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[bookmark: _Toc161934072][bookmark: _Toc175326875]Executive Summary
The report aims to analyse and understand the importance of innovation and creativity in the hospitality industry, specifically in The Lady Ottoline Pub (operating under the Market Taverns Pub Co.), where I served as an Assistant Manager. 
In my time working in this pub, I realised I could improve the customer experience, in a very competitive post-Covid environment, when restaurants and pubs were trying their best to attract and retain customers.
 With DeBono’s Six Thinking Hats, the creativity process and the four Ps of creativity models, I created and recommended a new service concept. A force field analysis was conducted in other to establish the effects it may have. I also considered the organisational culture and leadership in my workplace, which are crucial for creativity and sustaining innovation in the competitive environment of the hospitality industry.
The conclusion was that, in spite of initial resistance from the team and my managers, I managed to implement my ideas and helped boost the sales for the Lady Ottoline.
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[bookmark: _Toc175326876]Introduction
Creativity and innovation are important in the hospitality industry, because finding solutions suitable for customers is crucial. Restaurants and pubs found themselves in a very difficult situation after the restrictions imposed by COVID 19. Innovation and creativity became even more important in finding ways to attract new customers and retain them. Many businesses started developing back-up plans such as delivery service, they started being more flexible, reviewed menu items, invested in their online presence and even asked for help from the local government (Norris et al, 2021).
 While working in the position of an Assistant Manager at the Lady Ottoline, I realised that there was a gap in the way customers were served, and it could be escalated to another level. I had to find a way to show how operational excellence, innovation; services, ideas, and creativity helped to attract new customers and make the pub more distinctive from competitors. Using various promotion tools such as DeBono’s Six Thinking Hats and the 4P’s of creativity we were then in a position to come up with good solutions that not only satisfied the customers but more importantly ensured the future success of the pub in a cutthroat competitive market (Tidd, 2018). 
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[bookmark: _Toc175413844]Figure 1:( Market Taverns Pub Co) 
(Source: https://markettaverns.co.uk/ )


