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[bookmark: _Toc192956192]Executive Summary
The following is an operational inefficiency report of Nines Global Buffet in Swansea, which is one of the most frequented all-you-can-eat restaurants with diverse dishes and high customer traffic. Despite being successful, the restaurant has operational inefficiencies like lengthy waiting times, indiscriminate refilling of food, and inefficient labour allocation. These inefficiencies have negative impacts on customer satisfaction and operations of the enterprise with potential revenue losses and reputational harm. This report would like to analyse such inefficiencies and propose a strategic technology-based solution for optimizing operational effectiveness.
[bookmark: _GoBack]To address such challenges, the research proposes the implementation of an AI-based intelligent queue and inventory management system. It would optimize table allocation, predict peak dining time, and automate restocking of food based on real-time demand. With machine learning-based algorithm usage, the restaurant can predict customer flows and reduce waiting time as well as ensure uniform dining experiences. Digital kiosks and even a mobile app for reservations, as well as advance ordering, can also ensure greater customer ease and optimize service. This new strategy not only maximizes efficiency but also allows for better uses of resources with less wastage of food and optimized labour costs.
The solution is practical and effective as it conforms to industry trends where automation is being implemented across the board in the hospitality industry. There are long-term benefits such as greater customer satisfaction, faster turnaround time of tables, and greater profitability that counterbalance the initial cost of AI and digital infrastructure. 
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[bookmark: _Toc192956193]Introduction
Nines Global Buffet in Swansea is one of the popular established all-you-can-eat restaurants offering global foods like Chinese, Japanese, Italian, and Indian foods. With friendly prices and a vibrant dining ambiance, the restaurant has many customers coming to it daily, including families and groups. With the buffet style of service for delivering refill efficiency of food, customer turnaround and service are vital for maintaining the restaurant’s brand. But peak dining periods and high demand are likely to introduce operational challenges for the wait staff who are instrumental in delivering smooth dining experiences (Koh et al., 2022).
The Nines Global Buffet waitressing job is not solely food service. As a more prominent part of the work description, the waiter is required to greet the customers, lead them to their table and make them sit there to enjoy their orders, clear the customers’ tables and serve food and refreshments and respond to any questions that the customers might have. Some of the service factors include high client turnover, slow circulation of tables, and challenges in meeting the rate of hygiene. It also becomes difficult to organize yourself and the necessary ingredients to replenish the food, and serving the customers promptly hence they are bound to be served slowly and upset. It is evidence of improved processes and innovative ideas to enable the waitstaff to provide quality services.
The role of creativity and innovation has a prime importance in the restaurant business concerning the conditions of both the customers’ experience and the organizational functioning. Digital ordering and the use of AI in stocking and supply chain management are some of the methods that can timeout the way of service delivery. Apart from this, there are more sales ideas like the fancy dinner, which makes the customers interact with animals and the loyalty programs that may cause more sales with the customers.




[bookmark: _Toc192956194]The Importance of Creativity and Innovation in the Restaurant Industry
[bookmark: _Toc192956195]Definition and Significance of Creativity and Innovation
It is, therefore, evident that creativity and innovation remain the main values for success in restaurants. Imagination is the action of creating ideas that are unique or original, while innovation is the application of these ideas to produce some form of processes, goods, or services. The fast-food industry should change so that they can meet the needs of customers hence successfully competing with other restaurant companies (Manhas et al., 2024). It may involve changing the technology being used in food delivery, introduction of new dishes or enhanced menu for the customers, or a new way of attending to the clients.
The following concepts of creativity and innovation can be used by restaurants to address some of the problems that currently affect them: long waiting time for customers, variability in service delivery and poor restaurant efficiency. The realization of smart reservations, customer cognition with the help of artificial intelligence technology, and automated systems in kitchens can make the biggest difference.
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[bookmark: _Toc192955566]Figure 1Conceptual Framework
Source: (Manhas et al., 2024)
[bookmark: _Toc192956196]The role of innovation in improving the quality of this service
To be specific, innovation plays an exceedingly important role in enhancing customer satisfaction and services. The expectations of the customers also have shifted towards faster and more convenient solutions, as well as more individually oriented services, which can be solved by the new forms of service provision and using digitalization (Bhuiyan, 2024).
For instance, self-service kiosks or ordering through applications that improve the transaction time and minimal customer time waiting time. Other ways by which AI in the ecosystem of voice and messaging applications improve customer services include immediate replies to inquiries or bookings. 


