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[bookmark: _Toc201344546]Executive Summary

 Zazah  Buffet in Swansea is a busy you-can-eat restaurant serving a variety of world dishes . In spite of its popularity, the restaurant experiences some crucial operational problems. Among them, we can note long waits by customers, slow restocking of food and high employee workload. The associated problems decrease customer satisfaction, stifle table turn, and decrease the daily revenue. As a solution to such problems, the present report will offer an effective and efficient resolution of using artificial intelligence (AI).
The central suggestion is to adopt an AI-based solution for the queue and the inventory system. This will facilitate forecasting the heavy hour dining, monitoring of food levels in real-time and automating table placement. It will also incorporate electronic ordering machines and mobile applications to receive bookings and orders. These aids will support the easy flow of the operations process, shorten the waiting time and help in the dining process.
The invention is aligned with the modern trends in the food industry where digital technology is enhancing customer service and making business efficient. The solution can be evaluated with the help of the Force Field Analysis developed by Lewin which is used to comprehend the influencing and opposing forces of the change. Some of the encouraging factors are operational efficiency, improved customer experience, and competitive advantage. Dealing with the issue of costs in making investments and the requirement of training staff and adapting to a new workplace is solved with the help of sets of implementation, training, and support systems.
The culture of the organisation can be improved though currently; the body uses minimal technology. Innovation that brings in long-term value is a good opportunity. The proposal comes under process and paradigm innovation since it alters the service delivery process.
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Title: “Enhancing Operational Efficiency through AI Innovation at Zazah Buffet, Swansea”
[bookmark: _Toc201344547]Introduction 
Zazah Buffet is situated in Swansea and offers varieties type of Asiatic foods. It can attract groups and families because of its welcoming prices and buffet services. The buffet system is customer-oriented in terms of convenience and speed. But as the numbers of customers continue to increase, the restaurant is experiencing serious problems in operations. Table turnover is one of the issues. The customers are likely to have quite long waits in peak hours as there is no quick turnout during the same. The various services that are required to be carried out such as welcoming the guests, clearing their tables, responding to their questions and refilling their food stress the staff. Such multitasking requirements slow down the speed of service and result in errors.
Unequal food restoration is also another weakness that has affected the restaurant. During peak hours, buffet items can be cleared and not refilled in time. This brings dissatisfaction to the customers who would prefer uniformity in services and the supply of food. Food waste is also an issue when there is over-preparation and no tracking of the demand in real life. The restaurant is not taking advantage of technology at the moment to aid employees and monitor queues or inventory. The need for manual processes not only allows us to meet demand but also brings a high-quality dining experience.
This report is aimed at analysing these challenges and suggests a solution with the help of AI-based tools. Basic processes, such as table and stock management, customer traffic, etc. can be computerised and streamlined with the help of AI technology. The aim is to provide an improved service at a reduced pressure on the staff and thus the overall performance of the business. Industry models and theories will help in critically analysing the proposed innovation. 


