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1 Introduction
The purpose of this report is to create an innovative service plan that will capture an emerging customer want or need. The start of the report will be where the identification of these wants, and needs will be ascertained. This will then be followed with the identification of the businesses target customers, where and how as a business this will be provided. The unique selling point of the business will be discussed. The sustainability of the business will be looked at, whilst also looking at the competitors to the proposed business. The differences between our service and what our nearest competitors offer. 
The business will need premises a discussion on the way to finance the premises the equipment needed and how we will take payments from the customer and the rules and regulations concerning this area of the service our innovative idea the business is hoping to provide. How the business will be marketed will be talked about and what ways in which we are going to reach our intended customer and on which platforms we are going to use to achieve the objectives set.












2. Innovative service plan
The innovative service plan proposed is for a click and collect store with fitting rooms the customer will order their items online specifically clothing or footwear (although other items can be delivered directly to our store). They will order the items to be delivered to our store where they will receive a notification via an email/text/notification they will come into store collect the item. The customer can either take the item straight away to try on at home and return themselves or they can try on in our store and if they need to return the item this ecommerce business can accommodate the customer creating a hassle-free system where the customer can physically try the item on. Then if not suitable send it back using our service.  


2.1 Current context of click and collect service 








2.2 The proposal for the innovative service plan 

Given the increase in online shopping this even more so during the pandemic. Traditional stores have long held systems in place to process the returning of goods +from customers. This fact is often overlooked when shopping online. However, the customer does not forget a bad experience when trying to return an unwanted item. This often leads to the customer going to another retailer and telling their friends or writing a bad review. When returning an item customer experience is of upmost importance.








Schumpeter (1934,1939,1942) was one of the earliest theorists to recognise the importance of innovation. How innovation, new products, and their importance for the growth of the economy.
In a modern economy and with the increase in online shopping the need for a fast-paced service is required and is important. The innovative service TKR (try on, keep, return) provides is targeted at busy working people. 
This customer will not have the time to wait in for returns so will be attracted by the click and collect service. The type of customer TKR is looking to attract will also feel dragged down by the sometimes-arduous task of returning and item if unwanted. When using our service, the customer will be able to order online for a specific time and date that is suitable to themselves. The customer will then be able to try on their items physically in TKR fitting rooms and based on their decision take the item home or give back to our staff in store where the returns process will be handled. 
2.3 Innovation matrix

According to Batagra (2019) while innovation is important to economic growth 85% of innovations brought to the market are unsuccessful

Below follows an innovation matrix. The matrix is made up of four quadrants 
Breakthrough innovation
This innovation is something new to the market an unseen quantity 
Disruptive innovation
This innovation is new or starts at the bottom of an already existing market but shortly disrupts the business of already established market leaders
Sustainable innovation
Is the process in which a business comes up with innovations that will keep the service or product in continuance adapting to changes and coming up with different ways, so the business is sustainable
Basic innovation 
This is concerned with the research into the innovation rarely achieving any objectives 

2.4 innovation matrix graph  




After conducting this matrix innovation on TKR service innovation the conclusion is that it is a sustaining innovation.  Also known as an incremental innovation this conclusion is reached as there is already click and collect service. This service idea can be used to improve the service already provided by expanding the service and eliminating the problem of returning. It would seem fair that a customer would like to change the way they order and return items and, make this action easier for them to do. This however could fail and be ignored by the customer TKR is trying to attract. However, by changing the process of returns which is the clearly identified problem. The existing market of click and collect and a customer base is already there. The two changes to this already existing process are the addition of the fitting rooms and the return service which is now being offered

To further ascertain the need for this service a swot analysis will be conducted

2.5 SWOT analysis


SWOT analysis Sabbaghi, A (2004) 





2.6 Competitors
 There are no other click and collect vendors that offer this service therefore making TKR innovative service plan unique  
For TKR to remain a sustainable business it must expand to more store and to make it more profitable and different ways of using the service and easier ways to access the store and looking at ways to make the process self-service which is where R&D will be needed. This will therefore help TKR maintain its competitive advantage against its competitors simpler processes.

2.7 TKR
As an E-commerce business being connected to online store and becoming a click and collect vendor are two issues to take into consideration firstly being connected to online retailers as this will lead to customers being directed to us and secondly become a click and collect vendor. To become a click and collect vendor according to Evri (2021) TKR must be at least 0.5 miles away from another parcel shop. Must not be a food outlet. Not offer another parcel service, be close to public transport have easy access and a good instore environment and according to the website the benefits to becoming a click and collect vendor is increased footfall. Which would be good if TKR had other innovations also the vendor is paid for every parcel. 
As an E-commerce business TKR will have a website for customers to contact us the website will consist of a home page where the customer can track their delivery and a help section for when customers cannot find what they are looking for. In our stores trained staff will also be there for any problems concerning deliveries and returns.





2.8 Financing of the setup of TKR

The initial set up of TKR would involve an IT expert for occasions when the website may incur problems. The finance to set up the premises the premises would ideally be set up in a kiosk at a supermarket or at any other shopping centres where the footfall is already there and fits all the requirements of becoming a click and collect vendor are adhered to. A small; shop would cost about £700 to rent per calendar month. To fit the shop with fitting rooms a counter would have initial cost of about £1000. The initial cost of this would be covered by savings and a small loan from family.


