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[bookmark: _Toc201326273]Executive Summary
Nines Global Buffet Swansea is a high-volume hospitality business, with a multicultural customer base being presented with a wide variety of worldwide cuisine. Effective service, quick turnaround, and customer satisfaction are the keys to the success of the restaurant. During peak times, though, there has been a serious issue with the order system. Currently, orders are written down on paper by hand, resulting in a perpetual hold-up, miscommunications, and additional stress for front-of-house and kitchen staff. These problems detract from the overall dining experience and operational efficiency. To remedy this, a digital order system using handheld tablets is recommended. This would allow waiters to enter orders into a device, which would automatically feed the information into the kitchen. This approach would eliminate delays associated with paper orders, reduce the risk of human error, and leave staff with more time to nurture customers. The solution is graded as a process innovation by the report, which seeks to improve internal processes without altering the central product or customer interface. It uses tried models of creativity and innovation to underpin the idea and outline its development, viability, and organizational impact. The benefits are faster service, greater accuracy, less food wastage, and more efficient staff. While there are some limitations, such as cost and the need for training, these can be overcome using phased deployment and comprehensive support.
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[bookmark: _Toc201326274]Introduction
Nines Global Buffet Swansea is a high-volume all-you-can-eat restaurant with a very diverse range of international food, ranging from Chinese to Indian, Japanese, Italian, and British. Situated in the city center, it attracts a diverse range of clientele, including families, groups, students, and tourists. The restaurant is buffet but still involves the active participation of waitstaff to greet customers, sell drinks, help with the table service, and keep the area clean and flowing. The atmosphere is vibrant, typically operating at full capacity, particularly during lunch or dinner peak hours. In these fast-paced environments, the need for efficiency of operation is critical. Success for the restaurant lies in its capacity to serve masses of customers without losing the speed of service or customer satisfaction (Chowdhury et al., 2023). Team members need to work with the kitchen and service teams to keep the experience as seamless as possible. However, paper and manual systems for ordering and communication are still being used, and these have resulted in delays, missteps, and increased workload for the team. These inefficiencies have a direct impact on customer satisfaction, increase the likelihood of errors, and decrease staff productivity. This report aims to recognize this operational issue and offer a creative and innovative solution that would effectively address the problem. It considers how a tablet-based ordering system could revolutionize the service, making it faster, more accurate, and easier to administer for the team. The report considers the need for innovation in hospitality, uses appropriate models, and considers how likely the organization would be to adopt and implement the introduced change.
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[bookmark: _Toc201319272]Figure 1: NINES Global Buffet
(Source: NINES global buffet, 2025)

[bookmark: _Toc201326275]The Role of Creativity and Innovation in the Hospitality Sector
[bookmark: _Toc201326276]Understanding Creativity and Innovation in Hospitality
Creativity is the creation of new ideas, while innovation is applying the ideas and making them actual improvements. In the hospitality industry, innovation and creativity allow companies to remain in harmony with changing customer expectations, increasing competition, and new technologies. These characteristics allow organizations to break free from traditional methods of service and provide top-class experiences to customers and employees. In a restaurant setting, innovation is not new decor or a menu. It also involves adopting better ways of doing business, improving the speed of service, harnessing technology to improve efficiency, and providing personalized service to meet different consumer needs (Zemlina et al., 2023). Creative thinking allows employees and managers to create new solutions to problems, making the service more efficient and seamless.
[bookmark: _Toc201326277]Enhancing Customer Experience Through Innovation
Customer satisfaction ranks among the highest in the restaurant industry. Diners today expect quick service, accurate orders, digital convenience, and a seamless experience from the moment they walk into a restaurant (Leung and Loo, 2022). Innovation is what helps bridge the gap in meeting these expectations. Technologies such as self-service kiosks, online reservations, mobile ordering, and digital payment systems are now the norm in most restaurants. With these technologies, restaurants can minimize wait times, eliminate order mistakes, and give customers greater control over their dining experience. When service is faster and more precise, customers feel appreciated and are more likely to return. In a buffet restaurant, even incremental innovations in how orders are taken or how the staff communicates with the kitchen go a long way in customer satisfaction.
[bookmark: _Toc201326278]Improving Effectiveness and Reducing Costs
Operational efficiency is another primary reason for innovation in the hospitality industry. A restaurant must serve large numbers of customers daily. If order-taking or food delivery is slow, the number of customers served per day is lower (Oblander and McCarthy, 2021). Innovation addresses these issues. For instance, electronic order-taking minimizes the use of paper and the time lost due to handwriting or voice communication. It also allows real-time communication between the kitchen and the wait staff. It accelerates the overall service, avoids duplication of work, and minimizes food wastage due to incorrect orders. These also result in improved operational costs and profits in the long run.
