce sales saw the fastest growth in sales recorded in the last 10 years by 47 percent (Statista, 2024), creating a need for retailers to improve warehouse efficiency and speed up order fulfilment. If a company wants to compete in the retail industry, it must maintain precision with inventory and manage picking and packing processes and timely deliveries. 
According to McKinsey (2022), over 80% of executives that took the survey, state that innovation is one of their top three priorities, however majority of them say that they are not satisfied with their organisation's innovation performance. Generating ideas, solutions, processes and products is the definition of creativity given in organisations and Innovation is defined as the introduction of something new or a change made to a role, group, product or organisation (Acar, Tarakci, and Knippenberg 2018) According to Stojcic, Hashi and Orlic (2018) innovation process starts when a creative idea that has potential has received the go ahead overcoming the challenges and pressures. The ideas come from a range of activities such as brainstorming, mind mapping and teams who are given opportunities to enhance their creative potential. That is why without the creative process, the innovation process is not conceivable.
Innovation is not only about tech savvy companies. German Firm Wurth is a screw making company which is the largest in the world with a turnover of 11 billion euros in 2015 without being affected by low-cost competition from China. By giving importance to product and process innovation covering a supplier network like the prototype used in computers by Dell, the company stays ahead of its competition (Tidd and Bessant, 2018)

[bookmark: _Toc1735983426]The Importance of Creativity and Innovation in the Haberdashery and Retail Industry 
Creativity and innovation were key to growing operational efficiency, responding to the customer's needs, and long-term growth in the competitive retail environment (Ferreira, Coelho and Moutinho, 2020). Tidd and Bessant (2018) say creativity refers to generating novel and valuable ideas, while innovation is about bringing them to practice. These concepts are fundamental in advancing logistics and supply chain management in the context of the haberdashery and retail sector. It is important to perform efficiently in inventory management, order fulfilment, and customer satisfaction. Innovation and efficiency improvement is critically important in the fast-paced retail context to cut costs, increase customer satisfaction, and maintain long-term sustainability (Denuwara, Maijala and Hakovirta, 2021). 
In the e-commerce world, everything depends on retail success, including logistics. As online shopping became the norm, retailers became obliged to focus on the merging of last mile delivery and e-commerce in their main operation system which allowed them to adapt to the unexpected reality of customers swift shift to online shopping (Ramadan et al., 2023). According to McKinsey (2022), 80% of warehouse inefficiency originates from outdated order-picking methods which causes fulfilment times to increase and negatively affects customer satisfaction. For Shaws Direct, with its large number of customers and a diverse range of needs, efficiency in logistics is critical to the whole running of their business. With the company's going online, there is increased order volume, but keeping deliveries accurate and time-based remains challenging.
However, for these challenges, creativity and innovation in logistics can play a role in increasing operational performance. Automation, digital solutions, and advanced warehouse management systems (WMS) have been included as some of the process innovations that have altered the way retailers deal with their supply chains (Dhaliwal, 2020). 
For instance, Deloitte (2023) stated that businesses adopting digital logistics solutions achieve an 18 per cent improvement in operational efficiency. One particularly successful innovation in innovative order-picking systems is innovative systems that teach workers to pick a good order at the right time, which has been reducing human error and speeding up workers (Schan, 2019).
Innovations in warehouse management could bring benefits to Shaws Direct. Its current operations do suffice for its lower order volumes, but with its e-commerce operations scaling rapidly, it needs scalable processes. In contrast, decades of technological advancement have yet to change how retail can compete at a cost-effective level with Amazon. Unlike any other warehouse company, Amazon's robotic picking systems and automated warehouses mean it can process orders at a much faster and more accurate rate (Savushkin, 2024). Thus, since Amazon managed to keep its market leadership in a very competitive e-commerce space, it is important to keep innovating in logistics (Boston Consulting Group, 2022). However, there are challenges to the adoption of innovation. Large retailers may have the capital to invest in expensive technologies, but those like Shaws the Drapers might find it challenging to navigate in practical and monetary ways. The startup is often a significant initial investment needed for a smart order-picking app or an automation technology. Moreover, warehouse staff usually resist change, especially when new technologies that affect current workflow are introduced (Agha, Venâncio and Barlasakli, 2020). Therefore, a successful innovation strategy involves more than applying technology, it also consists of managing cultural and organisational changes.
