


Executive Summary
This report examines the processes involved in setting up a service online. Innovation is the key factor in developing new products, substitutes or remodels to facilitate the demands for commodities in humans. The advancement in technology, acquiring and sharing knowledge has helped to adapt the internal and external factors of the market environment for profit making. COVID-19 is an example of a factor that gave rise to an increase in innovation and as a result, more entrepreneurs are using online platforms to set up business, save costs, and reach out to customers.
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[bookmark: _Toc133761692]Introduction
The main purpose of writing this report is to apply knowledge and skills acquired in this module to innovate a product or online service, with the application of creative models and theories. The Innovative models that will be incorporated within context are open innovation, and product Development strategy. 
[bookmark: _Toc133761693]Innovation
According to Collins Dictionary, innovation is a new way of doing something, introducing new ideas, processes, or making a change (Collins, 2019). Innovation is a product or a service that can add value to a system or process that can create profitability.
Innovation in Business 
Innovation is the process of inventing, redesigning, or refining a product or service. It helps to generate new trends for development and has the potential to add value to production and marketing, as a result of creativity. An example of innovation trend is the upgrade of iPhone 6 to iPhone 10. It also helps to save cost, increase efficiency in production, give rise to competition, and create sustainability within a given industry. (Indeed Editorial Team, 2022)
Importance of Innovation
Innovation encourages growth within a particular business sector in which it operates, and has the capacity to adapt resources, ideas and products beneficial to enhancing modern day technology. Innovation is important for incorporating into the business models of organisations to help with strategic planning and development.
[bookmark: _Toc133761694]Open innovation 
This is the process whereby an organisation does not only rely on its internal resources and skills, but also employs the skills and knowledge of external sources to drive success. (Meulien, 2017)
[bookmark: _Toc133761695]Product Development Strategy
It involves the development of new products, improving or, remodelling existing ones, for marketing and profiteering. It is a seven-step process starting from drawing up an idea to commercialisation. (Fechter, 2021)

[bookmark: _Toc133761696]The Idea: E-Bike hire in the City of London
The mission and purpose of service
The purpose of the plan is to establish a profitable business to help improve the lifestyle of commuters through cycling. Our vision is to encourage safe riding through the city of London, via cycle lanes and paths, while keeping the environment free from pollution. The mission of the business is to strengthen communities, in a bid to further pleasure and to acquire the skills and, techniques associated with cycling.

