Proposal for Research on Customer Satisfaction and Loyalty in the Hong Kong Coffee Industry 

Executive Summary 
This proposal outlines a research study aimed at examining the relationship between customer satisfaction and customer loyalty within the coffee industry in Hong Kong. The study is motivated by the significant impact of consumer spending in mainland China on local businesses, particularly coffee shops. The objective is to investigate how enhancing customer satisfaction can lead to improved loyalty among local consumers, encouraging them to remain in Hong Kong for their coffee consumption rather than traveling north for better deals. 

Background of the Study 
In recent years, the coffee industry in Hong Kong has faced significant challenges due to the increasing trend of "northbound consumption," where local residents travel to mainland China for shopping and dining experiences. This shift has had a profound impact on the local food and beverage (F&B) sector, particularly coffee shops, which have seen a noticeable decline in patronage as consumers seek more affordable and diverse options across the border. Reports indicate that in 2023 alone, Hong Kong residents made approximately 53 million trips to mainland China, spending over 86 billion RMB (Savills, 2024). This trend not only affects immediate revenue but also threatens the long-term sustainability of local coffee businesses. The high costs of operating in Hong Kong, coupled with rising competition from mainland brands, have further exacerbated the challenges faced by local coffee shops. Many establishments struggle to justify their prices due to perceived shortcomings in service quality and product offerings (China Daily, 2024). As a result, coffee shop owners are compelled to innovate and improve their services to retain customers who might otherwise choose to spend their money in mainland cities like Shenzhen, where prices are generally lower and options more varied. 

Furthermore, the COVID-19 pandemic has left lingering effects on consumer behavior and preferences. The F&B industry in Hong Kong is still recovering from the severe impacts of the pandemic, which forced many businesses to close temporarily or permanently (HKGCC, 2023). As consumer spending habits evolve, understanding the dynamics of customer satisfaction and loyalty becomes crucial for coffee shops aiming to thrive in this competitive landscape. 


Importance of the Study 
This study is significant for several reasons. First, it seeks to address the urgent need for local coffee businesses to adapt their strategies in response to changing consumer behaviors driven by northbound consumption. By exploring the relationship between customer satisfaction and loyalty, this research aims to provide actionable insights that can help coffee shop owners enhance their offerings and retain local patrons. Second, understanding how customer satisfaction influences loyalty can help businesses identify key areas for improvement. This is particularly relevant in a market where competition is intensifying due to the influx of affordable options from mainland brands (Euromonitor International, 2024). By focusing on enhancing customer experiences through improved service quality and product offerings, local coffee shops can better position themselves against competitors. Finally, this study contributes to the broader discourse on consumer behavior within the F&B sector in Hong Kong. As businesses navigate post-pandemic recovery and increasing cross-border shopping trends, insights from this research can inform strategies that promote sustainability and growth within the local coffee industry. 

Study Objectives 
The primary objective of this study is to investigate the relationship between customer satisfaction and customer loyalty within Hong Kong's coffee industry. The following research questions will guide this investigation:
1. Is there a significant relationship between customer satisfaction and customer loyalty among coffee shop patrons in Hong Kong? 
· This question seeks to determine whether higher levels of customer satisfaction correlate with increased loyalty among patrons. By exploring this relationship, the study aims to provide empirical evidence that can inform coffee shop owners about the importance of maintaining high satisfaction levels to foster loyalty. 
2. What specific factors of customer satisfaction (e.g., product quality, service efficiency, ambiance) most significantly influence customer loyalty? 
· This question aims to identify which elements of customer satisfaction are most impactful in driving loyalty. Factors such as product quality, service efficiency, and overall ambiance will be examined to understand their roles in shaping customer experiences and influencing repeat patronage. 
3. How can coffee shops enhance customer satisfaction to improve loyalty among local consumers? 
· This question focuses on practical strategies that coffee shops can implement to boost customer satisfaction. By identifying actionable measures—such as improving service quality, enhancing product offerings, and creating a welcoming environment—the study will provide recommendations that can help coffee shop owners retain their local clientele amidst increasing competition.

