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Executive Summary

This report explores the significance of creativity and innovation within the hospitality industry, focusing on an innovative mobile app idea aimed at improving the housekeeping department’s audit preparation. 
The proposed mobile app aims to reduce stress and inefficiency associated with audits in hotels. It will notify the housekeeping team in advance of upcoming audits, providing enough time to prepare rooms and other tasks.
The viability of the app has been assessed using Lewin’s Force Field analysis framework, which examines the driving and restraining forces influencing the success of organisational change. The app has the potential to centralise communications, good coordination and positive impact on customer base. 









Main findings
Task 1

Mercure Cardiff Holland House Hotel & Spa, located on Newport Road in Cardiff, Wales, is a four-star hotel that been a prominent choice for both business and leisure guests. 
Standing as the 12th tallest building in Cardiff, it was originally built as an office block in 1968 by the Welsh financier Julian Hodge, with occupants such as Lloyds TSB Bank. (Wikipedia, 2024) 
In 2004 it became a hotel with another brand, Macdonald Hotels until 2007, when it was sold to AccorHotels to operate under the name Mercure. According to the Mercure Hotels site (no date), this change in ownership added Cardiff City Centre to the long list of 949 hotels in 63 different countries. Within the UK, the Mercure brand operates 35 hotels, and every hotel both in UK and abroad, is strategically designed to reflect the local culture while maintaining the standards of quality and service that the brand is known for.
In 2006, the building’s exterior served as a hospital backdrop in the BBC sci-fi drama series "Torchwood”, which was obviously in Cardiff at that time, attracting fans of the show from around the world. (BackStageBristol, 2023) 
 It features a great location within the city centre, offering convenient access to local, cultural, historical and commercial attractions, such as Cardiff Castle, the Principality Stadium and the Cardiff Bay area. With 172 guests’ rooms, including apartments and privileged rooms, a full-service spa, an on-site restaurant and bar, and conference and event facilities, the hotel serves as a versatile destination catering to a wide variety of guests, from tourists to corporate clients. 
As a part of the Accor Hotels group, a global hospitality leader with over 5,100 properties worldwide in more than 100 countries (AllAccor, n.d), Mercure Cardiff is currently undergoing a transition. The hotel is in the process of being sold to a new ownership group, and as a part of this change, the hotel is expected to be rebranded under the name of Sunday. This rebranding is expected to introduce new strategies, operational changes and improve the hotel, all which will play an important role in the hotel’s future.
According to the Preno article (2024), rebranding strategies, such as transitioning to Sunday from Mercure, often reflects broader industry trend aimed at creating more personalized and satisfactory guest experiences. 
The hotel operates through several key departments, each of which contributes to the overall guest experience. These departments are Housekeeping, Reception/Front desk, Food & Beverage, Maintenance, Spa services, Sales and Marketing and Event Management. Each department plays an important role, and effective collaboration between them is essential for the smooth operation of the hotel. The successful coordination of these departments ensures that all guests needs are met promptly and professionally, encouraging a positive experience that is important for guests’ retention and satisfaction. 
My professional responsibilities are situated within the housekeeping department, where I hold the position of being a Floor Supervisor. Our department currently has employed 16 room attendants, 3 linen porters and 4 public area cleaners. The supervisor role places me at the heart of the hotel’s operational management, particularly in ensuring that the standards of cleanliness, comfort and guest satisfaction are consistently maintained across my designed floors. As a floor supervisor, my responsibilities are varied and significant to the overall guest experience, I supervise the team in housekeeping together with another supervisor and the head housekeeper, ensuring that guest rooms are properly cleaned by the room attendants, stocked with necessary amenities, and maintained to a high standard. 
As my responsibilities extend beyond the direct supervision of the housekeeping staff, I also engage in managing guest requests, addressing complaints, and ensuring that any issues related to cleanliness or room maintenance are resolved in a timely and efficient manner. This requires close communication with other hotel departments, such as reception, maintenance and food & beverage. Also, given the dynamic nature of the hospitality industry, this role demands flexibility and a proactive approach. Therefore, as the needs and expectations of guests often shift very rapidly, my ability to adapt and respond to those changes is important so that certain departments, especially the housekeeping one, can operate efficiently. 
