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Abstract 

 

Service innovation gives service providers the ability for their identities to be 

refreshed strategically in order to facilitate better connection between the 

organisation, its consumers and others. The study aimed to achieve service 

innovation to enhance service innovation performance through business 

environment within Abu Dhabi international airport. The study also discovers the 

vulnerability of the business environment described by service quality and customer 

satisfaction impact Service innovation and service innovation performance linkage. 

Furthermore, this study contributes hypothetically by adding a crisp option to current 

comprehension on service innovation and service innovation performance, 

recommends some useful bits of knowledge and suggestions that may be useful for 

a wide assortment of partners in the more extensive help area to improve 

performance. It also recommends valuble bits of knowledge and suggestions that 

may be help to improve performance of service enterprises in creating nations. The 

policy implication of this study is that its implementation is expected significantly 

to enhance the service innovation performance due to the business environment 

adopted. In several years to come, Service innovation will continue to dominate and 

impact the global economy, diplomacy and other social practices.  

 

Keywords: Service innovation, Business environment, service innovation 

performance. 

 

1. Introduction 

The United Arab Emirates (UAE) has 

recently been listed among the world's fastest-

developing economies (World Bank, 2016) in 

the Middle East, North Africa, and Gulf zone 

with the aim of ranking among the highest 

service-oriented economies (Ibrahim and Al 

Falasi, 2014). The economy of the UAE is 

highly diversified with more than 180 

nationalities and involves turism, development, 

logistics, banking and finance, diverse 

communities, faiths and ethnic backgrounds 

(Jabeen et al., 2015). Therefore, Air terminals 

are major financial drivers for a city or district, 

yet frequently for the entire nation. They (and 

the city they are situated in) may likewise go 

about as a social and emblematic entryway to a 

nation (Anwar, 2018). Air terminal 

administration face extensive difficulties as 

there is a wide range of fragments of air 

terminal clients, from luxury to budget, and 

continuous business flyers to occasion 

voyagers. Each may have various necessities, 

and the air terminal must figure out how to 

address those issues.  

Abu Dhabi's growth as a global city is the 

product of the novel highlights and points of 

view that it provides. Abu Dhabi International 

Airport is one of the remarkable highlights, a 

leading worldwide avionics company that has 

been arranged and beautifully planned. The 

United Arab Emirates (UAE) is enriched by 

Abu Dhabi International Airport and works to 

boost the economy by focusing on consumers, 

rendering tax-free in return and facilitating 

cooperation and collaborative effort within its 

areas. The air terminal assumes a key job in 

associating the world with the UAE, serving 

exchange, the travel industry, and trade in the 

UAE and, especially, in Abu Dhabi (About Abu 

Dhabi International Airport, 2017, “Abu Dhabi 
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International Airports: Connecting the World”). 

Service providers and developments are known 

as one of the main motors and engines of 

growth in financial formations (Morrar, 2014). 

The UAE really perceived that new, 

administrative economies with assembly areas 

shift, and eventually change. (Hsieh et al., 

2013). 

The services business includes various 

entities with the main aim of offering high-end 

facilities that are accessible to the consumer 

industry (Chron, 2018). Service, regarded as the 

immaterial nice, presents clients and users with 

the services they desire, rendering service 

distribution an appealing mechanism by itself 

(Vickers et al., 2017; Ding & Keh, 2017). The 

degree to which an organisation will implement 

or deploy the business is contingent on how it 

structures it to improve its competition in order 

to prepare the organisation for a wide spectrum 

of disturbances (Thambusamy & Palvia, 2018; 

Patrício et al., 2018). Therefore, the need to 

integrate the mechanisms required to improve 

the product offering of enterprises, firms and 

entrepreneurs by developing innovative 

technologies to render accessible capital 

inevitable and eventually the best choice for 

successful businesses to keep their service 

creation successful (Witell et al. 2017; de Jong 

2017; Secomandi & Snelders 2018). 

Innovation in service has been described as 

a modern management practise or multi-

dimensional solutions; from service innovation 

recognised as service products; service method 

innovation to service organisational innovation 

(Patrício et al. 2018). The most common 

definition is how a company looks after the 

customer, or how it organises a new idea to 

solve a challenge or confusion. Service 

innovation Service advancement processes 

usually include a wide spectrum of activities 

involving individuals; organisations; clients, 

who can build knowledge communication 

mechanisms through and across their networks 

(Chesbrough, 2015). This collaboration will 

encourage a specific combination of the 

previous dimensions or explore the required for 

the transformation of companies (Edvardsson 

& Tronvoll, 2015; Lusch & Nambisan, 2015). 

