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1- Land Rover and Jaguar History (Merge) 
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The history of Land Rover and Jaguar is deeply intertwined with the automotive industry's evolution. Jaguar, originally founded as the Swallow Sidecar Company in 1922, was known for its sleek sports cars and luxury sedans. Land Rover, on the other hand, was established in the 1940s and quickly became synonymous with offroad vehicles. The two brands merged in 2008, forming Jaguar Land Rover, which now combines their strengths in design, performance, and engineering. This merger has allowed Jaguar Land Rover to create vehicles that are both premium and purposeful, offering a blend of elegance and rugged capability. (Jaguar Land Rover, 2025).
Jaguar Land Rover Automotive PLC (JLR) is a British multinational automobile manufacturer which produces luxury vehicles and SUVs and has its head office in Whitley, Coventry, United Kingdom. The principal activity of Jaguar Land Rover is the design, development, manufacture and sale of vehicles bearing the Jaguar and Land Rover marques. The company is the largest automotive employer in the UK with 33,000 employees as of September 2025. (Jaguar Land Rover, 2025).
Both marques have long histories prior to their merger—Jaguar going back to the 1930s and Land Rover to the 1940s—first coming together in 1968 as part of the British Leyland conglomerate, later again independent of each other, and then as subsidiaries of BMW (in the case of Land Rover), and Ford Motor Company (Jaguar). In 2000, Rover Group was broken up by BMW and Land Rover was sold on to Ford Motor Company, becoming part of its Premier Automotive Group. (Jaguar Land Rover, 2025).
Jaguar Land Rover has been a subsidiary of India-based Tata Motors since they founded it as a holding company for the acquisition of Jaguar Cars and Land Rover from Ford in 2008. On 1 January 2013, the company was renamed Jaguar Land Rover Automotive PLC as it transitioned into a holding company structure, with its automobile business continuing under the name Jaguar Land Rover Limited. Jaguar Land Rover (JLR) (2025) Our Heritage. Available at: https://www.jlr.com/our-heritage . (Jaguar Land Rover, 2025
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2- jaguar Land Rover (JLR) UK Market: Key User Pain Points
In the UK market, Jaguar Land Rover (JLR) customers report several recurring pain points throughout the ownership journey:
2.1: Reliability and quality issues – Reliability remains one of the biggest concerns among UK owners. While newer models such as the Defender have improved, Land Rover continues to rank near the bottom of brand reliability surveys. Customers commonly report faults related to engines, electrical systems, infotainment, hybrid batteries, and suspension. (Jaguar Land Rover, 2025).
2.2: Extended repair times – Even when repairs are covered under warranty, many owners experience significant vehicle downtime. Some repairs require vehicles to remain in dealerships for more than a week because of diagnostic complexity or parts availability. (Society of Motor Manufacturers and Traders,2025).
2.3: High cost of ownership – Owners frequently cite expensive servicing, replacement parts, and high out-of-warranty repair costs, increasing the total cost of ownership for premium vehicles. (Jaguar Land Rover, 2025). 
2.4: Inconsistent after-sales service – UK customers report inconsistent communication between dealerships, Jaguar Land Rover Customer Care, and finance teams. Common complaints include slow complaint resolution, limited progress updates during repairs, and difficulty coordinating warranty claims. (Jaguar Land Rover, 2025).
2.5: Parts availability and repair delays – Replacement part shortages and supply chain disruptions have led to lengthy waiting periods for repairs. These issues have contributed to customer dissatisfaction and prolonged vehicle downtime. 
2.6 Software and infotainment problems – Owner’s report software bugs, infotainment glitches, connectivity issues, and faults affecting plug-in hybrid and electric vehicle systems, reducing confidence in the vehicle's digital experience. (Jaguar Land Rover, 2025).
2.7 Delivery lead times – UK buyers have experienced long waiting times for new vehicle deliveries, particularly during periods of supply chain disruption, negatively affecting the purchase experience. (Jaguar Land Rover, 2025).
2.8 Premium expectations versus ownership experience – As a luxury automotive brand, JLR customers expect a seamless ownership experience. (Society of Motor Manufacturers and Traders,2025).





