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Executive Summary 
The report is on the creative idea of The Serges Experience, which aims to solve Serges Turkish Barber's financial problems through a subscription-based, community-centric model. It includes frameworks like the 4Ps of innovation and Lewin's force field analysis. Subscription tiers, community building, enhanced customer experience, and digital integration are the key components of this idea. The importance of creativity in the hairdressing industry has been assessed and this has been followed by the discussion of how the creative idea has been identified. The organisational climate has been assessed to understand whether or not the process of innovation can be improved for the same. 
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[bookmark: _Toc192327895][bookmark: _Toc192333825]Introduction 
Altay et al. (2024) define innovation as the way to adapt and improve by scaling solutions to problems in the forms of products, processes and other business models. It can be perceived as the opportunity to exploit changes, and this is associated with other concepts like creativity, invention and entrepreneurship. Innovation tends to improve the existing processes and products, ultimately leading to a positive social impact. Serges Turkish Barber commenced its operations in 2020 and is located in Swansea, Wales (GOV.UK, 2024). The company operates in the hairdressing and saloon industry of the UK. In 2022, the industry attained significant growth as hairdressers and other beauty salons registered approximately 5.6 billion British pounds in revenue (Statista, 2024). This report will critically evaluate the idea to solve this problem of the company using Lewin's Force Field analysis. The idea will also be aligned with the 4P's of innovation. Moreover, it will discuss the creative process that has assisted in the development of the idea and also the extent to which the organisational climate will support the implementation of this innovative solution.  
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Figure 1: Hairdressing and beauty salons total revenue in the UK
(Source: Statista, 2024)


[bookmark: _Toc192333826]Current organisation and current role 
I currently work in Serges Turkish Barber as the owner of the organisation. The company is running for 5 years after being established in 2020 (GOV.UK, 2025). This is a Hairdressing and other beauty treatment business located in Swansea, Wales, SA6 5LW. The statement of the financial position of the company indicates issues like Low Net Assets and Net Current Assets. For instance, there are only net assets of £293 indicating a very small amount of overall equity and liquid assets in the business (GOV.UK, 2025). This identifies the issue of minimal financial buffer with which the business is operating, and any unexpected expenses or downturn in revenue will lead to financial distress. Furthermore, the profit and loss account shows a balance of only £193 which indicates the problems in financial management. This underscores the concerns about the long-term viability of the business. My current role within Serges Turkish Barber includes: 
Strategic Leadership: 
· Setting the overall vision and direction for the business.
· Developing and implementing business plans.
· Making key decisions regarding investments, expansion, and service offerings.
Operational Management: 
· Overseeing day-to-day operations
· Ensuring the quality of services provided.
· Maintaining a clean and safe environment.
Financial Management: 
· Managing budgets, controlling expenses, and maximizing profitability.
· Handling payroll and accounting tasks.
· Monitoring cash flow.
Marketing and Customer Relations: 
· Developing and implementing marketing strategies 
· Building and maintaining strong customer relationships.
Compliance: 
· Ensuring the business is following all UK regulations
· Maintaining proper licencing.