[bookmark: _Toc201326279]Keeping up with Evolving Trends and Rivals
The hospitality sector is a dynamic one. Trends such as vegan foods, allergen-free foods, and contactless dining have become the norm in the majority of restaurants now (Doctorov, 2023). Customers expect new, adaptable, and personalized experiences. Companies that do not deliver in these areas will lose customers to companies that are more technology-oriented and customer-responsive. Innovation keeps restaurants in business. For instance, the majority of fast-food outlets now employ digital menu boards, customer service chatbots driven by artificial intelligence, and delivery tracking systems. Not only do such innovations enhance service, but they also make operations smoother and more consistent. Adapting to such trends is a must for any restaurant that wants to expand and thrive in a highly competitive market.
[bookmark: _Toc201326280]Effect of innovation on long-term success
Creativity and innovation are not only helpful in solving everyday problems they are also the gateway to long-term success. An adaptable restaurant that is open to new ideas and willing to adjust its approach is better positioned to weather future challenges (Fainshtein et al., 2023). Whether it is adapting to health codes, rising expenses, or changing tastes, innovation provides a foundation for growth and survival. Innovation also builds a restaurant's reputation. When customers see that a restaurant operates on current systems, offers quick and accurate service, and is mindful of their comfort, it creates confidence and loyalty. This creates a strong brand image and attracts new patrons through word of mouth.


[bookmark: _Toc201326281]Identifying the Operational Problem
[bookmark: _Toc201326282]Operational Pressures of a High-Volume Restaurant
Nines Global Buffet Swansea is a high-traffic environment where speed of service, accurate orders, and quick table turnover are paramount. With individuals walking in constantly, especially at lunch and dinner, the restaurant heavily depends on efficient communication between kitchen staff and waiters. Slowness or misinterpretation in service has a direct effect on customer satisfaction, employee performance, and business flow overall. Customer order reception and handling are paramount to the capacity at which the restaurant operates in such an environment (Roy, Spiliotopoulou and de Vries, 2022). Unfortunately, the current system is outdated and causes persistent problems.
[bookmark: _Toc201326283]Problems of the Manual Order-Taking System
One of the most important of the everyday challenges is using handwritten paper tickets to write down customer orders (Piyatissa, 2021). Although the restaurant is still buffet style, customers still order beverages, other foods, or specials that need to be ordered separately. The waiters have to write them down by hand and then hand them over to the kitchen or bar.
This process creates several challenges:
· Service Delays: The personnel would normally have to walk from kitchen spaces to tables and vice versa, which is time-consuming.
· Order Errors: Orders written by hand can be misread or misinterpreted, and thus, incorrect items can be prepared.
· Miscommunication: Stress and crowding during rush hours can lead to mistakes when passing orders to the appropriate station.
· Wasted Resources: Food waste is caused by disorders, leading to increased costs and inventory planning problems.
· Staff Fatigue: The constant comings and goings and necessary double-checking of orders placed strain on staff, especially during peak periods.
These problems not only decrease customer satisfaction but also affect the restaurant's ability to serve more people during a specific time.
[bookmark: _Toc201326284]Impact on Customer Experience and Business Operations
From the customer's point of view, long wait times, order mistakes, or omitted items make a bad impression. It decreases their likelihood of returning and can result in bad reviews. For the business, it results in lost repeat business and lost potential sales. In the competitive food market today, even minor service problems can lead customers to eat elsewhere. Workers spend more time correcting errors and less time giving good service internally. It creates tension, decreases morale, and decreases overall productivity. The restaurant's ability to seat and serve more customers is negatively affected by these service infractions, particularly during periods of high demand (Ulmer et al., 2021). Solving this operations problem is not only required but imperative if the restaurant is to continue its reputation and improve its performance.
Proposed Innovative Solution - Digital Tablet-Based Ordering System
To resolve the problem of slow service and order errors at Nines Global Buffet Swansea, the solution is to implement a tablet digital ordering system for waiters. The technology would be to replace the existing paper-based handwritten system with touchscreen tablets so that staff can take orders easily and send them directly to the kitchen or bar in real time (Patil et al., 2021). Every server would have a compact handheld tablet. Internally, these would be linked to the restaurant's internal network and also to the kitchen and stock systems. Orders would be input into the tablet and automatically displayed on a screen in the kitchen, so there is no danger of physical tickets or repeated verbal communication.