3 - Land Rover and Jaguar: Key opportunity areas in the U.K market 
Key Opportunity Areas (points)
3.1. Growth in Electric Vehicles (EVs)
The UK government's commitment to reducing carbon emissions and the planned phase-out of new petrol and diesel cars has created significant opportunities for Jaguar and Land Rover (JLR). Jaguar's transition to an all-electric luxury brand and Land Rover's expansion of hybrid and electric SUVs position the company to meet increasing consumer demand for sustainable vehicles (Jaguar Land Rover, 2025; Department for Transport, 2025).
3.2. Increasing Demand for Luxury SUVs
The premium SUV segment continues to grow in the UK as consumers seek vehicles that combine luxury, safety, practicality, and advanced technology. Land Rover's models, including the Range Rover, Defender, and Discovery, are well positioned to benefit from this trend because of their strong brand reputation and off-road capability (Society of Motor Manufacturers and Traders (SMMT), 2025).
3.3. Connected and Smart Vehicle Technologies
UK consumers increasingly expect vehicles equipped with advanced connectivity, driver assistance systems, over-the-air software updates, and artificial intelligence features. JLR has invested heavily in digital technologies and autonomous driving systems, creating opportunities to strengthen its competitive position in the premium automotive market (Jaguar Land Rover, 2025).
3.4. Government Support for Green Manufacturing
The UK government continues to invest in electric vehicle infrastructure, battery production, and clean manufacturing initiatives. These policies create opportunities for JLR to expand domestic production, reduce manufacturing costs, and strengthen its UK supply chain (Department for Business and Trade, 2025).
3.5. Growing Export Potential
Although based in the UK, Jaguar and Land Rover export a large proportion of their vehicles to Europe, North America, China, and the Middle East. Increasing global demand for premium electric and luxury vehicles provides opportunities for continued export growth while strengthening the UK's automotive industry (SMMT, 2025).
3.6. Digital Sales and Customer Experience
The increasing use of online vehicle purchasing, digital financing, and personalised customer services presents opportunities for JLR to improve customer engagement. Investment in digital retail platforms and connected after-sales services can enhance customer satisfaction and brand loyalty (Jaguar Land Rover, 2025).




4- Market Gaps for Jaguar Land Rover (JLR) in the UK Market
Jaguar Land Rover (JLR) operates in a rapidly changing UK automotive market where several market gaps create opportunities for innovation and new venture creation.
4. 1. Limited Premium EV Charging Solutions
Although electric vehicle (EV) adoption is increasing in the UK, many premium vehicle customers still face inadequate public charging infrastructure, particularly in rural areas. Land Rover customers, who often travel long distances and off-road, require reliable, high-speed charging networks that support their driving needs. This gap creates opportunities for JLR to develop premium charging services and strategic partnerships with charging providers (Department for Transport, 2025).
4.2. Growing Demand for Sustainable Luxury
Consumers increasingly expect luxury vehicles to be environmentally responsible without compromising performance or comfort. While JLR has introduced hybrid and electric models, demand continues to grow for vehicles manufactured using recycled materials, renewable energy, and low-carbon production processes. Expanding sustainable manufacturing and circular economy practices represents a significant market opportunity (Jaguar Land Rover, 2025).
4.3. Connected Digital Services
Many customers expect seamless digital experiences, including over-the-air software updates, predictive maintenance, smartphone integration, and personalised vehicle services. There remains an opportunity for JLR to expand connected vehicle technologies and subscription-based digital services to improve customer satisfaction and strengthen brand loyalty (Jaguar Land Rover, 2025).
4.4. Affordable Luxury Electric Vehicles
The high purchase price of premium electric vehicles remains a barrier for many UK consumers. Introducing flexible ownership models, vehicle subscription services, and competitive financing options could enable JLR to attract younger professionals and environmentally conscious buyers seeking luxury EVs at a lower upfront cost (Society of Motor Manufacturers and Traders (SMMT), 2025).
4.5. Circular Economy and Battery Recycling
As EV adoption increases, there is growing demand for battery recycling, refurbishment, and second-life battery applications. Expanding these services would help JLR reduce environmental impacts, improve resource efficiency, and support the UK's transition to a circular economy (Jaguar Land Rover, 2025).