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The rapid growth of Shaws Direct e-commerce platform has given it a large volume of orders to process from the warehouse. Although the company has adequately coped with this growth, its order-picking and packing processes are outdated as they are still using manual order picking methods. The core challenges are time inefficiencies, errors in item selection, and customer dissatisfaction due to delays or wrong orders of some items (Anderson, 2020).
Due to high volume of orders, there are many times when the warehouse is need of help with the order picking and packing. This is when the office staff, such as me are called into the warehouse to help. The manual order picking method becomes unsuitable for workers that are new or come from the office as they are not aware of where all the products belong in the warehouse. This results in longer picking times and wrong items being sent out as the order picking list does not always show the correct colour/fabric. These inefficiencies have a significant impact on customer satisfaction, reviews and returns. The error in choosing the fabric type, colour, and quantity can result in frequent returns and customer demand, increasing operational costs (Ren, Chan and Siqin, 2020). Additionally, processing orders and order shipping delays directly affect customer satisfaction in online shops since many online shoppers are more demanding regarding delivery times. According to Deloitte (2023), in a wild retail industry, being 51% off is not something we can afford.
An innovative solution to improve warehouse operations would be a Smart Order Picking App to fulfil these challenges. The app would integrate with Shaws Direct inventory management system and provide real-time guidance for warehouse workers on what to pick. The app would have features that show the items to be picked, the colour, size and quantity. It would also include the aisle and row in which the product belongs to in the warehouse. This would save time searching for products and minimise item selection errors (Ahmad et al, 2022). Lastly, the app would integrate with Shaws Direct inventory management software to keep stock availability in sync. This would diminish the chance of overselling, as the warehouse staff would pick up only stock ready for shipping (Siawsolit and Gaukler, 2019).
It would have a few tangible benefits to bringing about positive change for Shaws Direct warehouse operations with the smart order picking App. The app will help the picking process be more accurate by streamlining the search, minimising the time spent searching for products. McKinsey (2022) points out that introducing digital tools can reduce order fulfilment times by up to 30%. This would help Shaws Direct keep up with its growing customer base while achieving high turnaround times. The app would significantly reduce the number of errors in the picking process, thus cutting down the number of returns due to the wrong items being ordered (Vanheusden et al., 2023). As a result, these costs in processing returns would go down, which, according to Deloitte (2023), are typically around 4-5% of annual retail revenue on average. A straightforward and efficient process would make the whole process more efficient, increasing warehouse workers' productivity. Similarly, Amazon has increased warehouse worker productivity by 20% compared with human operatives using automated picking systems (Boston Consulting Group, 2022). Shaws Direct cannot implement such advanced automation yet, but a smart app would be the first cheap step in bringing down those gains.
This idea falls under incremental innovation as I believe it to be an upgrade to the business's current functionality. Incremental innovations deal with changes and improvements to products, while radical innovation is regarded as drastic alteration from existing abilities of the firm and initiate the foundation for entirely new products or service (Ritala and Hurmelinna-Laukkanen, 2013)
According to Marzavan (2023), the four P's of the Innovation framework that was developed by Tidd and Bessant is to make clear how extensive our innovation is. The model consists of four categories. Product Innovation, Process Innovation, Position Innovation, and Paradigm Innovation.
