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[bookmark: _Toc34408572]Executive Summary:

This report is devoted to analysing the different concepts of the innovations of their aspects and natures. The importance of employers attitude for creativity and innovation in an organisation. An evaluation of leader and leadership role for an organisation. The existing common barrier from the leadership of A&B hotel Swansea and the importance of problem-solving by creative and innovative ways for the organisation.  Poor customer service issues can be solved by a new creative idea proposed as in this report. An analysis of idea generation and selection of this proposed idea ‘sharing and caring for best customer service’, the researcher demonstrated the benefits and risks of the new innovative idea.























[bookmark: _Toc34408573]Introduction:
Nowadays, creativity and innovation are essential tools for the sustainable development of the organisation facing various types of internal and external challenges. The A&B hotel Swansea successfully running its business since last 20 years struggling with several difficulties. Research and analysis of the current situation of the hotel emphasis to develop creative new ideas and innovative changes to boost business and save the reputation of the company.
Innovation is a Latin word derives from “innovation, it means something new” (Peter, 2012). So it is simply defined that “Innovation is the implementation of something new”(Destination and innovation.com, 2020).
Martin (2017), writes that in business Innovation adds the value of the products or services also some more advantages like, solving problems, adapting to change, maximizing the globalisation, facing up the competition, evolving workplace dynamics, and customers’ changing tastes and preferences.  The technological failure, financial strain, market failure, redundancy, poor capability for implementation, are the risks of organisational innovations and unprecedented risks.
Innovation is the implementation of any kind of creative new ideas in smarter and improved way that supports to enhance the position of any organisation or people. Such as 
· New technology.
· New product line or segment.
· A new method of production.
· An improvement in the existing product.
Innovation could be evolutionary and revolutionary (Surbhi, 2018). The definition of innovation varies as in its purposes, Schumpeter(1997) distinguished five areas of innovation such as 1)  create a new product, 2) introduce process for new production, 3) expansion of new sale and marketing, 4) for new supply market, and 5) restructuring and reorganisation of organisation. This type of innovation delivers extensive change in production from minor change. (Peter, 2012)
In modern highly competitive global business environment the customer service in the tourism and hospitality service business industries also need to drive towards a new effective ways of innovations which helps to enhance the performance of the service with strategic tools that helps to resolve ongoing challenges in business industry and its environment, so the tourism industries constantly and consistently essential to review their quality service and required to innovate specific ways according to industrial needs to sustain the business. (intechopen.com, 2010). Innovation is one of the essential factors for both competitiveness and viability in the tourism and hospitality industry (Dzhandzhugazova et al., 2015).
[bookmark: _Toc34408574]Analyse of innovation models.
The historical concepts of innovation and its research and development of models started since the 1890s as the first theory of innovation developed in the sociology and evolved different fields. The reporter observed and short analysed innovation model as mentioned below: 



[bookmark: _Toc34408575]4Ps model:
Bessant and Tidd(2007) pointed out that there are four dimensions of innovation spaces in 4Ps Innovation model as shown below. In this module, the product innovation is the correspondent of process innovation,  Position innovation is treated as marketing meanwhile paradigm innovation is quite broad concepts which comprehend the behaviour and strategy of the company how it is defined. “paradigm innovation” typology is very broad which can easily include other three types of innovation consequently product, process or position operation (Tidd and Bessant,2018). 
                                                Multitype classification of innovation type. (4Ps).
	Type of Innovation
	                          The essence of Innovation.

	Product 
	Introduction of new products and service or change to products and services that have added benefits for the customer or it meets market needs.

	Process
	Introduction of new device, method, tool, or knowledge to produce a product or render a service.

	position
	The positioning of a certain product in a specific industry/business segment.

	paradigm
	shifting of long-held assumption about the operation of the module in organisation or business.