However, utility companies are innovating by 

the implementation of multiple stages of 

reorganisation in an endeavour to integrate the 

company's business strategy (Chesbrough, 

2015). 

Service innovation provides business 

providers a range of advantages; having power 

for multiple technology improvements 

(Presbitero et al.,2017), creating new 

technology and strategies that can allow 

businesses more successful (Tsou et Chen, 

2012; Carroll & Carroll, 2016). 

There is a deficiency of observational 

research in the domain of service innovation 

and its imaginable effect on execution 

contrasted and item advancement and 

numerous specialists have recognized a few 

holes right now. An audit of writing on service 

innovation calls attention to that this region 

even though on the ascent is still under-inquired 

about contrasted with the assembling segment 

(Jaw et al., 2010). Study into service innovation 

is being extended by scientists and experts in 

the current years and the concept of service 

innovation is being multidimensional. This 

multidimensional aspect of service innovation 

needs more study into the multiple insights and 

perspectives. Past research shows that 

information regarding the matter is immature; 

especially its sectorial measurements are yet to 

be additionally inquired about in different 

settings. 

There is a need to direct examination on 

service innovation and service innovation 

performance and to speak to ends on the effect 

of service innovations (Victorino, at al., 2010). 

Thusly, there is an absence of study in regards 

to support service innovation and service 

innovation performance comparable to 

advancement inside the common aeronautics 

industry in UAE . At that point, worry about the 

past sensational audit in the avionics business, 

it is noteworthy for analysts to comprehend the 

impact of service innovation and service 

innovation performance on service quality, and 

customer stratification and client stratification 

inside the common flying industry ". 

A thorough analysis in the last part of the 

literature shows that longitudinal study on 

service innovation and efficiency has so far not 

succeeded in concluding explicitly whether 

service innovation has a major effect on service 

innovation in different environments 

(Rosenbusch et al., 2011). This finding by 

Rosenbusch and his colleagues was in line with 

the finding of Durst et al. (2015), who recently 

investigated and noticed that the literature on 

service creativity and its results remain 

underdeveloped. They advocate for a 

comprehensive review into this highly exciting 
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research area. Relevant industry-based surveys 

of service progress that may include particular 

business markets are in low supply 

(Rosenbusch et al. 2012). Service innovation is 

stated here that in order to determine the actual 

influence on efficiency, the efficiency of 

service innovation must be calculated rather 

than the total market output it is important.. 

 

2. Literature review 

2.1. Service Innovation 

The concept of “service innovation” was 

first used by Barras (1986) and since then 

scholars have developed a considerable body of 

research on service innovation. Service 

innovation refers to the application of new 

concepts and technologies in the service 

process to change and improve existing 

services and products, improve service quality 

and efficiency, expand service scope, update 

service content, add new service items, create 

new value for customers and ultimately 

enhance competitive advantage of enterprises 

(Oke, 2007). Theories related to service 

innovation mainly focus on the connotation and 

dimension of service innovation. For example, 

Toivonen and Tuominen (2009) found that the 

essence of service innovation is that enterprises 

make profits by creating new services or 

improving existing services and by applying 

them to practice.  

Oke (2017) concluded that service 

innovation is a process in which enterprises 

pass on core service products to customers 

through developing new service activities, so as 

to win customer satisfaction. Scholars have also 

had different opinions about the dimensions of 

service innovation. Mu et al. (2019) divided 

service innovation into four main dimensions: 

service output; service provider’s 

competitiveness; service provider’s technology 

and customer’s competitiveness. Based on the 

research of knowledge-intensive service 

enterprises, Prajogo and Oke. (2016) used 

different terms to describe service innovation 

that also included four dimensions: innovation 

concept, customer interaction interface, service 

delivery and technology selection. (Eggert, 

Thiesbrummel, & Deutscher, 2015) divided 

service innovation into technological 

innovation and organizational innovation. 

These research results have clarified the basic 

connotation of service innovation, as well as 

clarified the importance of customer, 

technology, service and other elements in the 

process of service innovation, which lays a 

solid theoretical foundation for subsequent 

research. With the rise of service economy, 

scholars have begun to focus on the practical 

application of service innovation. 