5- Technological Enablers for Jaguar Land Rover in the UK Market 
Technological enablers are the technologies and digital capabilities that allow organisations to develop innovative products, improve efficiency, and respond to changing customer needs. Jaguar Land Rover (JLR), advances in electric vehicle (EV) battery technology, artificial intelligence (AI), 5G connectivity, are key enablers supporting innovation in the UK market. Improved battery technology and fast-charging systems enable JLR to produce electric vehicles with longer driving ranges and shorter charging times, supporting its Strategy (Jaguar Land Rover, 2025). AI and machine learning enhance driver assistance systems, predictive maintenance, and personalised in-car experiences, improving customer satisfaction (Tidd and Bessant, 2021). In addition, connected vehicle technologies and cloud computing allow over-the-air software updates, remote diagnostics, and real-time navigation services. Advanced manufacturing technologies, including robotics and automation, also improve production efficiency and support sustainable vehicle manufacturing, enabling JLR to remain competitive in the UK's rapidly evolving automotive industry (Brown, 2009).
5.1- Electric vehicle (EV) battery technology
5.2- Artificial intelligence (AI), 5G connectivity
5.3- Driver assistance systems
5.4- Robotics and automation

6- Potential for Scalability and Sustainability at Jaguar Land Rover 
Jaguar Land Rover (JLR) has strong potential for scalability by expanding its electric vehicle (EV) portfolio, connected mobility services, and digital technologies across both domestic and international markets. Through its Strategy, JLR plans to transform Jaguar into an all-electric luxury brand while increasing the number of electric Land Rover models, allowing the company to meet growing demand for premium EVs and strengthen its global market position (Jaguar Land Rover, 2025). Digital innovations such as over-the-air (OTA) software updates, artificial intelligence (AI), cloud connectivity, and subscription-based services can be deployed across multiple vehicle models, enabling JLR to scale its products and services efficiently while creating revenue streams (Tidd and Bessant, 2021).
JLR is committed to achieving net-zero carbon emissions across its supply chain, products, and operations by 2039 through its Reimagine Strategy (Jaguar Land Rover, 2025). The company is investing in renewable energy, recycled and responsibly sourced materials, battery recycling, and circular economy practices to reduce environmental impact. It is also developing low-emission manufacturing processes and expanding the production of electric vehicles to support the transition to sustainable mobility. These initiatives improve resource efficiency, reduce waste, and respond to increasing consumer demand for environmentally responsible luxury vehicles (Department for Transport, 2025).
Overall, JLR's focus on electrification, digital transformation, and sustainable manufacturing provides significant opportunities for long-term business growth, competitive advantage, and environmental sustainability in the UK and global automotive markets.
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7- Design Thinking Framework for Jaguar Land Rover (JLR)
The Design Thinking Framework is a human-centred innovation process that helps organisations understand customer needs, develop creative solutions, and test ideas before launching them into the market. The framework consists of six stages: Empathise, Define, Ideate, Prototype, Test, and Implement (Brown, 2009; d.school, 2018). Jaguar Land Rover (JLR) can use this framework to develop innovative products and services that address customer expectations in the UK automotive market.
Design Thinking Framework Applied to Jaguar Land Rover
	Stage
	                           Application to Jaguar Land Rover

	Empathise
	Understand customer pain points such as range anxiety, sustainability concerns, and demand for digital services.

	Define
	Identify key market gaps in EV infrastructure, connected services, and sustainable luxury vehicles.

	Ideate
	Generate innovative ideas including AI maintenance, smart charging, digital retail, and circular economy solutions.

	Prototype
	Develop pilot apps, digital platforms, charging services, and sustainable vehicle concepts.

	Test
	Evaluate customer feedback through trials, surveys, and real-world vehicle testing.

	Implement
	Launch successful innovations across the UK and expand globally through continuous improvement.


[image: ]
7.1. Empathise
The empathise stage focuses on understanding customers' experiences, behaviours, and challenges through observation, interviews, surveys, and market research (Brown, 2009).
For Jaguar Land Rover, empathy involves identifying customer concerns such as:
· Range anxiety associated with electric vehicles. 
· High vehicle purchase and maintenance costs. 
· Demand for connected vehicle technologies. 
· Growing interest in environmentally sustainable luxury vehicles. 
Understanding these needs enables JLR to design solutions that improve customer satisfaction and loyalty (Jaguar Land Rover, 2025).