 Source: (Tidd and Bessant,2018).According to the Zaitseva,(2013), the successful development of tourism and hospitality industry depends on its innovative trend which is established through the capability to create various innovations, on the other hand, Ilyenkova and Kuznetsov (2009) describes that applying the large-scales of new ideas and its combinations creates new products, new services and technologies. In the lack of innovation, the performance and competitiveness of the industry will decrease. (Elena A. 2016).
[bookmark: _Toc34408576]Blue and Red Oceans Innovations:
[bookmark: _Hlk34376799]W. Chan Kim and Renee Mauborgne innovation strategies defined ‘Blue Oceans as the innovation that represents all potential markets which do not exist in the market and need to be created’.  So it’s a brand new idea, fewer entrants, the opportunity for high benefits.  Meanwhile, Red Oceans is traditional strategic thinking, so it creates uncontested market space, high competition and low benefits (Tidd and Bessant,2018).
[bookmark: _Toc34408577]Open and close innovation:
In open innovation, companies can use external ideas as well as internal ways of ideas for the further development of the innovation process. There is international inflows and outflows of ideas so open ideas are a valuable asset for global innovations and global market.
In close innovation, organisation activities lead internally to product and service generation, it is a traditional and vertical model of innovation(Kleber, 2019).
[bookmark: _Toc34408578]Rothwell’s five Generation model:
The five generations of innovation is a descriptive model of manufacturing innovation process focusing at multinational high-tech companies. Traditional technological push (1G) views simple linear process emphasis R&D. Market pull (2G) characterised ‘market share battle’ with competition and focused on ‘Need pull’ have a strong relation between R&D. Coupling of R&D and marketing(3G), the third-generation model is also known as ‘open R&D model’ emphasis product and process innovation rather than organisational and market innovation. Integrated business process(4G) fourth-generation model emphasis customers and suppliers feedback. Finally system integration and networking (5G) fifth-generation model emphasis technological innovation cross-functional and multi anchor nature (Buyse,  2012)
[bookmark: _Toc34408579]Idea generation:
Ideas are significant to innovations, ideas implementation and the key learning of new ideas are essential for any kinds of developments. An organised process of managing ideas able to build innovation. It is not easy to generate high-quality ideas. For the innovation need to create something new ideas. The idea is the first steps towards the improvement of any individual or organisations, which depends on the new ideas, that helps to solve the problem and move forward or unable to solve the problem.
Creative ideas are new ways for a better solution to resolve any problem. New ideas explore new opportunities. The open creative, tacit knowledge can create and develop new ideas. According to “Creative thinking inspires ideas. Ideas inspire change” – Barbara Januszkiewicz (Kylliainen, J.2019).
[bookmark: _Toc34408580]Idea selection:
The idea generation process is quite crucial to innovate and achieve competitive advantages in business. The idea selection is a first and significant step in the idea management process before implementation. An idea management system everyone shares their ideas same starting point. someone who suggests an idea himself, it means that he is not always the right person to see it through the completion. An innovation leader having the right strengths, professional aspiration and experienced to deliver a project in the right direction only successfully implement the idea. The idea selection process can be done without any obligations, but it needs to be understood that could be a hypothesis or changed later (Wazoku.com, 2019).
[bookmark: _Toc34408581]Employers attitude in creativity and innovation:
A successful business owner or employer always focus on positive changes and apply their full efforts into moving the business forward. According to Henery Ford, “Whether you think you can, or you think you can’t, you’re right.” Attitude makes a different (Solovic, S. 2020).
[bookmark: _Toc34408582]Impacts of a positive and negative attitude:
The attitudes of employers and employees in the workplace are rapidly changing due to the Morden technological transformations and developing concepts. A research report shows that ‘success in the Morden workplace’ closely related to the attitude and expectations of employers, they are more responsible to create an innovative working environment and also to create barrios in the workplace. So employers need to encourage innovations. Good and positive ideas for innovation are much more profitable for any organisation (Solovic, S. 2020).
The negative attitude of an employer in management creates a dangerous environment for innovations. A pessimistic attitude of the employer also creates negative impacts on sales, company morale and productivity. Many employees make serious errors in the situation of barriers between them and their customers. Even offering great products, they innocently interruption their business with poor customer services and failure deal with customers because of a negative attitude of an employee that impacts negatively in the growth of the business. The attitude like the way own working style without thinking about customers and employees need and demand.
[bookmark: _Toc34408583]Leadership role in innovation.
The leadership role is significant for innovation in any organisation. Leaders can drive innovation, by creating long term and short term visions and inspires the collective business values of the company. Leaders can boost morale in the team by motivating employees with developing mutual trust. Leaders create an initial business plan and strategy with good communication skills, they are also responsible to drive the organisation towards the vision(Boss, 2020).
[bookmark: _Toc34408584]Common barriers from leadership: 
· Lack of budget.
· Lack of creative and innovative environment.
· Lack of reward and recognition programs.
· Lack of the right strategy or vision for organisational development.
· Lack of ownership and time management, by senior leaders