[bookmark: _Toc133761697]Market Research
Industrial statistics on the global bike industry indicated that in the year 2021, the industry valued at $78.33billion, $82.50 in 2022 and estimated to reach a target of $127.63 billion in 2029. It further suggested that the onset of COVID-19 escalated the demand for bikes as more people use them in sporting activities including hiking and daily transport. Another factor of the rise in this industry, is the fact that consumers are realizing the health benefits of riding in and around cities with little or no hazardous effects to the environment. These factors have helped develop lucrative bike rentals that are very profitable and sought after (Fortune Business Insights, 2020).
[bookmark: _Toc133761698]Centurion E-Cruisers
This is an E-Bike Hiring scheme available within the City of London. The idea was birthed as result of a survey carried out by Survey Monkey six months ago about the scheme, which received an overwhelming support from London residents. This is also based on our previous findings about the rapid growth and projection of the cycling business and trends in the coming years. As a result, my team and I decided to conduct a business analysis on the service.
Business Analysis
A business analysis was conducted through brainstorming ideas for the development of a new service, to be adaptable to another existing service by my team. After that, we selected the best ideas of the E-Bike hire because of the statistical data of success achieved in this industry in the past, for example, in the UK, statistics of cycling suggest a steady growth in the year 2019 to 2021. On completion of the selection process, we decided to make a draft version of our plan to ensure its functionality and whether it would appeal to our target customers.
Next, we had to evaluate the risks that would be involved in the scheme and possible ways of minimising them. Some of these risks are associated with financing the business and protection of assets which are the bikes.
The next stage of evaluation would be testing our service to get customer feedback. We aim to allow some test-driving of our bikes when we finally launch them (Fechter, 2021).
Centurion E-Cruisers
These E-Bikes will be launched in Summer of 2024. They are powered by rechargeable batteries and possess an electric motor of 250 Watts.
Types of Bikes
There are a variety of bikes that will be available for renting depending on choices of style and needs. They include road bikes, city bikes, cruisers, hybrids and E-Bikes.
Road bikes are good for cycling fast on smooth terrain. The tires are usually smooth and skinny, and the bike is usually lighter. However, if used on rough terrain, the rider may experience some discomfort.
City Bikes
These are also known as urban bikes and are good for riding around the city. It is easy to manoeuvre in normal clothing and has features like a chain guard, and safety lights for riding in the dark.
Cruiser Bikes 
These are also designed for riding around town. They have a large seat, big tires and provide an upright comfortable sit. They run on lanes that are flat and are manufactured in a variety of colours.
Hybrid Bikes 
These bikes are a cross between road bikes and mountain bikes. They consist of large seats, upright handles for comfort and are best for navigating smooth and rough terrain.
The research into the market has revealed that these types of bikes will provide commuters with the mode of service that these bikes will yield.
[bookmark: _Toc133761699]Partnering with Serco
We have researched a fitting organisation to help us to innovate these services and we decided to choose Serco, because of their expertise in the business. 
Serco is an organisation that works with government to deliver services in defence, recreational, health, justice, immigration and transport. (The Escape, 2010). They have a track record of delivering cycle hire for London. A typical example is Santander Cycles. We have commissioned them to supply 100 bikes for hiring, and they have drawn up a plan to design bikes that will be custom-made to incorporate some of the latest gadgets, which are quick release skewers that facilitate the tyre replacement process, clipless pedals for allowing forwards and downwards feet movement, and a bicycle pump. Serco will also provide and monitor the bike docks which will be stationed in designated spaces around community hubs which include churches, mosques, supermarkets, schools and train stations. The bikes are unique because they have in-built technology of modern features such as a GPS tracker, hard wearing tyres, lightweight flexible handles to aid navigation, and most importantly, sensory lights that glow in the dark around the rim of the tyres. Bikes will be available in different sizes to accommodate body weight, a storage box for personal storage, and a collapsible self-adjusted helmet for use, if necessary. The 250-Watt rechargeable battery will allow for 50km mileage on a single charge cycle, while emitting low carbon emissions to prevent pollution, cut fuel costs and protect the environment. Every Docking station has a chargeable battery device, made available to the service user.

[bookmark: _Toc133761700]Target 
This service’s aim is to target mostly residents in the city for their personal commute, who are unable to gain access to bikes because of the short supply and simply cannot afford their own. This group of people are aged between the ages of 16 to 70 years (SalesForce India, 2022). The demography for the city is expanding as a result of urban development. There is an uprise of a mixture of different categories of people, comprising of young professionals, and students using cycling as a way of life to beat the hustles of travelling on public transport and traffic jams.

[bookmark: _Toc133761701]Business licence
The first legal compliance with starting up a business is to obtain a license. This is a requirement issued by the government, specifying how the business should operate within their industry, and making them accountable for their actions. Some of the reasons for obtaining a license are to ensure the health and safety of the public, and to help with the processing taxes. According to research, a license is issued by the local authority in which the business operates, therefore we will be registering our business with the London Borough of Westminster.

[bookmark: _Toc133761702]Liability Insurance 
This will help protect the company assets and customers against damages and accidents. It covers compensation claims brought on by customers, accidental damages to equipment, theft, and legal costs incurred through court proceedings. There are price variations on different policies, so it is worth searching for the one that best suits the business. We have searched comparison sites like Go Compare and Money Supermarket, on quotes which were £7 a month and slightly high. However, we hope to get a quote from Aviva insurance, who specialise in this area. They have an online presence, with starting premiums from £5 a month with flexible payment options and good customer service reviews (www.aviva.co.uk, 2020). After research, I discovered that taxes and insurance, are not imposed on bikes, but for the security of the business we will get the best and cheapest deals off our provider to save costs.