7.2. Define
The define stage analyses information collected during the empathy phase to clearly identify the core customer problem or market opportunity (d.school, 2018).
For Jaguar Land Rover, key problem statements may include:
· UK customers require more convenient and reliable electric vehicle charging solutions. 
· Luxury vehicle buyers expect personalised digital experiences. 
· Customers increasingly prefer sustainable vehicles manufactured using environmentally friendly materials. 
Clearly defining these problems helps JLR focus its innovation efforts on areas with the greatest customer value.

7.3. Ideate
The ideate stage involves generating a wide range of creative ideas to solve the identified problems without immediately evaluating them (Brown, 2009).
Possible innovation ideas for Jaguar Land Rover include:
· AI-powered predictive vehicle maintenance. 
· Premium EV charging subscription services. 
· Battery recycling and second-life battery programmes. 
· Virtual reality vehicle showrooms. 




7.4- Prototype
The prototype stage transforms selected ideas into tangible models, digital applications, or pilot services that customers can experience and evaluate (d.school, 2018).
For Jaguar Land Rover, prototypes may include:
· A mobile application for locating available EV charging stations. 
· A digital vehicle configurator using augmented reality. 
· Pilot electric vehicle subscription services. 
· Battery health monitoring software. 
Developing prototypes enables JLR to identify design improvements before significant investment in full-scale production.

7.5. Test
The test stage involves gathering customer feedback by allowing users to interact with prototypes under real-world conditions (Brown, 2009).
Jaguar Land Rover can:
· Conduct customer trials of new electric vehicle services. 
· Evaluate user satisfaction with digital platforms. 
· Collect data on vehicle performance and charging experiences. 
· Refine products based on customer feedback. 

7.6. Implement
The implement stage involves launching the validated solution into the market and continuously monitoring its performance for future improvements (d.school, 2018).
For Jaguar Land Rover, implementation may include:
· Introducing new electric vehicle services across the UK. 
· Expanding AI-powered connected vehicle technologies. 
· Scaling sustainable manufacturing practices. 
· Continuously updating software through over-the-air (OTA) updates. 
Successful implementation enables JLR to create long-term customer value while supporting its Strategy, which focuses on electrification, sustainability, and modern luxury (Jaguar Land Rover, 2025).



8 - Land Rover and Jaguar: How Goals Link Creative and Analytical Thinking in the UK Market
Innovation at Jaguar Land Rover (JLR) requires balancing creative thinking with analytical thinking to solve customer problems and create competitive advantage. Creative thinking generates new ideas and innovative solutions, while analytical thinking evaluates evidence, identifies root causes, and determines the feasibility of those ideas (Brown, 2009; Liedtka, 2018). Together, these approaches support the design thinking process and help JLR develop customer-focused innovations in the UK automotive market.

8.1. How Goals Link Creative and Analytical Thinking
The goal of design thinking is to develop solutions that meet customer needs while achieving business objectives. Creative and analytical thinking work together throughout this process.
· Creative thinking helps JLR generate innovative ideas such as electric vehicle (EV) subscription services, AI-powered predictive maintenance, and digital vehicle showrooms. 
· Analytical thinking uses customer research, market data, and financial analysis to determine whether these ideas are practical, profitable, and aligned with business strategy (Brown, 2009). 
For example, JLR's goal of becoming a leader in sustainable luxury vehicles requires creativity to design innovative electric vehicles and analytical thinking to assess market demand, production costs, and environmental impacts (Jaguar Land Rover, 2025).

8.2. Clarify the Problem
Problem clarification involves understanding the customer's actual needs rather than making assumptions. Design thinking encourages organisations to collect customer feedback through interviews, observations, and market research before developing solutions (d.school, 2018).
Example in the UK Market
Jaguar Land Rover has identified that many UK consumers are interested in electric vehicles but remain concerned about charging convenience, driving range, and battery reliability. These concerns discourage potential customers from purchasing premium electric vehicles.

8.3. Clarified Problem Statement
A problem statement clearly defines the customer, the challenge, and the desired outcome.
Example Problem Statement
"UK premium vehicle customers need a more convenient and reliable electric vehicle charging experience because limited charging infrastructure and range anxiety reduce their confidence in purchasing luxury electric vehicles."
This statement is effective because it:
· Identifies the target customer (UK premium vehicle customers). 
· Describes the main problem (charging convenience and range anxiety). 
· Explains why the problem matters (it discourages EV adoption). 
· Provides a clear focus for innovation. (Brown, 2009).

