







1. [bookmark: _Toc201695180]Executive Summary

This paper explores the role of creativity and innovation in the cleaning industry through the development of a communication app design to improve efficiency, motivation, and collaboration within cleaning teams at Mitie. Drawing from my experience as an Area Cleaning Supervisor, the app addresses common issues in task coordination, performance tracking, and communication.
Using frameworks such as de Bono’s Six Thinking Hats, the four Ps of Innovation, and Lewin’s Force Field Analysis, the paper critically evaluates the app’s potential as an examination of incremental product innovation. It demonstrates how small, user focused technological changes can lead to meaningful improvements in workplace productivity, employee engagement, and service quality.
The project reflects the broader importance of inclusive leadership and innovation in transforming operational practices across the facilities management sector.
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In an era where operational efficiency, employee engagement, and technological advancement are critical to organisational success, creativity and innovation have emerged as key drivers of progress, particularly within industries. This paper explores the intersection of these concepts through a practical innovation developed within Mitie Group PLC, the UK’s leading facilities management company. With over 72,000 employees and operations across more than two hundred locations, Mitie delivers essential services that support the functioning of society, from hospitals and offices to transport hubs and public institutions.
Drawing on over a decade of experience as an Area Cleaning Supervisor at Mitie, I have gained first hand insight into the operational challenges and cultural dynamics of frontline cleaning services. These experiences have shaped the development of a digital solution, an app designed to enhance communication between cleaning supervisors and their teams. This innovation, though incremental in nature, aims to address persistent issues such as communication breakdowns, in consistent task tracking, and barriers to team motivation and engagement.
This paper critically examines the role of creativity in shaping this innovation, applying frameworks such as de Bono’s Six Thinking Hats, the Four Ps of Innovation, and Lewin’s Force Field Analysis. It further considers the viability of the proposed solution through both reflective practice and academic evidence, illustrating how even small scale innovations can have a meaningful impact when rooted in lived experience and supported by inclusive leadership.
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I began working with Mitie on 9th June 2014, stepping into the role of a Cleaning Supervisor. My journey started at their head office in Bristol, located at 8 Monarch Court, Emersons Green, but after 5 years, we moved to the Chocolate Factory in Bristol, Keynsham. As I progressed, I also had opportunities to connect with colleagues and teams at Mitie’s head office in London, an inspiring space high up in The Shard. As a Mitie cleaning supervisor, I face many challenges every day, but these challenges also bring opportunities for innovation and growth. My role is to manage various cleaning sites, inspire my teams and ensure that our operations work smoothly. I also find myself leading my team effectively. A diverse team has different strengths and weaknesses, and it is my job to bring out the best in all. Motivation is critical to a successful team. I work hard to inspire my team by recognising their efforts. By a simple ‘’Thank you’’ or by celebrating a job well done. When team members feel appreciated, they are more likely to dedicate an extra effort, which improves our overall performance. Training and development are also important parts of my role. I encourage my team to increase their skills, for example, I set training sessions on recent technologies and cleaning methods. These innovations help improve efficiency and effectiveness. I keep a door policy open, inviting my team to share their thoughts, ideas and concerns. Regular meetings also allow us to discuss any problems that arise and brainstorm solutions together. Monitoring operational success is another important challenge in my role, where I must always follow performance metrics to ensure that we meet our goals. If a site falls short of cleaning or efficiency, I intervene in the situation. I look at several factors, such as staff levels, whether we are using the right equipment and methods we are applying. After identifying any problems, implement changes to improve. Whether adjusting team schedules or updating tools, I am committed to finding effective solutions. My role as Mitie’s area cleaning supervisor comes with its own set of challenges, which drives innovation and growth. I look forward to continuing my journey, growing as a leader and having a positive impact on the industry.

Mitie was established in 1987 and stands as the leading provider of facilities management and professional services in the UK. Employing more than 72,000 individuals and operating from over two hundred sites throughout the UK and Ireland, Mitie offers vital services that maintain societal functions, ranging from cleaning and security to engineering, energy, and healthcare assistance. The company is propelled by innovation, data, and sustainability. Mitie transforms work environments into high performing spaces by incorporating smart technologies and strategies aimed at reducing carbon emissions. Whether it is a hospital, airport, office, or government facility, Mitie guarantees that these locations are safer, cleaner, and more efficient. Mitie impacts the lives of more than 7.5 million people every day. It is not merely about managing buildings; it is about cultivating environments where individuals and businesses can flourish (Mitie Group plc).
Mitie's cleaning division is one of the biggest and most advanced in the UK, offering customised cleaning and environmental services across various sectors. With almost forty years of experience, Mitie Cleaning & Environmental Services has built a solid reputation for excellence by combining well trained staff, cutting edge technology, and a strong focus on sustainability (Mitie PLC, 2024).

