Cristian Nitu



Developing Innovation and Creativity for Business Advantage
BMSW6102
Cristian Nitu 1915414
Task 1 Report























1. Introduction……………………………………………………….3
2. Chat Bot Innovation for Quest Employment…………………..4
3. Innovation Matrix…………………………………………………5
4. Competitive advantage and value proposition………………..6
5. Develop “Direct Line” / Finance…………………………………6
6. SWOT Analysis…………………………………………………..8
7. Value Chain Analysis…………………………………………….9
8. Marketing…………………………………………………………10
9. Conclusion………………………………………………………..12
10. [bookmark: _GoBack]References……………………………………………………….13















1. Introduction

Innovation represent the process of creating something new, improving things that already exist or discover a method that helps develop processes, services (Rolfstam, 2012).
In the 21st Century Innovation represent the most important tool to improve a company`s performance. All companies (the size of the company to be set aside) should consider to innovate their processes as soon as possible and as much as possible, if they want to develop and build a productive, strong company (Klomp & Leeuwen, 1999). 
Quest Employment is a recruitment company that is hiring people for part time and full time jobs to work for different companies in UK. Anyone that wants to work for Quest have to apply online or come to the office if they need more details. An innovative process will be to add a chat bot to the Quest Employment website. 











2. Chat bot innovation process for Quest Employment
Quest Employment Recruitment Agency work with different big companies around United Kingdom. The main office is based in London, but individuals cannot go inside and ask random questions because they do not work directly with the public. 
If anyone wants to work for this company all they have to do is to go on their website and select “work for quest” interactive button and a new page will show up with different jobs. Each job have candidate description, job description, location and pay rate. The individual will then click apply button that is located next to the job they are interested in and someone from recruitment team will contact that individual to discuss more details and arrange an interview. 
Asa a recruitment manager I want to help individuals get more information before they apply and build a better connection between our recruitment team and future employees. At the moment, the website look like this:
[image: ]
The chat bot that I want to develop for Quest Employment will be called “direct line” and it will help the company directly, so it will be a business to business. 




3. Innovation matrix 

[image: https://www.toolshero.com/wp-content/uploads/2019/08/innovation-matrix-4-types-innovation-toolshero.jpg]
                             (fig1 – The Knowledge Innovation Matrix)
As a process, innovation is a very complex one. After careful consideration, different authors concluded that there are four different types of innovation:
· Breakthrough innovation: represent the type of innovation that is also called “revolutionary science”, but because the process of how to create this great innovation is unclear it is very hard to develop it fast and straight forward. 
· Sustaining innovation: Apple represent the moat sustain innovation, as an example. They know what the problem is, how to solve it, the process is clear, the only impediment is the time. Everything they considered a “problem” will be dealt with for sure, it is just a matter of time to get where they want. 
· Basic research: this type on innovation is mostly focused on how we can improve things that already exist, or, its reefer to innovative ideas/ processes discovered by mistake. 
· Disruptive innovation: this type of innovation is usually available for a short period of time, it has no competitors, it is something completely new with a great impact, but after a short period of time, it is all in the past. 
(Gregor&Hevner, 2014)
To classify “Direct Line” in the innovation matrix, it goes in the basic research quadrant because the process it is already there. “Direct Line” was developed to simplify it and offer a better connection between recruitment team and future employees. 
4. Competitive advantage and value proposition
“Creating a smooth connexion” between recruitment team and possibly future employees represent the value proposition of “Direct Line” and the main benefit it will be to attract more individuals to apply for Quest Employment`s job offers. The company realised that potentially employees need more support to apply for their job and instead of hiring six customer service employees to cover all their shifts (days, noons and nights), it is cheaper to integrate a chat bot to their webpage and the recruitment assistant that is contacting the individuals who apply can support them in the chat bot as well. More benefits that “Direct Line” will bring are: 27/7 availability, superfast response, multilingual, Omni-channel communication.
In the market there are different companies that offer implementation of a chat bot but “Direct line” will be developed at the moment for Quest Employment strictly with all the modifications and features they want and it will provide their company logo too.