[bookmark: _Toc161934075][bookmark: _Toc175326877]Main Findings
[bookmark: _Toc175326878]1. Introduction to The Lady Ottoline
The hospitality industry can only succeed through creativity and innovation, which are essential tools for growth, competitiveness, and consumers’ loyalty. Creativity becomes a powerful tool that creates new opportunities, overcomes difficulties, and develops value for the establishment and the community at large in the hospitality landscape. The Lady Ottoline at Norwich, currently under Market Taverns Pub Co, is a perfect example of how change within the sphere of catering and hotel business brings success (Tidd, 2018).
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[bookmark: _Toc175413845]Figure 2:(The Lady Ottoline) 
(Source: https://theladyottoline.net/ )
The Lady Ottoline is still considered one of the elite dining venues in modern vivid London offering a relaxed atmosphere, professional staff, and great meals. The Lady Ottoline has established a culture of satisfying clients’ demands while delivering its financial objectives (Knox, 2024). The ability of the pub to achieve a £20k weekly revenue proves the efficiency of the pub in ensuring that it changes as well as remains sensitive to the customers.
There is a virtually constant shift in the market throughout the world of hospitality and the customers’ demands and expectations. Still, all these establishments and businesses such as The Lady Ottoline can only adapt and create ways how they can cater to the ever-changing market today (Kralisch et al., 2018). Thus, in this respect, creativity is about not only developing new menu items or improving the ways of serving but also redesigning the whole experience of a customer. Specifically with events, one-to-one customer relations, or service solutions, The Lady Ottoline has proved the concept of how to stay close to the heart and core competencies but not miss the opportunity for innovation.
Being employed at the Lady Ottoline Restaurant as an Assistant Manager, I came across the relevance of innovation when it comes to customers and operations (Chesbrough et al., 2024). It was not simply the traditional pub food and drinks options however it was also the desire to make some changes and to employ new ideas. This program encompassed icons that included improving the themes and decorations of the halls, improving the hospitality staff training that was part of the service delivery, and new menu varieties from local producers that were appealing to the clients.
It is therefore important to understand that innovation in hospitality is not just a cliché but a necessity in today’s world. Lady Ottoline's view of innovation was underpinned by a clear and intimate understanding of its customers and their wants and needs. Thus, creativity and innovation helped the pub to be unique, learn how to provide customers with unforgettable experiences, and, therefore, guarantee constant development in the highly competitive environment (Ford and Sturman, 2019).
In most of the cases, innovativeness in the hospitality industry is a teamwork affair. At The Lady Ottoline, this entailed entering into dialogue with every employee at the company, asking waiters chefs, and cleaners to suggest ways in which the services provided might better meet the expectations of consumers, and actively seeking out ideas within the workplace culture that can be labelled as creative. It not only increased creativity but also improved employees’ motivation and productivity, thus adding value to the pub’s performance (Tidd, 2018).
However, innovation at The Lady Ottoline was not only a reception on customers’ sensibility: in fact, several internal components underwent relevant changes. Against the backdrop, the pub rebuilt the idea of management by introducing order, control, and good order, which enhanced the performance of operations, and operational technology to deliver services (Brown, Bessant, and Jia, 2018). These innovations enabled the pub to offer high-quality services and at the same time come up with strategies that would enable the firm to minimise its costs. For instance, coming up with digital registers for stock management as well as tools for customer booking improved the arrangement and use of employees and other resources to boost the finances of the pub.
Last but not least, it can be said that the success story of The Lady Ottoline can be used to show that the hospitality industry needs creativity and innovation (Sparke, 2017). On this account, the pub has reassessed its product portfolio and strategically positioned it well within the market through innovations to ensure that it delivers on the market’s value proposition consistently. The experience of Lady Ottoline shows how the hospitality business can successfully operate in a world of high competition. Creativity and innovation do not only remain as options but also remain as some of the vital elements of any successful strategy formulation for the hospitality industry.
[bookmark: _Toc161934077][bookmark: _Toc175326879]2. The type of innovation identified
Hospitality innovation for costing encompasses a vast subtopic and is essentially designed to improve operation, and customer experience, or set the hospitality facility apart from competitors’ offerings. In the case of The Lady Ottoline, the kind of innovation described was mostly service innovation and business model innovation (Kolsky and Rawson, 2018).
Service Innovation
Service innovation at The Lady Ottoline was focused on communication and enhanced promotional value of the services being offered. It has been established that the hospitality industry is a highly competitive one and most often the customer is expecting something more than quality food for instance (Bessant and Tidd, 2018). My idea was to develop a ‘concept meal,’ where gourmet dining would be enriched by extraordinary personal services, special occasions, and a special atmosphere.
I also suggested the implementation of the concept of themed nights that would enable the pub to align its services to suit the needs of the guests. These would be followed by wine tasting evenings, seasonal menu promotions, and live music (Novelli and Spina, 2024). Thus, such offers would make The Lady Ottoline cover more market with a pool of faithful clients.
Special focus laid on a personalised service was also instrumental in the role that the pub invested in innovation. It was standard for workers to learn about particular clients’ habits, memorise their names, and recommend something to their liking. Such a level of personal approach influences rather positively customers implying that they are valued hence creating grounds for their loyalty (Siebert et al., 2020). Keeping the business as ‘home-like’ as possible – This was a major key that distinguished The Lady Ottoline from the other pubs in the region and added to the fact that it was constantly hitting and at times even surpassing the set financial goals.