According to Amalia Stone (2024), Mitie has demonstrated commendable financial performance in recent years. In the fiscal year ending March 2024, the company reported record revenue of £4.51 billion, reflecting an 11% increase compared to the prior year. Operating profit before exceptional items rose by 30% to £210 million, and free cash flow more than doubled to £158 million. Although there was a slight decrease in net income in 2025 due to escalating costs, Mitie’s revenue continued to grow, reaching £5.08 billion, a 14% increase from the previous year.
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Creativity and innovation are key drivers of social progress across various areas, shaping how we tackle problems, boost the economy, and develop culture. Nowadays, the way these two ideas work together is more important than ever, especially with rapid advancements in technology and the global challenges we face. Studies, like one by Lee et al. (2020), show a strong link between leadership styles that encourage creativity and innovative outcomes in organisations. This research highlights how effective leaders play a vital role in facilitating progress.
Creativity is all about solving problems, especially in tricky and ever changing situations. When organisations embrace different ideas and foster a collaborative vibe, they can tackle complex challenges more effectively (Thornhill-Miller et al., 2023).
Innovative problem solving shines when creativity is mixed into how organisations work. This approach lets the team produce unique solutions that traditional methods might miss ( West and Sacramento, 2023). Plus, bringing creativity into problem solving is not just for business; it is super helpful in areas like healthcare and education, too. This just shows that creative thinking can be useful in all kinds of fields.
Companies that produce latest ideas often create fresh products and services, boosting their productivity and allowing them to focus on activities that add more value. Asbari et all. (2021) point out that the mindset and motivation of employees play a significant role in their ability to innovate, showing that a happy and driven team can really drive economic success. On top of that, business education, as pointed out by Ghafar (2020), helps people develop important skills for the 21st century, which are essential for creating a fresh and innovative economic landscape.
Cultural development, powered by creativity and innovation, shows what a society values, thinks, and who they are as a group. Creative activities, whether it is art or tech, give people a way to express themselves and push back against the usual ways of doing things, which helps culture grow and change (Runco and Pritzker, 2020).
Promoting 21st century skills like critical thinking and teamwork is important for cultural creativity and bringing people together (Thornhill-Miller et al., 2023). It not only helps individuals express themselves but also leads to shared stories that strengthen community ties and collaboration. West and Sacramento (2023) point out that the vibe within an organisation has a substantial impact on creativity and innovation. This means leaders really need to create a space where people feel free to come up with current ideas and take risks. Whether in tech, education or healthcare, the ongoing flow of innovative ideas eventually leads to richer cultural stories and improves overall social wellbeing.
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When it comes to innovation, it is important to understand the difference between minor changes and big breakthroughs to meet what people want. My idea is for a user friendly app that makes communication between cleaning service supervisors and their teams a lot better. By looking at it, I am hoping to make it clear what this app’s role and value are in the market.
My idea is all about making small upgrades. The app is built on current cleaning technologies and processes, aiming to tweak the system instead of completely changing it by using simpler communication tools and making things run more smoothly. Usually, incremental innovations come up as a response to what people need right now and focus on making current operations work better (Escrig-Tena et all., 2021). This fits with the idea of incremental innovation, which is all about little improvements rather than big shifts (Al-Khatib & Al-Ghanem, 2022).
Also, the good thing about this app is how it boosts productivity, closes communication gaps, and keeps everyone updated in real time on task completion. This fits right in with the current push for more operational efficiency in the cleaning industry, showing that it meets what the market is looking for (Bulut et all., 2022). As a result, it feels groundbreaking to the target audience, especially cleaning supervisors and their teams, because it brings some big improvements in how they operate, even though the tech behind it is not completely new.
Labelling my idea as incremental is key, and figuring out which of the 4 P’s it relates to is important. My app is a product that includes updates based on what customers want and their feedback. The way people see the value in what we offer really matters in creating lean products, especially when it comes to incremental innovations (SANTOS et all., 2020). By putting user experience, smart design, and practicality at the forefront, the app development shows a clear understanding of what customers expect from this tool.
Customer feedback was helpful in figuring out the fundamental issues. When talking to potential users, many concerns popped up about how communication was lacking in cleaning teams. Supervisors were very frustrated with the old school ways of assigning tasks and keeping track of performance, which often led to delays and miscommunications. This feedback was important for deciding what features the app should include, getting updates, and allowing for feedback straight through the app (Chen & Liu, 2024).
Recognising customer needs was crucial to the innovation process, as it guaranteed that the final design effectively addresses user requirements. Involving customers throughout the development process has underscored the significance of aligning innovations with market needs (Purchase and Volery, 2020). This user focused approach not only confirmed the application concept but also established a foundation for future enhancement and iterative improvements as user experiences develop.
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I began with brainstorming, a method used to generate as many ideas as possible without immediate judgment. This stage helped me explore improvements for cleaning team communication based on real problems I face every day in my role.
I am excited about the app I am proposing for making communication around our service easier. It is a great opportunity to apply De Bono’s six thinking hats and explore some innovative possibilities. First, the white hat, I asses the data and app’s functionality. It helps customers connect with us about cleaning products, ensuring there is a steady flow of information (Bono, 2021). Then, switching to the red hat, I consider the emotions involved. Many users are looking for reassurance about cleanliness and reliability, so having features in the app that build trust.
With the black hat, I look at the downsides. Small tweaks might not really tackle the bigger communication issues between different cleaning teams and customers. I could spot both minor changes, like adding a calendar feature for planning, and bigger ideas, like creating an AI based interface that caters to customers' needs (Brandmeier & Rup, 2024).
The yellow hat encourages diving into the good stuff. The app aims to deliver better satisfaction with updates, clear pricing, and easy feedback (Hahn, 2022). Green hat, we get to brainstorm some creative ideas. For instance, adding new features could totally change how customers interact with them, making a big move forward in innovation (Jadhav, 2025).
Finally, the blue hat helps look at the entire process and figure out where we are headed. While making updates is important, being open to bigger changes could help set the standard for the industry. By taking this organised approach to our thinking, we can really assess how the app affects the communication of the cleaning service, whether through small tweaks or big innovative ideas (Brandmeier & Rup, 2024).
In working to boost communication between cleaning supervisor and their teams, the idea of creating a special innovation app stands out as an important focus. This plan fits perfectly into a creative process, which includes four main stages: preparation, incubation, lighting, and verification. These stages are crucial for sparking new and practical ideas in any industry (Zhang, 2023). My journey, which commenced in June 2014 with Mitie, gave me great insight into how operations communicate and the need to improve service models.

