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[bookmark: _Toc193015622]Executive Summary
Below is the discussion of the role of creativity and innovation towards enhancing operational efficiency at Nines Global Buffet Swansea. The hospitality industry is highly competitive and requires perpetual innovation towards enhancing customer satisfaction, making processes more efficient, and ensuring long-term sustainability of the business.
The most serious operational concern of the restaurant is the inefficiency and slowness of the ordering process, which leads to longer wait times, risk of order error, and increased staff workload. Solution is to implement an innovative digital ordering platform using tablets for waitstaff to enter and directly transmit orders to the kitchen. With this solution, error is reduced to the barest minimum, service time is sped up, and the dining experience maximized.
The analysis follows Tidd and Bessant’s (2018) 4 P’s of Innovation and categorizes the idea as Process Innovation as it transforms the manner in which the orders are processed. Graham Wallas’ creativity process is also followed to explain the process of generating the idea. Lewin’s Force Field Analysis examines the feasibility of making such a transition and identifies the primary driving forces (efficiency, accuracy, customer satisfaction) and the restraining forces (cost, staff adaptation, training needs) for it. Solutions for overcoming such hurdles are also discussed.
The analysis also examines Nines Global Buffet Swansea’s culture of innovation and the likelihood of management accepting the initiative. There is the initial investment and staff training required, but the long-term benefits of increased operational efficiency, customer satisfaction, and potential revenue growth are worth it.
In conclusion, the proposed ordering system using tablets is a practical and innovative solution for restaurant operations that aligns with industry directions and improves long-term competitiveness. It is proposed that additional consultation with management and staff training programs are carried out to ensure smooth transition and effective implementation.
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[bookmark: _Toc193015623]1. Introduction
[bookmark: _Toc193015624]Overview of Nines Global Buffet Swansea 
Nines Global Buffet Swansea is one of the established dining places with a wide international menu of foods including Chinese, Japanese, Indian, Italian, and British food (NINES global buffet, 2025). Operating in the all-you-can-eat buffet format, the restaurant caters to a wide customer base of families, groups of individuals, and individuals seeking variety and convenience at reasonable prices. The hospitality industry as a whole and the buffet restaurant segment are highly competitive in nature and require on-going innovations in terms of enhancing the efficiency of services, customer satisfaction, and overall business viability.
With shifting consumer expectations, process improvement and technological advancements have become essential to provide high-quality service with operational efficiency. Restaurants are required to have speed, accuracy, and customer engagement to provide a great dining experience particularly in the fast-paced high-volume setting of Nines Global Buffet. Any inefficiency in service translates into customer disappointment, lost customers, and reputational damage (Galavotti, 2023).
[bookmark: _Toc193015625]Role as Waitress and Responsibilities
As a waitress at Nines Global Buffet Swansea, primary responsibilities include:
· Greeting and seating customers.
· Promoting beverage sales and delivering prompt service.
· Clearing the tables and resetting them for the next guests.
· Assisting customers with inquiries regarding the buffet offerings and dietary restrictions.
· Collaborating with kitchen and bar staff to ensure smooth service (Ginting, 2021).
· Behandling customer complaints and resolving them professionally.
Owing to the buffet style of the restaurant, the role requires efficient multitasking, quick service, and good communication to ensure smooth running and customer satisfaction. There are certain operational inefficiencies that detract from the overall service quality as well as influence staff productivity and customer satisfaction.
[bookmark: _Toc193015626]Purpose of the Report
The purpose of this report is to identify one of Nines Global Buffet Swansea's main operational issues and propose an innovative solution that enhances efficiency and service levels. Through following the systematic analysis, the report seeks to:
· Discuss the role of creativity and innovation in the restaurant industry
· Identify one specific operational issue—order processing inefficiencies and delays.
· Propose a new ordering system with tablets to increase speed and accuracy of service.