[bookmark: _Toc192333827]The importance of creativity and innovation to the hairdressing sector  
Creativity and innovation are essential in the hairdressing industry and this allows stylists to develop new trends and styles which they can apply to their clients (Park and Park, 2022). One of the methods in which this can be achieved is by making sure that the stylists always do their research on the market and they always have an account and understanding of the trending hairstyles. This allows them to boost their client base and credibility and they can have a steady business. Having new techniques and styles is essential for making sure that the company can have new services which can be offered to the clients. This can make sure that they can be relevant and that they are able to learn new techniques of cutting and colouring and can have fresh trends and understand the dynamics of the industry. They have to be making sure that they can be staying ahead of their competitors. This can be being done by the understanding of the preferencing of clients on the basing of their demographics and the ensuring that they can be providing of the best services which can be given. The personal expertise of the stylist is being the key in this matter and they can be having to be able to be making sure that the people can be having that of a good understanding of the fact that they can be getting the services customised with the clients. 
The company needs to be developing that of a strong brand recognition to be making sure that it can be keeping attracting clients. This would mean that they have to create a new environment which has not been encountered by the clients before and they have to make sure that they can gain loyal clients who would keep coming back. On average, the expenditure per week in the households of the UK has been £3.60 (Statista, 2024). In the fourth quarter of 2023, the average spending in hairdressing salons and grooming has been £1965 million. This can be achieved when the services stand out among a sea of services and the clients can make sure that they can be confident about the quality of the services. Having a strong brand identity will eventually prove to bring in more clients when they hear about the organisation and it will automatically boost the business of the company. This will be able to ensure that the profits of the company can increase. 
For a hairstylist to be able to keep up with the trends of the market, they have to make sure that they follow a system of personal development. This means that they have to keep improving their skills and learn the latest trends (Qasim, 2024). This will increase the scope of their services and they will be able to make sure that they can have a good understanding of the needs of the clients. When they can be serving well and be gaining that of the appreciating of the clients, they will be being able to be making sure that they can have high job satisfaction. This will be being the key to them to be having the motivation to be performing well and to be keeping delivering services. 
Taking that of an innovative approach to the hairdressing will be able to making sure that the problems of the clients can be being solved in a personal manner. This can be meaning that the clients will be finding the hairdresser to be being trustworthy. One of the main considerations in this context will be that the hairdressers must be being flexible enough to be making sure that they can be understanding the needings of the clients and that they can be making small changes for their sake (Forbes, 2022). This will be able to make sure that they can retain the clients well. 
If there are other employees involved, they will have to be trained with the new skills in the market. This means that they will have to make sure that they can be innovative and creative as well and they will have to be motivated regularly. This will need a significant level of leadership as it is essential to note that new ideas and solutions cannot be developed unless someone provides the same. The overall stress of the workplace must be contained and the employees should be involved in the process of making decisions as well. 
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Innovative solution: ‘The Serges Experience’- A Subscription-Based, Community-Centric Model 
This creative idea will transform the Serges Turkish Barber from a transactional service provider to a community hub with a recurring revenue stream. The idea will try to create a unique brand experience for the customer by focusing on customer loyalty and diversification of the revenue stream. The key components of the company include the following:
	Key Components
	Description

	Subscription Tiers
	Serges Turkish Barber will introduce tiered subscription packages like ‘The Classic Cut’, ' The Premium Groom’, and ‘The VIP Experience’. The base tier will be for regular haircuts, beard trims, and basic maintenance, while the top mist tier will include priority booking, personalised grooming consultations, and access to exclusive events. Further, to cater to different customer needs, the company will offer flexible subscription options (monthly, quarterly, annual) 

	Community Building
	The shop will be transformed into a social space where the following events will be hosted: 
· Men's Grooming Workshops: Teach customers how to maintain their hair and beards at home.
· Social Nights: Informal gatherings for customers to network and socialise.
· Local Business Spotlights: Collaborate with other local businesses to host events and promote each other
The company will also understand the needs and preferences of each customer through an online community, like a private Facebook group or a dedicated app. 

	Enhanced Customer Experience
	The organisation will offer a wider range of premium grooming products and services and create a relaxing and luxurious atmosphere in the barbershop. By emphasising all online and offline presences, a consistent brand will be developed. 

	Digital Integration
	For subscription management, appointment booking, and community engagement, a user-friendly mobile app or website will be developed. The subscription model and community events will be promoted through social media handles. Lastly, customer preferences and interactions will be tracked through the implementation of an AI-driven customer relationship management (CRM) system. 