In preparing for our work, it became clear that we needed to improve how we communicate. As a cleaning supervisor at Mitie’s headquarters in Bristol and later at the Chocolate factory, I faced some challenges when it came to coordinating tasks and setting expectations between supervisors and cleaning staff. This made me realise we could benefit from a mobile app to help simplify our communication. Effective communication is important in our line of work, especially in the industry, where being clear can boost productivity and morale (Bulut et all., 2022).
The incubation phase represents a pivotal stage where ideas generated during the preparation process begin to crystallise into more defined concepts. This phase is marked by thoughtful reflection on how the application could function effectively. I envisioned an application that not only facilitates updates on cleaning schedules but also incorporates feedback mechanisms, task assignments, and performance monitoring (Rubin & Abramson, 2018).
By enabling cleaning staff to receive immediate updates and providing supervisors with tools for effective communication with their teams, the application has the potential to foster a more engaged workforce. Collaborative brainstorming sessions played a crucial role during this phase, as the exchange of diverse perspectives stimulated creativity and facilitated problem solving (Kaushik & Gokpinar, 2023).
The final, known as verification, is essential as it confirms the ideas developed during brainstorming sessions. This stage focuses on testing and refining the app to ensure it effectively addresses real world requirements. By collecting feedback from early users, we can adjust based on their experiences, highlighting features that are successful and those that need improvement. This ongoing cycle of enhancement reflects the principle of incremental innovation, consistent with research in operational management 	(Méndez-Gurrola et al., 2023). 
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My trip to Mitie as a cleaning supervisor was both difficult and rewarding. From the cleaning industry, I quickly realised the complexities and the importance of my role. As a cleaning supervisor, I supervise not only cleaning operations, but I also direct a diverse team of professionals. One of the key aspects of my role is to understand the impact of our work on the perception of the public and the dignity of individuals doing this work.
Today, cleaning personnel are frequently viewed as an overlooked workforce. Rabelo and Mahalingam (2019 discuss how those in cleaning roles confront the stigma associated with this dirty line of work. This insight inspired me to ensure that every team member feels appreciated. I believe fostering a supportive environment is essential for building a motivated and innovative team. I actively involve my team in decision making processes by encouraging them to contribute their ideas for enhancing workflows and procedures.
An important aspect of my role as a cleaning supervisor is implementing effective team leadership strategies. I employ a range of leadership techniques tailored to the varying needs of my team members. Recognising that effective communication is crucial, I adjust my approach to suit individual preferences. For instance, some team members may thrive on straightforward instructions, while others may excel in a more collaborative setting. This flexibility aligns with NTSIE (2020), which highlights the distinctive challenges faced by employees in women’s cleaning services. By understanding these dynamics, I can provide better support for my team and foster an inclusive environment.
Motivation is a principal factor among cleaning staff. When employees are motivated, they tend to take pride in their work, leading to elevated cleanliness standards and improved services. I understand that incentives are vital in fostering motivation. In our team meetings, I make it a point to acknowledge both individual and team accomplishments, celebrating milestones and recognising challenging work. This practice of recognition has been shown to enhance morale and inspire team members to consistently strive for excellence (Quader and Sohel, 2018).
I observe that the diverse cultural backgrounds of my team can drive innovation. Each team member contributes distinct viewpoints and practices, which motivates creative solutions to everyday problems. I foster a culture of innovation by facilitating brainstorming sessions where all ideas are welcomed. By establishing a safe environment for discussion, my team has proposed several practical enhancements, such as new cleaning methods and planning strategies. This aligns with the concept of the brand’s strategic experience highlighted by Quader and Sohel (2018), emphasising how the delivery of innovative services can set companies in the cleaning industry apart.
Alongside motivation and innovation, a culture of respect in the workplace is crucial, especially considering the realities of racial capitalism, as discussed by Dixon (2023). Previously, I have witnessed how racial dynamics can create unseen obstacles among employees, impacting team unity. I see it as my responsibility to address issues of bias and discrimination, making sure everyone feels welcome, regardless of their background. Offering training on diversity and inclusion has been vital for enhancing understanding within the team.
Maintaining a balance between work and personal life is crucial, especially in demanding jobs like cleaning. As a leader, I motivate my team to make their well-being a priority by providing flexible work hours when feasible, and I strive to alleviate stress and avert burnout. The value of employee wellbeing reflects the findings discussed by Shaw (2018). A harmonious team is a contented team, leading to improved performance and reduced turnover rates.
At Mitie, we encounter challenges regarding public perception, as noted by Bosworth (2024). There is a common misconception that cleaning tasks are simple or insignificant. I strive to change this narrative by highlighting the intricacies and importance of our work. By sharing success stories with clients and the community, we can illustrate how essential our services are for upholding cleanliness and health standards. This enhanced visibility not only elevates our profession but also our sense of pride.
 Furthermore, training plays a vital role in sustaining high standards. The continuous education program ensures that team members feel prepared to manage recent technologies and techniques within the cleaning sector. It creates opportunities for individual advancement, providing employees with skills applicable throughout their professional journeys. The training strategy demonstrates the recognition that all employees in cleaning positions merit opportunities for development (Dixon, 2023).
My role as a cleaning supervisor at Mitie highlighted the importance of leadership, motivation, and team innovation in a diversified workplace. By promoting an inclusive and respectful environment. I try to create a space where each member of the team feels valued. The experiences of my team and the ideas of numerous studies highlight the importance of recognising the various horizons and challenges that our workers are confronted with. As we go forward, I remain determined to promote a culture of innovation and motivation, ensuring that our cleaning services do not only meet expectations.