Suggested Hypotheses 
Based on the research questions outlined above, the following hypotheses are proposed: 
· Hypothesis 1: There is a positive relationship between customer satisfaction and customer loyalty among coffee shop patrons in Hong Kong. 
· This hypothesis posits that as customer satisfaction increases, so does the likelihood of customers returning to the same coffee shop and recommending it to others. The expectation is that satisfied customers are more inclined to develop brand loyalty. 
· Hypothesis 2: Higher levels of perceived product quality significantly contribute to increased customer loyalty. 
· This hypothesis suggests that customers who perceive the quality of products offered by a coffee shop as high are more likely to exhibit loyalty towards that establishment. Factors such as taste, freshness, and presentation will be considered indicators of product quality. 
· Hypothesis 3: Improvements in service efficiency will lead to higher levels of customer satisfaction and subsequently enhance customer loyalty. 
· This hypothesis asserts that enhancing service efficiency—through measures such as staff training, streamlined processes, and effective use of technology—will result in greater customer satisfaction. In turn, this increased satisfaction is expected to foster stronger loyalty among patrons. 


Key Concepts 
This study will explore several key concepts that are critical for understanding the dynamics between customer satisfaction and loyalty in Hong Kong's coffee industry: 

· Brand Image and Customer Satisfaction: The perception of a brand significantly influences customer satisfaction levels. A strong brand image can create positive associations that enhance overall satisfaction. 
· Service Quality and Customer Satisfaction: High service quality is essential for achieving high levels of customer satisfaction. Factors such as reliability, responsiveness, assurance, empathy, and tangibles play crucial roles in shaping customers' experiences. 
· Environment and Customer Satisfaction: The physical environment where services are delivered impacts customer perceptions significantly. Elements such as decor, lighting, cleanliness, and layout contribute to overall satisfaction levels. 
· Product Quality and Customer Satisfaction: Product quality is a fundamental determinant of customer satisfaction. Attributes such as taste, freshness, durability, and reliability directly affect how customers perceive their experience at a coffee shop. 
· Customer Satisfaction and Loyalty: There is a well-established link between customer satisfaction and loyalty. Satisfied customers are more likely to exhibit repeat purchasing behavior and recommend the brand to others. 

Chapter Structure 
Chapter 1: Introduction 
· Background of the Study 
· Importance of the Study 
· Study Objectives (Research Questions) 
· Suggested Hypotheses Research Process 

Chapter 2: Literature Review 
This chapter reviews existing literature on the relationships between brand image, service quality, environment factors like ambiance or decor choices alongside product standards—each contributing uniquely toward enhancing overall experience leading ultimately towards improved retention rates amidst rising competition pressures faced by local cafes today. 

1. Brand Image and Customer Satisfaction 
· Brand image significantly influences customer satisfaction in the coffee industry. A strong brand image fosters trust and positive perceptions among consumers. 
· Recent studies highlight: 
· Abdul Haseeb Tahir et al. (2024) conducted a systematic literature review that found brand image significantly influences customer satisfaction and loyalty across various industries. 
· Cindy Immanuel Zai (2024) explored how brand image affects purchasing decisions in Batam City coffee shops. 
· Anna Watson et al. (2024) examined how green brand images affect brand loyalty. 
· The literature indicates that a positive brand image enhances customer satisfaction aligning with Hypothesis 1: Higher levels of customer satisfaction are positively correlated with increased customer loyalty. 

2. Service Quality and Customer Satisfaction 
· Service quality is another critical factor influencing customer satisfaction in coffee shops. 
· Key findings include: 
· Jacob Hallencreutz et al. (2024) found service quality crucial during crises. 
· Muh Rezky Risandi et al. (2024) emphasized high service quality at Drip Coffee. 
· Riza Arnita Sela Pardede et al. (2024) concluded maintaining high service standards is essential for overall satisfaction. 
· These findings support Hypothesis 3 regarding improvements in service efficiency leading to higher levels of customer satisfaction.

3. Environment and Customer Satisfaction 
· The physical environment significantly impacts customers' perceptions. 
· Relevant studies include: 
· Nor Mazlina Mohamad Amin et al. (2024) identified restaurant environment as significant for modern coffee shops. 
· Didi Suardi et al. (2024) found store atmosphere affects customer satisfaction at Kedai Melipir Kopi Karawaci. 
· Alessandro et al. (2024) showed café atmosphere influences revisit intention with customer satisfaction mediating this relationship. 
· These studies highlight ambiance's importance linking directly with Hypothesis 2 regarding its influence on loyalty.

