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Abstract 

Service is one of the vital and necessary aspects of the hospitality industry as 

customers increasingly turn towards using products and services rather than 

owning. Since excellent service influences a guest's decision to return to the 

hotel several times, it is necessary to innovate in designing the service 

provided in order to gain a competitive advantage that contributes to 

increasing the overall income. The support and cooperation of the hotel staff 

and the creation of an environment suitable for innovation and creative 

thinking are among the main factors leading to improving the quality of 

service and gaining the trust of guests. Therefore, employees play great 

importance role in the hospitality industry because their work is an integral 

part of innovation in designing and providing service. 

This research aims to explore the impact of the four elements of innovation 

and creative thinking (Flexibility - Fluency - Sensitivity and Originality), 

which have varying proportions of their impact on the innovation process in 

the hospitality industry as well as measure consumer perception towards the 

hospitality industry and choosing it based on the degree of satisfaction with 

the innovative service provided. The research also aims to measuring the gap 

between guests' expectations and their perceptions of creative thinking 

methods, and developing strategies for designing production processes in the 

food and beverage sector to achieve a competitive advantage in order to win 

their satisfaction in the hospitality industry. 
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Almost all five-star hotels encourage creative thinking and develop strategies 

for designing production processes, especially in the food and beverage 

sector, which aims to achieve a competitive advantage to win customer 

satisfaction in the food and beverage sector in order to increase hotel sales. 

Since innovation in city hotels has not been sufficiently investigated, the 

current research was presented to clarify the relationship between innovation 

in the quality of service provided and the level of competitive advantage in 

hospitality industry. The results indicate that the most important factors are; 

The professional competence of employees in providing an innovative 

competitive service, interest in innovation methods and creative thinking 

leads to the development of the product industry, which in turn achieves a 

competitive advantage in order to win customer satisfaction, so it is 

necessary to create an appropriate and stimulating work environment for 

innovation to achieve the competitive advantage within winning customer 

satisfaction. 

Keywords: Innovation; Competitive Advantage; Competitive Service; 

Creative Thinking. 
 

Introduction 

Thinking is considered one of the most important forms of human behavior, 

as it is considered the highest level of mental activity. Thinking is what leads 

us to the right path in life, especially innovation and creative thinking, which 

is one of the most important features of creative designers. A designer who is 

creative must use creative thinking behavior. 

A.M. Hjalager, A. Flagestad, (2012) illustrated though, Technical, Scientific 

and Cognitive industrial and productive progress has changed the 

environment of human life and lifestyles, there has been a strong and urgent 

need for many new ideas creative and innovative solutions steadily, which 

are employed in solving problems in general and design and environmental 

problems in particular, which increasing day by day, especially in third and 

developing countries and poor countries, which suffer from the problems of 

population explosion, low levels of education, health, environment, 

unemployment, production levels, etc., which led to the exacerbation of 

several problems in all fields. The solution of which requires more 

capabilities and creative and innovative solutions, especially in the fields of 

industrial design and teaching creative thinking.  (Rodayna, 2018). 
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H.Y. Hon, S.S. Lui, (2016) added that Creative thinking is also one of the 

important and modern topics in the current era, and it has been shown that 

creativity is one of the most important elements of the development and 

development of the hospitality industry, one of the most important profitable 

industries. Decline and decay, and may even reach demise.  

J.A. Busser et al )2019) pointed creativity helps the industry to adapt to the 

successive changes and helps it to face multiple and different challenges, and 

thus achieve the competitive advantage that the hospitality industry seeks to 

achieve. Creative thinking leads to innovation. 

The food and beverage industries are among the industries that are 

characterized by the occurrence of many pressures on them, which require 

creative thinking methods to overcome them, as this sector plays an 

important role in the hospitality industry. Huang, Yu Chen, (2016). 

M. Li, C. Hsu, (2016) stated that it is also required to preserve itself and even 

advance in this environment, which is characterized by intense instability and 

competition, and to find effective ways and methods of creative thinking to 

develop strategies for designing production processes to achieving 

competitive advantage and win the satisfaction of guests and customers alike 

within this sector. 