[bookmark: _Toc133761703]Competitors
The competition faced by this business will arise from other biking services like Santander Cycles, Lime Cycle, Jump, Mobike, bike vendors and Uber E-Bikes. The method of identifying and minimising competition is by providing a very good customer service and keeping prices comparative.
Competitive advantage over rivals 
We will act as a substitute service to customers, filling the gaps left by shortages in other provision, while staying competitive, with a view to expanding into the outskirts of London. We will incorporate major biking events on our calendar to attract the interest of customers and win them over.
Freebike, Jump, Lime and Mobike are substitute services that do not provide bike docking stations, whereas we will, and therefore gain some benefits for our customers.
Our variety of bikes that come fitted with E-Maps, and traffic update systems give us a competitive advantage over our rivals. In addition, our riding prices are more affordable and the lowest among our competitors at £5 a day or £25 per week.
Other companies including Fudges Cycles, Buzzbike City rentals, On Yer Bike and Cloud 9 Cycles, rent bikes on long term contracts, which do not provide a good customer service. These services are limited in resources with very few bikes in circulation.

	Price Comparison List

	Company
	Price per ride (£)
	Weekly Price (£)

	Santander Cycles
	10.00
	40.00

	Mobike
	9.50
	35.00

	Free Bike
	9.00
	30.00

	Jump
	8.00
	29.50

	Lime
	7.50
	27.50

	Centurion E-Cruisers
	5.00
	25.00



The table above indicates price variations among rivals and also indicates avenues for Centurion E-Cruisers, obtaining competitive advantage. 

Unique selling point
The selling point of this business would be a fleet of various modification in style and quality made available to residents that would ease the shortage in the city. This will provide choices and more flexibility of rides at a cheaper cost.
We aim to provide a better customer experience through the services we will provide, and bikes will be test driven for ten minutes per customer before hire. 

[bookmark: _Toc133761704]Financing
Finance will be obtained through a bank loan of £50,000 (£20,000 from Westminster community grant fund who are the local authority) and an additional £5000 pounds of personal savings, and some crowd funding will be done on Facebook to raise a further £5000. Revenue from payment of rides will go towards repaying the loan and maintenance, costs which will be overseen by the accounting service.
A cost analysis will be carried out by an accountant to work out start-up costs. This is essential for making payment to the firm supplying the bikes, maintenance of the bikes and tax insurance purposes. I will have a team who will receive wages, so it is important to have costings in place.
Financial planning
A financial plan gives a breakdown of estimated figures required for the set up, and is important for obtaining a bank loan, grants, and also helps with budgeting. Details of the financial plan include an estimate of the company’s projected income and expenses.
Financial planning incorporates sales forecast, by estimating how much revenue is obtained. It also consists of an expenses budget which helps to work out the cost of running the business, and sales made on products and services. This budgeting system will help us to identify our fixed and variable costs. On estimation, our fixed costs would be derived from salaries, Wi-Fi, software and hardware. While our variable costs will be incurred as a result of things like storage, cleaning, and maintenance of our fleet.
Setting up a Business Banking Account
A business account is necessary for the service. After browsing through other banks making comparisons in their products, we have decided on banking with Starling Bank. They have better offers, and features for online banking. For example, they offer 0 % interest on startups and applications can be made online through apps like Xero, which is a software that is built for small enterprises, that can be accessed through a device to transact and view cash flow. They are FSCS (Financial Services Compensation Scheme) regulated and are designed for accepting all card payments including Apple, Google, and Samsung payment. 