Operational Efficiency
Other than services concepts reinvention, The Lady Ottoline had other operational concepts reinvention to increase on efficiency and effectiveness of service delivery. Economies of operations within the hospitality chain are vital to control costs, productivity, and service delivery. In the case of The Lady Ottoline, the goal was accomplished by the means of retention of digital instruments and optimisation of processes (Tidd, 2018).
A example of an operational improvement was the application of digital inventory management. Through this system, the pub was able to monitor the stock levels in real-time, hence the minimisation of wastage, and also made sure that the most selling products were always restocked (Michailidis, 2022). The inability for errors in the manual inventory resulted in great savings on food costs and an enhancement of the operations and performance of The Lady Ottoline.
One operational change made was the development of productivity gains due to better scheduling of personnel. In this way, the awareness of understanding the traffic flow of customers and the time of the highest and the lowest intensity could help the pub to schedule the employees appropriately to guarantee that the pub has the right number of staff to serve the customers adequately and politely without overstaffing (Wilson, 2020). It not only enhanced the quality of services given to customers but also assisted in handling labour expenses.
Furthermore, The Lady Ottoline incorporated the use of technology to increase the comfort of its customers. The introduction of a digital reservation system later enabled consumers to book a table through the Internet thus enhancing the waiting time. This system was also a gold mine of useful information as to the customers’ preferences and actions, which could be used for enhancing the service or marketing strategies (Tidd, 2018).
The kind of innovation that was established at The Lady Ottoline was of service innovation and operational innovation, both of which were customer-driven. In accomplishing the objectives, the pub was able to market itself in the most suitable areas, which allowed the pub to develop a niche market for itself, and in the end generate a tremendous amount of business, far surpassing its financial goals (Aaker and Moorman, 2023). The innovations at the Lady Ottoline shed light on how failure to keep on reinventing the hospitality system is an avenue through which the front and back ends of hospitality have to be reborn. All these actions not only have the impact on enhancing the current results and performance but also create the basis for sustainable business development and success in a constantly changing environment.
[bookmark: _Toc161934078][bookmark: _Toc175326880]3. The creativity process applied to identify possible solutions
When individuals come up with new ideas, they usually go through stages that are called the creativity process (McKinney and Di Benedetto, 2023). Here is a description of how the creativity process was managed for Lady Ottoline:
Preparation
The first task of the creativity process was the identification of the problem or the opportunity that was to be exploited. But at The Lady Ottoline, one of the aims was to try and offer the customer a little more of an experience that would enable the company to retain its edge. Emphasis was put on the current operation and working conditions, and the customers’ feedback, as well as market characteristics that needed enhancements (Tidd, 2018). 
For example, we realised that even though the pub enjoyed customer allegiance, there was scope to capture new clients as well as upgrade the entire eating experience. Customers also mentioned that they would like to have more extraordinary experiences apart from going for beers in a Local pub (Merced, 2023). This information was vital in the demarcation of what our creativities should be used in accomplishing.
Incubation
After that, when these issues had been made discernible, the next avenue was idea generation. Different meetings with staff members and other stakeholders were held during this phase to discuss ideas. This is a process where a group of people is given a problem and they are expected to generate as many solutions as possible, without criticising any idea at the time of generation (Goodman, Korsunova, and Halme, 2017). Thus, the goal is to free the individual’s mind and examine as many options as possible.
The discussions we had at The Lady Ottoline included, front-line staff in restaurants, kitchen staff, and all the managerial staff. During the concept formulation sessions, the members were encouraged to air as many of their ideas as possible, and no idea was seen as completely silly. Among the ideas developed by the participants of the focus group were such themes as the event themes, possible additions and changes to the menu, and the changes in the general atmosphere of the pub (Stone et al., 2018). This is when I presented my ideas to my managers and my fellow colleagues. These ideas were initially received very well.
To facilitate such sessions, we employed the creativity framework known as the 4P (Process, Paradigm, Position, Product) (Tidd, 2018). Our innovation mainly concentrated on the Process, but product also comes into play, with the introduction of the new menu items. Creativity follows a procedure in which ideas are created and put into practice systematically. In this case, it entailed the orderly generation of solutions and their assessment.
Illumination
The next step after coming up with a list of possible concepts was ranking the ideas and we processed the information. While coming up with ideas during brainstorming sessions, not all could be implemented or even be very efficient and hence, needed to be evaluated (Ritter and Mostert, 2018). Based on general parameters we assessed the ideas’ feasibility against cost (including my ideas), their ability to improve customer experience, and relevance to the pub brand and objectives.
After evaluating the type of change ideas, we sorted them out according to their feasibility by using force field analysis. This method involves the definition of forces that may encourage an idea and those forces that may pale the idea. For instance, undertaking a themed event may have powerful driving forces like enhanced customer traffic and increased profits yet it has restricting forces like high costs and problems of the organisation (Nagle and Müller, 2017). 
We also sought the opinion of those staff members who would implement the ideas since they comprise the bulk of EDs. Their remarks served to inform us about what must be taken into account from a practical perspective, as well as about possible issues. This was particularly helpful in fine-tuning the ideas since one could tell whether or not the ideas proposed were feasible (Tidd, 2018).