[bookmark: _Toc192956197]Industry Trends and Best Practices in Restaurant Innovation
Table 1 Industry trends  and examples
	Trend
	Description
	Example

	Digital Ordering & Payments
	Contactless payments and mobile apps for ordering food
	McDonald's self-order kiosks

	AI and Data Analytics
	Personalized customer recommendations based on preferences (Zhou and Zou, 2023). 
	Starbucks's AI-powered customer insights

	Automation & Robotics
	Use of robots for food preparation and serving
	Spyce (robotic kitchen)

	Sustainable Practices
	Eco-friendly packaging, waste reduction, and plant-based menus
	Chipotle’s commitment to sustainable sourcing

	Experiential Dining
	Themed restaurants, interactive cooking experiences
	Ninja New York’s interactive dining concept

	Subscription-Based Dining
	Monthly memberships for exclusive deals and perks
	Panera Bread’s coffee subscription

	Cloud & Ghost Kitchens
	Delivery-only restaurant models reduce operational costs (Hao et al., 2022).
	Uber Eats's cloud kitchen partnerships

	Augmented Reality (AR) Menus
	Interactive digital menus enhancing ordering experience
	Kabaq’s AR food visualization
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[bookmark: _Toc192955567]Figure 2 On-demand food delivery system
Source: (Hao et al., 2022)
[bookmark: _Toc192956198]How Restaurants Use Innovation to Remain Competitive
Since it is a competitive business, restaurants need to embrace change and current changes to keep up with the ever-increasing market demands. Innovation can bring the elements that are differentiation, operating efficiency and sustainability in the future. Nines Global Buffet in Swansea would be able to achieve the objectives of this digital transformation through the installation of an AI-driven queue management system that would help to address the issue of long waiting times. 
The following customer engagement schemes are also a way to increase guest loyalty: proactive client interactions, such as interactive dining and tailor-made meals. Restaurants also aim to be green through sourcing local produce and adopting eco-friendly packaging to appeal to clients with such values (Buela and Rodriguez, 2024).
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[bookmark: _Toc192955568]Figure 3 Conceptual Framework
Source: (Buela and Rodriguez, 2024)
[bookmark: _Toc192956199]Identified Operational Problem
[bookmark: _Toc192956200]Description of the Operational Issue
Over the next few years, Nines Global Buffet in Swansea operated a major drawback, which included weak efficiency of table waiting and control of clients’ flow, causing the time-consuming inequality in the serving of customers. When there are many people in the hotel, especially during busy times, waitresses and waiters do not clear the table or set it up quickly enough, and therefore, customers have to wait (Bilska et al., 2022). The rate of replenishment is also incredibly slow, even as dishes are exhausted from the many customers in the buffet stations and the customers seem dissatisfied. These are the causes of customer straining, slow table turnover, and minimized total sales as a result.
They include but are not limited to high levels of staff workload and poor working distribution. Waitresses are involved in different activities such as serving the customers to their table, bringing in the food leftovers, refilling the beverages, and answering all the queries of the customers.
[bookmark: _Toc192956201]Root Causes of the Problem Using Operational Management Theories
Table 2 Root causes and operational management theory
	Root Cause
	Operational Management Theory
	Explanation

	Inefficient table turnover
	Queuing Theory
	Long wait times occur due to bottlenecks in table clearance and customer seating. A lack of predictive management leads to overcrowding during peak hours.

	Poor staff allocation
	Scientific Management (Taylorism)
	Tasks are not optimized based on efficiency principles, leading to staff multitasking inefficiently rather than focusing on specialized roles.

	Slow food replenishment
	Lean Management (JIT - Just in Time)
	The buffet lacks real-time inventory tracking, causing delays in replenishing food, particularly high-demand dishes (Zahid, 2023).

	Customer dissatisfaction
	Service Quality (SERVQUAL Model)
	Slow service and empty buffet stations reduce perceived service quality, negatively impacting customer expectations and satisfaction.

	Staff burnout and turnover
	Herzberg’s Two-Factor Theory
	Heavy workload and lack of automation lead to dissatisfaction among staff, increasing turnover rates and lowering morale.