[bookmark: _Toc133761705]The Staff 
My team that will help to develop this business is comprised of myself, an admin clerk, a solicitor, and an accountant.  
Roles of Professional Hire
Solicitor
The Solicitor will draw up and endorse contractual legal terms and conditions and agreement for implementation. The appointed firm of solicitors are Legalvision. They are an award-winning firm that specialises in contracts and legalities pertaining to start ups. They are UK based, can be accessed online, and have good reviews on google. (LegalVision UK, n.d.)
Accountant
The accountant will be responsible for bookkeeping and budgeting of the finances of the service. We will employ the services of ApprovedAccounting.co.uk. According to research, they are experienced with providing accounting technology to build systems software valuable to our accounts.
Administrative Assistant 
The Administrative assistant will be responsible for clerical duties which comprises of keeping journals, filing and storing documents, on our database. All these services will be offered online to create efficiency and save costs. A customer helpline is also available where customers can phone in for assistance.

[bookmark: _Toc133761706]Merchandising Platform
When setting up online, there are some tips that are necessary for marketing the business. Firstly, setting up a website. This can help to link other platforms like eBay, Shopify, or Amazon for selling your product or service. 
The services provided can be accessed at www.CenturionE-Cruisers.com.

[bookmark: _Toc133761707]The Website
 A services website which is defined as a medium of communicating information about the business, its products and transactions. The site can be a platform for making payment, providing contact details about the customers. They sometimes offer chat window for communicating with a customer assistant. (Mailchimp, n.d.)
The importance of a website
Another benefit of having a website is that it acts as a means of fostering communication between the service provider and the customer. It is essential and aligns with technology to build a customer relationship.
Creates trust in the business.
Forming a website builds up confidence and professionalism in the business, as customers can navigate their way around and even be able to leave reviews.
Promotes customer experience.
The customers will not only benefit from descriptions, images or video. If the site is well structured, combining all the features helps the customer to gain a great customer experience.
Expands to a wider audience
A website that is interesting and captivating reaches out to a wider audience. This can be easily done through your contact information already provided and customers and potential customers will be able to log into your domain.
Customer Assistance
A website that is actively engaging will provide regular updates on products and services available to keep customers informed of new trends and allow them to fill in online forms to prevent wasting time.
Sales Growth
There will be an increase in sales, as a result of consumer purchasing your services and an increase in visibility service through the website.
Factors to consider for Creating a website for Centurion E-Cruisers
Secure Domain
It is important to create a domain name, this act as the introductory point to the online service. Essentially, a domain name should be less complicated, and reflective of the services on offer, and easy to pronounce and remember. Adding images and a logo can help customers identify the purpose of the business.
Select a web-builder 
This is a service that provides easy steps with less technicalities for building a website. It is important to think about the features like templates drag and drop and customisation as these tools are useful for setting up. Some examples of web designers are Shopify and GoDaddy.
Website Template
When building a website, it is important to choose a layout which is a page that is already created for uploading the content, and once in place different ways of creativity can be done to make it more attractive. For example, adding colour, a logo, text, design, photos and other imagery could be modelled to suit the brand. The customers will have ease of navigation with the use of a template.
Add Pages
The website structure must have pages, which contains information about the services available or in some cases there could be different pages for other sections.
Create quality content
One important point about the website is to produce quality materials and content reflecting the services on offer. This will guide customers to the appropriate information they are seeking. For example, if they are searching company overview, they would navigate to ‘About us’ on the home page.
Maintaining the website
The website should be checked to keep it free of malware, kept upgraded with the latest software where possible, and keep the blog content current. This would minimise the risk of outdated services and offers. For example, if a customer encounters an offer on site and realises it has expired, that could damage confidence in the company.
Contents of the web page
Home Page
This is the beginners guide to the website, consisting usually of a welcome message and a list of site activities and their links. In the case of Centurion E-Cruisers, the home page consists of the goals of the scheme Centurion E-Cruiser as set up by my team.
About us
This page has information about the company’s history, aims, vision, staff, and financial reports. For example, an overview of Centurion E- Cruisers, the service, how it emerged, the purpose and benefits.
Services
This section provides details of the services offered, including package deals, offers, and tailormade deals, pricing, and the app. This is important for customer information to help them decide and make informed decisions. We also provide extracurricular bike riding sessions with a learning instructor to teach beginners how to get started and sourcing out the best bikes, and safety on the road, for children and adult learners. These courses improve skills and helps customers to develop the skills needed to boost confidence in cycling and increase knowledge. A fee of £10 per hour is charged for the services.
The App will be Centurion App
Features include allowing every customer to download, and scan a QR code, for accessing where they will find details of all docking stations, and cycle lanes on route to their destination. It can also be used for viewing live maps, making payments and travel updates.
Contact Page
This page has details for contacts including telephone, email, opening hours, website, location, online contact form, and chat windows. Our email is Customerservice@Centurion.co.uk.
Blog
Provides added information about the services its resources and gives insight about the industry in which the company operates. Some customer reviews and marketing information are also uploaded in the blog.  Centurion E-Cruisers is an associate of the National Cycle network, which provides a wealth of information on the cycling network industry that will help us to improve our services to customers. We will be given regular updates on cycling statistics, latest models on the market and upcoming touring events.  