[bookmark: _Toc201326285]Key Features of the Tablet System
This proposed innovation is intended to improve some of the functions of the restaurant industry with the following characteristics:
· Real-Time Order Transmission: Orders from employees are posted in real-time to the kitchen display, eliminating time delays and miscommunications (Jo and Hamzah, 2024).
· Customization Options: Such specific needs as allergy warnings, portion quantity, or ingredient modifications can be easily met by pre-defined menu selections or remarks (Jo and Hamzah, 2024).
· Live Menu Updates: The system can be programmed to show the status of items, alerting staff if a dish is running low, and avoiding customer disappointments (Jo and Hamzah, 2024).
· Table Management Software: Tables indicate whether tables are seated, waiting, dining, or ready to be cleared, keeping staff efficient and organized.
· Optional Payment Integration: Payment processing may be integrated into the system as an option, allowing customers to pay at the table with a card or through contactless payment.
[bookmark: _Toc201326286]Benefits to the Restaurant and Staff
The electronic ordering system provides a multitude of benefits that straightforwardly address the above issues. To start with, it reduces errors commonly made in hand-written orders, for example, poor handwriting or failure to indicate custom orders. It improves the accuracy and efficiency of the service. Second, service becomes faster. Waiters are no longer required to shuttle back and forth to take orders to the kitchen, conserving precious time. This provides additional time to attend to customers, enhancing the customer experience. Faster service also results in faster table turnover, enabling the restaurant to have more customers served during peak hours. Third, food wastage decreases (Lévesque, Perreault and Mikhaylin, 2024). Fewer misplaced orders mean fewer dishes sent back or wasted, conserving food and cost. Moreover, tablet data can be utilised to learn about customer tastes and order inventory better. Fourth, the Staff also gain. The system eliminates mental stress due to recalling complicated orders or dashing to serve them. 
[bookmark: _Toc201326287]Securing Long-Term Viability
Digitalization not only benefits daily functions but also supports long-term goals. Reduced consumption of paper promotes environmental sustainability (Mondejar et al., 2021). Improved stock control eliminates over-ordering and wastage. The system's ability to pull information about peak hours and top-selling items can also help the management make informed decisions on menu engineering and staffing. The operation of a tablet ordering system places the restaurant on the path to new service trends and addresses its most urgent operational issue. 


[bookmark: _Toc201326288]Applying the 4 P’s of Innovation
The 4 P's of Innovation framework, suggested by Tidd and Bessant, allows organisations to see where and how innovation is taking place. The four categories are:
· Product Innovation – Adding new or changing current goods or services.
· Process Innovation – Enhancing internal processes or the manner of service delivery.
· Position Innovation – Changing where a service is delivered or to whom it is delivered.
· Paradigm Innovation – Redefining the fundamental way the business operates or thinks.
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[bookmark: _Toc201319273]Figure 2: 4P's Innovations
(Source: SlideTeam, 2020)
Product Innovation
Product innovation is simply creating something new or significantly better (Tidd, 2023). For a restaurant, it can be introducing a new menu, fusion cuisine, or special diets. But for Nines Global Buffet Swansea, the suggested innovation does not change the food or service product. Therefore, this category does not apply to the digital ordering system, since the product itself is not being altered.
Process Innovation
Process innovation is the process of improving how things are done (Chatterjee, Chaudhuri and Vrontis, 2022). It involves process, technology, or system improvement that helps to provide improved results. The suggested tablet order system easily qualifies as such. It improves how orders are placed, communicated to the kitchen, and processed, but does not change the nature of the service or customer experience. It addresses real operational problems such as delays in orders, poor handwriting, and staff workload. It offers a superior, faster, and more reliable order process and is therefore a clear case of process innovation.
Position Innovation
Position innovation is repositioning a company or product, the way it is discussed or presented to consumers. In the hospitality industry, it could be repositioning the restaurant to target younger consumers, green branding, or marketing on emerging platforms. The ordering via tablets is not intended to reposition the restaurant or alter how it is being marketed. This means that this kind of innovation does not fit in this situation.
Paradigm Innovation
Paradigm innovation is an entire shift in how the business thinks of itself or delivers its value (Bilgihan et al., 2024). This is generally the most advanced form of innovation and might involve shifting the business model or developing new ways of operating that break the rules of the industry. Examples would be shifting to delivery models from dine-in models or having a restaurant on its own. The solution proposed to Nines Global Buffet is a practical improvement, not a drastic shift in business ideology. This is thus not a paradigm innovation.