4. Product Quality and Customer Satisfaction 
· Product quality is fundamental for ensuring high levels of customer satisfaction. 
· Key insights include:
· Cintana G.R.Sajanga et al. (2024) analyzed effects of product quality at Kedai Sedjak 2019 Manado. 
· Pambudi et al. (2024) indicated product quality impacts consumer loyalty through satisfaction. 
· Amirmoein Chizari (2024) identified key factors affecting Starbucks' customer satisfaction. 
· The literature confirms product quality's role supporting Hypothesis 2 regarding its influence on loyalty. 

5. Customer Satisfaction and Loyalty 
· The link between these constructs is well-established across studies. 
· Key findings include: 
· Burhani Maulana Suprayogi et al. (2024) investigated experiential marketing's impact on both constructs. 
· Radiansyah Harry Saputra et al. (2024) concluded atmosphere affects both aspects significantly. 
· These findings strongly support Hypothesis 1 confirming higher levels lead towards increased patronage. 

The literature reviewed underscores complex interplay among brand image, service quality factors like ambiance or decor choices alongside product standards—each contributing uniquely toward enhancing overall experience leading ultimately towards improved retention rates amidst rising competition pressures faced by local cafes today. 

As this research progresses into its methodology phase it will build upon these insights empirically testing proposed hypotheses regarding how these elements interact specifically within Hong Kong's competitive landscape while addressing identified gaps providing actionable recommendations focused primarily on enhancing both aspects effectively driving sustainable growth forward within industry context moving ahead into future endeavors collaboratively working towards success

CHAPTER 3: Research Methodology 
1. Research Model 
This study will utilize a quantitative research model to investigate the relationships between customer satisfaction and customer loyalty in the coffee industry. The model will focus on key variables, including brand image, service quality, product quality, and the physical environment, to determine their impact on customer satisfaction and loyalty. 

2. Hypotheses The following hypotheses will be tested in this research: 
· Hypothesis 1: There is a positive relationship between customer satisfaction and customer loyalty among coffee shop patrons in Hong Kong. This hypothesis posits that as customer satisfaction increases, so does the likelihood of customers returning to the same coffee shop and recommending it to others. 
· Hypothesis 2: Higher levels of perceived product quality significantly contribute to increased customer loyalty. This suggests that customers who perceive the quality of products offered by a coffee shop as high are more likely to exhibit loyalty towards that establishment. 
· Hypothesis 3: Improvements in service efficiency will lead to higher levels of customer satisfaction and subsequently enhance customer loyalty. This hypothesis asserts that enhancing service efficiency—through measures such as staff training, streamlined processes, and effective use of technology—will result in greater customer satisfaction. 

3. Qualitative vs. Quantitative Method 
This study will employ a quantitative research method to collect data through structured questionnaires. The quantitative approach allows for the collection of numerical data that can be statistically analyzed, providing objective results regarding customer satisfaction and loyalty. 

4. Questionnaire Design 
To collect data and analyze the research questions, I will conduct a questionnaire survey designed to measure various constructs related to customer satisfaction and loyalty. The questionnaire will include sections on: 
· Product Quality: Assessing perceptions of taste, freshness, and presentation. 
· Service Quality: Evaluating efficiency, responsiveness, and overall service experience. 
· Brand Image: Measuring perceptions of the brand image and its influence on satisfaction. 
· Physical Environment: Gauging opinions on ambiance and cleanliness. 
· Customer Loyalty: Measuring intentions to return and recommend the coffee shop. 

5. Sampling Method 
To ensure reliable results, I will use the Cochran formula to calculate the required sample size for achieving a 95% confidence level. The parameters for this calculation include: 
· Z value = 1.96 (for a 95% confidence level) 
· Estimated proportion (P) = 0.5 (to yield the largest sample size) 
· Margin of error (E) = 0.05 (indicating an error not exceeding 5%) 

Using these parameters, I will determine that approximately 384 valid responses are needed for this study. This sample size enhances the precision of the research results and ensures reliable data analysis. 