· Applying theories of innovation like Tidd and Bessant’s 4 P’s of Innovation, the creative process model, and Lewin’s Force Field Analysis to examine the feasibility of implementation
· Evaluate Nines Global Buffet Swansea’s culture of innovation and comment on the possibility of management embracing the idea.
Through the resolution of this operational issue, the report should assist in guaranteeing the long-term viability, competitiveness, and customer satisfaction of the restaurant.


[bookmark: _Toc193015627]2. Creativity and Innovation in the Hospitality Industry: Significance
[bookmark: _Toc193015628]Creativity and Innovation in the Food Service Industry: Defining
Creativity and innovation are of great importance in the restaurant industry where customer expectations are constantly evolving. Creativity is the process of developing new ideas, thinking patterns, or solutions, while innovation is the process of using such creative ideas to bring about practical changes (Herison, et al., 2024). Innovation within the restaurant industry can take many different forms such as more efficient processes of service, new offerings on the menu, integrated cutting-edge technology, and innovative customer engagement strategies. Through efficiency, customer satisfaction, and profitability, innovation allows businesses to catch up with market trends, stay competitive, and become unique in an overcrowded market. 
[bookmark: _Toc193015629]How Innovation Drives Customer Experience, Efficiency, and Profitability
Hospitality industry innovation functions as a major advantage because it delivers stronger customer experiences. Modern customers seek fully personalized and trouble-free services which innovation delivers through memorable dining experiences that produce return business. Operation efficiency grows through innovation efforts. Quick services coupled with rapid turnarounds of customers generate direct impacts on financial performance for the restaurant sector (Fainshtein, et al., 2023). Profitability and sustainability respond to three main effects when innovation integrates with these approaches. Hospitals achieve sustainability goals combined with lowered operational expenses when they implement energy-efficient kitchen appliances and waste management solutions and green packaging materials. 
[bookmark: _Toc193015630]Examples of Innovation in the Hospitality Industry
Restaurant industry innovation has transformed conventional business operations throughout all operational areas. McDonald's and KFC established worldwide networks of automated operations while KFC employs self-ordering kiosks which enhance speed and precision of customer orders. QHSM maintained convenient automated ordering because Domino's Pizza implemented their AI-driven voice assistant for customer use (Ishak, et al., 2021).  Higher customer-service operations along with data utilization underwent fundamental changes because of the AI revolution. Restaurants use AI systems to analyze client preferences which allows them to suggest personalized food items to each customer throughout their dining time. 
[bookmark: _Toc193015631]The contribution of competition and evolving customer expectations towards driving innovation
Customers demand personalized service at high speeds together with simple access which forces restaurants to use technology-based solutions. Health-conscious eating patterns have created customized eating options which include keto, vegetarian and gluten-free foods in restaurant menus (Alam, et al., 2025). In addition, the rise of food delivery platforms such as UberEats and Deliveroo has transformed the way customers interact with restaurants, leading businesses to optimize their delivery processes.
The COVID-19 pandemic also hastened digital transformation in the restaurant industry. Restaurants introduced contactless dining experiences, ordering through mobile phones, and digital payment to meet safety standards. Restaurants also redesigned their premises to enable social distancing and introduced QR code menus to minimize human interactions. Hybrid restaurant models that have dining-in, takeaway, and delivery have become popular to enable flexibility in operations.

[bookmark: _Toc193015632]3. Identifying the Problem and Proposed Innovation
[bookmark: _Toc193015633]Problem Statement: Common Operational Challenges Encountered in Role
Role as Nines Global Buffet Swansea waitress involves customer ordering, food service, table management, and provision of a smooth dining experience. There are some operational problems that affect staff effectiveness as well as customer satisfaction. Among the most critical of these is slow service due to paper-based ordering and kitchen communication. During busy periods like lunchtime and dinner time, there are typically slow and miscommunicated orders that increase wait times, customer frustration, as well as food wastage when the wrong food is prepared.
