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The aim of this report is to outline innovation opportunities for Awa – a Mediterranean Grill House restaurant based in the heart of Swansea. The Grill House provides a Middle Eastern experience offering a wide-ranging menu from warm starters and main courses, to a selection of burgers, wraps and side dishes. The menu also provides vegetarian friendly, vegan, halal and gluten free options.

Currently, the business is running well in terms of popularity. Under Tripadvisor, Awa is rated at 4.5/5 stars. Customers have rated their experience noting: ‘delicious food at great value’ ‘generous portions’ ‘refreshing’ and ‘clean and comfortable atmosphere’ to name a few (TripAdvisor, 2019).

However, one of the main running issues of the restraint relates to slow service due to the high number of customers and limited front house staff. This has affected the reputation and long running high standard of the restaurant. Many customers have left online reviews stating ‘untrained staff’ ‘bad customer service’ ‘long wait for starters, then main course delivered before starters were finished’, and ‘rude staff’ (TripAdvisor, 2019). 
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To the Manager,
As you may already be aware, businesses are currently utilizing innovative strategies to promote and expand their business.
Having identified that Awa faces challenges of staff shortage and therefore, long ques and waiting times, I have formed a report that may be of benefit to yourself and the restaurant. As part of this report, three solution-based strategies have been identified: (a) a mobile app (b) electric menu (c) Smart watch for waiters.
By introducing an app, digital menu and smart watch, you can expect your services to run faster and more efficiently. This will therefore, increase customer rates and satisfaction which in turn, lead to competitive advantage. 

Many orgainsations have already adopted the use of the abovementioned strategies and have noted significant positive changes. For instance, in order to meet the needs of customers and adapt to new demands, Mcdonalds has introduced the use of electric menus so that customers can make orders themselves, to save time and avoid queuing. This is just one of many examples of successful innovation.

As you will find in the following report, many models and framework of innovation highlight methods to make new and growing business a success. 
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The concept of innovation was originally coined by Schumpeter (1942 cited in Talegeta, 2014) during the early 20th century. described innovation as ‘product, process and organisational changes that do not necessarily originate from new scientific discoveries but may arise from a combination of already existing technologies and their application in a new context’. Therefore, innovation not only covers technological processes and advancement but according to Autant-Bernard (2001), from public research too. 

Smilarly, Tidd, Besant and Pavitt (1997), defined innovation as a process of turning opportunity into new ideas and putting these into widely used practice. In the world of competition, the aim of many businesses is to entice new customers. Many researchers collectively agree that the 21st century is dependent on knowledge information and innovative economy (Collinson, 2005; Barták, 2006; Hamal and Green, 2007).

Organizational success is influenced by creative activity, experience with importance placed on continuous learning and research. “Organisations can gain competitive advantage only by managing effectively for today while simultaneously creating innovation for tomorrow”.
 (Tushman & Nadler, 1986, p.74)

Galende and De la Fuente (2003), emphasize that individual training acts as a vital role to the development of new ideas within any enterprises. Koellinger (2008), further adds that the knowledge base of managers and entrepreneurs plays a fundamental role in effective innovation. 

[bookmark: _Toc34993664]Benefits of Innovation 

According to Aminreza et al. (2011), enterprises have under-take innovation to improve quality, create new markets, expand product range, reduce labor costs and environmental damage, as well as energy consumption. Production processes and materials and replacing products or services can also be beneficial. 

Innovation has the ability to improve productivity and allows costs to be cut. Innovation can also be used as a method of problem solving and can give a different angle whether a business is developing a new product or refreshing a strategy to stay ahead of competition. 

In the world of global competition and fast spreading knowledge, the future of businesses depends on innovative and creativity ideas on a competitive ground that enables businesses to thrive in modern trends and demands of business environments. It has been proven that innovation is the path to moving forward for countries and its businesses as well as individuals. (researchgate.net, 2020)

 




Main body

To promote the use of innovation within Awa, the following ideas are suggested:

[bookmark: _Toc34993665]Mobile Apps

Mobile application make business more profitable and has transformed the restaurant and food delivery industry and opened up opportunities and choices for people ordering food. Mobile order and pay, enable businesses to serve more customers more quickly, thereby reducing ques and waiting time. As such, it is suggested that Awa adopt the use of an ‘order and pay’ app where customers can order their food to the table without needing to leave their seat or wait for front house staff. This would be a beneficial innovation tool for Awa as not only would it appeal to a wide market but also saves output costs such as wages for staff or costs for running of tills. 

Weatherspoon has recently adopted the use of the order and pay app and the business has noted that the app “has proven a big hit with customers and is now available in all of our pubs across the UK,” (Griffin, 2017, n.d). 

The mobile app can also provide an opportunity to analyse the demographics of customers, most popular product, busiest time of the day which can be used to the benefit of Awa. For example, Awa can use customer details to offer rewards to maintain customer loyalty and forward feedback forms. 