Driving Forces

Leadership commitment to an Inclusive and respectful workplace   5
Empowerment through the team's involvement in decision making 4
Recognition and celebration of achievements                                             4
Promotion of Innovation through brainstorming and collaboration    4
Ongoing training and development opportunities                                       5
Flexible working hours supporting wellbeing                                                3

Restraining Forces

Public stigma around cleaning roles                                                              4
Cultural and racial barriers affecting team cohesion                             3
Limited external appreciation of cleaning work                                        3 
Resistance to change from traditional practices                                      3
High workload and risk of burnout                                                                   3
Inconsistent communication preferences across diverse teams     2
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In the dynamic landscape of the facility management industry, effective leadership and team motivation are not simply beneficial; they are essential. During my time as a cleaning supervisor at Mitie, I saw how these elements influence the operational efficiency and the satisfaction of the employees. Directing a diverse team of cleaning staff requires a delicate balance between authority and supervision. I found that promoting an inclusive environment, where each member of the team feels valued, not only improves morale but also has a direct impact on the quality of our service. For example, by implementing regular feedback sessions, I encouraged open communication, which allowed my team to share their ideas and innovations. This empowerment has not only strengthened their confidence but has also led to improved operating methods that have increased our productivity. I learned that recognition of contributions reinforces the motivation of the team. Celebrating small victories and providing incentives for exceptional performances has transformed our work culture. I remember a specific case when I launched a Cleaner of the Month recognition program. This sparked healthy competition from the team, which has led to ambitious standards in all areas. In the end, effective leadership in the management of facilities depends on teamwork, education, and motivation. By taking advantage of these principles in Mitie, I not only ensured a clean and safe environment for our customers, but I also favoured a committed workforce ready to accept the challenges with enthusiasm and dedication. This experience has shaped my understanding of the deep impact of leadership, reaffirming my commitment to excellence in the management of installations.
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