8.4. Find the Cause
After defining the problem, JLR should identify its root causes rather than addressing only the symptoms. Root cause analysis helps organisations develop long-term solutions instead of temporary fixes (Ohno, 1988).
Possible Causes
· Insufficient public EV charging stations. 
· Uneven distribution of charging infrastructure in rural areas. 
· Long charging times compared with conventional refuelling. 
· Consumer uncertainty regarding battery lifespan. 
· Limited awareness of available charging networks. 
Understanding these causes allows JLR to develop targeted innovations such as smart charging services, battery monitoring systems, and partnerships with charging providers.

9- The 5 Why’s Technique
The 5 Whys Technique, developed by Taiichi Ohno, is a simple root cause analysis method that repeatedly asks "Why?" until the underlying cause of a problem is identified (Ohno, 1988).
Example: Jaguar Land Rover in the UK Market
Problem: Sales of Jaguar electric vehicles are lower than expected.
Why 1?
Because many customers hesitate to purchase electric vehicles.
Why 2?
Because they are concerned about charging availability and driving range.
Why 3?
Because public charging infrastructure is inconsistent, particularly outside major cities.
Why 4?
Because investment in charging infrastructure has not kept pace with the growth in electric vehicle ownership.
Why 5?
Because multiple organisations, including government agencies and private operators, are still expanding the national charging network.
Root Cause
The primary issue is not simply low customer demand but insufficient confidence in charging infrastructure, which contributes to range anxiety and discourages EV adoption.
Based on this analysis, JLR could develop solutions such as integrated charging services, intelligent route planning, partnerships with charging providers, and enhanced battery technologies. (Ohno, 988; Department for Transport, 2025).

	Summary Table

		Stage
	                         Application to Jaguar Land Rover

	Goal
	Develop sustainable and innovative luxury mobility solutions for UK customers.

	Creative Thinking
	Generate ideas such as AI-powered services, smart charging, and digital retail platforms.

	Analytical Thinking
	Analyse customer data, market trends, costs, and technology feasibility.

	Clarify the Problem
	Understand why customers hesitate to adopt premium electric vehicles.

	Problem Statement
	UK premium vehicle customers require convenient and reliable EV charging to reduce range anxiety and increase confidence.

	Find the Cause
	Identify infrastructure limitations, charging accessibility, and customer concerns.

	5 Whys
	Determine that inadequate charging confidence is the underlying cause rather than low interest in EVs.
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10 - Jaguar Land Rover (JLR): Incubation Stages Using Abstraction, Observation and Chunking
incubation stage is an innovation process where organisations develop, refine, and evaluate new ideas before launching them into the market. For Jaguar Land Rover (JLR), incubation supports the development of electric vehicles, digital services, and sustainable mobility solutions by reducing risks and improving commercial viability (Tidd and Bessant, 2021).
Abstraction is the process of identifying the core customer problem by removing unnecessary details and focusing on the main opportunity for innovation. For JLR, this may involve understanding that customers need reliable and convenient mobility solutions rather than focusing only on individual vehicle features (Brown, 2009).
Observation involves analysing customer behaviours, experiences, and feedback to discover unmet needs. JLR can use customer research and vehicle data to identify issues such as EV charging concerns and demand for connected technologies (d.school, 2018).
Chunking divides complex innovation challenges into smaller, manageable parts, allowing JLR to separately develop areas such as battery technology, software, sustainability, and customer experience (Tidd and Bessant, 2021).
10.1- Jaguar Land Rover (JLR): Chunking Analysis (A–E)
	Chunk
	Innovation Element
	Application to Jaguar Land Rover (JLR)
	      Benefit
	

	A
	Analyse Customer Problems
	JLR identifies UK customer challenges, including electric vehicle range anxiety, charging difficulties, and demand for sustainable luxury vehicles.
	Helps JLR understand user needs and identify suitable innovation opportunities. (Brown, 2009).
	

	B
	Build Innovation Concepts
	JLR develops ideas around electric vehicles, smart mobility services, artificial intelligence, and connected vehicle technologies.
	Converts customer insights into potential products and services. (Jaguar Land Rover, 2025).
	

	C
	Create Prototypes
	JLR develops prototypes of EV technologies, battery systems, software platforms, and digital customer experiences for evaluation.
	Allows early testing and reduces the risk of developing unsuitable solutions. (d.school, 2018).
	