[bookmark: _Toc201326289]Implementing Innovation: Process Innovation
The pad-based order system suggested falls squarely under the category of process innovations. The reason is that the product itself the buffet food service is not altered, but the restaurant process is optimised. The innovation lies in altering internal processes by shifting away from paper orders to a digital platform connecting the waiters to the kitchen (Alt, 2021). The alteration does not impact the customer's order but significantly improves the way the order is received, processed, and served. It remedies real internal issues without requiring a complete change in the business model or market positioning.
[bookmark: _Toc201326290]Why It Is Not the Other P's
This is not a product innovation because it doesn't involve the launch of a new dish or food product. It is not a position innovation because the brand, image, or market of the restaurant is not being reenacted. Finally, it is not a paradigm shift because the restaurant still maintains the same business approach and service model. It is just to do the same, but better (Misner, Phillips and Giusto, 2023). That is the very definition of process innovation: streamlining systems to enhance speed, accuracy, and overall delivery of services.
[bookmark: _Toc201326291]Comparisons to Industry Examples
Many successful restaurants have utilised such process innovations. McDonald's, for example, used self-service kiosks to allow customers to order without waiting in line. Domino's uses electronic order tracking (Guo, 2025), which allows for better communication between the customer, kitchen, and delivery staff. Such innovations did not change the product but the process of making and delivering it. By adopting tablet ordering, Nines Global Buffet Swansea would be adopting best practice in the sector that has been piloted and validated to improve operations. This makes the innovation practical, relevant, and applicable.


[bookmark: _Toc201326292]Creativity Process Behind the Idea: Applying the Graham Wallas Four-Stage Model
The invention of the digital ordering solution can be attributed using the Graham Wallas Four-Stage Model of Creativity (REISMAN, 2022), which includes:
1. Preparation
2. Incubation
3. Illumination
4. Verification
The model illustrates the step-by-step process through which creative solutions usually emerge through the identification of the problem and culminating with a tested and framed idea.
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[bookmark: _Toc201319274]Figure 3: Graham Wallas ' Four-Stage Model
(Source: FutureLearn, 2022)
[bookmark: _Toc201326293]Stage 1: Preparation – Problem Identification
The first action was to identify common problems caused by manual ordering procedures. These were long waiting lines, lost orders, staff stress, and unhappy customers. It was a time of monitoring busy service periods and talking to the staff who also had similar problems. It was clear that the current order procedure was affecting total performance, and the a necessity to upgrade. The process of preparation also involved watching the way other restaurants function with high customer traffic. It was known that the majority of fast-food and dine-in establishments have computerised systems for processing and taking orders. This meant that computerised solutions were already in effective use within the industry.
[bookmark: _Toc201326294]Stage 2: Incubation – Allowing Ideas to Mature
Having identified the problem, the second phase was permitting ideas to grow organically. Instead of a solution being jumped into too quickly, time was given to consider how technology could be utilised to assist. Ideas were borrowed from systems at restaurants such as KFC and Nando's, with touchscreen menus and applications assisting with control of the service stream. This consideration permitted various alternatives to be explored, including for mobile applications, voice recorders, and ordering stations. But all had their limitations. The concept of handheld tablets evolved to be the most practical for staff service in a buffet environment.
[bookmark: _Toc201326295]Stage 3: Illumination – The 'Aha' Moment
The answer was obvious when marrying up the concept of speedy technology systems with the buffet concept. Waiters would be able to remain close to patrons, take orders directly from them, and forward them to the kitchen in real time using lightweight tablets. This would eliminate walking between the areas and the possibility of order mistakes. The concept checked all the boxes: speed, accuracy, and less staff labour. It seemed to be the optimal answer to the restaurant's particular issues.
[bookmark: _Toc201326296]Stage 4: Verification – Developing and Testing the Idea
The final step was to test whether the concept would work. The solution was compared with other restaurants' similar systems and adapted to the particular buffet setting. For example, incorporating table status tracking as one of the features to fit how the restaurant was managed. Staff feedback showed great interest in a more streamlined, faster order-taking. This confirmed that the concept was not only new but also practical and well-received by users.



[bookmark: _Toc201326297]Evaluating Feasibility - Lewin’s Force Field Analysis
Kurt Lewin's Force Field Analysis is a useful tool in determining if a change or innovation will succeed. The model assumes that there are two types of forces in operation:
1) Driving Forces – forces that drive or propel the change forward.
2) Restraining Forces – forces that resist or restrain the change.
For the change to be effective, the driving forces behind the change must be more powerful than the resisting forces. This part uses Lewin's model to implement a tablet-based digital ordering system (Tanskanen, 2021) in Nines Global Buffet Swansea.