Working at and for Mercure, but also like any other four-star hotel, comes and offers both challenges and opportunities for growth, as the hotel industry demands high standards of service, and the role of a floor supervisor requires exceptional organisational skills, attention for detail and the ability to manage a team. To manage and keep this role, you’d have to go through a month of training, even though you’d be able to check rooms alone after one week, and go through three months of probation, as even the slightest mistake can affect you and your role. 
In conclusion, the role of a floor supervisor at Mercure Cardiff is significant to the operational success of the hotel. As the hotel will be undergoing a big transition towards rebranding as Sunday, my role will continue to evolve in line with the new branding, contributing to the smooth operation and continued success of the hotel. 
  











Task 2
The hospitality industry operates in an exciting and highly competitive environment where guest expectations are continually evolving. Creativity and innovation are crucial to hotels, as they should not only meet but exceed those expectations. These qualities enable businesses to differentiate themselves in a crowded marketplace, to adapt to shifting trends and improve their operational efficiency, therefore this analysis explores the role of creativity and innovation within Mercure Cardiff Holland House Hotel & Spa and the hospitality industry.  
Below is a more depth analysis of the application of creativity and innovation within the hospitality sector: 
Enhancing guest experience
Creativity and innovation act as the foundation for delivering memorable experiences to the guests, which is a critical success factor in the hospitality industry, as most travellers are increasingly valuing more personalised and cultural experiences, making these elements essential for hotels seeking to differentiate themselves. For example, the integration of local cultural themes into services and design fosters authenticity and adds depth to the guest experience. At Mercure Cardiff, the incorporation of Welsh art on the hotel’s hallways, culture and cuisine reflects on this trend, and it shows how it strengthens the hotel’s connections with the local lifestyle. This approach not only sets the hotel apart but also resonates with guests seeking a more meaningful and tailored experience. (Visit Cardiff, 2023) 
Furthermore, creativity is evident in the ways hotels design guest interactions and touchpoints, from personalised welcome messages, special made desserts to curated in-room experiences, these small yet impactful gestures contribute to create an emotional connection with guests. Innovation in this context ensures that hospitality industries remain dynamic and relevant, allowing hotels like Mercure Cardiff to stay ahead in a competitive industry. (PrenoHQ, 2024) 
The integration of technological advancement and creative service designs, as highlighted by Kabangire and Korir (2023), underscores the importance of supportive leadership culture in fostering innovation for superior guest experiences. 
Operational efficiency 
Creativity and innovation are equally critical in optimising operational processes, which underpin the seamless delivery of guest services. Operational efficiency is achieved through the adoption of new practices, technologies and the systems that enhance productivity and resource management. In Mercure Cardiff, innovation within the housekeeping department plays an important role in maintaining high standards of cleanliness and comfort while also ensuring cost-effectiveness.
With technological advancements such as creating a group chat on our mobile devices, we can instantly communicate with multiple people, share news or things happening in the hotel, while also trying to improve things. Similarly, the hotel and the housekeeping department has also implemented eco-friendly cleaning methods, that not only align with their sustainability goals but also it demonstrates the hotel’s commitment to responsible practices. 
These innovations contribute to both environmental and operational benefits, making them an essential component of modern hospitality management. (Accorgroup, n.d) 
Employee engagement also plays a significant role in fostering operational innovation, by involving staff members in decision-making processes and encouraging them to contribute ideas for improvement can lead to practical and creative solutions. (Emerald Insight, 2021) 
Within the housekeeping department at Mercure Cardiff, this collaborative approach could result in more efficient scheduling, effective resource allocation and innovative approaches to solve current problems. By supporting employees, hotels can create a culture of continuous improvement that drives operational excellence. 
Ouyang, Liu and Gui (2021), emphasize that creating a positive environment and motivating employees intrinsically are critical to unlocking their creative potential and improve operational processes in the workplace. 