 Research on the relationship between 

service innovation and enterprise performance 

has become a hot topic. Scholars discussed this 

relationship from different perspectives and 

situations. According to an e-mail survey of 

228 service companies, the turbulent economic 

environment makes service innovation more 

effective in the promotion of enterprise 

performance (McDermott et al., 2015). 

Daugherty et al. (2017) took China’s 

electronics manufacturing industry as the 

research sample, found that organizational 

culture is conducive to the establishment of 

service innovation capabilities and the 

realization of market performance. 

Furthermore, an empirical analysis of 105 UK 

service companies have shown that a good 

enterprise innovation culture helps to build the 

capabilities of service innovation, thus 

achieving new service development 

performance (Storey and Hughes, 2013). 

Chuang and Lin (2015) further concluded that 

the improvement of service innovation on 

performance needs to be achieved through open 

innovation. Based on this finding, Biemans and 

Griffin, (2018), found that customer 

participation encourages companies to 

implement service innovation, which will help 

these companies to gain improvements in 

market performance. 

Currently, innovation and its significance 

in the Aviation industry are tended to 

painstakingly."In service innovation, numerous 

analysts have to accentuate on the meaning of 

service idea (for example Goldstein et al., 2015 

and Victorino et al., 2010). Service itself 

implies the dynamic setups of shared data, 

advancements, individuals, and associations. In 

this manner, these designs can produce and 

carry an incentive to clients, supplies, and 

different partners so as to frame the world 

economy development (Cambridge Service 

Science, Management and Engineering 

Symposium, 2017).  Service idea is proposed as 

a missing part in service configuration inquire 

about (Victorina et al., 2010) and alluded to as 

a model for service (Edvardsson and Olsson, 

1996) which incorporates and depicts what the 

client needs and how the association will 
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convey the service see figure (1) (Edvarsoon 

and Olsson, 1996). 

 
Figure (1) Service Concept 

To recognize the distinction in fundamental 

presumptions about service innovation, 

Coombs and Miles (2017) sort existing 

examination into three alternate points of view: 

digestion, boundary and union. Assimilation 

approach, concentrating on technological 

change, innovation in services is viewed as on 

a very basic level like innovation in assembling, 

that is, as the creation and the utilization of 

innovatively propelled curios (Boone et al., 

2019), and it ought to subsequently be 

contemplated utilizing techniques and builds of 

assembling. The demarcation approach which 

perspectives innovation development as 

significantly not quite the same as assembling, 

and new speculations, instruments and pointers 

must be intended to comprehend innovation in 

service settings (Canh et al., 2019). 

The synthesis approach perceive that 

investigations of innovation in services focuses' 

regard for the disregarded parts of innovation 

forms all in all, featuring various kinds of 

innovation. Table (1) abridges the three 

theoretical ways to deal with to innovation in 

services: assimilation, demarcation, and 

integration (Hervas et.al 2018). 

 

Table (1) Conceptual perspective for innovation in services 

Theoretical Perspective Assimilation Demarcation Integration 

Type of Innovation Technological Non- Technological Complex 

Architecural 

Characteristics of 

Innovation 

Equates or eliminates 

technological growth and 

use advancement in 

utilities. 

Find commodity and 

method advancement 

technical or noticeable 

forms. 

Leaders or modern 

typologies for service 

innovation: non-

technological innovation 

forms such as company 

innovation, ad-hoc 

innovation and innovation 

in marketing 

Convergence reveals in 

competition between 

produced products and 

services. 

Requires creativity by 

technology and non- 

technology 

Innovation framework In the consolidated 

structure utilised in the 

industrial sector and 

processed goods, attempts 

to assimilate resources. 

Aim to create a clear 

context for creativity in 

services when seeking to 

illustrate both specification 

in the sector and the 

development phase. 

Tentatives to establish a 

shared philosophical 

structure that can take into 

account an expanded 

perspective on creativity 

which applies to every 

tangible or intangible 

product. 

Proposes a modern 

technology invention 

taxonomy focused on a 

current product concept. 
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The arrangement of new services and new 

items is an essential research question 

in service innovation. Since the order of new 

items has a more drawn out history and 

somewhat frames the reason for the grouping of 

new assistance, it will be investigated first, 

trailed by the arrangement of new services. 