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[bookmark: _Toc201319275]Figure 4: Lewin's Force Field Model
(Source: tutor2u, 2018)
[bookmark: _Toc201326298]Forces Driving the Innovation
· Increased Efficiency: The system facilitates faster communication between staff and kitchen, reducing delays and enhancing service.
· More accurate: Orders input via computers reduce the possibility of human error through handwriting or verbal misinterpretation.
· Positive Customer Impact: Service speed and accuracy improve customer satisfaction and improve the dining experience.
· Staff Efficiency: The employees have less time spent walking to and from the kitchen and more time spent on guests.
· Less Waste: There are reduced errors, which means less food wastage, less cost, and more sustainability (Lins et al., 2021).
· Technology Readiness in the Industry: The same technology already exists in other restaurants, showing this kind of innovation has been tested and proven.
[bookmark: _Toc201326299]Restraining Forces Blocking the Innovation
· Initial Equipment Cost: The purchase of tablets and software systems is incredibly costly to install (Skariya, 2023).
· Staff Training Needs: Staff may not be familiar with the use of a tablet and may be technophobic.
· Resistance to Change: Long-serving employees may be used to traditional ways and be resistant to altering systems.
· Maintenance and Technical Issues: The machine is likely to need maintenance, servicing, or upgrading, which can result in downtime if not managed properly.
[bookmark: _Toc201326300]Strategies for Constructing Driving Forces
To make the change successful, management can:
· Roll out the system in phases, starting with a single section or two of the restaurants.
· Provide intensive training and practice sessions for employees (Mitchell, 2024).
· Highlight positive experiences of other restaurants.
· Assist and establish a system of assistance to resolve issues promptly.


[bookmark: _Toc201326301]Organisational Climate for Innovation
[bookmark: _Toc201326302]Culture and Working Environment at Nines Global Buffet
Working conditions at Nines Global Buffet Swansea are busy, team-based, and highly customer-oriented. Restaurant operations are reliant on the close inter-coordination between different parts of the organisation, e.g., the kitchen, waiters, and management. Efficiency and responsiveness to customers must be always guaranteed in this setting. While the restaurant has not yet embarked on large-scale use of new technology in front-of-house operations (Mercan et al., 2021), there is an openness to seeking improvements. Employees are likely to be young, dynamic, and open to learning new equipment when adequately trained.
[bookmark: _Toc201326303]Management's attitude towards change
The management group is customer-focused, cost-conscious, and speed-oriented. These are the areas with which they are more likely to be interested in innovations that improve performance. Prudence does exist, though, on new spending, particularly on technology. It has been the case in the past that they have embraced small changes like menu redesign and restructuring employees' workflows (Roos, 2024). Through such experiences, it can be observed that the management group is not against change, but is keen on thoughtful ideas, frugal, and simple.
[bookmark: _Toc201326304]Preparation for Innovation
Today, the organisational climate is conducive to innovation, particularly towards making things more efficient. Employees will be open to any change that will make their job easier and more enjoyable. Providing them with tablets will relieve them of their burden and stress, and that can win them over. Top management will worry about costs and training but can be convinced by a good argument showing them the long-term advantages (Durrani et al., 2024). Showing them that other restaurants have successfully used the same system will work to their advantage.
[bookmark: _Toc201326305]Probabilities of Implementation
With clear communication, training, and support, the online ordering system has a high chance of being deployed. The secret is to present it not as a revolutionary upheaval, but as a practical enhancement that is in line with the restaurant's goals and advantageous to the workers and consumers (Walker, 2021). The restaurant culture suggests receptiveness to change if it is open, manageable, and beneficial. These parameters form a solid foundation on which to roll out the proposed innovation successfully.
[bookmark: _Toc201326306]Conclusion
This report investigated a creative and pragmatic solution to a fundamental operational issue at Nines Global Buffet Swansea. The existing manual order-taking system causes delays, mistakes, and additional stress for staff, particularly during peak hours. These issues impact service quality, reduce efficiency, and affect customer satisfaction (Sherpa, 2024). In addressing the issue, this report suggested the implementation of a tablet-based electronic order system. This solution is in the category of process innovation, which seeks to make work better without modifying the restaurant's fundamental service. The concept was conceptualised using the Graham Wallas model of creativity and analysed using Lewin's Force Field Analysis to determine its viability. The advantages of this system are quicker service, reduced mistakes, improved resource utilisation, and enhanced staff performance. There are some setbacks, including cost and training, but they can be addressed with adequate planning and support. 
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