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Figure 1: 4p's of innovation (Anon, 2017)
My idea for the proposed smart order picking app falls under the process innovation. The app is built to tackle an internal business process, specifically warehouse order picking and packing operations. It is not a Product Innovation where a team discovers and commercialises a new product or service for the market but rather an app that augments an existing execution (e.g., order fulfilment), improving the effectiveness and accuracy of order execution (Marion and Fixson, 2021). The app streamlines warehouse operations and allows Shaws Direct to handle increased demand for e-commerce and become more competitive in a fast-moving retail environment. Another example of improving process innovation in retail logistics is Amazon's Kiva robots, which automate warehouse picking and packing (Bentalha, 2025). This has eliminated picking times by up to 20% and improved warehouse efficiency (Boston Consulting Group, 2022). While not as sophisticated as Amazon's robotics, the proposed app is on a similar path toward warehouse process optimisation, which has the potential to grant substantial productivity gains and cost reductions.

[bookmark: _Toc1580921450]The Creativity Process Used to Develop the Idea
The smart order picking App development idea was done through identifying the problem in the business by discussing the matter with other members and then brainstorming ideas on my own. However, given the sector and industry that I worked in, De Bono's Six Thinking Hats is one model that could have been used for further idea development and problem-solving (Mahoney, Patterson & Hall, 2022).
The Six Thinking Hats method is a structured way of thinking that involves using six different perspectives or 'hats' to examine ideas from various angles.
White Hat requests information that is already known or is required (the de bono group, 2019) In this case, we could have gathered data from warehouse operations, such as error picking and inventory discrepancies. The data would have revealed inefficiencies in the current system, such as delays in locating products, which informed the need for a digital solution. Logistics companies that adopt data-driven decision-making processes reduce costs by up to 15%, as cited in McKinsey (2022).
Yellow Hat calls for exploration of the positives and check the values and benefits (the de bono group, 2019) The positive side for this app was that efficiency will be improved. This would also help in decreasing the costs due to faster order fulfilment, and there would be fewer errors in picking and picking (Wang et al., 2020). According to studies, businesses that start using digital logistics solutions can achieve an increase in operational efficiency of 18% (Deloitte, 2023).
Black Hat is the risk management hat. Look out for problems, with the aim to solve them (the de bono group, 2019) The significant challenges would be potential technical failures in system integration and the training requirements for warehouse staff. This is in line with Deloitte's (2023) findings that, often, digital solutions in logistics cannot go as far as they should due to the introduction of the barrier of systematic incompatibility and employee resistance to new technologies.  
Red Hat indicates emotions, suspicion and instinct. Wear this hat to communicate how you feel and share fears, likes and disapproval (the de bono group, 2019) The emotional understanding of what was lacking in the app meant we needed to create an app that did not make the user feel overworked or dissatisfied with their job.
Green Hat allows you to explore the possibilities and alternatives, including new ideas as you focus on being creative (the de bono group, 2019) In this phase, the team can brainstorm the app's functionalities and work out a solution that suggests product locations and automatically updates inventory.
Blue Hat controls the thinking process. It is the power procedure that checks that Six Thinking Hats regulations and instructions are followed (the de bono group, 2019) 
[image: ]
Figure 2: DeBono's 6 Hats (Agile, 2025)
Sadler-Smith, (2015) writes that Wallas’ four stages of creativity composed of preparation, incubation, illumination and verification is fundamental in creativity research. It has motivated many lively discussions and research projects as it has proven to be very beneficial through years.
The preparation stage is where it all began with thinking about the problem I was facing whilst working in the warehouse of Shaws Direct. The subconscious mind is involved in this stage as it focuses on new possibilities (geeksforgeeks, 2024)
Wallas argued that during the incubation stage, we do not willingly think about a specific problem or issue. The subconscious mind is still involved in this stage while we distract ourselves from the problem and gain mental relaxation. Wallas further argued that physical exercise is beneficial for the incubation stage as the human organism obtains far more from the numerous forms of activities rather than the continual devotion to one activity (Sadler-Smith, 2015) I realised that going out for walks helped clearing all the thoughts in my head and opened my mind to all kinds of ideas.
The illumination stage describes the typical lightbulb moment. However, this did not happen in my case. The Interaction Design Foundation (2021) states that illumination is a stage on its own, showing us that it is not just a quick “aha” moment but something that everyone can work towards achieving. It is not a just a characteristic of creative people, as creativity is a process which the least unimaginative person can learn to control. 
