[bookmark: _Toc161522991]Executive Summary

In the dynamic logistics and supply chain management world, implementing customised delivery schedules is a pivotal strategy for enhancing customer satisfaction, optimising operational efficiency, and gaining a competitive edge. This strategic report delves into the essence, benefits, and practical considerations of customised delivery schedules supported by relevant research findings and industry best practices. It aims to provide a comprehensive guide for businesses looking to tailor their delivery operations to meet the unique needs of their customers and operational demands.
Implementing customised delivery schedules has its challenges and risks. Key challenges include inadequate technology and infrastructure, crucial for customising delivery schedules. Businesses may face significant upfront costs in upgrading their IT systems and logistics infrastructure to support such customisation. There is a risk of setting unrealistic customer expectations. Failure to meet these expectations can lead to dissatisfaction and damage to the brand's reputation.
Successfully implementing customised delivery schedules requires a conducive climate and strong leadership. A culture that encourages innovation and is open to change is essential. This culture should support experimentation and learn from failures, fostering an environment where new ideas are welcome. Customised delivery schedules significantly benefit businesses and their customers; successful implementation requires overcoming substantial barriers. A supportive climate and strong leadership are critical to navigating these challenges, ensuring that the initiative not only enhances customer satisfaction but also contributes to the long-term sustainability and competitiveness of the business.
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[bookmark: _Toc161522992]1. Introduction to Organisation

Our organisation operates within the fast-paced and ever-evolving delivery industry, catering to a wide range of customers with a promise of efficiency, reliability, and speed. As a leading delivery company, we specialise in parcel delivery services, including same-day delivery options, leveraging technology and innovative logistics solutions to meet and exceed the expectations of our clientele. Our commitment to excellence has positioned us as a critical player in the logistics and delivery sector, facilitating seamless transactions between businesses and consumers.

As a representative of OneMotion, a company currently engaged in a contractual partnership with Amazon, our team leverages Amazon's advanced technology, data analytics capabilities, and office resources to provide exceptional delivery services to their customers. This unique collaboration allows us to enhance our delivery operations and tailor them precisely to meet the diverse needs of Amazon's customer base. Our partnership demonstrates how leveraging technology, data analytics, and shared resources can overcome barriers and create a competitive advantage in the logistics and supply chain management sector.
As an On-Site Manager, I play a pivotal role in orchestrating the daily operations, ensuring that every parcel reaches its destination on time. This involves overseeing delivery logistics, optimising routes, providing quality control, and ensuring every task is carried out as effectively and efficiently as possible. My role is crucial in maintaining the delicate balance between operational efficiency and customer satisfaction, requiring a keen eye for detail and a proactive approach to problem-solving.

























[bookmark: _Toc161522993]2. Creativity and Innovation

Creativity and innovation are meshed concepts often discussed in the context of personal development, organisational growth, and technological advancement. 
Creativity generates new ideas, approaches, or solutions. It involves thinking in novel ways to develop concepts that are often unique or unconventional (CSUN, 2024). Creativity is about the capacity to see connections and possibilities that are not immediately obvious, leading to original thoughts or expressions. It is the process of bringing something new into being through imaginative skill. On the other hand, innovation refers to applying creative ideas to produce new value or improve something already existing. It involves taking innovative ideas and implementing them with a tangible impact, such as creating a new product, service, or method (Bessant, 2023). Innovation is often associated with technological advances and process improvements but can apply to any field or discipline. It is about transforming an idea into a solution that adds value from a customer's perspective.
The critical difference between the two lies in their focus and outcome:
Creativity is about the generation of ideas that are new and original. It provides the foundation for innovation by offering the necessary components for developing new ideas. Innovation is about the practical application of creative ideas (Peak, 2024). It is not just having an idea but executing it in a way that leads to new products, services, or processes. Innovation focuses on the implementation and the value creation aspect of new ideas. Creativity is the fuel for innovation's engine, and innovation is the process that turns creative concepts into real-world solutions and improvements.
According to London.go.uk (2019), creativity and innovation are indispensable in the logistics and supply chain sector, especially when dealing with the complexities of serving an organisation like Amazon. Creative problem-solving enables the company to navigate logistical challenges, such as optimising delivery routes or managing inventory to reduce waste and increase speed. On the other hand, innovation allows us to leverage new technologies and processes to enhance efficiency, such as using AI for demand forecasting or adopting sustainable practices that save costs.