[bookmark: _Toc34993666]Digital Menu

Another innovative idea that can benefited to Awa Grill house, is the use of touch screen kiosks. This consists of a digital menu that works like a map or a navigation page, showing images and texts of all the product offerings with detailed information, e.g food allergens, grade of spiciness, and prices. This system can increase the ordering process because well informed customers can now easily choose and decide their order based on all the information presented on the screens. Orders are then immediately sent to the kitchen monitor. This facilitates speed ordering, thereby resulting in fast accurate and efficient services. 

As a restaurant operator, countless decisions have to be made every day, and one of the main decisions are how to influence what people are buying after they walk into the doors. By having pictures of the product with accompanying information, the customer can be easily influenced to make choices. 

Digital menu boards have been proven to be cost effective, easy to update and quickly change menu and promotional content, and also gives the opportunity to reduce menu printing costs, increase brand awareness and instantly change menu items, ultimately providing businesses the marketing control they need. 

The use of an interactive menu and ordering system, can help to overcome challenges and bridge the gap between the customer and staff experiencing language barriers. As Swansea is known to be a tourist location, this method will be proven to bring success to the business as other restaurants have benefited from this process. 




[bookmark: _Toc34993667]Smart watch for waiters

Using a Smart watch is a new concept in the food business in the UK. However, this is already being used in some restaurants internationally. The smart watches are worn by all staff members, this enables guests to request drinks/food or if assistance is needed, it will be alerted in real time to the staff member on their smart watch. The smart watch is regarded as an invaluable customer service tool, it prevents customers having to wait for staff to attend to their needs and provides a tailored approach to service (Hamblen, 2017). 
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The 4p model of innovation as described and developed by Tidd and Bessant (2005), are product, process, position and paradigm.

[image: Model 4 Ps of innovation (Source: Bessant & Tidd, 2013) ]
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Process in Innovation
[bookmark: _Toc34993670]To enhance the efficient running of the restaurant and to provide a better customer experience, Awa could adopt the ‘process innovation’ segment of the 4p model. This relates to changes in the ways in which things are created and delivered. In this case, the use of the digital menu. This will bring about different processes to the business e.g how orders are placed and the ways in which staff practically respond to the systematic changes. It is intended that this service will influence faster service, restrict time wasting on ordering and prevent human errors when taking orders (Bessant & Tidd, 2013). 
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The red and blue ocean theory was introduced by Kim and Mouborgne, (2004).
This is a two-type universe market idea which helps to achieve the growth in organizations and the benefits. 
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Red ocean strategy
Red ocean refers to the current industries and the already established market space. Within Red Ocean, the rules of the competitive game are already known. Businesses aim to compete with their rivals to obtain a greater share of the market. As the market becomes more competitive, growth and profits are likely to decrease resulting in ‘bloody’ competition, thus the term ‘red oceans’ is used. (arcjournals.org, 2020).


Blue Ocean strategy
Blue Ocean on the other hand refers to the uncompetitive market that is not sought for competitive means or practically used for buying goods or services. The term is in reference to the nature of the big, deep and powerful ocean. Profit opportunities and expansion are available within an untapped market space by presenting a developing a novel product. The idea of this approach is to differentiation and low costs are possible to achieve from the scope of a new market area. (arcjournals.org, 2020)
Since the use of digital menus are a fairly new idea, the Blue Ocean strategy can be adopted. This means that the threat of substitutes within the Mediterranean dining market, will be limited and therefore, Awa can maintain competitive advantage. 

[bookmark: _Toc34993672]Ruthwell’s (1994), 5 models of innovation
Ruthwell’s five models of generation of innovation management is a descriptive model of how companies structure their innovation processes over time. Technology push, Market pull, Coupling of R & D and marketing. The model is used to decrease development costs and increase the speed of development. This model can be applied as a situational interventional tool in which the current situation can be matched to an historical market situation. And at that point the recommended actions suitable to the generation will be applicable. 
(ipacso.eu, 2020)
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Schumpeter’s loop could be sliced into three parts Technology, Individuals and Organisation. Innovation Circle can be your most powerful tool in solving the toughest challenges, as follows, innovation strategy, leadership, culture, and capabilities. First, innovation circles will be introduced within a small construction firm context. Second, a number of case studies of innovation circles will be described. Third, generic lessons for innovation circle design and operation for small construction firms will be identified. Finally, conclusions are drawn. (researchgate.net, 2020)
The innovation circle has been used to identify from each angle for the innovation idea of digital menu proposed, to find out how this will work and the processes, and as a result it was proven to be a successful idea to implement on.
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Barriers to Innovation 
According to Madrid-Guijarro, Garcia and Van Auken (2009) and Hidalgo and D’Alvano (2014), there are couple of studies that show barriers to innovation, which are primarily on technological innovation. The authors argue that understanding the factors that act as barriers to innovation can be useful for developing public policies that encourage innovation and assisting managers in promoting a culture of innovation in businesses, this also can be one of the determinants of survival and success of organisations. (Perel, 2002),
Most organisations have barriers to creativity ideas and innovation some are obvious while others are subtle this can happen from organizational leadership or organizational structure or even from employees themselves. Because these barriers have to eliminate creative possibilities from the organisation, identifying and removing barriers to creativity and innovation is crusial. By recognizing and acknowledging barriers that exist the organisation can bypass common obstacles and become more idea-oriented business. 

