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Abstract

This conceptual paper proposed a pathway for transforming organizational complaints into research
questions by integrating the Routine to Research (R2R) and Routine to Service Innovation (R2Si) frameworks through
the One-Sheet R2R Proposal. Using document analysis and systemic synthesis of empirical and technical cases, the
study elucidates how reflective feedback from daily operations can stimulate organizational learning and service
innovation. Complaints were categorized into three voices: system, human, and innovation, each serving as a source
for survey, action, or developmental research. Supported by CQI, PDCA, ADLI, and R2R frameworks, this process
empowers practitioners to convert experimental issues into inquiry and innovation. The proposed Systemic R2R
Framework articulates how organizational feedback can evolve into a continuous learning mechanism driving
sustainable development at individual, unit, and institutional levels. This article further contributes by proposing a
practical conceptual approach for translating workplace complaints into systemic problem linkages grounded in
real operational contexts. This addition enhances the clarity and usefulness of the R2R mechanism and strengthens

its systematic applicability within organizations.

Keywords: Complaints; Routine to Research (R2R); Routine to Service Innovation (R2Si); One-Sheet R2R Proposal,

Systemic learning
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(Extension / Innovation Development)
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