2.9 Equipment needed for the setup of TKR
The equipment needed for TKR will be a venue with enough space for fitting rooms packaging for the return of items that are not wanted by the customer. A computer and telephone line to assist with any queries with customers or any problems with the technical side of the business lighting will also be need along with mirrors inside of the fitting rooms 

3.0 Staff required for TKR

There is a need for minimal staff one – two IT staff for any problems arising from the website 1 member of staff for answering calls and two staff (per store) one staff member would be in the shop dealing with customers face to face and the other member of staff would deal with the returning aspect of the business



3.1 Payment services
Payment service would be contactless with a fee being added at point of order through whichever way the customer prefers to pay. This could be by card or through PayPal. As we TKR accepting card payment certain compliance issues must be considered. According to Ataya (2010) PCI-DSS involves reaction to a number of items that have been created by the credit card industry. For TKR to adhere to these requirements it must have strict security when it comes to the management of people’s personal details and also be in control of serious and sensitive data. 

3.2 Marketing 
Marketing strategy is important but can also be challenging as it does not stand still there are always new ways and innovations, ways to attract new customers in essence according to Ferell (2021) it is staff within the business trying to please the customers repeatedly. This can be difficult as a strategy that works right now may not work next week the need for marketing to evolve is imperative. Marketing is often viewed as not only a way for TKR to reach the businesses objectives bit also to build long lasting relationships with their customers. Therefore, an online presence is an important factor. New technologies and innovations are changing the way that customers and businesses make decisions.
 According to (Oberlo) On average, internet users worldwide spent 415.5 minutes every day online in 2021. The figures in 2021 mark a slight increase from 2020, when internet users worldwide spent an average of 412 minutes online every day.
The ways in which TKR will market the business will be through social media by making the brand bright and recognisable. One of the best ways is through good review of our service. With many people being involved with social media getting those type of customers will be important to attract. Using social media by setting up Instagram, Facebook, snapchat and TikTok to create content that can be shared. Allowing customers to join in by showing photos or sharing reels of themselves in our stores sharing their stories and showcasing their outfits including a hash tag #TKR which when used will direct customers to us using the online appeal. We could however use paid search engines to advertise the service provided. However, this could be an unnecessary cost that may not lead to customers. 
 
3.3 reaching TKR target audience 
Once a delivery has been purchased from TKR. Marketing emails can be sent to the customers email address. According to Brown (2007) marketing through emails is a cheaper alternative to the traditional methods such as leaflets and tv advertisements. This form of marketing would be the preferred choice of TKR as it is essentially an E-commerce business. When the marketing is of good design and executed correctly, this form of marketing can be a successful way of getting TKR message directly to the customer. A vast amount of information can be purveyed from marketing, special offers and new product lines. This form of marketing can be executed for a low cost but can get the attention of a bigger audience than other forms of marketing methods. Almost everyone has an email address that they will check up on a regular basis. This form of marketing can be relayed instantly and to a worldwide audience. This form of marketing can be analysed through data collection this is not possible with other forms of marketing. 

3.4 The customer journey 
 At TKR the customer journey is a vital component of how the business runs and to strive for ongoing improvement to the customer experience is an important factor Lemon (2016) with TKR being an E-commerce business there are so many points and channels to use our service making sure theses points are all met in a way that the customer feels the experience was good and will return. TKR aims to make each point easy and simple for the customer to use. TKR understands that word of mouth a if a peer has had a bad experience with the company this may put off and make any new customers more cautious and perhaps more reluctant to use our service therefore failing in the objectives that TKR. The journey that customers experience we hope will be simple easy to understand and enjoyable to the point that they keep using the service and furthermore creating a long and lasting relationship between TKR and the customer 
3.5 Prelaunch/Promotion 
With the launch of a new business venture promotions can come in very handy when trying to create a buzz and interest. Our goal at TKR is to repeatedly attract customers with this in mind the idea that a raffle will take place the prize? the winner will have whatever they have purchased for free. When a customer is directed to us from their online retailer. They are automatically entered into the raffle. The winning entrant will be drawn randomly and then an email alerting them of their win will be sent to the customer. We can then with the customers permission share this win on the company’s website and on all of TKR social media platforms this could be a way of promoting the new business








4.Conclusion

Over the course of this report many subjects have been discussed this report hopefully show that when setting up an E-commerce business many factors need to be considered from the service and its target audience analysing the factors that may affect the business the placing of the physical store, and the online presence the company has all the ways in which the experience that the customer has can be improved therefore creating an ongoing relationship with the customer which means the business can grow and remain an viable E-commerce business 
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Breakthrough innovation


Sustaining innovation 


Basic innovtion 


Disruptive innovation 



strengths 
new business already existing market 


weaknesses
other click and collect stores 
may not be attractive to customers


Opportunities
can have other items sent to store broadening the scope 
could franchise


Threats 
other companies using the idea 


1. order online choosing click and collect 


2. Seller informs the customer when and where the delivery will arrive


3. collect order


1 order online select our store to click and collect 


2.recieve notification online


3. collect from store try on in our fitting room then decide to keep or send back straight away