This will be done when providing a work environment that encourages the 

development of innovation methods and creative thinking in order to 

compete in gaining the a competitive advantage satisfaction of guests in 

particular and local customers in general in a sector that is one of the most 

important sectors of the hospitality industry in Egypt. 

(R.R. Kehoe, P.M. Wright, 2013). 
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Literature of Review 

The evolution and future of hospitality and tourism service 

innovations 

Klocke, Fritz, (2012) pointed out that the research aims to know the current 

developments of hybrid production processes or production systems 

that exceed performance in manufacturing, and to identify the design 

methodology for the development of hybrid production processes, in  

terms of identifying solutions for hybrid processes as part of the 

innovation process, and the application of different.  

TRIZ tools (Theory of Inventive Problem Solving) TRIZ tools) regard 

to the specific requirements for the development of creative processes, 

the research has reached several results, the most important of which 

are: that these abstract solutions are the origin of the integration of 

different technologies, and then a new approach taken in terms of 

terminology. To break the restrictions imposed by society and the 

surrounding environment. TRIZ also provides several tools and 

methods that support the search for innovative thinking process 

solutions. (Altshuller, Genrich 2005). 

An overview of the thinking segments 
TRIZ: is the Russian acronym for the "Theory of Inventive Problem 

Solving," an international system of creativity developed in the 

U.S.S.R. between 1946 and 1985, by engineer and scientist Genrich S. 

Altshuller and his colleagues. 

TRIZ is most useful in roles such as product development, design 

engineering, and process management. For example, Six Sigma quality 

improvement processes often make use of TRIZ (Haines-Gadd, Lily, 

2016). 

 

The Key TRIZ Tools theory 

Gadd, Karen (2011) defines the TRIZ tools that if look at two of the 

central concepts behind TRIZ: generalizing problems and solutions, 

and eliminating contradictions. 

The primary findings of TRIZ research are as follows:  

 Problems and solutions are repeated across industries and sciences. 

By representing a problem as a "contradiction", you can predict 

creative solutions to that problem. 

 Patterns of technical evolution tend to repeat themselves across 

industries and sciences. 

https://www.mindtools.com/aoafmra/six-sigma
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 Creative innovations often use scientific effects outside the field 

where they were developed. 

Using TRIZ consists of learning these repeating patterns of problem 

and solution, understanding the contradictions present in a situation, 

and developing new methods of using scientific effects.  

Then apply the general TRIZ patterns to the specific situation that 

confronts you, and discover a generalized version of the problem 

(L. McLean, 2005). 

 

Figure 1 – The TRIZ Problem-Solving Method- illustrates this process. 

 

  

 

 

 

 

 

 

 

Rahma M. (2016) mentioned that in particular, this research sought to 

explain the importance, their impact, and their role in resolving some of the 

issues related to teaching industrial design and product design. The search 

sought to ascertain the effectiveness of the patterns and mechanisms of 

teaching thinking and creative thinking in general. 

The search reached many results, the most important of which are: Teaching 

students the mechanisms of thinking, creative thinking, and problem-solving 

methods to generate ideas led to a great diversity of design ideas and 

solutions presented. (W.L. Lin, et al, 2020). 

Huang, Yu Chen, (2016) added the building a decision model for designing 

sustainable products and developing them within the framework of the 

principles of product service. Next, this search developed a checklist for 

sustainable development of product service based on the life cycle as an 

evaluation criterion for designing innovative products to gain customer 

satisfaction in a competitive advantage. 
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Features of creative thinking 

R. Haytham M. (2018) mentioned that Features of creative thinking: 

1- It is distinctive in it was less repeated in many contexts and original and 

innovation. 

2- Exhibits flexibility, independence, and self-control 

3- Demonstrates a range of the original interests without following others. 

4- Aims to analyses, explore, and sense the situation.  