One of the most common problems is order mistakes, usually as a result of mishearing of orders or human error during recording of orders. In a buffet restaurant like Nines Global Buffet where customers can request for more dishes or special dietary adjustments, order mistakes can lead to customer dissatisfaction and wastage of food (error, 2024). Poor table management also creates congestion because waiters are not able to keep track of which tables need service, which are waiting for their orders, and which are ready for turn-over.
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Figure 1 order error
Source (error :, 2024)

These not only impact customer satisfaction but also decrease employee productivity. Excessive running back and forth to the kitchen to monitor orders and sluggish table clearing slow down service and inhibit the restaurant from being able to seat more customers effectively. It is critical to address such operational inefficiencies so as to enhance customer satisfaction, maximize processes, and enhance restaurant profitability.
[bookmark: _Toc193015634]The proposed innovation involves using a tablet-based ordering system for waitstaff.
To solve for accuracy and speed of ordering, the installation of waitstaff ordering using tablets. This would replace the traditional pen-and-paper ordering with an efficient up-to-the-minute ordering method that directly interfaces into the kitchen. Each server would have a portable tablet where they can immediately enter customer orders, special requests, and directly feed the information into the kitchen display system (Atmaja, et al., 2023).
The platform would have a simple-to-use interface for quick ordering, meal customization features (e.g., allergies, portion sizes), and automatic menu item availability updates. It would also be integrated with table management software for tracking table status in real time to manage seat assignments, monitor dining progress, and optimize restaurant efficiency.
[bookmark: _Toc193015635]Key features of the tablet-based ordering system include:
· Real-time order processing: Orders are sent directly to the kitchen to avoid miscommunication and reduce prep time.
· Customization options: Special customer requests like no spice, gluten-free can simply be jotted down, reducing errors.
· Status Monitoring of Tables: Waitstaff are able to monitor which tables are occupied, awaiting food, or are ready for clearing.
· Inventory Integration: If a dish is unavailable, the system notifies waitstaff immediately, preventing orders for out-of-stock items.
· Payment Processing: Optionally, the system may also accept digital payments, where customers can pay bills directly through the tablet.
[bookmark: _Toc193015636]How the Solution Supports Value and Aligns with Business Long-Term Sustainability
The ordering through tablets has numerous advantages that are aligned with Nines Global Buffet Swansea’s objective of maximizing operational efficiency and customer satisfaction as well as long-term business sustainability.
1. Better Customer Experience
By reducing order errors and wait times, customers receive faster and more consistent service. Customization of their orders via digital means ensures dietary preferences and needs are addressed properly, which leads to higher customer satisfaction and positive reviews. In the highly competitive hospitality industry, an improved dining experience can encourage customer loyalty and repeat visitations.
2. Increasing Staff Efficiency
The wait staff can cover more tables since they are not needed to go back and forth from tables to the kitchen to confirm orders (Giousmpasoglou, Ladkin and Marinakou, 2024). With current information about table status, staff are better equipped to manage their work and prevent idle time and hence enhance their coordination. This allows the restaurant to have more customers without increasing labor costs.
3. Reducing Food Waste and Costs
Incorrect orders also lead to wastage of food and additional expense. By eliminating order mistakes, the restaurant is able to avoid wastage of food and associated expense. It also provides insight into best-selling menu items and peak ordering times so management can better stock and prevent over-buying ingredients.
4. Increased Turnover and Operational Efficiency
More effective and faster service enables faster table clearing so that the restaurant can accommodate more customers, particularly during peak season. This translates to more revenue because more customers are being attended to within the same period of operations (Roy, Spiliotopoulou and de Vries, 2022).


5. Sustainability Goals Support
Digitalization reduces the dependence on paper-based order slips to make the restaurant more environmentally friendly. In addition, through optimized inventory management and reduced food wastage, the restaurant transitions towards greener operations.