Leveraging creativity and innovation is essential for subcontractors working with Amazon to stay competitive in the fast-paced delivery sector. Companies can continually seek innovative solutions to improve operational efficiency, enhance the customer experience, promote sustainability, and build a more adaptable and resilient business model. The future success of delivery services will largely depend on their ability to innovate and creatively overcome the challenges of an ever-changing market landscape (Jordan Bar Am, 2020).

Iny (2014) said that the critical difference between individuals and organisations is that individuals are creative, whereas organisations innovate. One person cannot innovate alone, requiring a team or a group. Therefore, the role of an organisation is to create a conducive environment that promotes creativity among its people, eventually leading to innovation. In an ideal world, innovation should be the outcome of an organisation that fosters creativity.







Creativity and innovation in the delivery services hold significant importance across several dimensions:

[bookmark: _Toc161522994]2.1 Long-Term Sustainability (Survival)
According to Podolsky (2022), the delivery and logistics sector is highly dynamic, with constant changes in consumer expectations, technological advancements, and competitive pressures. Creativity and innovation enable organisations to adapt to these changes, ensuring long-term sustainability. For instance, finding innovative ways to reduce delivery times can keep services competitive in a market where same-day or next-day delivery is becoming the norm (AJOT, 2022).
Environmental Sustainability: Innovations in route optimisation, fuel-efficient vehicles, or even transitioning to electric vehicles can significantly reduce carbon footprints (Bulusu, 2023). That contributes to the global effort against climate change and aligns with the increasing consumer demand for eco-friendly business practices, enhancing the company's reputation and market position.

[bookmark: _Toc161522995]2.2 Need to Improve Continually
Operational Efficiency: Continuous improvement in operational processes through creativity and innovation can lead to significant cost savings and increased productivity. For example, utilising data analytics to optimise delivery routes and schedules can minimise fuel consumption and idle time for drivers, increasing efficiency.
Customer Satisfaction: Innovations in customer service, such as real-time parcel tracking and convenient delivery rescheduling options, enhance customer satisfaction and loyalty. As customer expectations evolve, staying ahead with creative solutions can be a crucial differentiator.
Operational Excellence: Efficient logistics require continuous process improvements. Route optimisation algorithms, predictive maintenance, and automation can significantly enhance operational efficiency while reducing costs (John Barbee, 2021). 

An excellent example of continual improvement is DHL.
The organisation is a beacon of innovation within the logistics and delivery industry. DHL is recognised for its commitment to innovation in logistics, integrating advanced technology and sustainable practices to improve efficiency, reliability, and customer satisfaction. (DHL, 2024) . This dedication positions DHL at the forefront of global logistics and underscores its role as a forward-thinking company, constantly evolving to meet the market's and its customers' dynamic needs.
[bookmark: _Toc161522996]
2.3 Doing More with Less

Resource Optimization: In a sector where margins can be thin, finding innovative ways to do more with less is crucial. Automating repetitive tasks like sorting and loading can free up human resources for more complex and value-added activities. Eliminating everyday tasks reduces operational costs and improves employee satisfaction.

Scalability: As operations grow, scalability becomes a challenge. Creativity and innovation in process management and technology use can enable organisations to scale up efficiently without a proportional cost increase. For instance, implementing scalable logistics software that integrates seamlessly with Amazon's systems can facilitate smooth scaling.
[bookmark: _Toc161522997]3. The type of innovation 

[bookmark: _Hlk160830588]According to Banholzer (2024), Innovation is essential to achieving a goal. McKinsey (2022) calls Innovation the process of creating and promoting new products and services for the customers. Banholzer (2023) says management teams increasingly prioritise exploring new growth and diversification opportunities to maintain their exceptional, long-term success. This involves creating new products, investing in unexplored business models, and establishing new partnerships to capitalise on these opportunities (Alessandro Buffoni, 2017). I want to implement a customer-scheduled delivery system that allows customers to choose their exact delivery times; so far, that kind of innovation is not available on Amazon. This innovation aims to enhance customer satisfaction and operational efficiency by prioritising customer convenience and aligning with contemporary expectations for personalised and responsive service models.