New product: The most well-known 

characterization of new items was proposed by 

the counseling firm Hervas et.al (2018), which 

has recognized six sorts of item innovations: 

new to the world items, new product offerings, 

augmentations to existing product offerings, 

enhancements in/updates to existing items, 

repositionings, cost decreases.  

New service: Like Son et al. (2018) typology of 

item innovation, Yang et al. (2018) proposed a 

characterization of service innovations, in 

which service innovations are gathered into: 

- radical innovations (counting 

significant advancement, a new 

company, and new services for the 

market by and by served) and  

- gradual innovation (counting 

services "line expansions, service 

enhancements, and style changes). " 

Various creators address potential sorts of 

service innovation (Preissl, 2000; Sunbo and 

Galouj, 2000; Ortiz and Sotoca; 2018). 

Customarily, we can recognize three primary 

types of service innovation (Nemlioglu and 

Mallick, 2017; Flikkema, Kwakman, 

Spaargaren and Vos, 2010), process innovation, 

item innovation and hierarchical innovation. 

"During this segment the specialist like to 

feature the innovation kinds of the Community 

Innovation Survey(CIS) (2006-2008) which is 

a profoundly important and perceived 

innovation screen. The Community Innovation 

Survey joins these three development types too, 

albeit a few changes are required. 

To begin with, it is hard for service firms to 

obviously separate between process 

innovations and authoritative innovations 

(Preissl, 2000), in light of the fact that these two 

kinds of innovations are straightforwardly 

identified with one another. Modification of the 

workforce for instance naturally brings about 

an alternate method for working. 

Secondly, the CIS joins both service and 

item innovations in the term item innovation. 

The analyst want to feature the contrasts among 

items and benefits and services them with a one 

of a kind service innovation definition. 

At long last, the CIS consolidates 

ecological innovation, because of an expanding 

enthusiasm for social dependable business. By 

the by, it may be hard for service firms to 

separate among natural and procedure or 

showcasing innovations. 

Table (2) Forms of Service Innovation 

Process innovation Product innovation Re-combinatorial 

innovation 

Marketing innovation 

Development, 

delivery system or 

supporting 

operations, current or 

substantially 

enhanced 

Significantly improved 

capabilities, 

components or sub-

systems, user 

friendliness 

A new composition of 

services or products 

and services  

A concept or approach 

that is radically 

different from current 

approaches, not 

commonly employed 

 

There are several driving administration 

medels that can be used for reference which 

include: Edvardsson's key casing of reference, 

Toivonen, Tuominen, and Brax's 

General, systematic service innovation model, 

in view of Edvardsson model (2007), Den 

Hertog's four-dimensional model of service 

innovation (2000), Richard Barras 

(PRC) reverse product cycle (1986) and 

Uniqueness of service. Each model provides its 

own ideologies on service innovation 

implementation. 

Another increasingly down to earth 

perspective is make by Den Hertog, who 

presented a four-dimensional model of service 

innovation, to delineate development and talk 

about the pragmatic improvement of new 

services or service innovation policies. As 

indicated by Den Hertog service innovation 

includes a few mixes of the roar referenced 

components of service innovation. By and by, 

it might be a blend of the measurements, search 

and choice procedure, that at last describes 

every specific service innovation. The 

heaviness of the individual measurements and 

the significance of the different linkages 

between them fluctuate across singular 

services, innovations, and firms. 



4769         Journal of Positive School Psychology   

 

 

© 2021 JPPW. All rights reserved   

 

2.2 Service Innovation Performance 

The degree to which a SME obtains a 

competitive advantage based on service 

innovation is known as service innovation 

success (Storey et al, 2016). The efficiency of 

service production is a crucial factor for 

servitisation progress (McDermott et al. 2015). 

Thus, a decade ago (Daugherty et al. 2017) 

began to pursue generators of success in service 

innovation and it has recently accelerated 

(Storey et al., 2016). Factors, such as service 

efficiency (Storey et al. 2016) and a clear 

culture of innovation and the implementation of 

an innovation plan that helps to promote the 

production of innovative technologies have 

been described as antecedents of service 

innovation success (Storey et al., 2016). The 

significance of appropriate organisational 

arrangements such as recompensation systems 

(Atuahene-Gima, 1996; Storey and Hull, 2010) 

and the role of front-line staff is strongly linked 

to this strategic need (Coombs & Miles 2017) 

We use complex literature to forecast how the 

combination of internal and external capacities 

will lead to the production of information 

critical to growth Customers' information 

acquired by customers (Edvardsson & Tronvoll 

2016; Mu et al. 2019) and other external 

connexions (Storey et al. 2016), would increase 

business improvement efficiency by using 

external know-how instead of generating 

awareness internally. Market-centered 

companies excel. 