[bookmark: _Toc192956202]Impact of the Problem on Restaurant Efficiency, Revenue, and Customer Experience
Reduced Efficiency: High staff workloads cause congestion in operations with slow-downs in food service, payment processing, and seating. Ineffective delegation of assignments prevents workers from specializing in some of the assignments with the effect of longer service time and higher error.
Revenue Loss: Customers are discouraged from coming in due to long wait times and lose their business. Fewer customers are being serviced per hour with slower turns of the tables, directly cutting into revenue on any one day. Customer disappointment also translates into bad internet reviews that further cut into foot traffic.
Poor Customer Experience: Customers are impacted when they are kept waiting for extended periods, have uncertain food availability, and are serviced slowly. Research has shown that customers are less likely to visit the restaurant again if they are kept waiting for extended periods, which impacts customer loyalty. 
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[bookmark: _Toc192955569]Figure 4 Consumers’ willingness
Source: (Vandenhaute et al., 2022)
[bookmark: _Toc192956203]Proposed Innovative Solution
[bookmark: _Toc192956204]Introduction to the Proposed Innovation
To tackle these problems in Nines Global Buffet in Swansea, the following proposed solution will be implemented, the management will integrate a digital table management system that employs AI. They include real-time table management, automatic control of stock on food refills, and self-ordering of drinks and other meals. The AI would follow the movement of the customers, managing the rate at which tables were turned over and even forecasting periods that could require maximum staffing and stock (Ahmed et al., 2022).
The idea integrates big data with automation to enhance operations and partly or wholly free the staff members from the burden and present an enhanced dining environment. Some of the effective strategies needed in managing customers include; on arrival, the customers are given numbers electronically to avoid the formation of queues. Smart sensors on other equipment also help to indicate the kind of food supplies available on buffet stations and should be restocked.
[bookmark: _Toc192956205]The "4 Ps of Innovation" and the Proposed Solution
Table 3 4P's
	Innovation Type
	Application in Nines Global Buffet

	Product Innovation
	Self-service drink dispensing stations, which are additional to tablet ordering kiosks on other options, also create customer satisfaction. Smart sensors for tracking the stock levels in the buffet sections help in maintaining the freshness of the foods served while, at the same period, avoiding wastage of food (Lee et al., 2025).

	Process Innovation
	The AI-driven system optimizes table allocation, food replenishment tracking, and order management, reducing wait times and improving service efficiency. Automation of these processes minimizes staff workload and increases operational accuracy.

	Position Innovation
	Rebrand Nines Global Buffet as an Advanced Dining Experience by ensuring the advertisement include efficiency brought by the application of technology such as artificial intelligence and the convenience of going digital. This innovation is effective in making the restaurant attract the growing market of people with smartphone and tablet usage and also sets the restaurant apart from other restaurants.

	Paradigm Innovation
	A fundamental shift in how buffet service is managed by integrating AI-driven operations, eliminating inefficiencies in traditional buffet setups. This transformation sets a new industry standard and enhances the overall dining experience.



[bookmark: _Toc192956206]Benefits of the Innovation
	Benefit
	Impact on Efficiency
	Impact on Cost Savings
	Impact on Customer Experience

	Optimized Table Turnover
	AI predicts waiting times and allocates tables dynamically, reducing idle time.
	Increased table turnover leads to higher revenue per shift.
	Customers experience shorter wait times.

	Automated Food Replenishment
	Sensors track food levels and alert staff in real time (Ramanathan et al., 2023).
	Reduces food wastage by optimizing replenishment schedules.
	Customers always find fresh and available food items.

	Self-Service Drink & Side Orders
	Reduces workload for waitresses, allowing them to focus on customer service.
	Minimizes labour costs by reducing manual order-taking.
	Customers enjoy convenience and faster service.

	AI-Powered Queue System
	Guests can track their waiting time digitally and avoid crowded areas.
	Reduces complaints and improves operational flow.
	Enhances customer satisfaction by reducing uncertainty.