The last stage called the verification stage, different from the second and third, but similar to the first. It involves testing the effectiveness of the idea by evaluating and analysing the concept until it is fully defined and well-structured version (Popova, 2013)
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For change management purposes, Lewin's Force Field Analysis is a model for analysing the support and hindrance forces of the change (Burns and Cooke, 2013) They go on to mention that the driving forces coerce the required change while restraining forces obstruct the change according to needs. These forces can be analysed to enhance and reduce the driving forces and restraining forces. When considering the evaluation of the smart order picking App proposed for Shaws Direct, this method is especially useful.
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Driving Forces
Increased Efficiency and Cost Reduction 
The most important reason for developing the proposed app is that it may help decrease costs and speed up the process, which is its primary objective (Albukhitan, 2020). In doing so, the app will allow faster and more accurate order picking, resulting in quicker order fulfilment time and fewer errors in inventory management. McKinsey (2023) states that retail logistics innovations can cut operations costs by up to 18% when employed correctly. These improvements could lead to significant savings in high-volume retail operations.
Improved Worker Satisfaction
The other considerable driving force is the possibility of improving worker satisfaction. The repetitive and physically demanding job can cause fatigue and be frustrating (Caldwell et al., 2019). Automating and simplifying the order-picking process would reduce manual labour and the stress of making mistakes while making an inventory. 

Competitive Advantage in the Retail Sector
With the smart order-picking App, Shaws Direct could have a competitive edge based on operational efficiency in the highly competitive retail sector. If Shaws Direct could deliver the orders faster and more accurately, this would satisfy the customer more and make it a leader in innovative logistics in the retail fabric sector (Wen et al., 2019).
Restraining Forces
Initial Investment Cost 
The main restraining force for Shaws Direct would be the necessary initial investment to develop and implement the app. To enable this, the company would have to invest in it, integrate it with existing systems, and additional hardware if necessary (Ahmad et al., 2022). Until this expense is paid up front, smaller retailers may be hesitant. However, the advantages given have been running on an exponential curve with long-term benefits resulting in almost paying for themselves in the first 12–18 months because of efficiency gains and fewer labour costs (George, 2024).
Resistance to Change Among Employees
Employee resistance to change is another huge barrier. Workers may be uncomfortable or sceptical about using a new order picker technology for manual order picking (Jacob et al., 2023). However, resistance to technological change is common in warehouse environments, and with appropriate planning and staff participation in the process, it can be avoided.
Potential Technical Challenges in System Integration
Technical challenges to integrating the system pose a threat. The only way to make this happen is if Shaws Direct inventory management and logistics systems are seamlessly integrated with the app. Any technical failure or compatibility issue could disrupt warehouse operations.
Strategies to Strengthen Driving Forces and Reduce Restraining Forces
Shaws Direct must address the driving and restraining forces for the smart order picking App to be implemented successfully.
Training Programs for Employees
The app can counteract resistance by offering comprehensive training programs to help warehouse staff. Such programs should educate and support people about the app's ease of use and its advantages for daily activities. 
Pilot Testing Before Full-Scale Implementation
Shaws Direct should conduct pilot testing of warehouse employees to reduce technical risks and secure employee buy-in. This approach also aids the company in identifying any technical issues and troubleshooting them before the App is fully implemented. According to Hasija, Shen and Teo (2020), pilot programs in retail logistics often expose problems early and reduce time and cost in the long term.
Cost-Benefit Analysis to Justify Investment
A financial justification can be given in the form of a cost-benefit analysis for the investment. Through this, Shaws Direct can convince superiors that this is a worthwhile project and will contribute to reducing errors and labour costs and improving customer satisfaction.
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The innovation and technology adoption culture are in the early phase at Shaws Direct. Its operating environment is in a traditional retail setting, based on physical stores and warehousing-based inventory systems. Among current initiatives relevant to this case, an inventory management system and a digital point of sale system are also being adopted (Maheshwari et al., 2021). However, sophisticated logistics automation or artificial intelligence (AI) is limited at the warehouse level.