[bookmark: _Toc34408585]Idea selection for A&B Hotel Swansea.
Over the last few years, the record of this A&B Hotel Swansea shows that the numbers of tourist and customers in the hotel increasing and the aims of this project target to attract more customers to continuous growth, sustainable development and more benefit for this company. So continuous supports, creative innovations programs are essential to attract more customers and also need to resolve some existing issues which impact directly in the business.
Tourism is one of the saturated market industries almost everywhere in the World, so there are many different choices of products and services for the clients or customers in this sector. Thus innovation and creation of new services play a vital role in the continuous development and sustainability of tourism industries. (peter, 2012).
[bookmark: _Toc34408586]Existing issues in the organisation:
· Customer satisfaction issues.
· Repair and maintenance.
· Limited Budget.
· Renovation of infrastructure.
· Recruited/ hire new staffs.
· Hotel competitiveness issues.
· Poor Marketing.
As mentioned above from the existing major issues in a small organisation like this is about the ‘customer satisfaction issue’ is selected on the base of risk and benefits, feasibility,  applying process/product model of innovation to the innovation of ideas to solve this problem as small. The innovative ideas the implementation to solve this problem will be faster, high benefits, low risk and low cost. Therefore the researcher gives priority to proposed this innovative project for further implementation.
Comparing in different thinking.                                                                                                                                     
	Issues in the company:
	time
	benefits
	cost
	Risk