Table 1: Idea for innovative solution 
(Source: Created by the learner)
Benefits  
· Recurring Revenue: The company will receive a predictable and stable income stream through the implementation of a stable subscription model, which mainly addresses the current financial vulnerability. As per Robinson (2024) subscription business model, along with predictable revenue streams and opportunities for ongoing engagement, provides convenience and flexibility to the business. 
· Increased Customer Loyalty: Findings by Iyengar, Park and Yu (2022) revealed that subscription-based businesses are important for customer retention and development. Therefore, through this model, Serges Turkish Barber will be able to offer personalised experiences and foster stronger customer relationships.
· Brand Differentiation: The idea also focuses on the aspect of creating a unique brand identity named ‘The Serges Experience’ which can be effective in differentiating the company from the competitors. As per Power (2024) brand differentiation allows companies to resonate with their target audience and stand out in a crowded market. 
· Diversified Income: The idea will also improve the financial climate of the company by diversifying income sources through subscription fees, product sales, and event hosting. Diversification of revenue streams is of utmost importance to businesses as it not only helps them address financial risk but also allows them to explore other growth opportunities (Forbes, 2024).  
· Enhanced Customer Engagement: The firms will also be able to drive customer interaction and satisfaction through online and offline community engagement. According to Soveni (2024) by working with the community members, the organisation can access feedback from them, which is essential for building trust and strengthening relationships. 
· Data-Driven Insights: The implementation of AI-driven CRM will also allow the company to gather valuable data for targeted marketing and service improvements. According to Iyelolu et al. (2024), AI-driven CRM systems enhance the decision-making processes of the company through actionable insights. These systems have the potential to identify crimes, patterns and potential biases by utilising advanced analytics and predictive modelling. 
Linking with the 4 P's of Innovation
According to Putrialifa and Zhao (2024), the 4Ps of innovation are a framework that helps firms to explore the multiple dimensions of innovation, especially in the context of fragmented markets. Companies need to manage innovation across these aspects in order to adapt and thrive in a competitive landscape. The idea of 'Serges Experience’ primarily can be associated with the Position and Process categories of the 4 Ps of innovation. 
· Position: This innovation has the potential to significantly alter the position of Serges Turkish Barber within the market by transitioning from a standard service provider to a community-focused subscription-based business. Secondly, by offering a lifestyle and sense of belonging, the idea creates a new volume proposition and ultimately repositions the business from a purely transactional organisation to a membership-based firm. Lastly, the business will be targeting customers who seek a premium and community-oriented booming experience. 
· Process: A new service delivery and customer engagement will be introduced through this subscription model, which will streamline the process associated with booking, payment and communication. The introduction of workshops and community events can also be considered new processes within the operations of the company as it aids in customer relationship development. A change in the internal processes is also being represented through the implementation of a CRM system and data-driven insights, which will assist the company in making decisions. 