The problem that led to this Innovation was identified through a combination of customer feedback and personal observation:
Customer Feedback: Direct feedback from customers, whether through surveys, feedback forms, social media, or direct communication, highlighted a demand for more control over delivery times. Customers expressed frustration with rigid delivery schedules that needed to account for their availability, leading to missed deliveries or inconvenience.
Personal Observation: Observing the delivery process and the challenges faced by customers, especially when deliveries were missed or needed to be rescheduled, provided insight into the need for a more flexible solution. This observation and an understanding of the logistical and technological capabilities suggested that offering scheduled deliveries significantly enhances the customer experience.

Implementing customised delivery schedules is typically considered incremental Innovation rather than radical. Incremental innovations involve improving or adjusting existing services, processes, or products, enhancing efficiency, customer satisfaction, or market position without fundamentally changing the market or creating new industries (Carleton, 2019). These innovations build on the company's current capabilities and market understanding, aiming to meet existing customer needs more effectively or to streamline operations.

Characteristics of Incremental Innovation in Customized Delivery Schedules:

Improves Existing Services: Customized delivery schedules refine and enhance the existing delivery process by making it more flexible and aligned with customer preferences.
Utilises Existing Technologies: Although the implementation may involve adopting new software or analytics tools, it primarily leverages existing technologies (like GPS tracking, route optimisation algorithms, and data analytics) to improve delivery efficiency and customer experience.
Market Adaptation: This Innovation responds to demands for greater convenience and personalisation in delivery services rather than creating a new market or demand.
[bookmark: _Hlk160744038]Risk and Investment: The risk and investment associated with incremental innovations are typically lower than those associated with radical innovations (D. Acemoglu, 2022). Implementing customised delivery schedules requires investment in technology and process redesign but doesn't entail the high uncertainty and capital characterising radical innovations.




Addressing the issue identified through customer feedback and personal observation, incremental Innovation in customer-scheduled Delivery falls under the process category of the 4 Ps. Product, Process, Position, and Paradigm—provide a framework for categorising different innovation types (J. Bessant, 2013). Implementing customised delivery schedules can represent multiple aspects of the 4Ps, mainly focusing on Process and Position innovations. Here's how it aligns with these categories:
[bookmark: _Hlk160744289][bookmark: _Hlk160743088][bookmark: _Hlk160743096]Process innovation involves significant changes in how companies organise their delivery operations (Dziallas, 2019). This Innovation isn't about changing the physical product being delivered but how the service is provided to the customer. By adopting advanced logistics software, algorithms for dynamic scheduling, and real-time tracking systems, companies can optimise delivery routes, reduce delivery times, and lower operational costs. This type of Innovation is centred on enhancing the efficiency and effectiveness of the delivery process, making it more flexible and responsive to customer preferences. Implementing customised delivery schedules can also be viewed as a Position Innovation. This approach changes the perception and positioning of the company or product in the consumer's mind (Bagga, 2015). A company repositions its service as customer-centric, accommodating, and adaptable by offering flexible delivery options that cater to individual schedules and preferences. This can attract new customers, enhance customer satisfaction, and improve loyalty, altering the company's position in the competitive marketplace. Position innovation is about how the service is marketed and perceived rather than changes to the service itself (MSU, 2024). It reflects an improvement in how the service is provided, making the delivery process more customer-centric and flexible. This Innovation illustrates how even small changes in service delivery can lead to substantial improvements in customer satisfaction and operational efficiency.
























[bookmark: _Toc161522998]4. The creativity process

Creativity generates new ideas, approaches, or solutions. It involves thinking in novel ways to develop concepts that are often unique or unconventional (CSUN, 2024). Creativity is about the capacity to see connections and possibilities that are not immediately obvious, leading to original thoughts or expressions. It is the process of bringing something new into being through imaginative skill.