5. Develop “Direct Line” / Finance
Following steps needs to be completed to create “Direct line”:
· Set the main purpose of the chat bot you want to develop
· Find a place on the website where you want it; make sure it is visible.
· Develop or choose from the existing chat bot platforms.
· Use a chat bot editor to design the chat bot conversation and features
· Test the service
· Create a training pattern to train your chat bot and employees
· Collect feedback from the testing period from previous steps
· Improve the chat bot if there are any problems
· Promote the finalised product
Finance: 
To create “Direct line” it will cost me around 3000£ and the money will come from my personal savings that I`ve putted aside few mounts ago when the innovative idea appeared. The design will cost around £200, hosting £150, maintenance £200, domain name £1000. 
The features that I can develop in this amount of money are: around 25k engaged visitors/ month, chat history until someone is deleted it, appointment scheduling, human handover. The equipment needed is a performant laptop/pc with a high speed connection to the internet that I already possess. Staff wise, I don`t need to hire anyone because I will develop it alone. If I need any IT support the company already agreed to help me. After Quest Employment decide to implement “Direct Line” they will pay me through my payroll number, monthly by adding the necessary amount of money on top of my current salary. 
Another way that will be available to pay for “Direct Line” will be through PayPal, but later on, when the product will be available for other companies interested. 
[image: https://www.squirrelcart.com/help/2.1.0/images/paypal_pro_how_it_works.gif]
In order to use pay pal payments, three main parts need to be set up:
1. The merchant (You): a merchant bank account need to be opened with the option to accept payments automatically on your behalf. 
2. Customer: the customer, the same like you, needs to possess a bank account and card in order to pay through pay pal. The issuing bank in this process represent the bank that allows the person for the card. 
3. Technology: in the process of paying through pay pal there are two different technologies processes in the middle. The first one (payment gateway) that links your shopping cart to the processing network, and the second one (payment processor), that is in charge of all the “admin work”: working between the banks, create statements, etc. 
For online payments there are two main steps that need to be in place: 
1. Sale approval: the customer puts the items in the basket, the information is send to the payment gateway then send it to the payment processor, the documents are being processed (as mentioned earlier), the customers is approved or not for the purchase and then, the payment processor is sending the answer to your merchant bank to credit your account with the right amount. Usually it takes up to 5 seconds for all this. 
2. Getting paid: unfortunately from the moment that the money are send to your merchant bank until you can actually use that amount of money, it takes a few days. This is in place just to make sure that if the customer change his mind, the money are still there, ready to be send back to the customer(Xie, 2005). 

6. SWOT analysis 
Represent a method that describe a company’s internal strengths, weaknesses and external opportunities and threats (Piercy & Giles, 1989). 
· Strengths: possibly employees that are interested to apply for any of our jobs can chat with a real life person if they get stuck or they need more information; it reduces the work for our recruitment team; reducing the need of having to hire more customer service employees; low cost to implement it; it auto improves in time; offer a wide range of flexibility; provide history of the conversation.
· Weaknesses: it does not have the option to perform any kind of payment; it is developed on a low budget so the company can switch to a more developed chat bot; lots of competitors already on the market with similar product; less human contact rather than speak over the phone with a real person.
· Opportunities: every day there are more and more persons looking for jobs, so our chat bot can help those people create a better understanding of our company and jobs; a video option will be added; since technology is evolving fast, the chat bot can be developed as well. 
· Threats: competitors may have better offers/ products; some individuals may not feel comfortable by sharing personal concerns/ details online. 
7. Value Chain Analysis
[image: https://i0.wp.com/www.business-to-you.com/wp-content/uploads/2018/03/Value-Chain-1.png]
(Fig 2 – Value Chain Process)
Value Chain Analysis it is very helpful to identify the process in a certain company. It is formed by support activities and primary activities as shown in Fig2 (Herget&Morris, 1989). 
At Quest Employment the process is very simple. Our recruitment company sign contracts with different companies in the United Kingdom and our main priority is to possess enough employees to fill all of our stakeholder’s gasps. 
Any individual that is looking for a job can access our website and apply for a job. They will receive a phone call/ email shortly that will provide further information, availability and a date/time for an interview. If the candidate is successful he will be assigned to work for any of our contractors. “Direct Line” will simplify this process and the potentially employees will have the option to upload the documents before they are called for an interview, so their documents will be checked prior the interview.    

8. Marketing
For any type of business that you want to open, small or big, you need passion, grit, ambition, a profitable idea, a business plan and more importantly, a good customer focused marketing plan (Chernev, 2020). 
The marketing plan should be built on the four marketing factors: place, promotion, price and product. The order is not important as long as you cover all the factors. 
[image: https://www.business2community.com/wp-content/uploads/2016/11/4ps_smartdraw.png.png]
Price and Product: how the customer`s needs will be meet/ value of the product?
As already mentioned the market target is Quest Employment. Penetration pricing will be implemented for “Direct Line” combined with value pricing. That means that our customer, Quest Employment, will enjoy our custom made product, qualitative chat bot. Because the product is developed, at the moment, strictly for them, I will be on top of any other competitors and I will be making profit too. 

Promotion: how the product will be promoted? 
At the moment, in the first month, when the company will be basically testing and getting used with the product, the product will be offered for free, as a promotion. Also, when “Direct Line” will be ready for different market targets, the product will be promoted on social media through my personal page, the customers (existing, potentials) will be informed by our future and actual promotions through email. On top of this flyers will be spread around to different companies. 
To promote my product with Quest Employment I will ask for a meeting with recruitment team and ask them for feedback. If they think that there are any adjustments that need to be done, I will take their advice. The second step will be to ask for a meeting with the managers from other departments such as: IT, Finance, Marketing, etc., and I will present them the benefits of “Direct Line” and how much it can support their daily operations and recruitment process. 
Place: from where the product can be bought? 
The way its stand now, the product can be bought only from myself, through my payroll number. As a psychical place I can use my office, if not, the product can be bought from its own website.  














9. Conclusion


This report clearly demonstrated that innovation is a very important process that needs to be implemented in any company that want to boost their productivity without involving other risks. 
Quest Employment possess a good process of recruitment but the chat bot will innovate this process for them by providing a better connection between the recruitment team and existing/ potentially employees together with other benefits already mentioned.
The report presents two different ways on how to pay for the product, directly to me or through pay pal.
All the information needed to develop and promote the product are presented in the report. 
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