	D
	Develop and Test Solutions
	JLR conducts customer trials, performance testing, and feedback analysis to improve vehicle design, technology, and user experience.
	Ensures innovations meet customer expectations and technical requirements. (Brown, 2009).
	

	E
	Expand and Commercialise
	JLR introduces successful innovations into the UK and global markets through new vehicle launches, digital services, and sustainable manufacturing practices.
	Creates scalable business opportunities and long-term competitive advantage.(Tidd and Bessant, 2021).
	



11 - Jaguar Land Rover (JLR): Innovation Ambition Matrix
The Innovation Ambition Matrix categorises innovation based on the level of change in customers, markets, and technology. It includes core innovation, adjacent innovation, and transformational innovation, helping organisations balance improvements to existing products with the development of future opportunities (Nagji and Tuff, 2012).


	Innovation Type
	Customers
	Markets
	Technology
	Example at Jaguar Land Rover (JLR)
	

	Core Innovation
	Existing Jaguar and Land Rover customers seeking improved luxury, performance, safety, and reliability.
	Existing premium automotive markets in the UK and global luxury vehicle segments.
	Improvements to current vehicle platforms, software updates, advanced safety features, and design improvements.
	Enhancing existing Range Rover and Defender models with improved infotainment systems, driver assistance technologies, and upgraded performance features. (Nagji and Tuff, 2012; Jaguar Land Rover, 2025).
	

	Adjacent Innovation
	Existing customers who want sustainable mobility solutions and new digital experiences.
	Related markets such as electric SUVs, connected vehicle services, and premium mobility solutions.
	Electric powertrains, battery management systems, artificial intelligence, and connected vehicle technologies.
	Development of electric versions of Jaguar and Land Rover vehicles, including the transition towards an all-electric Jaguar brand and future electric Range Rover models. (Nagji and Tuff, 2012; Jaguar Land Rover, 2025).
	

	Transformational Innovation
	New customer groups seeking future mobility solutions, sustainable luxury, and advanced transportation experiences.
	New markets beyond traditional vehicle ownership, including smart mobility and autonomous vehicle ecosystems.
	Autonomous driving, artificial intelligence, advanced robotics, renewable energy integration, and circular economy technologies.
	JLR’s development of future electric luxury vehicles and sustainable mobility solutions through its Reimagine Strategy, creating a new vision for modern luxury vehicles. Nagji and Tuff, 2012; Jaguar Land Rover, 2025)
	



12 - Jaguar Land Rover (JLR): DVF Framework (Desirability, Viability and Feasibility)
The DVF Framework (Desirability, Viability, and Feasibility) is an innovation evaluation model used to assess whether a new idea can succeed by balancing customer needs, business value, and technical capability (Brown, 2009). Jaguar Land Rover (JLR) can apply this framework to evaluate opportunities such as electric vehicles (EVs), connected mobility services, and sustainable luxury solutions.
[image: ]

12.1- DVF Framework (Desirability, Viability and Feasibility)

	DVF Element
	Definition
	Application to Jaguar Land Rover (JLR)
	               Example
	

	Desirability
	Focuses on whether the innovation solves a genuine customer problem and creates value for users.
	JLR identifies customer demands for sustainable luxury vehicles, improved EV range, convenient charging, and personalised digital experiences.
	Developing premium electric SUVs that provide luxury, performance, and environmental benefits for UK customers. (Brown, 2009).
	

	Viability
	Evaluates whether the innovation can support business growth, profitability, and long-term market success.
	JLR assesses market demand, pricing strategies, investment requirements, and competitive advantage within the premium automotive sector.
	Expanding electric vehicle production and digital services to create new revenue streams while supporting the Reimagine Strategy. (Tidd and Bessant, 2021; Jaguar Land Rover, 2025).


	

	Feasibility
	Examines whether the organisation has the technology, resources, and capabilities required to deliver the innovation.
	JLR uses engineering expertise, battery technology, software development, manufacturing facilities, and partnerships to develop future vehicles.
	Creating electric vehicle platforms, advanced driver assistance systems, and connected vehicle technologies. (Brown, 2009; Jaguar Land Rover, 2025).
	




DVF framework helps Jaguar Land Rover evaluate innovation opportunities by ensuring that ideas are not only technologically possible but also desirable for customers and commercially valuable. Applying desirability, viability, and feasibility enables JLR to reduce innovation risks and develop sustainable solutions aligned with changing UK automotive market demands (Brown, 2009; Tidd and Bessant, 2021).