6. Enhancing Competitive Advantage
Many modern dining places are embracing technology-driven solutions to enhance service. By incorporating a tablet-based ordering platform, Nines Global Buffet Swansea can be transformed into a technologically advanced restaurant with emphasis on efficiency and customer ease, thus gaining the competitive edge against traditional buffet-restaurants.


[bookmark: _Toc193015637]4. Application of the ‘4 P’s of Innovation’
There are four key business innovation areas: Product, Process, Position, and Paradigm Innovation (Tidd & Bessant, 2018). All of them play a vital role in shaping how companies create and evolve to suit the shifting needs of the market. Through the comprehension of the four dimensions, organizations are in a position to use innovation in a strategic and impactful way.
[bookmark: _Toc193015638]The 4 P’s of Innovation
1. Product Innovation
· This involves the development of new or significantly improved products or services. In the hospitality sector, innovation in products may be in the introduction of new dishes on the menu, special dining options, or technology-based innovations such as intelligent tables or robot waiters (Ma, et al., 2023).
· Product innovation can be illustrated by the introduction of meat alternatives made from plants in restaurant chains including McDonald’s 
2. Process Innovation
· Process innovation focuses on streamlining how a business functions by making it more efficient, less expensive, or optimizing workflow. In restaurants, this could be automated kitchen systems, ordering electronically, or reservation management via AI.
· Other fast-food chains including McDonald’s and KFC have ordering kiosks where orders can be placed digitally by the consumer and do not require staff and are quicker in process.
3. Position Innovation
· This entails repositioning a service or a product in a new market or for a different segment of the market. Restaurants can achieve position innovation by rebranding, changing their scope of market, or by changing their service model.
· Starbucks shifted from being a typical coffee shop to a "third place" between work and home where it could deliver a better quality and social experience (Mimoun and Gruen, 2021).

4. Paradigm Innovation
· Paradigm innovation involves a paradigm shift in the way an industry views itself or in the manner in which a business operates. This generally leads to business model disruption.
· Example: With the advent of food ordering platforms such as UberEats, Deliveroo, and Just Eat, the restaurant business has been transformed as companies can cater to people without having to maintain dining spaces.
[bookmark: _Toc193015639]Justification: Tablet-Based Ordering as Process Innovation
The tablet-based ordering system proposed for Nines Global Buffet Swansea comes under Process Innovation in the sense that it significantly improves the process of order-taking by waitstaff and communication with the kitchen (Roos, 2024). With the use of an electronic system instead of paper-based order-taking, the process of order transmission becomes faster, accurate, and efficient.
Some reasons why this innovation qualifies as process-oriented are:
· It maximizes efficiency in workflow by keeping waitstaff time spent on manual order-taking and communication at a minimum.
· Reduces human error and guarantees order accuracy and reduces wastage of food due to incorrect orders (Atmaja, et al., 2023)..
· Increases the efficiency of customer service, leading to a better dining experience.
· It integrates into existing restaurant business and requires process adaptation rather than a business paradigm shift, market repositioning, or a change in product.
[bookmark: _Toc193015640]Comparison with Similar Innovations in the Hospitality Sector
Many restaurants have adopted digital transformation strategies to enhance their service processes. Some notable examples include:
Multiple restaurants have adopted digital transformation methods to enhance their service processes. Some of them are:
· McDonald’s Self-Service Kiosks: Customers order on touch-sensitive screens, reducing wait times and increasing order efficiency. Even though implemented differently, the objective of process efficiency through digitization is the same as in the tablet-based ordering system.
· Domino’s Pizza AI-Powered Ordering: Domino’s uses AI-based ordering via voice and text to avoid phone orders and reduce order errors. This innovation showcases how technology-based solutions enhance order-taking efficiency.
· YO! Sushi’s conveyor belt system: This system automates the process by enabling customers to select their own dishes from a moving conveyor belt, simplifying service and lessening staff workload (Ntontela, 2021). Although implemented differently, it serves the purpose of maximizing restaurant workflow.