Creativity is essential to the Curriculum for Excellence, integrating seamlessly into its four fundamental capacities. These creativity skills are crucial for developing increasingly important meta-skills in today's job market. (Scotland, 2023)

According to the World Economic Forum (2020), employers will primarily seek skills such as innovation, solving complex problems, critical thinking, creativity, and uniqueness. Curiosity, open mind, imagination, and problem-solving are skills required to be creative and essential to setting individuals apart.  
The primary approach used to improve Amazon's delivery process was brainstorming. This creative method is valuable due to its inclusiveness and capacity to generate diverse ideas, creating an environment conducive to innovation (Mindtools, 2024).
A brainstorming session was organised with a cross-functional team, including members from logistics, customer service, technology, and marketing. This diversity ensured a broad spectrum of perspectives and expertise, enriching the ideation process. The session began by clearly defining the problem and setting specific objectives—improving customer satisfaction and increasing delivery competition rate.
The brainstorming session successfully generated an innovative idea: scheduled delivery service. The process produced specific solutions, such as dynamic scheduling algorithms and enhanced delivery communication systems, fostering a culture of creativity and collaboration among team members. A comprehensive solution for scheduled customer delivery requires creative thinking, technological innovation, and a deep understanding of logistics and customer behaviour. At OneMotion and Amazon, evaluating and addressing customer-scheduled delivery involves a systematic approach with four stages: preparation, incubation, illumination, and verification.

Preparation
Research and Data Collection: Comprehensive research was conducted to analyse current delivery systems, customer feedback, and logistical challenges, which included customer reviews, feedback surveys, and operational performance metrics.
Identifying Problems and Opportunities: Amazon's scheduled delivery system poses challenges for delivery accuracy, flexibility, and customer satisfaction.

Incubation
Subconscious Thought Processing: After collecting data and identifying the problem, I stepped away to allow subconscious processing and creative ideas to surface.
Cross-Team Engagement: I formally engage with various teams within Amazon to discuss challenges, fostering an environment for new ideas to emerge.

Illumination
Breakthrough Ideas: This phase resulted in the emergence of innovative solutions like predictive delivery scheduling, flexible rescheduling options, and real-time delivery tracking, leading to the "aha" moment.
Initial Validation: I evaluated various ideas based on their feasibility, potential impact, and alignment with our customer's needs and company goals.

Verification
Testing and Feedback: We plan to implement the program in a controlled environment.  Innovation still isn’t in place; at the moment, the innovation centre is making calculation on how much time the company need to implement it. 



























[bookmark: _Toc161522999]5. Implementing Customer Scheduled Delivery at Amazon

"Customer satisfaction and innovation are powerful touchstones when making decisions."
                                                                                                                     Tom Alberg

         				 https://www.businessinsider.com/jeff-bezos-amazon-decision-making-principles-tom-alberg-2021-11?r=US&IR=T


Implementing a customer-scheduled delivery system on Amazon is an innovative approach to enhance customer happiness by allowing them to choose delivery times that suit their availability. This concept has the potential to improve the customer experience significantly, but it also comes with its set of challenges and risks that need careful consideration. In the context of Amazon's ongoing quest to enhance customer satisfaction and operational efficiency (Slater, 2024), this analysis explores the potential implementation of a customer-scheduled delivery system. To critically evaluate the effectiveness of this solution, we will apply the Force Field Analysis tool. According to Lewin (1951), force field analysis is a standard tool in change management, offering insights into numerous organisational change processes.
Thomas (1985) noted that force field analysis is used in strategic planning despite being applied in various settings. To critically evaluate the effectiveness of this solution, we will apply the Force Field Analysis:

Forces for Change
Enhanced Customer Satisfaction: Organisations can significantly improve customer satisfaction and loyalty by allowing customers to select their preferred delivery times.
Reduction in Missed Deliveries: Scheduled deliveries can reduce the number of missed deliveries, saving costs on re-deliveries.
Competitive Advantage: Offering a customer-scheduled delivery option could give us a competitive edge in the e-commerce market, attracting more customers.
Adaptability to Consumer Lifestyle: The modern consumer values convenience and flexibility. A scheduled delivery system meets these needs by accommodating the busy lifestyles of Amazon's customers, making it easier for them to receive their orders without significantly altering their daily routines.
Reduction in Environmental Impact: Efficient routing and delivery scheduling can reduce the number of vehicles on the road and emissions. This eco-friendly approach aligns with the growing consumer demand for sustainability and can enhance Amazon's corporate social responsibility profile.