FAQs
Frequently asked questions from customers, along with answers from the company are also listed in this column.
It is always important to ensure that information on the pages of the template link to provide an easy and concise flow to channel customers knowledge of what the provider is offering in terms of products.
How to service the website
It is essential for a service provider to maintain their website to stay competitive with the contents and keep up good practice, and one of the processes that could help achieve this is the SEO Search Engine Optimisation.
The SEO is a process of making improvements to the site to attract more customers and receive high rankings on the search engine page. For example, when searches are made on google, about products or services, there must be clear and concise results that will satisfy the customers and   encourage them to come back. We will invest in paid searches to attract a target audience of cycling enthusiasts to our services.
Registering for the service
Customers will register their details online at www.CenturionE-Cruiser.com.
On the drop-down page, click on the services section, enter your name, address and email. The services section gives allowances for obtaining membership package deals and rewards. This section has payment details, for example, debit or credit card transactions or PayPal. The app also has features to send codes to your phone to update you on bike availability, informs the customer about docking stations, highlights recent cycling activities, and informs about road safety including avoiding bus lanes.
[bookmark: _Toc133761708]Terms and conditions 
Terms and condition will apply to services provided by Centurion E-Cruisers. Bikes should be returned to a docking station and properly secured after use. Care must be taken to prevent wear and tear of the equipment. Servicing and repair problems must be reported via the web by filling the online form. Theft or acts of vandalism of the bike will be reported to police. Centurion E-Cruisers is covered by liability insurance in case of accidental damage. A detailed document of terms and conditions is available for downloading on our website.   

[bookmark: _Toc133761709]Pricing and Payment
Rides are charged at £2.50 per 30 minutes, while a weekly charge will be £25 and monthly charges are £40. It is worth noting that anyone who signs up as a member receives a 10 percent discount on their first subscription. Prices are calculated in line with inflation but will ensure they stay competitive. Services are available 24 hours. 
Payment options available through the app include, PayPal, Visa Debit and Credit Card, Google pay and Apple pay. The payment facilities for transaction will meet the Payment Card Industry Data Security Standard (PCIDSS). This is controlled by a regulatory board, ‘Payment Card Industry Security Standard’ to ensure that the information on our customers’ banking history is protected and relevant. This prevents fraud and forbids unauthorised access to customers banking data. Any breach of card compliance data will result in fines been levied against the business. Centurion E-Cruisers will build a secure network, make sure that their systems software is scanned for malware, and ensure card providers update their systems for safety. (The Federation of Small Businesses, n.d.)
[bookmark: _Toc133761710]Marketing
Our services will be advertised on social media platforms like Facebook, Instagram and YouTube to allow our customers access and build our customer base. We will embark on creating content with imagery, to showcase our services. For example, a demonstration of how to operate some features on our bikes on YouTube. We will hope to enlist influencers and celebrities to help promote the service. Emails will be used in promoting our services; therefore, we will encourage customers to register their contact by providing their email addresses. We will use billboards, Television, Radio, Newspapers and Magazines to promote our business, as well as empowering a word-of-mouth process across to customers. We aim to partner with hotels, bars, and restaurants to gain clients as a result of a boom in tourists to the city. Customers will be encouraged to subscribe to a membership for a three-month period and receive a twenty percent discount on rides within that period. Our services are geared towards marketing directly to our customers, which would help us to deliver a strong customer experience with them. More promotional offers in the form of raffle tickets will be available for grand cycling events like Tour de France, to provide sporting entertainment to keen enthusiasts. (Mangold and Faulds, 2009).