[bookmark: _Toc192956207]Practicality of Implementing this Solution in Nine's Global Buffet
Facility for Integrating Technology: Nines Global Buffet already has existing digital payment systems in place, so it would be easy to integrate AI-based technology with minimal technical challenges (Sousa et al., 2024). It would simply need to install table management software, digital displays, and intelligent buffet sensors to provide real-time data for the solution. 
Costs: An initial hardware and software expense of approximately £15,000–£25,000 for systems of different levels of complexity would be incurred. But within 6–12 months, there would be recovery through faster turnaround of tables, labour cost savings, and increased customer retention. 
Staff Adaptation and Training: There would be minimal training of about two weeks to train staff on the new system. With the AI-based solution, repetitive work is reduced so that waitresses have more time to interact with customers and deliver better service. 
Customer Readiness: There are already existing fast-casual dining and buffet restaurants with digital ordering and waiting systems. Customers of Nines Global Buffet who are already accustomed to self-service dining would embrace the new system willingly. 
Scalability and Future Upgrades: With installation, the system can be scaled up to include customer feedback collection, personalized recommendations, and loyalty points to enhance the dining experiences even further.
[bookmark: _Toc192956208]The Creativity Process Applied 
[bookmark: _Toc192956209]Overview of Creativity Models
Promoting business creativity for innovation is enabled through systematic processes that transform ideas into practical solutions. Several creativity models enable this process:
Design Thinking: Human-centred design that includes empathizing, defining, ideating, prototyping, and testing to come up with innovative solutions.
SCAMPER: A technique for generating idea change through Substitution, Combining, Adapting, Modifying, using to another purpose, Eliminating, and rearranging parts of the existing system (Zhang, 2022).
Brainstorming: A group technique where members generate lots of ideas with no judgment initially so that creativity has room to develop.
Lateral Thinking: A process that challenges conventional thinking and encourages thinking beyond the box to solve problems.
All models have their merits, but the selection depends on the nature of the issue and the purpose of the innovation.
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[bookmark: _Toc192955570]Figure 5 SMART Principles
Source: (Zhang, 2022)
[bookmark: _Toc192956210]Explanation of How the Solution Was Developed
The AI-driven digital table management for Nines Global Buffet was developed through the combination of Design Thinking and SCAMPER methodologies.
Empathizing (Design Thinking): It began with recognizing customer and staff frustrations, such as waiting time, slow turnaround time at tables, and workload for waitresses. Feedback was also obtained from customers and staff to identify operational inefficiencies.
Describing the Problem: The primary operational issues were slow seat timing for seat arrangement, manual tracking of the refilling of the buffet, and variable customer service.
Ideation (Brainstorming & SCAMPER): Various solutions were suggested, including robot waiters, automated table assignments, and AI-based queue management.
The SCAMPER technique helped develop the idea with:
· Adding hand-to-table assignments with AI-driven queue management
· Installing digital ordering kiosks and self-serve beverage stations
· m. Food refilling with intelligent sensors alerting kitchen staff
· Elimination of preventable service delays through automated reminders and analysis of data in real-time.
Prototyping & Testing: A conceptual framework was established with mock-up digital queue displays, AI-driven seat allocations, and systems of real-time tracking. Simulation testing was performed to test for efficiency and feasibility before large-scale deployment.
[bookmark: _Toc192956211]Justification for the Chosen Creative Approach
The reason for choosing the combination of Design Thinking and SCAMPER was that it provides a systematic but not formulaic method for solving problems (Zhou et al., 2023).
Human-Centred Approach: Design Thinking takes innovations to the stage where they meet the users' actual needs so that the AI-based system is customer-centric.
Incremental Improvements: SCAMPER encourages incremental adjustments to current processes rather than requiring their total reconstruction, hence making it less complicated to apply.
Practical and Cost-effective: It allows for technology to be implemented with minimal disruption through the right combination of cost-effectiveness and innovation.
Scalability: It is scalable so that future upgrades, such as AI-based personalized suggestions and loyalty points, are enabled.
[bookmark: _Toc192956212]Evaluating the Viability of the Innovation: Lewin’s Force Field Analysis
[bookmark: _Toc192956213]Introduction to Lewin’s Force Field Analysis
Kurt Lewin's force field analysis is one of the decision models that examine the driving forces for change as well as the restraining forces against it. It is widely used in innovations in businesses to check whether an idea is workable through the determination of factors for and against it.
In the example of Swansea's Nine's Global Buffet, the proposed AI-driven digital table management system significantly alters restaurant operations. As the new technology is proposed for improving efficiency, customer satisfaction, and cost savings, it may also come with resistance through staff adjustment problems, cost constraints, and technology reliability problems (Attah et al., 2024).
[bookmark: _Toc192956214]Application of Lewin’s Force Field Analysis
Table 4 Application of Lewin’s Force Field Analysis
	Forces
	Factors
	Explanation

	Driving Forces (Supporting Implementation)
	Improved Operational Efficiency
	The system automates table allocations and food replenishment, reducing manual workload and improving service speed.