5- Includes higher mental processes of thinking fluency  

6- Autonomy and fluency  self - motivation 

7- Sense of problems and innovative solutions skills provided 

8- shows how well hypotheses and cause-and-effect links work 

As C.B. Dobni, (2008) observe the features of dimensional thinking: 

1- Fluency Mindset: Requires thinking creatively 

2- The ability for analysis: Analysis comes go together with required 

standards of a host of problems. 

3- Communication: This ability encompasses listening well, as well as 

written and oral communication skills. The first is crucial for conveying 

concepts to the team at work or clients, while the second is crucial for 

comprehending and analysing issues. 

4- System: When creative thinking is necessary, thinking beyond the box is 

the approach that is used. To enable others to profit from ideas, one must be 

able to arrange and communicate them. 

5- The capacity to solve problems is one of the top qualities employers look 

for in job candidates, particularly since challenges are constantly evolving 

and require creative solutions. 

Evaluate the impact of the four elements of innovation and creative thinking 

(Flexibility, Fluency, Sensitivity, and Originality), which have different 

proportions of their impact on the hospitality industry. 

The following can be found from reviewing prior research on the search's 

topic: There aren't many studies on the effects of innovation and creative 

thinking techniques on creating strategies for designing production 

processes, gaining a competitive edge, and increasing guest satisfaction in 

the food and beverage industry. 
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1) Flexible 
 The ability of designers to change their thinking fast, using different 

methods, and to reevaluate the types of connections between the pieces is 

seen to be one of the most crucial beginning factors. The opposite of design 

and flexibility is mental stagnation, which is exemplified by adopting rigid, 

predefined notions that cannot be altered, i.e., they are stretchable and 

familiar. 
 

2) Fluency  
It is means the designer's capacity to generate the greatest number of ideas at 

once, or, more specifically, the capacity to elicit the greatest number of ideas 

and suitable proposals regarding an advertising issue or problem. Verbal 

fluency can be employed to draught as many words as feasible while under 

drafting conditions. There is correlational fluency through a number of words 

or ideas with a common relationship in a specific aspect, either synonymous 

or antagonistic to the characteristics of a particular product, and specific or 

intellectual fluency as the production of a number of ideas appropriate to the 

subject of research within a specific period of time. 
 

3) Sensitivity  
Is the ability to generate the most ideas and easily activate the greatest 

number of ideas and analyses, which greatly enhances the designer's capacity 

to find an appropriate solution to the issue at hand and the depth of 

knowledge of raw materials, their uses, and their capabilities Design problem 

sensitivity and expertise have a great deal of potential to clarify these 

problems and prepare for them. 

4) Originality 

The strong desire for change and the rejection of customary approaches that 

enable a design to be realized and produce real responses in the best form, as 

well as the understanding that originality is not an absolute quality but rather 

a trait that is specific to the context of the person's subjective experience and 

is unconcerned with imitation. 

And in terms of design, it means having the ability to come up with original, 

uninspired ideas while still keeping in mind the well-known concepts that 

have already been established because they could serve as a starting point or 

a source of inspiration for newer, more sophisticated concepts. 

Rapid action and acute awareness of challenges and obstacles that require 

solutions, whether they are radical or partial, as well as the ability to 

anticipate issues before they arise based on data already available and 

discover suitable solutions to these issues quickly. 
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Methodology 

To achieve the objectives of the research and address the goals, personal 

interviews were conducted with food and beverage managers in order to 

verify the presence of innovation in food and beverage services. This was 

also done to identify the problems of the functional environment  in the 

food and beverage sector and how to provide an appropriate and 

encouraging environment for innovation in service to increase 

competitiveness and increase the volume of hotel sales.  (Jurowski and 

Reich, 2000). 

Data analysis 
Data analysis was performed; first, a standardized analysis was 

performed to calculate partial value utilities for the responding 

individuals. A set of standardized analyzes was then performed again to 

determine the preferences of the different innovation elements.  

Primary data: Personal Interviews.  

Secondary data: The sources of secondary data include: Periodicals and 

Books: Books, theses, as well as periodicals such as hotels and restaurants 

magazine related to the subject of research were reviewed and discussed.    