[bookmark: _Toc192333829]The creative process you applied to come up with your idea 
Identification of the problem and identification of the goal 
The creative process which has been applied to coming up with the Subscription-Based, Community-Centric Model is that of market analysis, strategic thinking and a user-centric design. To improve the financial assets of the company, the sales of the same have to be improved. It has been understood that to achieve this, the customers of the company have to be retained, which means that a long-term relationship has to be established (Pasape, 2022). This has been the sole reason for the selection of a community-based model where the customers can subscribe to services. ‘The Serges Experience’ is a loyalty programme and will focus on building a loyal base of customers. This proves to make sure that the community can reduce the lack of customers of the company. This also means that the value of the services of the company can be increased. 
Engaging in research
This included the process of understanding the needs of the customers and how the same could be provided without being conventional (Ziliani and Ieva, 2025). The primary services which are being provided are that of men's grooming and hairdressing. It had been understood that men need assistance in the maintenance of their appearance. For this, the loyalty programme offers personalised services to the applicants, which would tailor the results to their unique needs and style. Being a part of the loyalty programme would allow them to be a part of a community, which would ensure that they can get along with other men who also need help.  
Brainstorming solutions
This is an important part of coming up with unique solutions. This process includes the combination of knowledge with creative ideas to identify a unique solution. The aim of the application of loyalty programme was to improve the customer base of the company. It was understood that to gain attention, a community must be built by the company. Hence, the development of the loyalty programme had been decided. 
Coping with Creative Blockages 
To cope with creative blockages, the environment of the organisation had been kept soft and relaxing. This has been ensuring that the best solution to improving the sales growth is identified and by internet search, it was understood that to create loyal customers, building a community was a good solution. This has ensured that the process of identification of the best solution is not hasty and is well thought out. 
Reflecting Consistently 
To make sure that the services do not overlap with the services of other companies, there has been a process of consistent reflection. This has included the assessment of the skills present and the skills which have to be developed (Ji et al., 2023). This has proven to showcase the deficits within the organisation, provided ideas on how to cover the same and the identification of the resources needed to achieve the goals. 
Seeking Intellectual Insights 
To improve the skills, recommendations have been taken from the internet on how the gaps in skills and resources can be covered. This has included studying blogs, websites and articles of successful hairdressers and learning how they have achieved their desired results. The combination of these with the goals of the organisation gave a perspective on how the loyalty programme would benefit the company. 
Designing Insights into Solutions 
The insights which had been gained on the issue is that to build the customer base of the company, it is important to make sure that the same is loyal to the company. The customers would be loyal if they find the services and the programme to be personalised and helpful (Rane, Choudhary and Rane, 2023). This was the main reason for the development of multiple tiers of the loyalty programme and for ensuring that the customers could find the services of the company to be outstanding. 
Finalising and Testing Solutions 
To finalise the process of the development of the loyalty programme. This would mean identifying the various services and ensuring that the needs of the customers can be identified. After this, the loyalty programme would be revealed to the customers and then they would be given the opportunity to make sure that they can select the services on the basis of their needs. 


[bookmark: _Toc192327900][bookmark: _Toc192333830]Critical evaluation of your idea’s viability 
According to Hussein, Pavlova and Groot (2023) the force field analysis framework provides the company with a comprehensive picture of the forces that drive and restrain the intended changes. ‘The Serges Experience’ can be evaluated using this framework to assess the viability of the idea. 
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Figure 2: Force Field Analysis 
(Source: Created by the learner)
Driving Forces (Forces for Change):
Need for Financial Stability: According to Robinson (2024), the subscription model directly addresses the need for recurring revenue as it provides the company with predictable revenue streams and opportunities for ongoing engagement. Therefore, the contemporary financial precariousness acts as a powerful motivator for the change. 
Customer Desire for Enhanced Experience: A report by Watson (2022) reveals that 60% of customers get frustrated with brands whose personalisation efforts are not in alignment with their needs and desires. Therefore, this indicates that the customers will require more than just a quick haircut in the form of personalised service, a premium experience and a community.  
Potential for Increased Customer Loyalty: Iyengar, Park and Yu (2022) stated that subscription models have the potential to assist the company in retaining and engaging with customers. This indicates the potential for increased customer loyalty through stronger relationships. 
Potential for Diversified Income Streams: By focusing on Subscriptions, product sales, and events, Serges Turkish Barber will reduce its reliance on single revenue sources. This will address the financial challenges and also position the company for leveraging growth opportunities (Forbes, 2024). 
Digital Integration Advantages: Serges Turkish Barber will improve efficiency and customer interaction through the integration of online platforms. Implementation of CRM systems escalates the conversion rates of the business by almost 300% (Lennox, 2024).  
Restraining Forces (Forces Against Change):
Customer Resistance to Subscription Models: Freed et al. (2022) stated that customers are often reluctant to commit to a subscription, as 36% of the people have stayed away from services that store their credit information for charging monthly, and this has been a major issue of the subscription economy. Some customers will be hesitant to commit to a subscription model, especially in the hairdressing industry. 
Initial Implementation Costs: The development of a mobile app, implementation of a CRM system and hosting of community events would require significant upfront investment, and the external financial instruments will make it difficult to require resources.  
Competition from Existing Businesses: According to Freed et al. (2022) the growth of the subscription business model has influenced other companies to grasp the opportunity and enhance their practices with it.  The differentiating edge of Serges Turkish Barber will be reduced if the competitors replicate the subscription model or offer similar services.
Operational Complexity: Activities like managing subscriptions, events, and online platforms add complexity to daily operations, which underscores the requirement for training and effective management.
Potential for Customer Churn: Freed et al. (2022) stated that customers may demand refunds or even cancel their subscriptions if they are not satisfied with the level of customer service. This highlights the challenge of maintaining high service quality.  