By implementing a tablet-based ordering system, Nines Global Buffet Swansea can leverage the industry trend of process automation to realize better service quality, reduced staff workload, and increased customer satisfaction.


[bookmark: _Toc193015641]5. Creativity Process Applied
Developing the tablet ordering system for Nines Global Buffet Swansea required an organized process of creativity and problem-solving. One such model to describe how this idea emerged and developed is the Graham Wallas Four-Stage Model of Creativity (1926). This entails Preparation, Incubation, Illumination, and Verification, all of which were involved in the creation of the proposed innovation (Childs, et al., 2022).
[bookmark: _Toc193015642]Preparation: Problem Identification and Information Gathering
The first step in the creative process involves identifying and researching the most significant issues requiring innovative solutions. As a waitress at Nines Global Buffet Swansea, three major operating inefficiencies were noticed by me:
· Slow service due to paper-based ordering and continuous shuttling between the kitchen and the tables.
· Miscommunication errors, illegible handwriting, and failure to remember details.
· Inefficiencies at the tables, leading to congestion and delays in re-setting and clearing the tables.
To gain further insight, met with supervisors and colleagues and had discussions with waitstaff and kitchen staff to gather first-hand information regarding their experiences (Basco, 2022). They all verified that order-taking inefficiencies and miscommunication were the key issues affecting service speed and customer satisfaction.
Also, research about industry trends and discovered how larger restaurant chains addressed similar challenges. Heavy use of ordering kiosks, app ordering, and AI-based automation in restaurants gave me valuable insights.
[bookmark: _Toc193015643]Incubation: Letting Ideas Develop Subconsciously
After gathering information, took a step back from actively pursuing solutions and allowed mind to work on making sense of the information. This phase, also known as incubation, allows subconscious thought to connect ideas in original and creative patterns.
During this period, stayed open-minded and talked over possibilities with colleagues. Some have proposed recording orders by voice and others have proposed having a staff member specifically enter orders by hand into a centralized system. These ideas still left plenty of room for human error.
The idea came to me when considering the efficiency of fast-food restaurants' ordering kiosks. If this could be implemented for waitstaff as well, errors made by handwriting would be eliminated, service would be accelerated, and table management would be improved (Noble, and Allan, 2023).
[bookmark: _Toc193015644]Illumination: The Eureka Moment
It is at this stage of illumination where the final idea exists. In looking at previous industry precedent, it struck me: a tablet-based waitstaff ordering system would make the process easier and eliminate inefficiencies and improve the client experience.
This concept solved several issues at once:
· Speed: Orders would be prepared right away in the kitchen and wait times eliminated.
· Accuracy: Erasing handwritten annotations would prevent mistakes.
· Efficiency: Real-time table management would allow waitstaff to optimize service and reduce congestion (Elhadad, et al., 2022).
Shared this idea with colleagues, and they responded positively. Many believed it would simplify their workload, reduce stress, and enhance teamwork.
[bookmark: _Toc193015645]Verification: Refining and Validating the Idea
Upon coming up with the idea, the final step was verification—checking its feasibility and refining the concept. Talked over the idea with manager and asked for feedback on possible implementation challenges, such as cost, staff training, and incorporation into the system.
To assess the practicality of the idea, used to brainstorming sessions and SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats). Key considerations included:
· Advantages: Quicker service, increased accuracy, and improved staff coordination
· Weaknesses: High initial expenses in tablets and training requirements.
· Opportunities: Enhancing the customer experience, competitive advantage.
· Threats: Resistance by staff to new digital tools.
Based on this assessment, it refined the idea to include a staged rollout with an initial small number of waitstaff operating the system before a widespread implementation.