Adapting to industry trends 
The ability to adapt to emerging trends is a hallmark of innovative hospitality business. The future rebranding of Mercure Cardiff to Sunday could illustrate the importance of flexibility and creativity by responding to their current market demand, while also understanding that rebranding efforts are often employed to refresh a hotel’s image, align with changing customer preferences and enhance its competitive position. Therefore, in this case, the transition from Mercure to Sunday represents an opportunity for Mercure Cardiff to modernize its identity and appeal to a bigger customer base. (EHL Insights, 2023) 
One of the key trends influencing the hospitality trend is the rise of boutique-style accommodations that emphasize personalisation, authenticity and uniqueness. 
Sustainability is another major trend that shapes the hospitality sector, as hotels are increasingly adopting innovative practices to reduce their environmental impact, such as minimizing single-use plastics, conserving water and sourcing locally produced goods. These efforts not only appeal to environmental conscious travels but also align with the global sustainability goals (Accor Group, 2024). Even though Mercure has implemented some of those practices, with rebranding, even more could be implemented, so they reinforce their reputation better, as a forward-thinking and responsible establishment. 
Overcoming challenges
The hospitality industry faces a range of challenges, including fluctuating demand, very big and intense competition, and of course, meeting the rising expectations of their guests. Therefore, creativity and innovation are essential tools for addressing these issues effectively. For example, during periods of low demand, hotels can implement creative marketing strategies such as themed packages, special discounts or partnerships with local businesses to attract new guests (HospitalityNet, 2025). These strategies not only fill vacant rooms but also enhance the hotel’s visibility and appeal within the local market. 
There’s also the industry’s response to crises, such as the COVID-19 pandemic, that underscored the value on innovation, because during this time, hotels worldwide implemented measures like contactless check-ins, virtual tours, wear the right PPE to protect both staff and guests, and cleaning protocols to ensure their guests safety. These adaptations demonstrated the resilience of the hospitality sector and highlighted the importance of creativity in navigating unpredicted challenges. (The Converstation, 2022)
Therefore, creativity and innovation are indispensable for growth and success of the hospitality sector, considering that for Mercure Cardiff, these qualities will be particularly critical during its transition to Sunday hotel. Furthermore, fostering a culture of innovation within the hospitality sector will ensure that successful implementation of strategies will enhance guest satisfaction, operational efficiency and overall resilience. 
 


















Task 3
In today’s fast-paced hospitality industry, the housekeeping department plays a crucial role in ensuring that the hotel maintains a high standard of cleanliness and guest satisfaction. However, one significant challenge faced by the housekeeping staff is the stress associated with audits. Audits in hotels are often unexpected, and when the housekeeping department is not adequately prepared, it can lead to inefficiencies, rushed work and an overall decline in quality. These audits typically require the housekeeping staff, such as room attendants and supervisors, to complete a set of tasks in a very short time, those being to have the rooms cleaned spotless, which is harder than it seems, have all trainings memorised in case of questioning and be even more careful with products on the corridors and in the rooms. To address this issue, I have come with the idea to create a mobile application designed to notify the housekeeping department about upcoming audits, ideally with a week or more in advance, allowing them to prepare in time. Personally, I think this idea falls under the Process innovation category. 
According to Tidd and Bessant (2018), the process innovation refers to the implementation of new or significantly improved methods of production or delivery, which result in a greater efficiency, cost savings or improved outcomes. The main advantage of this process innovation lies in its ability to reduce excessive and repetitive work, because more often than not, the preparation for audits is a repetitive process, with housekeeping staff scrambling to complete tasks at the last minute. However, if the staff was notified in advance, rooms that needed to be cleaned could have been tackled ahead of time and not sold to the public, resulting in less stressful situations.  From a broader perspective, this app also reflects concepts from logistics and supply chain innovation. Manners-Bell and Lyon (2022) emphasize the importance of leveraging technology to create real-time operational awareness and agility, like how supply chains utilize predictive systems to anticipate disruptions and manage risks effectively.
