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[bookmark: _Toc105955002]Part 2: Reflection on Skills developed during the Creativity and Innovation Project 
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(Gibbs, 1988)

[bookmark: _Toc105955003]2.1 Description

Innovation is important, it allows for development in an ever-changing industry. But there need to be a process with innovation, its important to have ideas, but also important to follow them, analyse them and find the best possible outcome. According to Klaus Schwab, in his book “The Fourth Industrial Revolution” (Schwab, 2017), he describes the four main periods of industrial revolution, including the current, but without innovation these industrial revolutions would not exist. The fourth industrial revolution is described by the relationship of complex computerised systems and humans, in each revolution there has been winners and losers, with the fourth revolution and computerised systems it means that groups or individuals could either win or lose, more than previous. With the advancement of technology, and where technology can replace humans in work, although the inventors of the technology are winning, those losing their jobs to technology are losing. 
“ There has never been a time of greater promise or one of great potential peril” (Schwab, 2017)
It is important to have innovation to remaining winning within the current industrial revolution, and so have a reliable creative process. 
Considering customer experience, I began looking at ways in which customer service fails, finding problems with customer service today, identifying a problem and then working out a solution to fit the means. 
[bookmark: _Toc105955004]2.1.1 Identifying a problem: the creative process model

Knowing where I wanted to innovate, the sector, I then could begin the creative process. As seen in the image below there were seven steps I needed to follow. 

[image: Diagram
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Image taken from website, New& Improved, (New and improved , 2020) The universal creative process. 
1. Identifying a goal – I wanted to find a way to improve customer experience
2. Gather input and insight – Research 
3. Clarify the challenges – Mind map, what are the issues, can I put change customer service in a specific business or is it an issue with all businesses 
4. Generate ideas – from the mind map I was able to create a list of ideas a outweigh their effectiveness, finding the best possible solution. I was able to combine a combination of ideas from my mind map. 
5. Prototype and strengthen – I created a business model, a model that I have once implemented in previous work experience, but this time was able to refine it into a finished product making it an effective model that can be tuned for all businesses. 
6. Plan of action – Presentation and explanation, I used my poster and presentation to explain what my product is, my model and why it can add to the customer experience. 
7. Implement and evaluate – by reflecting on my work in part 1 of the assignment, I can evaluate my work, make changes where necessary. 
A quote from the self-help book “The Art of Thought”, written by Graham Wallas states, "The first in time I shall call Preparation, the stage during which the problem was 'investigated ... in all directions” (Wallis, 2018). Its from the first stage we already begin to look at a problem in all direction, simple by thinking. 
[bookmark: _Toc105955005]2.1.2 Research 
2.1.2.1 Inductive Reasoning 

I used inductive reasoning to identify my problem, inductive reasoning is the method of going from a specific issue to a general outcome. In this case, my specific problem was that customer service could be better, and the main issue was to do with having tailored customer service. My general conclusion was that customer service was not being trained to employees correctly or that the currently model and training systems were not as effective as they could be. The book “Inductive reasoning” written by Feeney and Heit, states that “Without inductive reasoning, we couldn't generalize from one instance to another, derive scientific hypotheses, or predict that the sun will rise again tomorrow morning” (Aidan Feeney, 2007). However, as previously stated “the downside to inductive reasoning is that is uses conclusions determined from patterns that have been observed over time, this means that there must have been an issue over a period for it to have become noticed and determined that it will still become an issue in the future. Another downside it that the wrong conclusion has been made from the observations, or that the observation has be noted but there has been the wrong pattern, or the pattern is inconsistent, without outlining the problem (Mikko Ketokivi, 2017).
2.1.2.2 Subjective ontology 

Subjective ontology is the belief that we cannot know an external reality apart from your awareness of it, in this case I have experience with customer services in different industries and so I have experience and seen my reality from my experience. From this I know the issues there are within customer services and can develop innovations to increase the customer experience. From here I was able to research and use my experience as research, looking specifically in the area and determining patterns. 