[bookmark: _Toc133761711]Data Protection
This is a very important element of registering customers personal details kept about them on the database of businesses. There is an international body that deals with compliance issues surrounding customers and client’s data known as the GDPR.
The GDPR
This is a data protection Act 2018, that controls how personal information is used to ensure that there are no breaches in confidentiality and there are a number of criteria to be met with this data control. Some of the criteria enlisted are ensuring that information obtained are used in fairness, used within legal limits, not exploitative, correct, and updated. The act also makes provision for securing information, without destroying or damaging material. Inclusion and diversity among the culture of people should also be accepted when applying the rules. For example, customers personal details from their identification should not be carelessly altered. Another factor of the legislation raises awareness of the right to access information held about individuals by the government and other organisations. (GOV UK, 2018).
Another method of use for protecting customers’ privacy is done through the Privacy and Electronic Communications Regulations (2003). This is a legislation that protects the privacy of electronic communications of customers. It sets rules on emails, texts, and calls to customers.
PECR
Applying PECR to customers will give them the right decide if they want to be contacted by emails or decide to opt out.  Centurion E-Cruisers will adhere to the rules of Privacy and Electronic communications Regulations to help with managing customers emails, text or phone calls, and the use of cookies. For example, a cyclist who desires to cancel their service subscription would have been allowed with their data deleted off our email lists. Customers email contact would not be used for sending unsolicited information, forwarded to third parties, nor would they be forced into participating in surveys. All correspondence sent to customers would be at their discretion. We will seek the services of governmental bodies like the Information Commissioners Office, responsible for promoting the public data privacy to guide us with implementation of PECR. This will ensure good practice, and help Centurion E-Cruisers deliver an excellent customer service. (ICO, 2019)

[bookmark: _Toc133761712]Recommendation
In innovation, it is important to have a business plan in place before you decide to embark on the journey because it gives an understanding of the different steps to follow. The first recommendation is to brainstorm the idea of the business, because it might help to derive goals and objectives of planning and focus on the idea. The next thing worth considering is the costs that are involved in the planning, this is important as it helps identify the profitability and affordability of the business. Conduct research into the market to figure out the latest trends, as this gives an opportunity to identify the segment that will benefit from the service. Another essential factor of importance is how to market the service, at this point, a webpage and other social media platforms and paid search engines like google will help to draw customers to the service. It is essential to stay competitive and be unique in your methods and strategies to stand out among your competitors. Identify the risks involve and apply measures to help mitigate them. Ensure that the business is compliant in protecting customers personal and banking details.
[bookmark: _Toc133761713]Conclusion
Setting up an e-commerce platform is the modern way of transacting businesses globally. The aim of it is to reach out and create a customer’s journey through a variety of channels with the use of technology to reach the goals of the business. Online selling is a creative and innovative road map to improve customer service. As a student studying this module, I have learnt the techniques involved starting up online. They are useful and practical tools for developing a project as an entrepreneur or leading a project. The most important concept of this is that without the advancement in technology, it would have been difficult to replace traditional bricks and mortar.
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