According to Saatcioglu and Ozmen (2010), the internal barriers include the following lack of qualified personnel bureaucracy, lack of R&D, design, testing and other technical problems in firms, long timeline for return on innovation, perception of innovation as risky, difficulty in controlling innovation costs and financing innovation., the barriers to innovation are classified into economic factors, knowledge factors, market factors and reasons not to innovate. The economic factors are most important in terms of their impact innovation and are highly associated with a lack of internal and external. (researchgate.net, 2020).
[bookmark: _Toc34993675]
Scammer model of innovation
Scammer model was developed by Eberle, (1996) According to Sloane, (2020), Scamper is mentioned to be a productive technique for making innovative ideas for products and services and considered as a learning tool that fosters awareness. This is an Acronym that provides insight from different angles and is a brain storming technique uses directed questions to resolve a problem or meet an opportunity. It consists of seven different elements being substitute, combine, adapt, maximise/minimise, put to other use, eliminate and rearrange or reverse. (Researchgate.net, 2020)

[image: Image result for scamper template]
For the innovation idea used for digital menu all of the seven elements where used as they are all important to the process and the proposed innovation idea. E.g Substituting the menu that is being used in Awa for the digital menu, which is beneficial to customers as well as orgainsation it will increase the ordering process and provide a faster service. This innovation has already been adapted within the market and has had a successful outcome.

[bookmark: _Toc34993676]Risks for the employer SME innovation
Positive 
More customers coming in who are short of time that avoided coming in and no time will be wasted on taking orders manually, no mistakes on taking orders, customers with language barriers coming in who didn’t feel comfortable ordering. Looking around for similar businesses who are already using this kind of service. More tourists will come to have food as they don’t have to worry about communication with the waiter and ordering food from them. Deaf customers or people with speech problems can just come in and feel confident ordering themselves and not worrying about the need to order with a waiter.


Negative
By introducing this kind of service will take time to get used to for customers and employees. As employees will need to be trained to have the knowledge to act to this service so they can help customers order if they need help. Money will be needed to be invested for the equipment. Some customers might not no how to use the service or not comfortable ordering themselves as they might not be good with technology. To find the best supplier to buy the menus and apps at a good price that would work best for the business which is easy and simple to use will be hard to source out. 
(oecd.org, 2020)

[bookmark: _Toc34993677]The effectiveness of innovation proposed

To get the effectiveness of the innovation, Monitoring the progress of the different activities will be implemented, and meeting milestones and performing the allocated tasks, and also what kind of approach will be adopted to examine the extent to which the Process has achieved through objectives, effectively and efficiently. The SMART, framework model, Smith (1999), can be used to assess the effectiveness and to get a clear picture to the innovation proposed. (eurosfaire.prd.fr, 2020)


[bookmark: _Toc34993678]Employers attitude towards creativity and innovation 

Working habits are changing rapidly as creativity and innovation alongside technology can transform working arrangements and how people understand the way of working. Employers attitude towards creativity and innovation and technology can sometimes be slow to adapt because they might not be interested in the idea, or not wanting to invest money or time. (marketing.com, 2020).

Primary research methods
Primary research can be done by employee/customer Surveys or feedbacks within the organisation to help pilot test before things are done. 

Create reports measure time
This can be done through apps or manually written.

Observation
Observing Customers and staff will provide an insight to what is needed and how to plan it out.

Profit margin
Profit margin this can be used to measure the progress of the business, e.g increase/decrease of orders.

Complaints
Complaints is a very important element to take into consideration as this will provide a view of if things are being accepted or when something is not right within the business.


[bookmark: _Toc34993679]Conclusion
After weighing all the pros and cons with the help of the innovation theory’s which are applied in the report, it has been recognized that there is a need for innovation for change within Awa grill house restaurant and how the ordering process works. Due to this, there has been a problem identified where there are waiting hours created to order the food which is resulting the service wait time and also getting extended. Customers are complaining and sometimes not willing to wait that long. I came up with a few ideas e.g digital menu, apps, smart watch. After funneling them down with the help of theories and models of innovation and taking into consideration the best idea to eliminate the problem within the restaurant, I kept with the idea of digital menu as this process will reduce the problem identified and the other ideas can be adapted in the future depending on how well the digital menu does. By introducing the digital menu, this will provide a fast ordering service and reduce waiting for a waiter to order the food. To pilot test there will be certain quantity of digital menus bought for the restaurant this is to test how this process will perform, if there is a positive success more digital menus will be invested.
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