[bookmark: _Toc105955006]2.2 Feelings

Throughout the process I had a substantial change of emotions at each step and stage, ranging from excitement and passion to nervousness, exhaustion, and confusion. I can outline how my feelings changed at each stage and the stages I enjoyed the most. 
1. Identifying a goal – I was happy and excited, thinking up innovative ideas, writing them down and trying to record them, but also exhausted when I would come to ideas and instantly conclude they would not work. I would find myself getting frustrated and needing to walk away, become less motivated on the project and innovation. 
2. Gather input and insight – The research became very monotonous, although I would find interesting ideas, I would also find myself flicking back and forth between sources that contradicted each other and find myself confused and unable to find explanation. 
3. Clarify the challenges – I was incredibly happy to be creative with the mind map, looking a laying my thoughts out so I could see my thought process in front of me in an organised structure, rather than writings and scribblings on a page. 
4. Generate ideas – From the mind map I started to feel more confident, here I could pick out my ideas more effectively, analyse and access them into an order of most effective to impossible. Here I also was able to see if I could combine different ideas and create my own training and customer service model, I could not only create a product that was sellable, but also improve customer service and add to the customer experience. 
5. Prototype and strengthen – This was my favourite part as I could develop and design my model, almost bringing it to live, it gave me more confidence and enthusiasm for my model and supported my idea. 
6. Plan of action – I was extremely nervous about the presentation; I do always feel unconfident with presentations as I worry that I waffle or am unable to get my meaning across correctly. So, I became more confident when I took more retakes. 
7. Implement and evaluate – I feel more confident evaluating now and outlining where I can correct myself in the future and feel more confident in the experiences and skills I have learnt. 
[bookmark: _Toc105955007]2.3 Evaluation
[bookmark: _Toc105955008]2.3.1 Positives 

The most positive part of this experience was picking up the new skills and being able to be open and creative with my ideas. I was able to give myself confidence when I developed a good innovation, which can be used in business. I quite enjoyed using my own creative skills, designing, and adding my own creative flare to the presentation, to represent who I am. Another positive is that I am very thorough with research finding multiple sources to support my assumptions, and able to define those that are reliable, this supported me in developing my project further, feeling more confident. I did find in my presentation that having been more prepared and confident in my project, I was able to portray and express myself more. 

[bookmark: _Toc105955009]2.3.1 Negatives 

I was very unconfident with blogs, and still unsure if I still completely understand blogs. As a person who does not use technology very often in my day-to-day life, I find using blogs very confusing and overwhelming, even with my research and seeing example of blogs, the discussions in class, I still do not feel like I understand them or see their worth. I do understand technology is changing and in that case all businesses are changing also, but blogs and ePortfolios are still considered a foreign idea. Another issue I had was the mind map, I tried different methods of creating a mind map and instead used an online source recommended to me, I took me a very long time to design, I accidently deleted it 3 times and when I eventually had it finished and complete, I was still not completely satisfied with it, it felt unfinished. 

[bookmark: _Toc105955010]2.4 Analysis
[bookmark: _Toc105955011]2.4.1 What did I learn?

I earnt about the importance of innovation in the fourth industrial revolution, how an idea is developed, and how I can build on an idea. By following a system and organising the thought process into a constructive format, I made it easier to decipher. Before I would write down my ideas, losing track, unable to remember the original issue I had that required the idea in the first place. I also learnt about different research techniques, finding that I am a detective in my method of research. And that I prefer to use an ethical form of axiology finding what and why something has value and how it can be changed, what effect would this have. 
[bookmark: _Toc105955012]2.4.2 How did I use the information that I learnt?

From the information that I learnt; I was able to use it in in other areas of my life. For example, I used to the universal creative process for decision making on designs in my own personal hobby. I used my research methods to learn more about myself and put that to use in household bills, finding companies that were more reliable, also I evaluated their customer experience, by presenting them with problems and seeing how their employees were able to help with my situations. In cases, this added to my research with this assignment and provided me with more information to expand and develop my project. 

[bookmark: _Toc105955013]2.5 Conclusion

I feel like I could have spent more time on the presentation side of my project, I used most my time thinking of an idea and planning it, going over the material that when it came to putting it on paper, I felt very rushed. I could work more on my time management, I also would have asked more about areas I did not understand, as I spent a majority my time researching material that I could have just asked for help and guidance. I felt quite confident at the beginning, but the more time I spend on specific areas and the less time I have remaining to work on my project and placing it on my ePortfolio, the less confident I was feeling in my abilities and began questioning myself, going back and changing multiple areas. 


[bookmark: _Toc105955014]2.6 Action Plan
[bookmark: _Toc105955015]2.6.1 What could I do differently?

I would like to look more at the project in the future, working on a product to add to the customer experience, rather than concentrating on the service industry itself. It was a more logical approach to improve customer service for a better experience, but I would like to challenge myself more, produce a greater innovation, rather then a model, a sellable product for a specific company. 
[bookmark: _Toc105955016]2.6.2 What would I continue to do?

I will continue to use mind maps to outline my ideas, I found them beneficial in designing a project. I did enjoy using my experience and building on top of that, and found the process was a little easier knowing that I already had experience in customer experience, from being a customer myself, to working specifically in different businesses around customer experience. I will continue to use the research skills I have developed from this module, knowing that working as a detective was a better way for me to find information, and translate that information so I could understand it. 
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