In the past years, the flying industry 

administration has met a new norm and has 

grown overall. Osborne (1998) has made the 

most significant point by saying that after 1985, 

the tests, especially on service innovation, are 

financially sound. Scott and Bruce (1994) have 

developed a scale for quantifying the 

representative conduct of service innovation by 

high level organisational speaker supervisors. 

Enz and Siguaw (2003) have reported that 

supervisors will build a positive community 

growth culture by successfully achieving 

demonstrated pioneers in the use market and by 

instilling their staff. Many specialists have 

previously discovered that other service-based 

flight divisions typically concentrate on 

improving efficiency rather than moving ahead. 

Most of the exams had not generated in 

themselves potential for creativity. The 

commodification of every service is extremely 

important because it allows the provider to see 

how services consumers understand and what 

their additional needs and requirements are. 

Coombs & Miles (2017) indicated that the 

associations should guide improved quality by 

new services and modifying old services in 

order to meet the needs of customers. 

Innovation in facilities is an idea for enhancing 

the training systems. The efficiency of service 

innovation is constantly being calculated with 

several requirements for enhancing any 

association 's serious procedure. Estimation is 

the key objective for the association to develop 

its administrative skills and to define the 

administrative structure. 

Service innovation performance is bit by 

bit estimated with a lot of criteria to improve the 

upper hand of any association. Berry et al. 

(2006) recognized that an innovation model 

that pushes forward any association 

towards service innovation requires two 

particular service innovation approaches: 

(1) Innovation in service conveyance 

process.  

(2) The innovation of 

new service contributions that fulfill the clients' 

needs. " 

Similarly, these two distinctive methodologies 

rely on the knowledge sharing actions and 

community culture of members in order to 

influence the efficiency of an organisation 

through service innovation (Hu et al., 2009). 

The business, costs and serious execution of 

this association will be influenced by the 

success of service innovation fused to 

knowledge sharing from customers and 

bleeding board service staff (Melton and 

Hartline (2012). The participation of customers, 

employees and companions in time spent 

innovation opportunities which benefit the 

service performance of an association. 

 

2.3. Business Environment 

Economic climate requires rules and 

regulations, legislation and regulatory 

structure, regulation and general policies on 

trade and investment, as well as rules and 

legislative steps for corporate practises that 

may have a positive or negative effect on 

economic, the economy, the movement of 

acquisitions and company costs and 

competitiveness (Dobes, Kot, Kramolis, and 

Sopkova, 2017). Another research suggests a 

wide variety of external circumstances in which 

corporations perform their operations 

(Chládková, 2015). The market environment is 

technological, legal, and structural and it cannot 
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be regulated by companies (Bruothová & 

Hurný 2016). Quality in the market 

environment is a fundamental condition for 

SMEs to thrive (Kljucnikov, Belas, 

Kozubikova & Pasekova, 2016). A tight, 

regulated environment could increase business 

costs with indirect effects on jobs, production, 

investment, efficiency and living standards 

(Besley 2015) and business environments with 

clear directives and simplified regulatory 

requirements and nominal rules (Chládková, 

2015). 

These days’ numerous distinctive service 

quality estimating strategies exist. As service 

quality is seen as one of the key vital 

approaches to make an incentive in service and 

assembling areas in the business environment, 

it is fundamental to follow it. Administration 

quality and consumer loyalty are firmly related 

and exceptionally between corresponded, 

which is additionally the motivation behind 

why service quality was remembered for the 

hypothesis part of this theory. (Durst et 

al.,2015) Various techniques to quantify service 

quality are : 

 

1- The Grönroos’ service quality model. 

2- The SERVQUAL model. 

3- The Gap model. 

Consumer satisfaction alludes to the 

capacity of item or service to meet or 

outperform the clients' desires. Customers 

respond to the preference, procurement and 

usage of products and undertakings to meet 

their specific and core needs. There are many 

periods of buyer behaviour. At the outset, the 

shopper defines the criteria, then decides and 

invests the goods and intends to devour them. 