Verification
After the evaluation stage, it was time for us to go ahead and put into practice some of the ideas I presented, there and then. This was the planning and implementation phase of the specified innovations. For The Lady Ottoline, we decided to focus on my ideas, such as:
· Themed Events: We added features evening menu like wine tasting and live music. As such this called for planning in as much as calling for events, marketing them to the various customers, and ensuring that the employees were prepared to handle special events (Spence et al., 2021).
· Menu Enhancements: We decided to change the menu so that the products used are from the local markets and put special promotions all year round. These entailed coordination with suppliers, modification of recipes, and sensitisation of kitchen personnel on new products.
· Ambiance Improvements: to make sure people will spend more time in the pub and come back more often, it was decided to change its look and buy new furniture. This entailed interacting with designers and being in charge of how installations had to be done (Tidd, 2018).
All these innovations hence underwent a methodology to enhance their efficient implementation. This included defining target goals, the committable, and the timing framework for each run. We also identified the evaluation mechanisms of the innovations; these include, the views of the customers, and monetary returns resulting from the implementation of the innovation.
Reviewing and Adjusting
It is always appropriate to take some time and check the effectiveness of implemented innovations and modify those that did not turn out as expected. Follow-up surveys were administered to customers and employees to evaluate the consequences of the modifications (Cirera and Muzi, 2020). For example, we tracked participants at themed events, analysed the level of new food items that were introduced to the markets, and customers’ responses to the changes done to the ambiance.
The recommendations given led to changes of improvement on the innovations as tapped from the users. For instance, if a given themed event was deemed to be popular, it was considered to be incorporated into the company’s regular schedule of events. If a particular menu was not as popular as it was anticipated, then we tried modifying the recipes (Tidd, 2018).
It was also possible to see the process of creativity at The Lady Ottoline as one that was structured and focused on the effort to find the best solution that was different from the existing ones. Understanding the problem, ideas, and options generation, their evaluation, and careful, carefully designed, and reviewed implementation allowed us to shift the customer experience and performance sphere to a new level. Finally, the concept of the 4 Ps of creativity, more peculiarly the process, enabled the order to be brought into the workings of the pub and helped sustain success (Troilo, 2017). Introducing creativity and innovation when appropriately used helps one turn difficulties into factors of success and growth in the hospitality industry in the long run.
[bookmark: _Toc161934079][bookmark: _Toc175326881]4. A critical analysis of the effectiveness of the solution
Kurt Lewin’s Field Force Analysis (1947) is applicable in determining whether an implementation of a change in an organisation is possible. This model identifies two types of forces: implemented through the management of driving forces, which are factors that encourage change, and restraining forces which are factors that discourage change. As Kurt Lewin (1948) stated:” To make any change the forces, which stabilise the social regulation at the given level, must be offset” (Burnes, 2021). 
If we speak about the theoretical framework of The Lady Ottoline in terms of offering and performing service and operational novelties, this approach allows for identifying the efficiency of the solutions as well as the issues that occurred (Tidd, 2018).
Driving Forces
Enhanced Customer Experience: The idea of the special events based on the thematic celebrations and the changes to the menu aimed at giving the clients an unforgettable experience. These innovations assisted in growing a new base of patrons as well as satisfying the current ones and this saw to it that the £20k per week target was surpassed all the time.
Improved Operational Efficiency: Effective implementation of digital inventory and efficient staff scheduling enhanced operational efficacy. Some of these changes included minimising wastage, reduction of manual errors, and efficiency in the management of resources which were very important in the provision of quality services (Niaz, 2022).
Increased Staff Morale: In this manner, the pub ensured that it engaged most of the staff in the brainstorming and decision making hence leading to a motivated workforce. In return, this enhanced satisfaction among the staff and helped to improve the organisational climate.
Restraining Forces
Cost of Implementation: The first problem was the question of the initial cost to initiate new systems and events for engagement. For instance, changing the menu and improving the appearance of the pub took money. But of course, those initial costs were immediately apparent while the long-term gains like the increased customers’ loyalty level and hence, higher sales were inexhaustible (Tidd, 2018).
Resistance to Change: It is noteworthy that change frequently gives rise to a certain level of resistance, especially in organisations that are well set. Resistance from some level of employees also hindered the implementation process because the staff was reluctant to accept new changes in processes and innovations. To overcome this resistance, there was a need to ensure that there was proper communication and where necessary explain the gains that were achieved to support the changes. 
Logistical Challenges: The reason behind implementing new themed events and new systems includes some logistical focal areas like suppliers and another event schedule. All these challenges posed some sort of test to planning and implementation because subprocesses could not be easily fixed (Bladen et al., 2022).  
	Forces for change                        Score
	Forces against change                 Score