According to Attaran (2020), retailers that invest in logistics technology realise substantial efficiency gains, potentially lowering operational costs by 20%. Despite this, technology adoption in Shaws Direct can be characterised as incremental rather than radical. Hence, the company might be unable to accept the proposed smart order picking App to improve its operational efficiency. While the company has progressed towards process improvement through initiatives such as inventory tracking systems and warehouse management, there have been more improvement to existing processes rather than completely retooling or inventing new solutions. The report of Boston Consulting Group (2023) demonstrates that for retail logistics process improvements to be successful, there must be an organisational commitment to innovation throughout the institution, which Shaws Direct may not have made yet.
The decision-making structure at Shaws Direct is hierarchical, as the decisions are made at the senior management level. To adopt any new system, leadership is essential in supporting the innovation of the new system (Alblooshi, Shamsuzzaman and Haridy, 2021). The management may be willing to invest in this improvement, but the upfront development and system integration costs make securing approval challenging. Furthermore, senior management could be puzzled by employee resistance, which may affect the decision-making process as they would have to address their concerns. 
As per Shaws Direct culture of innovation, the company should follow some steps to strengthen its culture. An important recommendation is to involve employees in the ideation of innovations. Workers on the frontline of delivering the goods will be the ones most feeling the effects of changed workflow and will be the ones most affected by them (Marvin, 2023). Taking warehouse staff for the beta testing of the smart order picking App would be just one example of involving the personnel and helping to ensure that the app is practical for them and their work.
Another way to build a company's innovation culture is to introduce incentives for employees who contribute positively to the development or implementation of efficiency improvements. This has happened at companies like Amazon; an organisation offering perceived incentives for its employees' leading innovative ideas has seen increased engagement and creativity. For example, if a culture of innovation wants to exist, the next step could be to offer performance-based bonuses to employees who help streamline operations (Nuraini, 2023).
Leadership commitment is a critical factor in supporting the development of an innovation-driven environment. Real innovation requires companies' leadership to sanction technological changes and drive them forward (Cui, Jiao and Chen, 2020). For example, if the leadership in a company allows for constant feedback loops from employees and customers to propel a culture of continuous improvement, then training, time, and resources need to be provided to the worker for experimentation with new ideas.


[bookmark: _Toc2042701317]Conclusion and Recommendations 
This report examined the smart order picking App for Shaws Direct, which was proposed to improve warehouse operations by increasing the accuracy and efficiency of order picking. The app was investigated in the light of Tidd & Bessant's 4 P's of Innovation and found to be more of a process than a product or paradigm change. The idea was critically developed to improve inefficiencies during order fulfilment, reducing picking errors and improving worker productivity. In a situation where driving forces increased efficiency and improved worker satisfaction, and restraining forces are initial investment cost and employee resistance, as described by Lewin's Force Field Analysis, the organisational climate for innovation was assessed, that innovation is more successfully adopted when there is leadership commitment and employee participation in innovation.
Overall, the smart order picking App appears viable regarding the anticipated benefits of increased order fulfilment speed, decreased picking errors, and better warehouse efficiency. However, the successful implementation of such an app depends on management approval, employee resistance, and the ease of app integration with established systems. Initial costs and possible technical challenges are high; potential investment costs can be mitigated through pilot testing and cost-benefit analysis.



Recommendations for Next Steps
Piloting the App in one warehouse to assess its performance and thus learn from warehouse staff on performance. By doing this, Shaws Direct can fix any technical or usability problems to pull off a complete implementation.
Create a complete implementation plan, including employee training, app performance integration into preexisting inventory systems, and continual app performance monitoring.
Track the App's success post-implementation with established KPIs (e.g., order picking accuracy, time per order). An important part of the app should be regular feedback loops with warehouse staff integrated so it stays adaptable and effective at improving operations (Anderson, 2025).
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