The item efficiency, expense, management, the 

feeling of the purchaser, the person factors, 

circumstance, expense or reasonableness are 

part of the elements that influence the happiness 

of the user. Once again, many elements such as 

the statistic affect the shopper's shopping 

behaviour (I inquire about Service 2017). 

 

2.4 The Relationship between service 

innovation and, business environment and 

service innovation performance 

The literature review in depth in the 

previous chapter indicated that inquiries on 

innovation and efficiency have thus far 

struggled to draw strong conclusions on the 

reality that service innovation has a strong 

effect on the success of service innovation in 

different environments (Rosenbusch et al., 

2011). This finding by Rosenbusch and his 

colleagues follows Durst et al, who (2015) very 

recently examined and concluded that 

comprehension of the relation between service 

innovation and success is underdeveloped. The 

literature on service innovation is being 

checked. There is a shortage of relevant 

industry-based innovation reports on services 

that may target those service industries (Taques 

et al., 2020) that would require an in-depth 

examination into this highly fruitful area of 

study. In order to experience real effect on 

results, it is stated here that service innovation 

will be a phase, and it is important to be ready 

to evaluate the performance in service 

innovation instead of measuring the business 

output of the general business. 

The key gaps between service 

breakthrough success and market success is 

Oke et al. (2007). Outcome level metrics such 

as consumer satisfaction and repair efficiency 

indicators may be stronger than perceptual 

measures, but the concern is that they appear to 

become innovation-specific and not all 

invention outputs are always assessed by these 

measures(Oke et al., 2007). Other 

measurements may be more precise than 

perceptual ones. Patent, for example, is defined 

as client loyalty and repair output outcomes 

metrics for the success of technology invention, 

but not any innovative project is also patented, 

and thus invention output is not evaluated and 

transformed into innovation efficiency. Some 

researchers propose a method methodology that 

evaluates service innovation output through 

means of perceptual measurements to address 

this downside. 

This method methodology may also be 

enhanced to calculate the major results of 

business breakthrough success (Durst et al. 

2015). Besides the studies carried out by Oke et 

al., (2007) and Yen et al., (2012), no other 

scholars have ever attempted to distinguish 

between the success of service growth and the 

results of firms. 

Wang et al. (2015) attempted a typology 

exactly by looking at the similarities between 

the new assistance component, new operation 

mechanism and new business model for 

resources, and acknowledged that the 

reciprocal partnership remained unclear. In the 

same way, Wang et al. McDermott and Prajogo 

(2012) highlight in another study the need to try 
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to understand impressively the fundamental ties 

between service creativity and service 

efficiency. Ostrom et al., in 2015 associated 

with a field of interdisciplinary science, defined 

the needs for service discovery and agreed that 

knowing the linkages between service objects, 

service protocol and action plan is one of the 

five main topics for potential study, in this 

regard, was promoted as most important 

perceptual. 

 

On the other side, Carlborg et al. (2014) 

performed a thorough analysis and a study of 

the growth of service innovation in 1986-2010, 

and concluded that the geographical spectrum 

of the actual research on service innovation was 

small. In their report, they also recognised the 

role of service innovations research in building 

economies as a lion of research on service 

innovations focused on Northern and Western 

Europe, North America or Taiwan. 

This inquiry is intended to fill these trousers 

in the exact breakdown by offering the 

following hypotheses and schemes in view of 

written materials of service technologies and 

their impact on a national climate. Dziallas and 

Blind (2019), which later modified by Voss and 

Zomerdjik (2007) and proven by Wang et al. 

(2015), suggested a multi-dimensional structure 

for service-innovation. 

 

2.5 The Related theories of the research 

Generally, a theoryes is specifically 

designed to assist in understanding what notion 

is behind the phenomenon under 

investigationIndeed, ample literature supports 

the numerous indicators of health to the 

personality and contributing to healthy attitudes 

and accomplishments (Kristof-Brown & 

Stevens, 2001). This theory therefore provides 

valuable guiding principles that render 

innovation success more popular by a powerful 

and welcoming SIC. Furthermore, the fitness 

between an individual and her work (Judge & 

Ferris, 1992) is one of the main questions in 

evaluating BE fit in an organisational sense. 