Results 

1- The research confirmed the existence of a good correlation between 

Flexibility as a method of creative thinking and developing strategies for 

designing production processes in the food and beverage sector in order 

to achieving a competitive advantage with win customer satisfaction in 

the food and beverage sector. 

2-   The research also confirmed the existence of a fundamental 

interdependence between the element of Fluency as one of the methods 

of creative thinking and the development of strategies for designing 

production processes in the food and beverage sector to achieving a 

competitive advantage and win customer satisfaction in the same sector. 

And this is an indication that confirms the interest in fluency in new 

ideas from the employees, and the management’s encouragement of them 

will affect the design of production processes in the food and beverage 

sector. 

 

 

http://0810bhouc.1104.y.https.www.emeraldinsight.com.mplbci.ekb.eg/doi/full/10.1108/IJCHM-07-2014-0374
http://0810bhouc.1104.y.https.www.emeraldinsight.com.mplbci.ekb.eg/doi/full/10.1108/IJCHM-07-2014-0374
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3- The search also confirmed the existence of a strong correlation 

between the element of Sensitivity and the sense of problems as one of 

the methods of creative thinking and the development of strategies for 

designing production processes in the food and beverage sector to 

achieving a competitive advantage. 

4- Search confirmed the existence of a good correlation between the 

element of Originality as one of the methods of creative thinking and 

developing strategies for designing production processes in the food and 

beverage sector in order to achieving a competitive advantage with gain 

customer satisfaction in the food and beverage sector - This indicates that 

non-imitation of others leads to excellence and that adherence to customs 

and traditions is one of the foundations success in achieving customer 

satisfaction. 

Each of the four elements of innovation and creative thinking 

(Flexibility- Fluency - Sensitivity - and Originality) has a different rate 

of influence and the proportions changes. 
 

 

Recommendations 

In order to develop the future of innovations in hospitality and tourism 

services, hotel managers and food and beverage managers in particular 

must create an appropriate work environment that stimulates innovation 

to achieve competitive advantage and gain customer satisfaction, which 

leads to sustainable development. 

The new trend of innovation techniques and creative thinking leads to the 

development of the products and services industry, which in turn 

achieves a competitive advantage within win customer satisfaction,  and 

the greater the interest in workers and encourage them to create creative 

ideas, the more this leads to an increase in a good level of development 

of the food and beverage sector in particular and the development of the 

hospitality industry in general. 
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 المراجع العربية

، رطبٌت دوتٛراٖ غ١ز  ، اٌتفى١ز اٌجبٔبٝ وّذخً ٌلابذاع فٝ تص١ُّ الاس٠بء( 7228)،رٚد٠ٕب محمد رشبد 

 .ِٕشٛرة ، و١ٍت اٌفْٕٛ اٌتطب١م١ت ، جبِؼت د١ِبط

دبط١ض اٌّظتؼًّ فٝ "اٌتص١ُّ لادراطت تذ١ٍ١ٍت ٌتطب١ك ِفَٙٛ ،( 7222ػلا محمد ٚطّز اطّبػ١ً ، )

 ، رطبٌت ِبجظت١ز ، و١ٍت اٌفْٕٛ اٌتطب١م١ت ، جبِؼت دٍٛاْ. ػّبرة اٌّظبجذ

 

 المستخلص

 ٠ؼتبز اٌتفى١ز ِٓ أُ٘ أشىبي اٌظٍٛن اٌبشزٞ ، د١ث ٠ؼتبز أػٍٝ ِظتٜٛ ِٓ إٌشبط اٌؼمٍٟ فبٌتفى١ز 

٘ٛ ِب ٠مٛدٔب إٌٝ اٌطز٠ك اٌصذ١خ فٟ اٌذ١بة ٚخبصت د١ّٕب ٠تٛاجذ الابتىبر فٝ اٌتفى١ز اٌذٞ ٠ؼذ ِٓ 

 ؼت ٌلابتىبر تم١١ُ أثز اٌؼٕبصز الأرب  أُ٘ طّبث اٌّص١ّّٓ اٌّبذػ١ٓ. تٙذف ٘ذٖ اٌذراطت إٌٝ