	
	Enhanced Customer Experience
	AI-driven queue management minimizes waiting times, ensuring a smoother dining experience.

	
	Cost Savings & Revenue Growth
	Optimized seating and faster table turnover lead to higher customer throughput and increased sales.

	
	Competitive Advantage
	The adoption of AI positions Nine Global Buffet as an innovative restaurant, attracting more customers (Chuah et al., 2022).

	
	Technology Trends & Industry Best Practices
	The restaurant industry is increasingly adopting automation, making AI-driven solutions a relevant and forward-thinking investment.

	Restraining Forces (Challenges to Implementation)
	High Initial Investment Costs
	Purchasing and integrating AI-driven systems require a significant financial commitment.

	
	Staff Resistance to Change
	Employees may feel threatened by automation, fearing job displacement or increased complexity in their roles.

	
	Technical Issues & Maintenance
	AI-driven systems require regular updates, maintenance, and troubleshooting, which could disrupt operations.

	
	Customer Adaptation Challenges
	Some customers, especially older demographics, may struggle to adjust to digital ordering and queue systems (Wolniak et al., 2024).

	
	Training & Implementation Time
	Staff must be trained to use the system effectively, which could temporarily slow down service during the transition phase.
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[bookmark: _Toc192955571]Figure 6 Theoretical Framework
Source: Chuah et al., 2022)
[bookmark: _Toc192956215]Strategies to Overcome Barriers and Strengthen Enablers
Table 5 strategies and barriers
	Barrier/Challenge
	Strategy to Overcome It

	High Initial Investment Costs
	Implement the system in phases, starting with high-impact areas like table allocation, before expanding. Explore leasing or financing options to spread costs.

	Staff Resistance to Change
	Conduct training sessions emphasizing that AI assists rather than replaces staff, improving work efficiency. Offer incentives for learning the new system.

	Technical Issues & Maintenance
	Partner with reliable AI vendors offering ongoing support and maintenance services. Ensure that staff is trained to handle minor technical issues (Hasija and Esper, 2022).

	Customer Adaptation Challenges
	Provide onsite assistance and tutorials for customers unfamiliar with the system. Offer both digital and manual ordering options during the transition.

	Training & Implementation Time
	Introduce the system gradually, allowing staff and customers time to adapt before full integration. Schedule training outside peak hours to minimize disruptions.



[bookmark: _Toc192956216]Organisational Climate for Innovation 
[bookmark: _Toc192956217]Assessment of Nines Global Buffet’s Culture and Attitude Towards Innovation
The organisational culture within Nines Global Buffet in Swansea is pivotal in determining the viability of bringing innovative solutions into the picture. Efficiency, customer satisfaction, and effective operations are of utmost priority for such a large-scale buffet restaurant. It is a highly competitive sector where improvement has to be done continuously so that customers are retained as well as new customers are attracted.
Nines Global Buffet has brought some kind of innovation with the large self-serve size and number of food offerings but not concerning technology-facilitated operational efficiency (Widarsyah, 2022). Since the restaurant is high-volume oriented, management would welcome innovations that reinforce it as long as they are increasing profitability and customer satisfaction with minimal disruption.
The success of the AI-based digital table management system would also depend on the extent to which the management understands the advantages of the technology and the way it supports the overall strategic objectives of the restaurant.
[bookmark: _Toc192956218]Likelihood of Management Acceptance and Support for the Proposed Idea
Table 6 Factors and likelihood
	Factor
	Likelihood of Acceptance
	Explanation

	Cost-effectiveness
	Moderate
	While the system improves efficiency, the initial investment may raise concerns. A strong ROI case is required.

	Service quality improvement
	High
	The innovation enhances customer experience by reducing wait times and improving table turnover, which aligns with business goals.

	Alignment with industry trends
	High
	Many modern restaurants are adopting automation, making this a competitive advantage for Nines Global Buffet.