[bookmark: _Toc192333831]Critical discussion of how the organisation’s climate can promote innovation
The main focus of the organisation at this point is to make sure that they can retain and grow their customer base. This means that they have to be a highly innovative place which focuses on developing new experiences which cannot be replaced by another company. Within the hairdressing industry, it is essential to be innovative and use technology and products creatively to achieve unique results. This can be achieved by good leadership, engagement of employees and allocation of resources. When this organisation hires more employees after the business grows, they will have to be guided with a proper vision. Yagil and Oren (2021) have stated that they will have to be given the autonomy to work on their own accord based on the needs of the customers. 
Experimenting with new products and styles will be one of how the employees can provide good services to the customers. The employees have to be familiar with the products and they have to be practised with the styles which they are providing. This would ensure that they do not compromise with the kind of services which are being provided by the company. Having a culture of growth and innovation will make sure that the employees can have a process of consistent learning. Li et al. (2021) have stated that consistently levelling up the skills which are present will be able to make sure that the needs of the customers can be understood empathetically and the same can be addressed.  
The culture of the organisation has to be kept positive and the employees have to be given constructive feedback and their input also has to be taken. The employees have to be given the power to innovate based on their understanding. This would be able to give them to security of the fact that their inputs are valued. Resources have to be allocated accordingly and the training of the employees has to be ensured. According to Chen (2022), this can be done by the application of technology like artificial intelligence, which can not only be used for the training of employees but also for the analysis of market data. This can ensure that the processes of the organisation can be optimised and this will be able to make sure that the customers can be catered to well.
The customer-centric motivation of the employees will be able to make sure that the main focus remains on catering to the needs of the customers. This will be able to ensure that they have a clear understanding that they have to prioritise the needs of the customers. This will automatically encourage innovation within the company. Hasan, Siam and Haque (2023) have stated that this will motivate them to always prioritise the needs of the customers and integrate their feedback into their services. The integration of technology and digital processes will be able to make sure that the company has a good understanding of the needs of the people. This means that they would study the data of the market and formulate policies based on the same. 
The issues with this approach can come in the form of the customers making impossible demands which cannot be met. When the same cannot be achieved, it can lead to them being discontented, which can compromise the business of the company. To avoid this, a portfolio of possible services has to be developed which the customers can select from. This would make sure that they can cater to the needs of the customers while ensuring that they have their expectations well managed as well. The loyalty programme should have the terms and conditions outlined to make sure that the expectations of the customers can be managed.


[bookmark: _Toc192333832]Conclusion 
In conclusion, it can be stated that being the owner of Serges Turkish Barber, I have to look after areas like strategic leadership, operational management, financial management, marketing and customer relations and compliance with British legislation. It has been found that the company is financially struggling with only net assets of £293 and £193 in the profit and loss account. Innovation and creativity are of utmost importance in the hairdresser's industry, as they allow people to offer their clients trendy styles. Innovation is also required for the development of strong brand recognition, which is essential to attract and retain clients. The creative idea that will solve the financial struggle of the company is 'The Serges Experience’ which is a Subscription-Based, Community-Centric Model.  The key components of this idea include subscription tiers, community building, enhanced customer experience and digital integration. This idea can mainly be linked with the position and the process categories of the 4 P’s of innovation. Serges Turkish Barber with this idea will be able to reposition itself and also introduce new processes into the business. The need for financial stability, customer desire for enhanced experience, potential for increased customer loyalty, potential for diversified income streams and digital integration advantages are the driving forces of this idea. 
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