[bookmark: _Toc201344548]The Importance of Creativity and Innovation  
Creativity and innovation are the trademarks of the current fast-paced restaurant business. Creativity means thinking of something new and something original and then innovation means implementing those ideas in a manner that can make things better in the operations or serving of a restaurant (Singh and Bathla, 2023). 
[bookmark: _Toc201344549]Meeting Modern Customer Expectations
Customers now demand convenience, fastness and digital interaction. They want restaurants that have not only satisfying food but also provide them with smooth, pleasant and sometimes personal dining experiences. This change in consumer behaviour implies that restaurants will have to think beyond service.
Such novel instruments as mobile ordering, digital menus and self-service kiosks are widespread, most frequently in quick-service and casual-dining restaurants. As an example, the self-order kiosks of McDonald's have aided in the shortening of waiting queues and enhanced the precision of orders. 
[bookmark: _Toc201344550]Product and process innovation
One-way restaurants remain relevant is that they constantly update what is on the menu. Product innovation may involve fusion food, a seasonal menu, or an unusual presentation technique that can make the food more fabulous to take an Instagram picture. Such innovative menu designs are catchy and promote footfall and customer loyalty.
An innovation in the process is equally essential. Background, new technologies will allow restaurants to increase speed, consistency and efficiency. There is now automated kitchen equipment, inventory management systems and even robotics to assist during peak times and ease human error. The tools will liberate personnel to work on giving the customers a superior experience.
[bookmark: _Toc201344551]Creative Force of Sustainability
Diners are increasingly becoming sensitive to the environment, and restaurants are supposed to become responsible. Most of them resort to sustainable wrapping, use locally grown products, and design zero-waste menus. Another new trend that can be interesting is the provision of plant-based alternatives, which not only attract new groups of customers but also demonstrate the emphasis on sustainability.
Environment-friendly innovations that stress sustainability and operation smartness can make all the difference to restaurants such as the Zazah Buffet that deal with high volumes of customers daily. They can save costs, and waste, and offer a better experience to employees and customers by implementing AI-powered solutions, such as demand forecasting, table management, and so on.
[bookmark: _Toc201344552]Empowering Staff Through Smart Innovation
There are other ways in which technology can enhance the experience of customers and also employees. The repetitive tasks such as order taking or billing can also be automated to make staff concentrate on customer interaction. Job satisfaction and performance increase when it is realized that efficient systems, as well as efficient workflow, support employees (Rulandari and Silalahi, 2025). The more committed and capable workforce may also be borne by a direct application of a creative approach to team management, providing that the latter is flexible scheduling or cross-training.
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[bookmark: _Toc201333040]Figure 1 Conceptual Framework
Source: (Rulandari and Silalahi, 2025)
[bookmark: _Toc201344553]Identified Operational Problem at Zazah Buffet, Swansea
Zazah Buffet is a restaurant located in Swansea and it mostly gets congregated on evenings, and the weekends. But its popularity has brought out some operational concerns which are not only bad for customer experience but also for efficiency. These obstacles include long lines and food shortages, staff stress and negative approaches to managing tables.
[bookmark: _Toc201344554]Long Wait Times and Table Turnover Issues
The congestion of the customers in the line who want to be seated, especially during the peak hours, is one of the most noticeable issues. The buffet style of the restaurant attracts people by the hordes, in most cases, it is the table clearing and setting that cannot be fast enough (Tyagi and Bolia, 2021). The restaurants have limited space and there is no effective mechanism to determine when the tables are open or require attention thus leaving the customers waiting longer than required. 
[bookmark: _Toc201344555]Overloaded Staff and Poor Role Clarity
The other important issue is the ineffective delegation of tasks to the staff. The employees are in most cases supposed to take up several roles including meeting and seating visitors, clearing dishes, rushing up on buffet openings as well as responding to queries. This multi-tasking decreases the quality and service delivery speed. When people are overworking, delays are unavoidable, and we neglect customer experience, as well.
[bookmark: _Toc201344556]Slow Food Replenishment and Subsistence of Real-Time Tracking
The dinners in the buffet expect a mutual and consistent variety of food. In  Zazah Buffet, the items in demand tend to get out and are not replenished soon. This is mostly attributed to the absence of real-time inventory control in the kitchen. Kitchen workers find it difficult to replenish their dishes before the customer realises the shortages owing to the lack of clear visibility of what is in low supply (Warwick, 2025). 
[bookmark: _Toc201344557]High turnover and Staff Burnout
It is easy to burn out the personnel working in such a hectic environment, particularly at the peak hours. Most of the staff are extremely overwhelmed by the amount of work that they have to do resulting in fatigue and bad morale and ultimately increased staff turnover. The complainant also wants to hire new employees and continually train them which deters the uniformity of services being offered besides the increased operation expenses. Burnout is also enhanced by the absence of supporting tools or systems that make it difficult to retain long-time employees.
[bookmark: _Toc201344558]Summary of Identified Operational Problems at Zazah Buffet
[bookmark: _Toc201334321]Table 1 Identified Operational problems at Zazah  Biffet
	Operational Issue
	Description
	Impact
	Suggested Solution

	Long Wait Times & Table Turnover
	Customers face long queues due to slow table clearing and no system for tracking availability or dining duration.
	Decreased customer satisfaction and reduced table turnover.
	Implement AI-based table management and real-time occupancy tracking.

	Overloaded Staff & Poor Role Clarity
	Staff juggle multiple responsibilities without clear task division, leading to delays and inefficiencies (Piso, 2022).
	Slow service, frustrated staff, and a decline in overall service quality.
	Define roles clearly, assign dedicated teams for seating, clearing, etc.

	Slow Food Replenishment
	Popular dishes run out quickly and are not restocked in time due to lack of real-time inventory tracking.
	Dissatisfied customers and damage to brand reputation.
	Use smart sensors to monitor food levels and alert kitchen staff.

	Staff Burnout & High Turnover
	High pressure and multitasking cause fatigue, low morale, and frequent resignations.
	Inconsistent service, high training costs, and reduced staff retention.
	Introduce automation for repetitive tasks and provide better support.