Barriers and Risks
Logistical Complexity: Implementing a flexible delivery system requires sophisticated logistics and real-time coordination, which can be complex and costly.
Increased Operational Costs: Custom delivery schedules may increase operational costs due to the need for more dynamic routing and potentially more delivery vehicles and personnel.
Technological Barriers: Integration with existing logistics systems can be challenging and expensive.
Customer Reliability: Dependence on customers to be available at their chosen times can lead to inefficiencies and increased costs if customers do not receive deliveries.

As representatives of OneMotion, which partners with Amazon, we know the barriers and risks identified in Force Field Analysis associated with implementing customised delivery schedules, including logistical complexity, increased operational costs, technological barriers, and reliance on customer availability.  We leverage complex logistics software and tools provided through our partnership with Amazon to manage the complexity of flexible delivery systems. These tools allow for efficient route optimisation and real-time adjustments to delivery schedules. We could use AI learning model tools to improve route optimisation and forecasting. Over time, these models can predict the most efficient routes and delivery windows, reducing the complexity involved in planning. Using data analytics to understand patterns and predict demand helps us allocate resources more effectively, reducing the complexity and costs associated with last-minute changes. Adopting a flexible workforce model for delivery personnel can help manage workforce size in response to fluctuating demand, keeping operational costs in check.
The combined efforts of OneMotion and Amazon, supported by advanced technology, strategic planning, and a focus on customer communication and flexibility, allow us to navigate and overcome the barriers and risks of implementing customised delivery schedules. This collaborative approach not only enhances operational efficiency but also ensures a high level of customer satisfaction, positioning us appreciatively in the competitive logistics and delivery landscape.
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According to CIPD (2024), the organisational climate refers to employees' shared perceptions about their working conditions. It encompasses attitudes, behaviours, and the overall atmosphere within the organisation. A creative and innovative climate is characterised by openness, support for new ideas, tolerance of risk and failure, and a focus on long-term value instead of short-term results (Schein, 2004).

Creating a work environment that promotes creativity and innovation is crucial to promoting an "innovation climate" within an organisation (Gendi R, 2018). This climate must actively promote and sustain innovative efforts. It contains the organisational and team processes that foster and facilitate innovation, reflecting the collective attitude towards embracing change, supporting new concepts, seeking fresh perspectives, dedicating time to cultivate ideas, and working collaboratively to develop and implement new ideas (Coelho, 2010). McKinsey (2024) noticed that research over time has shown that leadership plays a crucial role in creating such an environment. Leaders who engage positively with their teams, providing ample resources, confidence, support, and independence, significantly contribute to forging a robust climate of innovation.


In the constantly changing world of technology and innovation, the journey from an Amazon employee to the founder of OneMotion stands as a testament to the power of visionary leadership and adaptive organisational culture. The transition is not merely a career shift but a profound transfer of values, practices, and a leadership climate that fosters growth, innovation, and a relentless pursuit of excellence. The leadership climate at OneMotion is deeply rooted in a culture of empowerment and ownership. Team members are encouraged to take initiative, own their projects, and drive results. This culture of accountability and empowerment mirrors Amazon's leadership principle of ownership, ensuring that every team member feels vested in the company's success.
 A Transformational Leader inspires and encourages team members while expecting and demonstrating the highest standards. In return, her people are fiercely loyal and highly successful as individuals (MindTools, 2024). Harvard Business School (2019) states that authentic leadership is characterised by deeply principled leaders who maintain integrity and own their decisions, focusing on long-term values over immediate gains. They aim to build strong connections with their team members while pursuing objectives that align with their organisation's broader vision and mission rather than focusing solely on financial outcomes. Each leadership style has its advantages and may foster innovation and creativity differently. Influential leaders often combine elements from multiple styles, depending on their team members' situation and developmental level. The most successful leaders for innovation create an environment that encourages experimentation, accepts failure as part of the learning process, and provides the resources and autonomy necessary for creative problem-solving.