13 - Jaguar Land Rover (JLR): Soft Systems Methodology (SSM) Using Real-World Thinking and Systems Thinking
Soft Systems Methodology (SSM) is a structured approach for analysing complex problems where human behaviours, different stakeholder perspectives, and organisational challenges are involved. Developed by Checkland, SSM combines real-world thinking (understanding the current situation) with systems thinking (designing purposeful systems for improvement) through a seven-stage process (Checkland, 1981; Checkland and Scholes, 1999). 

13.1- Jaguar Land Rover (JLR): Soft Systems Methodology (SSM)
	SSM Step
	Real-World / Systems Thinking Approach
	Application to Jaguar Land Rover (JLR)
	

	Step 1. Identify the Problem Situation
	Understanding the current situation without immediately proposing solutions.
	JLR identifies challenges such as EV charging concerns, changing customer preferences, supply chain pressures, and sustainability expectations in the UK automotive market. (Checkland, 1981).
	

	Step 2. Express the Problem Situation
	Representing the situation through stakeholder views, relationships, and issues.
	JLR maps perspectives of customers, engineers, suppliers, government bodies, dealerships, (Checkland and Scholes, 1999).and environmental groups affected by EV transformation.
	

	Step 3. Develop Root Definitions of Relevant Systems
	Defining what the ideal system should achieve and who benefits from it.
	JLR defines a system for delivering sustainable luxury mobility through electric vehicles, digital services, and improved customer experiences. (Checkland, 1981)..
	

	Step 4. Build Conceptual Models
	Creating theoretical models of activities required to achieve the desired transformation.
	JLR develops models involving EV design, battery development, charging partnerships, digital platforms, and sustainable manufacturing processes. (Checkland and Scholes, 1999).
	

	Step 5. Compare Models with Reality step 4 with step 2
	Comparing the ideal system with existing practices to identify improvement areas.
	JLR evaluates gaps between current EV capabilities and customer expectations, such as charging accessibility and vehicle range. (Checkland, 1981).
	

	Step 6. Identify Feasible and Desirable Changes
	Selecting realistic improvements that satisfy stakeholders and organisational goals.
	JLR introduces practical changes such as improved battery technology, charging solutions, and connected vehicle services. (Checkland and Scholes, 1999).
	

	Step 7. Take Action to Improve the Situation
	Implementing changes and continuously reviewing outcomes.
	JLR launches new electric vehicles, updates digital services, and improves sustainability practices through continuous innovation.(Jaguar Land Rover, 2025).
	




Step 1. Identify the Problem Situation
The first stage involves understanding the current situation without immediately searching for solutions. JLR can identify challenges such as customer concerns about EV charging availability, battery range, vehicle affordability, and sustainability expectations. Understanding these issues allows JLR to recognise the real problems affecting customers and stakeholders (Checkland, 1981).
Step 2. Express the Problem Situation
This stage involves describing the problem through stakeholder perspectives. JLR considers the views of customers, engineers, suppliers, dealerships, government organisations, and environmental groups. By understanding different opinions, JLR can identify conflicts and opportunities for improvement (Checkland and Scholes, 1999).
Step 3. Develop Root Definitions of Relevant Systems
A root definition explains the purpose of a system and what it should achieve. For JLR, the system may be defined as creating sustainable luxury mobility solutions that provide customers with environmentally responsible vehicles while maintaining premium performance and quality (Checkland, 1981).
Step 4. Build Conceptual Models
JLR develops models showing the activities needed to achieve the desired transformation. These activities may include electric vehicle development, battery innovation, charging partnerships, digital customer services, and sustainable manufacturing processes (Checkland and Scholes, 1999).
Step 5. Compare Models with Reality
JLR compares the ideal conceptual model with existing business operations. This helps identify gaps, such as limitations in EV infrastructure, customer experience, or technology adoption, which require further improvement (Checkland, 1981).
Step 6. Identify Feasible and Desirable Changes
At this stage, JLR selects realistic improvements that provide value to customers and the organisation. Examples include improving battery efficiency, expanding charging support, and developing connected vehicle services.
Step 7. Take Action to Improve the Situation
The final stage involves implementing changes and continuously reviewing performance. JLR can introduce new electric vehicles, enhance digital platforms, and improve sustainable production methods through ongoing innovation (Jaguar Land Rover, 2025).