Furthermore, I believe the app could reposition the housekeeping department as a proactive and strategically oriented team. While its primary objective lied in streamlining processes, it could also represent a form of position innovative, as defined by Tidd and Bessant (2018), and additionally, the app could be tailored to provide specific tasks and reminders to each role within the housekeeping department. For example, room attendants might receive reminders to check or start specific rooms or areas, linen porters could be notified to ensure that linens are properly stacked and ready for the audit, while public area members could be told what areas and where exactly to clean. Supervisors could also be given an overview of the entire department’s readiness, allowing them to identify any problems or areas requiring attention before the audit occurs.  By integrating these tasks, the app would act as a digital checklist that guides the team through the audit preparation process, while also ensuring that every member of the team is fully aware of their responsibilities, improving coordination and reducing the likelihood of oversight. 
From a managerial perspective, this process would enhance operational efficiency in several ways. First, by reducing the amount of time spent on last-minute preparation, the hotel could not only potentially reduce the labour costs associated with the audit preparations but also improve the productivity for the housekeeping department. Secondly, because the team would be able to prepare in advance, they would likely experience less burnout and stress, which means minimising the mistakes and possible absence from work, leading to higher employee morale and satisfaction. 
This, in turn, could result in improved overall service quality and performance, as a more engaged and less stressed team is more capable to deliver high-quality results. (Chela-Alvares, 2020) 
Therefore, the proposed mobile app for managing the audit preparation in the housekeeping department is a clear example of process innovation. This shift in how audits are approached not only improves the quality of the work but also has broader implications for operational effectiveness and employee satisfaction. Ultimately, this process innovation has the potential to significantly improve the daily operations in the housekeeping department, contributing to both short-term and long-term success when it comes to audits. 




Task 4
The idea of creating an app to support the housekeeping departments during audits emerged from my direct exposure to the challenges faced by this team. Having observed the dynamics of the housekeeping environment, I noticed that audits often induce a lot of stress on the staff, as well as disrupting their workflow and their morale. Studies by organisations like CIPD (2022) demonstrate that workplace stress can significantly impact morale and productivity which aligns with what I observed in the housekeeping department. This observation became the foundation for my creative process, which involved empathetic understanding, mindful reflection and solution-oriented thinking. 
My creative journey began with an immersion in the housekeeping department, so through very close interaction with room attendants, linen porters, public area members and the other supervisors, I gained firsthand insight into the stressors associated with audits. I noticed that audits often create an atmosphere of urgency, where staff feels overwhelmed by the need to meet strict standards under very tight timeframes. This observation mirrors findings in the hospitality sector, where audits are known to disrupt operations and heighten employee stress. (Iqbal, 2024) Therefore, witnessing this stress firsthand, I began to empathise with the team, especially room attendants, which inspired me to think critically about potential solutions. 
To give myself the space to reflect on these challenges, I adopted a practice of stepping away from the immediate environment, which means I took long walks, allowing my mind to wander freely without the constrains of deadlines or immediate problem-solving solutions. This reflective practice proved that it works, letting me come with various ideas and perspectives, and during those walks, I considered questions such as, “What could be done to reduce stress during audits?” and “How can technology play a role in solving this issue?". These questions acted as a catalyst, shifting my focus from identifying the problem to exploring actionable solutions. 
I’d say that empathy played a central role in shaping my thought process, as I put myself in the shoes of the other housekeeping staff, imagining the pressures they also face when an audit approaches. I considered how this stress might affect their performance, well-being and morale. This perspective led me to prioritise a solution that not only addressed the logistical aspects of audits but also provided emotional support. I wanted to create something that would empower the team, fostering a sense of anticipation and confidence. 
As I reflected on potential solutions, I also drew inspiration from existing tools and technologies. I considered how task management app streamlines workflow in other industries and how notification systems keep users informed and organised. For example, task management tools like Asana and Trello have revolutionised workflow efficiency by proving clear task assignment and progress tracking (StatAnalytica, 2024).  By synthesizing these elements, I envisioned an app that combined tailored notifications, readiness checklists and training modules. The idea was to create a comprehensive tool that would lower the stress of audits by providing timely information, structured guidance and opportunities for possible skill development. 