Amazon is an innovative company with advanced technological capabilities. Training and recruiting should focus on strategic approaches that complement and enhance the existing workforce's skills. This helps to maintain the company's competitive edge by ensuring employees can adapt and innovate with the new system (AMZ, 2024).

The organisation prioritises customer satisfaction and innovation to meet their needs (Amazon, 2024). This customer-first mindset drives many of the company's decisions and innovations, influencing its approach to scheduled delivery.
Amazon is known for its high-performance standards, where metrics and data-driven decisions are critical. This environment encourages efficiency and effectiveness but has also been criticised for being overly demanding (TUC, 2024). The company fosters an environment where innovation is expected and rewarded. The organisation encourages taking bold risks, recognising that failure is often a step towards innovation (Llopis, 2017). The climate at Amazon is competitive, constantly pushing employees to strive for excellence (Amazon, 2024). Striving for excellence can foster innovation but has also raised concerns about work-life balance and employee well-being (Berger, 2018). Jeff Bezos, Amazon's founder, is often cited as a transformational leader who has driven the company to achieve remarkable innovations (Dyer, 2019). He is known for setting visionary goals and inspiring his team to reach them, emphasising long-term strategic thinking over short-term profits.
According to Lewin's (1939) theory, we can notice some autocratic elements in the organisation. Some critiques suggest that decision-making within Amazon can be top-down, with senior leadership making significant decisions that drive the company's direction. This style has contributed to its success but has also been a point of contention regarding internal culture. One of Amazon's leadership principles is frugality, which encourages accomplishing more with less (Amazon, 2024). This principle has driven innovation by forcing creative solutions without relying on vast resources.

OneMotion’s organisational climate and leadership style characterise a strong focus on customers, innovation, and performance. While this approach has been instrumental in achieving ground-breaking success and driving employee productivity, it has also faced criticism for its competitive environment and high-pressure employee demands. The core principles of customer obsession, innovation, and data-driven decision-making remain central to Amazon's strategy and culture.
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The exploration of OneMotion's partnership with Amazon, alongside the in-depth analysis of creativity, innovation, and organisational climate, unveils a comprehensive understanding of what drives success in the dynamic delivery industry. Focusing on customer-scheduled delivery innovation, OneMotion exemplifies how leveraging technology, data analytics, and a deep understanding of customer needs can significantly advance delivery services. This initiative enhances customer satisfaction and showcases a commitment to operational efficiency and adaptability in an ever-changing market landscape.

Creativity and innovation emerge as foundational pillars for continuous improvement and long-term sustainability within the logistics and supply chain sector. The incremental innovation of customer-scheduled delivery systems illustrates the power of applying creative solutions to operational challenges, demonstrating that even minor enhancements can benefit the company and its customers. The critical evaluation of OneMotion's organisational climate and leadership, influenced by its roots in Amazon's culture, highlights the importance of a supportive environment that fosters creativity, innovation, and a customer-centric approach. The leadership styles and organisational practices discussed reflect a commitment to maintaining a high-performance culture. Navigating these challenges requires a balanced approach that values employee satisfaction and well-being as much as innovation and customer satisfaction. As OneMotion continues to evolve and grow, integrating feedback, adapting leadership styles, and fostering a positive organisational climate will be key factors in sustaining its competitive edge. Ultimately, the journey of OneMotion and its collaboration with Amazon offers valuable insights into the power of innovative thinking, the importance of a supportive organisational climate, and the need for visionary leadership in achieving excellence in the logistics and delivery industry. This case study underscores the continuous need for creativity, strategic innovation, and a proactive approach to leadership and organisational culture in navigating the complexities of the modern business landscape