Theory of personal health has been introduced 

by relying on the two core concepts: health for 

demand and fitness for specifications. Fitting 

demands is where workers' expertise, abilities 

and skills are aligned to the needs of the job. In 

the opposite, requirements-supplies suit as the 

desires, wants and desires of workers are 

fulfilled. Consistently, engaged workers are 

evident when employees' talents are well 

matched to their job demands (Karatepe & 

Karadas 2016). FLEs in service workers ought 

to become confident and love their work in 

order to endure the difficult aspect of their 

employment mentally. They should be eager to 

build more answers and to boost their success 

(Kark & Carmeli, 2009). Therefore, having a 

good culture that boost FLE 's desires, wishes 

and expectations is of utmost importance, 

particularly while service creativity is 

considered, to make citizens more excited and 

to allow constructive suggestions. In addition to 

supporting them in constructive 

recommendations BE-(MacKenzie etcoll. 

2011) is suggested to improve service 

breakthrough efficiency by empowering FLEs 

to engage eagerly and together in the creation 

of top-class new technologies and an excellent 

creation-charged conduct (Sethi & Nicholson 

2001). In addition, the association is confirmed 

by other research. The results suggest that when 

employee expectations are addressed, 

improvements that contribute to improved 

efficiency are shown (Kristof-Brown, 

Zimmerman, & Johnson, 2005). It is also stated 

that personal health has a good success 

association (Sekiguchi & Huber 2011). 

 

3. The Conceptual framework  

Based on the literature review above, the 

following conceptual framework is proposed as 

shown in Figure 2. These practices were briefly 

explained in the following previous section. 

service innovation and service innovation 

performance from the previous section 2. The 

research model service innovation as 

independent variables, business environment as 

moderating variables and job performance as 

dependent variable.  
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Figure 2. Conceptual framework 

 

The compilation of data primarily involves a 

questionnaire circulated amongst the selected 

group and analysed during this analysis. The 

primary collection of knowledge contains 

questionnaires and publications from multiple 

outlets. In the method of 

knowledge collection, it's wiped out the 

premises of employee of Abu 

Dhabi international airport. the info is collected 

in two ways i.e. primary and secondary. within 

the primary method, the Abu 

Dhabi international airport staffs will 

involve to gather the info. This gave the 

important picture of conditions in terms of the 

effectiveness of service innovation and 

repair innovation performance of Abu 

Dhabi international airport associated 

with services/products. On the opposite hand, 

data is collected through secondary sources. 

The secondary sources used for the info 

collection is questionnaires pattern, books and 

websites.  

Both data obtained from the interviewees 

and can be reviewed for completeness before 

data analysis is done. For each questionnaire, 

additionally, data purification and coding will 

be carried out. For this analysis, a descriptive 

approach will be used for analysing results. The 

informative form of study would include 

frequencies, ratios, mean and variance. Data are 

going to be presented using tables and figures. 

Moreover, correlation analysis are going to 

be wont to analyze the connection between 

service innovation and repair innovation 

performance and customer satisfaction and 

customer service. Thereafter, data analysis 

will happen using Statistical Package for Social 

Sciences (SPSS) tool version 25. 

 

4. Conclusion and future study 

To conclude, this study indicates the essential 

role of service innovation in enhancing the 

efficiency of services production in a 

organisational setting. The airports where 

innovation facilities are used would be more 

scalable and more effective. A emphasis on 

innovation in services would further strengthen 

the role of industry and sustain market 

innovation. In the operational climate, airports 

should develop their service innovation 

structure carefully and respond quickly to 

evolving internal and external circumstances. 
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The complete moderator of the market climate 

between service innovation and the success of 

service innovation indicates a variety of 

potential combinations and that aiports can 

thoroughly examine their criteria and settle on 

the best service innovation framework and 

concentrate on supporting factors that better 

suit their preferences and desires. 

There are several discrepancies of service 

efficiency assessment depending on the 

customer experience of current airport models. 

In order to assess airport efficiency overall, 

there is a clear need to define passenger-

centered metrics. For airport management to 

strategically develop their service quality and 

potential activities, the translation of customer's 

opinion to the new model would be helpful. 

This research, however, is certainly of great 

importance, considering all the limitations, 

since it not only contributes to the technology 

innovation literature in the service sector, it also 

provides a good overview of the current status 

of the industry. The paper further discusses 

various directions for potential study in order to 

increase the quality and efficacy of service 

delivery. 
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