[bookmark: _Toc193015646]6. Viability of the Idea: Lewin’s Force Field Analysis
The introduction of a tablet-based ordering system at Nines Global Buffet Swansea entails thorough scrutiny of factors supporting and resisting the innovation. Kurt Lewin’s Force Field Analysis Model (1951) provides a suitable model for gauging driving forces pushing innovation and restraining forces causing resistance (Peatfield, 2022). This model assumes organizations are in a state of equilibrium except where driving forces overcome restraining forces and enable successful innovation. For the introduction of an innovation to take place, firms can either strengthen the driving forces or diminish the restraining forces in an effort to enable smooth adoption of new practices.
[bookmark: _Toc193015647]Implementation Support Factors (Driving Forces)
One of the most significant drivers of adoption of a tablet-based ordering system is increased efficiency. With the computerized system, wait staff can send orders to the kitchen in an instant, eliminating lag in communication and wait times. The system enables staff to handle more tables per shift which creates better opportunities for enhanced revenue generation. The system drives better customer satisfaction through speedy and precise order delivery process which leads to increased experience quality. 
The automated ordering process functions to decrease workplace strain and lower staff responsibilities because of system automation. Better client interaction becomes possible because waiters no longer need to perform administrative tasks which results in improved customer service quality. The installation of this technology creates a competitive edge because restaurants across the board are implementing digital tools to advance their service operations (Vo-Thanh,, et al., 2022). The advanced industry knowledge of Nines Global Buffet Swansea helps the establishment stand apart from its competition. 
[bookmark: _Toc193015648]Restraining Forces (Implementation Barriers)
The adoption of a tablet-based ordering system carries multiple advantages yet multiple reasons exist to explain its resistance. The main challenge of implementing this system stems from its high initial financial requirements which compel businesses to spend heavily on tablet systems as well as software and necessary supporting technology. The systematic cost of maintaining the system after implementation needs consideration in order to keep the system running effectively (Shojaeinasab, et al., 2022). Staff members present an additional significant challenge because they either lack computer experience or prefer using manual order methods. Organizational staff members express discomfort with adopting new systems which leads to their resistance against implementation.
[bookmark: _Toc193015649]Strategies to Overcome Barriers
The implementation starts with testing the system on a specific restaurant branch before expanding to other sections of the restaurant in scheduled stages. Strategic partnerships between our restaurant and technology companies will help us to secure government contractual grants that cover implementation expenses (Rasulov, 2024). Staff members show less resistance when organizations implement detailed educational programs that teach the system at different stages. 
The process becomes straightforward because staff will receive training for the system prior to complete implementation. Staff and customer feedback sessions run on a regular basis will help enhance the process. An organization needs to invest extra funds on both advanced internet connectivity and professional IT troubleshooting to fix technological difficulties. The organization should have a manual ordering protocol that activates during software breakdowns.

[bookmark: _Toc193015650]7. Organisational Climate for Innovation
The success of an innovation does not only depend on its feasibility but also on the receptiveness and culture of the organization towards change. In Nines Global Buffet Swansea, organizational culture towards innovation plays a key role in determining whether an idea like a tablet ordering system can be introduced in an optimal way. The restaurant operates in a fast and customer-focused environment where efficiency and quality of service are of prime importance (Singh and Karthik, 2025.). However, the level at which innovation can be encouraged depends on the attitude of the management towards change, leadership behavior, and firm policies.
[bookmark: _Toc193015651]Nines Global Buffet Swansea’s culture of innovations
Nines Global Buffet Swansea is a volume buffet restaurant where the aim is to manage a high number of customers in an efficient manner. Standardized procedures in order-taking, customer service, and kitchen work are implemented in the restaurant in order to achieve consistency in daily work (Roos, 2024.). Although this systematic process helps in smooth day-to-day functioning, it at times results in resistance to adopting technology-based innovations.
The restaurant has had some utilization of newer technology in the past in the form of payment systems and reservation systems, an indication of an openness to innovation where it serves the client. Internal practices such as taking orders, waitstaff-kitchen communication, and tab management are all manual in nature. This lack of digitization of such practices demonstrates an inadequate focus on innovation in internal systems and requires an argument in favor of technological progress.