اٌذظبط١ت  ٚالأصبٌت( ، ٚاٌتٟ ٌٙب ٔظب ِتفبٚتت ِٓ تأث١ز٘ب ػٍٝ  -اٌطلالت  -ٚاٌتفى١ز اٌّبذع )اٌّزٚٔت 

 ػ١ٍّت صٕبػت اٌض١بفت ٌتذم١ك ا١ٌّشة اٌتٕبفظ١ت ، ٚاٌتٟ تؼذ ِٓ أُ٘ ػٛاًِ إٌجبح ِٚؤشزاً 

 بٖ صٕبػت اٌض١بفت ػٍٝ جٛدة اٌخذِت فٟ صٕبػت اٌض١بفت ، ٚوذٌه ل١بص تصٛر اٌّظتٍٙه تج

 ببلإضبفت إٌٝ ل١بص اٌفجٛة ب١ٓ  -ٚاخت١بر٘ب بٕبءً ػٍٝ درجت اٌزضب ػٓ اٌخذِت اٌّبتىزة اٌّمذِت 

تٛلؼبث اٌض١ٛف ٚتصٛراتُٙ ِٓ د١ث و١ف١ت تطب١ك أطب١ٌب الابتىبر ٚاٌتفى١ز اٌّبذع ، ٚٚضغ 

 ٌتذم١ك ١ِشة تٕبفظ١ت  اطتزات١ج١بث ٌتص١ُّ ػ١ٍّبث الإٔتبج فٟ لطبع الأغذ٠ت ٚاٌّشزٚببث خبصت 

 فٟ صٕبػت اٌض١بفت.

ٔظزًا لأْ الابتىبر فٟ فٕبدق اٌّذ٠ٕت ٌُ ٠تُ اٌتذم١ك ف١ٗ بشىً وبفٍ، فمذ تُ طزح اٌبذث اٌذبٌٟ 

 ٌتٛض١خ اٌؼلالت ب١ٓ الابتىبر فٟ جٛدة اٌخذِت اٌّمذِت ِٚظتٜٛ ا١ٌّشة اٌتٕبفظ١ت فٟ ٘ذٖ اٌفٕبدق.

ٌخذِبث اٌّمذِت فٝ لظُ الاغذ٠ت ٚاٌّشزٚببث بّمببلاث ٚلذ تُ ل١بص ِذٜ الابتىبر فٝ تص١ُّ ا

شخص١ت ِغ ِذ٠زٜ لظُ الاغذ٠ت ٚاٌّشزٚببث بفٕبدق اٌمب٘زة ، ٚتش١ز إٌتبئج إٌٝ أْ أُ٘ اٌؼٛاًِ ٟ٘ 

 الا٘تّبَ بأطب١ٌب الابتىبر ٚاٌتفى١ز اٌّبذع ؛ اٌتٝ تؤدٞ ٌزفغ  اٌىفبءة ا١ٌّٕٙت ٌٍّٛظف١ٓ فٟ تمذ٠ُ خذِت 

 ا٠ضب إٌٝ تط٠ٛز صٕبػت إٌّتجبث ، ٚاٌتٟ بذٚر٘ب تذمك ١ِشة تٕبفظ١ت ِٓ  تٕبفظ١ت ِبتىزة،

 أجً وظب رضب اٌؼّلاء ٚاطتّزار اٌت١ّٕت اٌّظتذاِت ، ٌذٌه ِٓ اٌضزٚرٞ خٍك ب١ئت ِٕبطبت، 

 ٚتشج١غ اٌؼب١ٍِٓ ٚتذف١ش ب١ئت اٌؼًّ ٌلابتىبر ٌتذم١ك ا١ٌّشة اٌتٕبفظ١ت فٟ صٕبػت اٌض١بفت.

 

الابذاع فٝ اٌتفى١ز؛ الابتىبر و١ّشة تٕبفظ١ت؛ اٌخذِت اٌتٕبفظ١ت؛ صٕبػت الاغذ٠ت الكلمات الدالة:

 ٚاٌّشزٚببث.

 