The creative process also involved iterative exploration, I evaluated the feasibility of various features, considering how they might be implemented in a real-world context. For example, I thought about the practicality of predictive notifications for audits, which would require reliable data and algorithms. I also reflected on the importance of user-friendly design, recognising that the app must be accessible to staff with varying levels of technological proficiency. 
Ultimately, the process of developing this idea was deeply rewarding, as it allowed me to combine observation, empathy and innovation to address a real-world problem. By stepping back and engaging in mindful reflection, I was able to connect diverse ideas and perspectives, resulting in a solution that is both practical and meaningful. This experience highlighted the value of empathy and creativity in problem-solving, reaffirming my belief in the power of technology to improve workplace experiences. 





Task 5
Kurt Lewin, a psychologist and pioneer in the field of social psychology, developed the well-known Lewin’s Force Field analysis model, which is used in a wide range of industries, to analyse a situation and determine the forces that drive and resist change. (Tahir, 2023)
The concept I am proposing is the development of an app tailored specifically for the housekeeping department at Mercure Cardiff. To evaluate the viability of this idea for the hotel, I will apply Lewin’s Force Field analysis, a framework that identifies and analyses the driving and restraining forces that could influence the success of my proposal. 
Driving Forces 
The driving forces are those factors that support the successful development and implementation of my proposed app. 
1. Demand for streamlined operations in hospitality 
The hospitality industry, and specifically at Mercure Cardiff, is increasingly focused on improving operational efficiency and reducing stress for its employees. Hotels are constantly seeking ways to streamline their process, and an app that facilitates better communication and preparation for audits could significantly contribute to this goal. For the housekeeping department at my hotel, where audits can often be a source of high stress, the demand for an innovation that helps with audit readiness is a critical driving force. (Rating: 4) 
2. Enhanced communication and coordination
The app could serve as a centralised platform for the housekeeping team to receive not only audit notifications, but also other essential updates, such as schedule changes, inventory needs or staff absences. This would improve overall coordination and reduce miscommunication within the department, ensuring everyone is on the same page. (Rating: 4) 
3. Positive impact on the customer experience 
A well-prepared housekeeping team ensures that the rooms are cleaned to the highest standards, which directly impacts guest satisfaction. An app that helps housekeeping prepare for audits more efficiently could lean to cleaner rooms, faster turnaround times and a better guest experience, ultimately enhancing Mercure Cardiff’s reputation and encouraging positive reviews. (Rating: 5) 
4. Support for supervisors 
Supervisors would benefit from the app by receiving real-time updates on staff performance and the progress of audit preparation. This would allow them to monitor the staff more effectively, identify potential issues and provide guidance to staff in case of problems, such as guests still being in the rooms, guests smoking in the room or very dirty rooms that require more time to clean. (Rating: 4)
5. Cost savings over time 
While there may be upfront costs to develop and implement the app, in the long run, it could result in cost savings. Improved staff productivity, reduced audit failures and more effective use of resources, such as linens or cleaning supplies, would ultimately save the hotel money. Additionally, reduced staff turnover due to improved job satisfaction can lower recruitment and training costs. (Rating: 3) 
Restraining Forces 
Despite the promising driving forces, there are several restraining forces that could hinder the development and implementation of my app at Mercure Cardiff. 