[bookmark: _Toc193015652]Management Openness to Change
The level of support from the management is a significant determinant of whether an innovation can be rolled out successfully. For Nines Global Buffet Swansea, the management cares most for efficiency in the operations, costs, and satisfaction of the customers. Any proposed innovation should achieve such targets in order to pass approval (Abab, et al., 2021). While management has been open to technological improvements on the side of the customer, such as contactless payment, they may be less inclined to invest in in-house technology solutions if the benefits are not clearly demonstrated.
One of the most significant concerns for restaurant managers to take into account is the cost of implementing new technology. Investments in technology like an ordering system based on tablets have a cash outlay upfront in the acquisition of devices, software installation, and employee training. If the costs seem to exceed the benefits in the management's perception, they may resist implementing the change. Second, staff adaptation issues can influence the process of making a decision. Managers may be concerned that some employees, especially those less comfortable with technology, will struggle to adapt.
However, if such evidence of long-term benefits as accelerated service, reduced errors and higher customer satisfaction were made available to management, they would be likely to accept innovation. Using successful examples of similar systems in buffet restaurants could also strengthen the argument for implementation.
[bookmark: _Toc193015653]Factors Influencing New Idea Acceptance
There are various factors influencing whether an organization adopts and sustains innovation. Leadership style is one of the most influential factors. In Nines Global Buffet Swansea, the management follows a results-based leadership approach with a focus on efficiency, performance, and cost-effectiveness (Khan, et al., 2022). While this style ensures smooth working, it might lead to risk avoidance where the management would be hesitant to undertake any process unless it becomes cost-effective and simple to implement.
Another contributing factor is company policies. Formal process in decision-making by the restaurant means any technology implementation needs approval at multiple stages before implementation. This bureaucratic process could hinder innovation as it involves strong reasoning and data-based arguments in order to influence decision-makers.
The workforce adaptability also plays a role in how quickly innovation can be rolled out. Both veteran and newer workers are employed in the restaurant and have varying levels of exposure to technology tools. Older workers' resistance could slow down adoption, but younger workers, who are likely to be technology-minded, could embrace digital systems sooner.



[bookmark: _Toc193015654]8. Conclusion
It addressed the issues of operating at Nines Global Buffet Swansea and proposed a tablet-based ordering system as an innovative solution to improve efficiency in service, staff and customer satisfaction, and productivity. Through the report, the key issues of slow service, order mistakes, and inefficient management of the tables were brought out as problems that impacted the staff and customers negatively. Through process innovation, the restaurant can modernize its order process to enable a seamless dining process and improve the business workflow.
The importance of creativity and innovation in the hospitality industry cannot be overstated. Organizations that fail to adapt according to shifting consumer demand and technological advancement risk being left behind by others in the sector. Various successful restaurant chains have been able to implement digital ordering systems, automation, and AI-based service systems, and such technology-based process improvements have been found to lead to greater efficiency, cost reduction, and increased profitability. Implementation of this innovation will allow Nines Global Buffet Swansea to enhance its competitive advantage and achieve sustainability in the longer term.
Using Lewin’s Force Field Analysis, the report evaluated the feasibility of the proposed innovation and identified driving forces including efficiency gains, improved satisfaction of customers, and reduced workload for staff. However, the report also identified restraining forces including costs, staff resistance, and staff training requirements. In order to implement it successfully, plans including deployment in phases, proper staff training, and technical support have to be incorporated in an effort to overcome opposition and facilitate adoption.
The organizational culture of innovation at Nines Global Buffet Swansea presents opportunity as much as risk. Management has been open to technology changes on the customer side of the business, but process innovations internally may require greater justification. Support will be gained by emphasizing data-based benefits, presenting successful industry examples and implementing the transition in a step-by-step manner.
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