	Enhanced customer experience          5
	Cost                                                    5

	Improved operational efficiency        5
	Resistance to change                          4

	Improved staff morale                        5
	Logistical challenges                          3

	Less sick leave/turnover                     4
	

	Staff training                                       5
	

	                                                            24
	                                                             12



Overcoming Resisting Forces 
· Managing Costs: To calm cost issues, I proposed a cost-benefit analysis to show that higher customer interaction and sales would translate into higher returns in the future hence warranting the investment. This inventory system helps to mechanise the process and cut down on wastage which allocates the cost of the whole portion (Rouse and McBride, 2021). 
· Mitigating Resistance: To address the problem of resistance to change, I tried to engage the staff in the process as well as explain the benefits of the innovations. Some of the measures undertaken included holding awareness creation sessions and airtime, during which, concerns and issues to do with the new systems were discussed, and the importance of having the new systems stressed. It was of great advantage to have this approach that assisted in creating the necessary support as well as enhancing the transition process (Tidd, 2018). 
· Handling Logistical Issues: Coordination was another central factor in managing these logistics since planning had been done effectively. All policies were developed to include the timelines for the implementation of each solution, roles and responsibilities of the teams that would implement the solutions, and communication channels that would be used by the teams to update all the stakeholders on the progress of the implementation of the solution. It also made sure that the phased introduction of the themed events and the operational changes was without any hitch (Tien, Anh, and Thuc, 2019). 
[bookmark: _Toc161934080][bookmark: _Toc175326882]5. A critical evaluation of the organisational climate and leadership style necessary to implement the idea and foster innovation in the organisation
To successfully implement innovation at The Lady Ottoline and foster a culture of creativity, the organisational climate and leadership style are crucial. Innovation can appear in organisations that encourage evolution, flexibility and experimentation. This type of behaviour encourages finding new strategies and new opportunities (Kumar, 2023). The pub's success in adopting new ideas was significantly influenced by these factors.
Organisational Climate 
A favourable organisational environment that is conducive to fostering innovation is also very important. At The Lady Ottoline, the environment had to be one that enabled change with words such as open, collaborative, and ensuring. Employees need to feel the company appreciates their efforts and they should be free to come up with innovation without one being shut down. This includes the promotion of risk-taking and embracing failure in the organisation, to support innovative growth. A positive climate allows the implementation of changes and overcoming the resistance to change more effectively (Melišová, 2020).  
In practice, this meant ‘embedding’ the status and pride of the staff and the extent to which they are motivated to have the pub do well. Crisp communication structure, feedback, and appreciation of employees’ efforts were considered crucial in shaping the climate. For instance, the recommendation of effective members in code-making sessions and showing the gains that result from the propositions enhanced the president’s support base among the staff. 
Leadership Style 
Leadership is central for advancement. Among the variables that were most helpful at The Lady Ottoline, it was possible to identify transformational leadership that focused on inspiring employees and helping them understand the vision. Creativity in transformed followers is fostered by the vision, of the leader, challenging and stimulating ideas offered by the leader, and individual follow-up. This style of leadership assists in the provision of an environment that encourages the working folks to work towards the achievement of the organisation’s objectives (Tidd, 2018). 
When applying innovations I identified, the leaders of The Lady Ottoline had to express their concern for the ideas, champion the change, and furnish the requisite support and development. For instance, earlier engagements in the direction and organisation of the themed events as well as the changes in the menu were instrumental in the development of the strategies (Bryson, 2018). The leaders were also involved in responding to the staff concerns, coordinating training activities, and making sure that the innovations would fit the pub’s strategic plan. 
Finally, it is possible to state that the support of the organisational climate and the use of the transformational type of leadership were crucial for innovations in The Lady Ottoline. Through the establishment of a positive climate for the organisation and the leadership approach thus adopted, the pub was in a position to overcome the challenges of innovation and increase operation and customer improvement (Bekkers and Tummers, 2018).
The transformational leadership style at the Lady Ottoline helped me present my ideas for innovation and also helped my managers see the benefits of implementing the changes proposed. By presenting the force field analysis results, I was able to show that, despite cost issues and resistance to change, my ideas would be beneficial in the long run.


[bookmark: _Toc175326883]Conclusion
All in all, it is proved that Lady Ottoline accomplished the innovation by adopting several progressive ideas, for which organisational climate and leadership occupy an important position. Through providing support and recognising the value of creative ideas and thoughts, through applying constant conversations, the pub was able to establish a positive culture of innovation. An effective strategy on this occasion was transformational leadership to facilitate these change initiatives and motivate the staff to concurrently align the pub with its strategic vision and mission (Tidd, 2018). Demonstrated by the achievement of the financial goals and with improvement in customer satisfaction, a positive climate and leadership strategies availed by the organisation made The Lady Ottoline register impressive results. This approach also aided in the popularisation of new ideas and a model that showed that given a good atmosphere and good leadership the industry can grow and become successful.
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