1. Technological barriers and integration issues 
Mercure Cardiff has already an existing property management system and other digital tools that the app would need to integrate with, which means that if the hotel’s current technology infrastructure is outdated or incompatible with the app, it could create integration challenges, making the app more difficult to implement and potentially causing delays and additional costs. (Rating: 4) 
2. Staff resistant to change 
Some employees at Mercure Cardiff may be accustomed to traditional ways of communications, such as verbal announcements, printed schedules or group chat texts, so the introduction of a new app may meet resistance, especially if they feel it adds complexity or if they’re unfamiliar with phones and apps. This could delay adoption or result in low usage rates among some employees. (Rating: 4) 
3. Technology malfunctions or bugs 
The app could face technical issues, such as bugs or system glitches, especially in its early stages. If the app malfunctions, it could disrupt operations or frustrate employees. For example, if notifications about the audits fail to reach housekeeping staff on time, this would defeat the app’s purpose, causing the same stress it was meant to reduce. (Rating: 3) 
4.  Language and communication barriers  
At Mercure Cardiff, there is staff from diverse backgrounds, which could lead to language barriers. If the app is not available in multiple languages or if its interface isn’t intuitive enough for non-native speakers, this could hinder the app’s effectiveness and reduce adoption among the housekeeping team.  (Rating: 2) 
5. Unclear ROI for management 
Mercure Cardiff might be hesitant to invest in the app if they are unsure of the tangible return on investment (ROI). Without clear metrics showing how the app improves efficiency, reduces turnover or enhances audit performance, management might be hesitant to allocate the resources necessary for its development and implementation. (Rating: 3) 
Evaluation of driving and restraining forces
After assessing both the driving and restraining forces, I find that the driving forces, with a total score of 20, outweighs the restraining forces, that have a total score of 16, for implementing the app at Mercure Cardiff. This suggests that the app has substantial potential for success. The strong support from the factors above points to a promising outcome, however, the challenges listed will need to be addressed. 
Strategies for strengthening viability 
To enhance the app’s viability at Mercure Cardiff, several strategies could be employed: 
1. Pilot program: I would initiate a pilot program to test the app’s effectiveness before a full rollout. This would allow me to identify any issues, gather feedback and adjust the app’s functionality. 
2. User-friendly design: The app would need to be designed with simplicity in mind to ensure that it is intuitive and easy to use for staff, including those who are less comfortable with technology. 
3. Management buy-in: I would present a data-driven business case to the management, demonstrating how the app will improve operational efficiency and other factors, ensuring that they see the value in its implementation
4. Data security: I would prioritise data privacy and security, ensuring that the app complies with relevant regulations and implements secure data encryption techniques, thereby reducing any concerns related to data protection. 
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Task 6

The organisational climate at Mercure Cardiff currently fosters operational efficiency but it’s less conducive to creativity and innovation. Climate, in this context, refers to the overall environment within the organisation that either encourages or hinders innovation, including leadership, team dynamics, policies and workspace. 
Leadership style plays a significant role in shaping the innovation climate. At Mercure, the leadership is largely transactional, focusing on routine tasks and maintaining standards, and while this approach ensures efficient operations, it does not actively encourage creative thinking or the exploration of new ideas. For a more supportive innovation climate, a shift towards transformational leaderships is necessary, as this inspires staff and promotes an environment where creativity and problem-solving are a positive impact. Additionally, authentic leadership could help build trust and openness, making staff more receptive to changes like the introduction of the proposed app.
Drivers of innovation include leaderships, team dynamics and job design. Currently, team dynamics at Mercure are largely task-focused, with limited collaboration between departments. To foster innovation, cross-functional teams should be encouraged too, and job roles should be designed to allow more autonomy and creative input from employees. Furthermore, policies that reward experimentation and allow failure as a part of the learning process would help create a better environment. Companies like 
The workspace at Mercure supports operational efficiency but lacks features that promote open communication and collaboration between departments and team. Employee training is essential for the successful implementation of the app, as staff would need training to understand the app’s benefits and how it can reduce stress, ensuing smooth adoption and consistent usage. 



Conclusion 

In conclusion, the study into creativity and innovation in the hospitality industry highlights the importance of adapting to emerging trends and improving operational efficiency. The development of an app to support the housekeeping department at Mercure Cardiff during audits addresses a crucial challenge within the hospitality industry. Through close observation, empathy and reflective thinking, I identified the stress and pressure audits place on the staff, which impacts their performance and morale. This app would allow staff to prepare in advance and ensure high quality work, thus promoting a healthier work environment, contributing to the hotel’s continued success. 
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