[bookmark: _Toc201344559]Proposed Innovative Solution for Zazah Buffet
Zazah Buffet will be very well served by implementing a digital transformation strategy in the process to enhance the efficiency of its services and eliminate lingering operational problems. At that, this solution is customer-centric now aimed at implementing intelligent technology namely artificial intelligence (AI) and automation devices in order to improve customer experience, unload employees, and optimize routine processes. The suggested solution envisages AI-based management of the table, real-time check of the food, self-service, and a mobile application to interact with the customer.
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[bookmark: _Toc201333041]Figure 2 Supply chain management process using ML
Source: (Khedr, 2024)
[bookmark: _Toc201344560]The 4 Ps of Innovation
[bookmark: _Toc201334322]Table 2 The 4 Ps of Innovation
	Type of Innovation
	Application at Zazah Buffet
	Purpose/Benefit

	Product
	Install self-service drink stations and digital kiosks for side orders
	Reduces staff load and enhances service speed

	Process
	Use AI-based queue management and food inventory tracking
	Optimises table turnover and ensures timely food replenishment

	Position
	Promote the restaurant as a tech-forward dining experience
	Attracts tech-savvy and convenience-seeking customers

	Paradigm
	Shift from manual operations to data-driven automation
	Transforms traditional buffet service into a modern, efficient model



[bookmark: _Toc201344561]Artificial Intelligence Intelligent Table Management
One of the challenges that customers have at Zazah is a delay on entry points. To address the same, artificial intelligence-enabled table assignment software can be brought on board. This system would monitor the occupancy in real-time and forecast the likely availability of tables. This would be in the form of digital tokens which would be issued by a kiosk or application to the guests and it would display the approximate wait times so that they could wait in comfort without having to queue up extensively.
[bookmark: _Toc201344562]Food and Inventory Real-Time Monitoring
Buffet eating is based on the fact that they would always have food. When it comes to favoured meals, they can quickly dry out, and the staff would not notice it until the clients start protesting. With smart kitchen sensors, the restaurant is in a position to monitor the amount of food in buffet trays and notify the kitchen when the food is depleted.
[bookmark: _Toc201344563]Self-Service as a Way to Empower the Customers
Self-service drink dispensers and ordering sides or dessert kiosks that use a tablet to order may not only help lessen the workload of the staff but also make customers more independent. The self-service points cut down the waiting time of the guests concerning basic products and allow the serving staff extra room to concentrate on customer management and table attention but they have to manage the plate wastage (Juvan et al., 2021). A special mobile application might be provided with the solution for the table reservation system, pre-ordering possibility and the collection of feedback in real-time.
[bookmark: _Toc201344564]Long-term Benefit Process and Paradigm Innovation
The suggested system assumes the integrated use of process innovation (stream (food)lining of service delivery processes) and paradigm innovation (modification of a basic model of running a restaurant). Mobile tools, AI, and sensors collaborate to enhance the agility of the business and make it data-driven.
Although the initial cost of investing in technology and training the employees will be enormous, the payoff appears to be high in the long term. The good things are that it causes less employee stress, expedites service, makes customers more satisfied, and scrimps on the scheme of resource utilization and wastage of food. 
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[bookmark: _Toc201333042]Figure 3 Conceptual model of drivers of buffet plate waste
Source: (Juvan et al., 2021)
[bookmark: _Toc201344565]The Creativity Process Behind the Innovation
The tasks concerning Zazah  Buffet needed a deep creativity process to find a way to develop effective and practical innovation and not only the task to define the problems. To carry this voyage, two famous models were taken: Design Thinking, which ensures that the user needs remain central, and SCAMPER, which encourages creative thinking by building upon what is already there (Perez Perez, 2025). 
[bookmark: _Toc201344566]Identification of the Real Problems: Empathise and Define
The empathy started by spending time on the floor witnessing the work of the staff and interacting with the customers during busy hours. The unsleeping presence and peaceful chats assisted the staff members in discovering the true exasperation. Patrons often made complaints of a long wait in a queue, empty buffet serving counters and unclear information regarding the availability of tables. Employees, in their turn, experienced a feeling of being overloaded with multitasking, ambiguity of roles, and missing tools to work effectively.
[bookmark: _Toc201344567]Idea Generation: Generate and Use SCAMPER
The Ideation phase started after a clear picture of the problem at hand. A brainstorming meeting welcomed the gamut of ideas such as the employment of an additional workforce, and re-arranging the restaurant premises. Nevertheless, what was sought was a sustainable, technology-based and customer-friendly solution.
In this case, the SCAMPER technique was important:
Substitute: Digital queue management with an AI-based infrastructure to replace the actions used to track the status of tables manually (Sheta, 2023).
Combine: Combine customer responses with online ordering solutions to make real-time adjustments.
Adapt: Smarten the buffet by use of kitchen Smart sensors (popular in manufacturing) to keep track of the buffet food quantity.
Modify: Alter the work of personnel so that they do not multitask as much using more definite roles with the help of technology.
Eliminate: Get rid of the unnecessary manual appraisals and paperwork that slow down the service delivery.
[bookmark: _Toc201344568]A human-inspired, innovation that is ready for business
The innovative steps meant the process could work in reality with real-world needs but it was opened up to speculative ideas by being quite open and not restricted to the frame of Design Thinking (Patel et al., 2024). At each of the stages, Design Thinking provided the assurance that customer and staff experiences would lead the way along the path of development. The SCAMPER facilitated flexibility, which enabled the staff members to envisage the existing ways of doing things in a smarter and more efficient manner.
[bookmark: _Toc201344569]Creativity Process Behind the Innovation at Zazah Buffet
[bookmark: _Toc201334323]Table 3 Creativity Process Behind the Innovation at Zazah Buffet
	Stage
	Framework Used
	Activities Undertaken
	Outcomes / Insights