	Improve Customer services
	fast
	high
	low
	low

	Recruit new staffs
	slow
	low
	medium
	medium

	Repair and maintenance
	slow
	low
	high
	high

	Renovation of infrastructure
	slow
	low
	high
	high


[bookmark: _Toc34408587]Importance of Customer satisfaction.
As mentioned above the problems customer satisfaction related issues is one of the very sensitive and dedicated issues for the business of this company, which directly impacts on the reputation and future of the company, so the customer-related problem needs to be solved as soon as possible. These problems are almost related to internal problems of organisation, So these issues can be solved easily by changing internal management and developing internal efforts empowering existing resources. It helps to improve the quality of service that helps to improve customer satisfaction and supports to maximise the business of the company. So customer satisfaction needs to be the top priority in this business. As a reputed hotel, management needs to improve services and always need to consider creative and innovative ways to improve customers satisfaction ratings.
Customers are one of the most powerful marketing tools in any business or can be the biggest detractors. If guests are satisfied and have good experiences they are going to share that with their friends and family and also in social media and also recommend them to your company in this way customer can promote your business. But instead, negative customer feedback impacts negatively on your business. The customers' satisfaction rating also a kind of indicators of staffs and management ability. So the figure out the cause of the problem in the organisation and address it is one of the significant tasks for the management. Positive customer satisfaction helps to build the company brand which depends on customer loyalty can be achieved only with high customer satisfaction (siteminder.com, 2020).
[bookmark: _Toc34408588]Customer issues:
As customer satisfaction rating record from the customer feedback report proves that there are several issues has been raised by customers such as noisy bedrooms, cleaning related issues, about mould and condensed and damp in the rooms, Problems about  Lights, air conditioner, Fans, plumbing and about menu and hygiene matter issues need to be solved. Primarily most of these customer issues are related to the housekeeping, repair and maintenance related issues.
[bookmark: _Toc34408589]Housekeeping Issues: 
Generally, cleanliness is one of the basic demands of the customer. In the hotel industry neat and clean is always on the top priority in the recommendation lists. A cleanroom is the first choice of the guests rather than other complimentary like luxuries, free Wi-Fi. 
Solution: It is the responsibility of the housekeeping department to maintain a clean and tidy, and health and safety environment so needs to be updated about the situations of the rooms and manage to keep rooms clean and tidy always. The software system in hotel is one of the most useful tool for the housekeeper to track the check-out time and check-in time about the guests, which helps housekeeper to update and manage cleaning rooms that after check-out and before check-in guest, so in this way keeping track of the arriving guest and departing guest a housekeeper can prepare well in advanced that helps to avoid unnecessary complaint about the housekeeping (Mistry, S. 2020)
[bookmark: _Toc34408590]Repair and maintenance issues:
The other basic issues about customer complaint are that some technical issues like Wi-Fi signal, light and plumbing issues, air-condition and noise issues, so on. 
Solution:  It is essential to check everything before the guest arrives. If there are any faults are found the need to fix it immediately or find the solution as soon as possible. If there is a too long time to fix some big like air-conditioning, light or plumbing then in such a time when the room is not fully functioning then need to arrange another fully functioning room for the guest and need to apologise and some compensation informing about the faulty issue (Hafco, Ltd. 2018).
[bookmark: _Toc34408591]Problems in customer service.
· Lack of regular maintenance and renovation.
· Lack of training and staffs empowerment.
·  Limited choice in the restaurant.
· Lack of regular and compulsory cleaning time management of the guest rooms.
· lack of maintaining in the standard housekeeping.
· Lack of Budget.
· Lack of good communication.
· Lack of teamwork.
· Lack of coordination.
[bookmark: _Toc34408592] Customer services enhancement needs. 
· Training and monitoring for staffs
· Award and empowerment for staffs.
· Managing regular and fixed work schedule.
· Develop trust and responsibilities within the staffs and job. 
· Operating regular repairing and maintenance.

[bookmark: _Toc34408593]Proposed idea ‘sharing and caring for the best customer service’:
In this idea, employers and employees in different departments work together sharing the ideas and informing every issue to related department and person immediately to fix the problems that support to improves to customer satisfaction in the company. According to this idea, if there is any technical or maintenance problem seen by any other person needs to inform immediately to the admiration or maintenance department and need to fix the problem. When any housekeeping Issues noticed by then need to sort out the problem immediately by informing to the responsible person or department sharing and caring the problems working together rather than a complaint or criticising the issues in the organisation. The researcher believes that, within the limit budget, applying existing resources, motivating and upskilling employees by improving and changing internal management for the daily procedure and works most of the customer service related issues can be successfully solved by implementing this innovative idea. 
[bookmark: _Toc34408594]Risk of proposed ideas
· Low risk.
· Easily reinvent.
· Easier and faster to Implement.
[bookmark: _Toc34408595]benefits of proposed ideas
·  Can improve the gaps seen in team working.
· Can improve loyalty, trust, motivation in employees.
· Resolve the communication problems in the organisation.
· Improves customer satisfaction.
· Maximise business.
· Advances the reputation of the company.
· Flexibility, and agility.
· Speed of decision making.
· Shares and clear organisational vision.


[bookmark: _Toc34408596]Conclusion:
This report concludes that the innovation models are advantageous tools for new idea generation and creative innovation for the organisational development process, that supports to build teamwork, improve loyalty, trust, motivates employees and helps to solve communication problem and improves customer satisfaction. Innovation helps to organised work and Maximise business of the company and advances the reputation of the company. Researcher innovated a new idea about the customer services development for A&B Hotel applying models of innovations.
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