	Staff resistance
	Moderate
	Some employees may fear job displacement or difficulty adapting to AI technology. Effective training and reassurance will be essential (Tiwari, 2024).

	Operational feasibility
	High
	The system optimizes table management, improving workflow without disrupting food preparation or service processes.



[bookmark: _Toc192956219]Strategies for Fostering an Innovation-Friendly Work Environment
To achieve and sustain technological innovation, Nines Global Buffet needs to cultivate creativity, adaptability to change, and continuous improvement. A few of the primary strategies are as follows:
[bookmark: _Toc192956220]Limited employee involvement in innovative work
One of the most significant challenges for Nines Global Buffet in bringing about innovations is the lack of employee contribution to the innovative process. Employees may not be engaged in the decision-making process or may lack the incentive to give suggestions. This can be rectified through frequent brainstorming meetings where employees are encouraged to give suggestions for improvement of the service.
[bookmark: _Toc192956221]Resistance to change 
The employees may be worried about losing their jobs or struggling to learn new processes. This can be met with hands-on training where employees are introduced to the system and are demonstrated how AI can assist them with their work and not replace them.
[bookmark: _Toc192956222]Lack of systematic processes for innovation
A further issue is the lack of official processes for innovation within the organization. In the absence of official processes for testing and implementing new ideas, innovations may lose their focus or never materialize (Nilsson and Ritzén, 2024).
[bookmark: _Toc192956223]Uncertainty about financial viability
The short-term expense of AI deployment is likely to be considerable, and management may not be willing to invest unless there is strong financial justification. A complete ROI analysis should be prepared to demonstrate how AI is going to bring long-term cost savings and revenue growth through increased service efficiency and customer loyalty.
[bookmark: _Toc192956224]Risk of technology failure
The AI platform can be subject to downtime and bugs that would disrupt operations and hurt customer experience. To mitigate this risk, the restaurant should establish relationships with trusted AI vendors that offer proven and tested solutions.



[bookmark: _Toc192956225]Conclusion and Recommendations
The operational issues at Nines Global Buffet in Swansea were probed in this study with emphasis on the efficiency of table management and customer service experience. The issues of concern were slow table turnaround, inefficient tracking of orders, and excessive workload for staff with adverse effects on customer satisfaction and revenue collection. To address such challenges, an AI-driven digital table management solution was proposed. It would automate table tracking, reservation management, and customer flow management and enhance operational efficiency and service quality. According to the 4 Ps of Innovation model, the solution was Process and Paradigm Innovation, as it transforms traditional buffet management with AI. The viability of the innovation was determined through Lewin’s Force Field Analysis to reveal the driving and constraining forces. Efficiency improvement and industry alignment are supportive of the implementation, but cost considerations and employee resistance are against it. Employee training, staged implementation, and ROI justification are some of the strategies that can be employed to counter such barriers.
Conclusion on Feasibility and Effect
The AI-driven digital table management system is one of the most effective and practical innovations for Nines Global Buffet. With the high foot traffic of the restaurant and customers’ expectations of fast service, the solution can provide 
· Qualified and productive staff to enhance efficiency. 
· Smooth staff workload to allow waiters to give one-to-one customer service. 
· Better customer experience with greater overall satisfaction and repeat visitations. 
· Data-driven decision-making for better menu planning and resource allocation.
Actionable Recommendations for Implementation
Table 7 Actionable Recommendations for Implementation
	Action Area
	Recommendation

	Staff Training
	Conduct training sessions to familiarize employees with the AI system, ensuring smooth adoption.

	Pilot Testing
	Implement a small-scale pilot to assess functionality and address any technical or operational issues before full deployment.

	Cost Management
	Secure financial backing by presenting a clear ROI analysis and considering phased implementation to reduce immediate costs.

	Customer Communication
	Educate customers on the benefits of the system through signage and staff assistance to ensure smooth adoption.

	Continuous Improvement
	Monitor system performance and gather customer and staff feedback for future upgrades and enhancements.



Potential Research and Improvements in the Future 
In maximizing the long-term impact of the AI-driven system, future research should take into account the following: 
· Integrating with customer apps for booking tables and receiving updates in real time. 
· An AI-based forecast of demand for optimizing seat allocation and staff management based on peak periods 
· Smart tables with IoT capabilities to further automate using identification of customer needs in real time.
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