	Empathise & define
	Design Thinking
	- Observed customers and staff during peak hours
- Collected informal feedback
- Identified key pain points (long queues, food shortages, staff overload)
	Defined the core problem: inefficient service delivery due to manual processes and lack of predictive systems.

	Ideate
	Design Thinking + SCAMPER
	- Brainstormed ideas (e.g., hiring more staff, tech-driven systems)
- Applied SCAMPER to reframe and enhance ideas
	Generated innovative concepts rooted in existing systems but enhanced with smart, digital upgrades.

	Prototype & Feedback
	Design Thinking
	- Developed mock-ups of AI dashboards, food-level monitors, and digital menus
- Shared with stakeholders
- Gathered feedback on usability and accessibility
	Adjusted design to include bilingual support and manual ordering options for inclusivity.

	Final Outcome
	Design Thinking + SCAMPER
	- Refined a human-centred innovation that integrates AI, automation, and user-friendly interfaces
	Developed a feasible, scalable solution that aligns with business needs and improves operations holistically.



[bookmark: _Toc201344570]Lewin’s Force Field Analysis of Organisational Change at Zazah  Buffet
Force Field Analysis provided by Lewin is beneficial in the study of organisational dynamics of change (Kenzhegaranova et al., 2021). It distinguishes between two pairs of opposite forces namely forces that encourage the change and forces that discourage the change. Transforming the technology in the restaurant industry with such an approach as digital transformation in Zazah Buffet with the help of AI-enhanced features to allocate tables, and monitor food on a real-time basis, as well as self-service tools, is both an opportunity and a challenge. This model assists in defining them and leading to a successful change process.
[bookmark: _Toc201344571]Driving Forces in Favour of the Innovation
There are a number of potent forces driving this innovation:
Better Provision of Services
It is possible to reduce customer wait times and improve the turnover of tables, and automation can simplify operations (Mandic et al., 2023). It makes the staff work much more efficiently by forgoing manual and time-consuming operations.
Competitive Advantage
As most restaurants adopt digital devices, implementing intelligent systems offers Zazah Buffet a competitive advantage over rivals who are not that fast in implementing technological devices. It demonstrates collar-modern, forward-looking and customer-centered business.
Long-run Cost Reduction
There is a possibility that it will be expensive at the starting point but automation will allow eliminating the risk of staff burnout, decreasing turnover, and waste of food (Salama et al., 2022). The savings accumulate over time and they enhance profitability.
Resisting Forces Limiting the Change
Meanwhile, several concerns may decelerate or impede the innovation:
· High cost of entry High costs of entry.
· There is the high cost of procuring hardware, adding software and recruiting professionals. This may become a source of uncertainty among decision-makers.
Employee Resistance
Employees might be concerned that their occupation might be taken over by technology or that they will not be changed according to the new system over a short period of time.
[bookmark: _Toc201344572]Technical Challenges
During peak hours, disruptions may happen because of system failures, bugs, or internet outages which will have negative implications on the customer experience.
Customer Reluctance
The digital ordering or self-service options are not favoured by all the guests and this is more common in the older and less tech-savvy people.
Enhancing the Driving Forces
Zazah Buffet can do a few things to drive the change:
Pilot Testing: It is not recommended that the system is applied broadly, but first the system should be introduced at a small scale where its effectiveness can be tested and adjusted accordingly.
Communications: Inform both employees and customers of the advantages of the change so as to bring a positive impression.
Re-assure Staff: it should be made clear that technology assists the staff, rather than taking their roles. Indicate how it can reduce stress in their work.
Inhibiting the Restraining Forces
As a softening process against opposition and to make it less disruptive:
Preliminary Effect-Equivalent Division: commence with high-impact problems such as AI queue management and extend as time goes on.
Hybrid: Introduce digital tools and keep traditional services as an alternative to people who prefer it to work.
[bookmark: _Toc201344573]Current Organisational Climate at Zazah Buffet
The informal organisational structure applied by Zazahl Buffet is mainly agenda-driven in handling high customer traffic and proper day-to-day running. Although this is a flexible approach, there is also a problem of unstructured innovation practices that came up with this approach (Lopez-Gamero et al., 2023). The restaurant displays minimal utilization of digital instruments and lacks a definite mechanism for trying/building on new concepts.