Jaguar Land Rover (JLR) can apply SSM to address complex challenges such as electric vehicle adoption, sustainability, and changing customer expectations. The Safety Risks of AI-Driven Solutions Using Soft Systems Methodology enables Jaguar Land Rover to manage complex innovation challenges by considering both human factors and technical systems. Real-world thinking helps JLR understand stakeholder needs and current problems, while systems thinking supports the design of integrated solutions. Applying the seven-step SSM process can help JLR develop sustainable, customer-focused innovations within the UK automotive market (Checkland, 1981; Checkland and Scholes, 1999).

[image: ]



14 - References

· Brown, T. (2009) Change by Design: How Design Thinking Creates New Alternatives for Business and Society. New York: Harper Business.
· -Checkland, P. (1981) Systems Thinking, Systems Practice. Chichester: Wiley.
· Checkland, P. and Scholes, J. (1999) Soft Systems Methodology in Action. Chichester: Wiley.
· D.school (2018) An Introduction to Design Thinking Process Guide. Stanford University Institute of Design. Available at: https://dschool.stanford.edu/resources/an-introduction-to-design-thinking-process-guide.
· -Department for Business and Trade (2025) Industrial Strategy and Advanced Manufacturing. 
· -Department for Transport (2025) Decarbonising Transport: A Better, Greener Britain. Available at: https://www.gov.uk/government/organisations/department-for-transport.
· Jaguar Land Rover (2025) Our Heritage. Available at: https://www.jlr.com/our-heritage.
· Jaguar Land Rover (2025) Reimagine Strategy. Available at: https://www.jlr.com/reimagine.
· Messaoudène, K., Oufroukh, N. and Mammar, S. (2010) “Innovative Brake Handwheel Concept for Paraplegic Drivers,” IEEE transactions on vehicular technology, 59(7), pp. 3272–3285. Available at: https://doi.org/10.1109/TVT.2010.2050609.
· Mirzarazi, F., Danishvar, S. and Mousavi, A. (2024) “The Safety Risks of AI-Driven Solutions in Autonomous Road Vehicles,” World electric vehicle journal, 15(10), p. 438. Available at: https://doi.org/10.3390/wevj15100438.
· Nagji, B. and Tuff, G. (2012) ‘Managing your innovation portfolio’, Harvard Business Review, 90(5), pp. 66–74.
· Ohno, T. (1988) Toyota Production System: Beyond Large-Scale Production. Portland, OR: Productivity Press.
· RACHEL ABBEY McCAFFERTY (2019) “MVP Plastics looks to grow new business through diversification: Injection molder has been decreasing its exposure to automotive market,” Crain’s Cleveland Business, 40(44), p. 4.
· Richert, M. and Łebkowski, P. (2025) “Development of automotive industry trends and demand for critical raw materials worldwide,” Entrepreneurship and Sustainability Issues, 12(4), pp. 325–360. Available at: https://doi.org/10.9770/p3487798764.
· Society of Motor Manufacturers and Traders (SMMT) (2025) UK Automotive Industry Outlook.
· Tidd, J. and Bessant, J. (2021) Managing Innovation: Integrating Technological, Market and Organisational Change. 7th edn. Chichester: Wiley.
· Tolio, T. and Urgo, M. (2013) “Design of flexible transfer lines: A case-based reconfiguration cost assessment,” Journal of manufacturing systems, 32(2), pp. 325–334. Available at: https://doi.org/10.1016/j.jmsy.2012.12.003.







2

image1.jpeg




image2.jpg
EMPATHIZE

T8OLLPLELL# | 52015 3qopY




image3.jpg
Problem Statement

Gnswey)

Root Cause





image4.jpeg
Start here

drability

o people desir





image5.jpg
Soft System Methodology (SSM) by Peter Checkland @, toolshero

o 6] Feasible and
[1]The problem [7] action to improve d[eg\rable changes

situation the problem situation dentified
unstructured

2] The problem [5] Comparison of
situation expressed step 4 wiith step2

Real world

Systems world

[3] Rootdefinition [4] Conceptual
B | E——— models

[4A] Formal 48] Other
systems concept systems thinking

Read more: v tooshero com