As far as that is concerned, however, there are positive signals. The management has realized that the systems currently in place are not efficient, particularly during the peak periods. Such consciousness is a sign of being open to change, as the leaders are interested in the ways that can enhance performance. Although innovation is not ingrained in the culture at the moment, a desire to look at concepts that provide a precise result is a decent point to start with.
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[bookmark: _Toc201333043]Figure 4 Theoretical Model
Source: (Lopez-Gamero et al., 2023)
[bookmark: _Toc201344574]Factors Hindering and the Needed Area of Development
Zazah Buffet has a low employee-level culture of innovation though the management is interested in it (Ardelt and Sharma, 2021). The preferred approach is top-down decision-making, and not much room is given to the contribution of the staff to new ideas or improvement of the process. The changes are reactive in nature trying to deal with dire issues, but not as a component of an extended innovation strategy. This constrains the capacity of the organisation to expand and change actively.
The way forward to alleviate the situation within the organisation is to become more participative and open. Every employee is to be encouraged to give feedback, express an opinion, and make suggestions. Employees should not be exposed to threats of losing their jobs or their ways of doing things; they should understand innovation as something that will help them work and create a better working environment. When employees are listened to and they feel appreciated, then they will be willing to embrace change. The culture can be changed by small but consistent measures. As an example, brainstorming meetings in teams, forums to exchange ideas, or pilot tests of the new tools and processes can promote creativity in the minds of the workers (Rampa and Agogue, 2021). 
[bookmark: _Toc201344575]Establishing a Favourable Environment of Innovation
Leadership is vital towards establishing a climate of innovation in an organisation (Mehmood et al., 2021). Managers not only need to be the supporters of change but also need to be able to exhibit the change. This involves openness to receiving feedback, and resource commitments and that there is a certain amount of trial and error involved in the innovation. The employees will also feel free to propose other ideas that can be suitable for the company, especially when they are assured that their input will not be punished.
Feedback from the customers can also be a crucial mover. Requesting to post comments on websites or offer short surveys can find out minute fixes that contribute too much. Demonstrating to the employees that customer insights result in changes creates an atmosphere of learning and receptiveness (Tian et al., 2025). 


[bookmark: _Toc201344576]Conclusion and Recommendations
In conclusion, some of the obvious operational problems of Zazah  Buffet include long queues of customers, slow restocking of the food supply and overburdening of staff. The problems affect service quality and satisfaction of customers. A digital innovation offered in this report included the use of an AI-driven concept of table allocation management, food tracking in real-time and self-service stations. Both the innovation and the solution are not only feasible but also can be scaled with a great deal of efficiency in the long term and improved customer experience.
With the help of systematic approaches to creativity, such as Design Thinking and SCAMPER, and the assessment of the forces with the help of Lewin's Force Field Analysis, it was possible to demonstrate that the offered solution was feasible and compatible with the increased receptiveness to innovation in the organisation. The obstacles such as the cost of introduction and the negative attitude of staff members may be dealt with by means of proper planning and participatory leadership.
[bookmark: _Toc201344577]Recommendations
1. Begin by Pilot Implementation
Deploying the AI system introduces the AI system gradually and starts by managing queues to evaluate efficiency that does not undermine the staff or systems.
2. Educate and Mind Personnel
Provide practical training and use employees to provide feedback to make them less afraid and more confident and take ownership.
3. Customer Feedback
Get the feedback of the guests to improve the working of digital tools and make sure the modifications made are according to the wishes of the customers.
4. Follow Key Statistics
To evaluate the impact, one should monitor the wait times, table turnover, food waste, and customer satisfaction.
5. Create an Innovation Committee
Make a cross-functional group composed of discipline and support groups that will monitor the progress and implement any changes required along the way. 
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