6. Logistics 
The logistics for conducting this research include preparing an online survey using Google Forms for ease of distribution and completion. The survey link will be shared through social media platforms and local coffee shop email lists targeting patrons in Hong Kong. 

7. Proposed Statistical Tests 
The collected data will be analyzed using statistical software (e.g., SPSS or R). The following statistical tests will be conducted: 
· Descriptive Statistics: To summarize demographic information and response patterns. 
· Correlation Analysis: To assess relationships between customer satisfaction and loyalty. 
· Regression Analysis: To determine the impact of independent variables (product quality, service quality, brand image) on dependent variables (customer satisfaction and loyalty). 

8. Ethical Concerns of Data Usage
When conducting a survey, protecting participants' privacy is crucial. This is not only a legal requirement but also essential for building trust with participants and improving data quality. Key privacy protection measures include: 
· Informed Consent: Participants will receive clear information about the survey's purpose, duration, data usage, and their rights to withdraw at any time. 
· Data Collection Limitations: I will utilize Google Forms' privacy settings to avoid collecting personal identification information such as email addresses unless necessary. 
· Data Security: Collected data will be stored securely on Google’s cloud servers with encryption features to prevent unauthorized access.
· Anonymization: Data will be anonymized during analysis to further protect participant identities. 
· Policy Review: I will regularly review my privacy policy to ensure compliance with relevant laws regarding data protection. 

9. Pilot Study 
Before launching the full-scale survey, a pilot study will be conducted with approximately 30 respondents from similar demographics as those targeted in this research. The pilot study aims to test: 
· Clarity of questions 
· Time required for completion 
· Any technical issues with Google Forms 
Feedback from this pilot study will be used to refine questions or address any concerns before distributing it more widely.

Chapter 4: Findings and Discussions 
This chapter will present results obtained from data analysis: 
· Statistical interpretation of survey results. 
· Discussion on how findings align with or contradict existing literature. 

Chapter 5: Conclusions and Recommendations 
The final chapter will summarize key findings: 
· Conclusions based on data analysis. 
· Recommendations for improving customer satisfaction.
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Objectives of Research Activity.
The objectives oftis research are

+To collect data on customer perceptions through sructured questionnaires.

+ o analyze the data to deniy key drivers of customer satisfacon that afect loyalt.
+ To provide practical recommendations fo coffee shop oviners based on the findings

Proposed methods (maximum 600 words)

Provide a brief summary of all the methods that may be used in the research activity, making it clear
what specifc techniques may be used. If methods other than those listed in this section are deemed
appropriate later, additional ethical approval for those methods will be needed. You do not need to
[ustit the methods here, but should instead describe how you infend to collect the data necessary.
for you to comlete your project

Proposed Methods
This research wil employ a quantitive approach to investigae the relationship betvieen customer
satisfaction and customer loyalty in Hong Kong's coffee industry. The following methods will be
iized o colect and analyze the necessary data
1. Research DesignThe study will utilize a structured questionnaire to gather data from coffee
shop patrons n Hong Kong. This method allows forthe calection of quantfiable data that
can be statistically analyzed, providing objective insights into customer perceptions and
behaviors
2. Questionnaire DesignThe.questionnaire will be designed to measure various constructs
relate o Customer saisacion and loyaly. il consist o several sectons, including
+ Product Quality Question vil assess perceptions o tast, freshness, and presentation of
coffee products
+ Service Quality Thi section willevaluate aspects sich as service effciency,
responsiveness, and overal experience during visits
« Brand Image: Participants will rate their perceptions of the coffee shop's brand image and its|
infleence on their satsaction
+ Physical Environment Questions il gauge opiions on ambiance, cleaniness, and overal
atmosphere of the cofee shop
+  Customer Loyalty: This section will measure intentions to return to the coffee shop and
likelood of recommending i fo thers
|3 Sampling MeihodTo ensure reliable resuis the Cochran formula vl b used fo calcuate the
requied sample size for acheving a 95% confidnce level. The parameters for this calculation
include:
*  Zvalue = 1.96 (for a 95% confidence level).
«  Estimated proportion (P) = 0.5 (1o yield the largest sample size)
+ Margin of error (E) = 0.05 (indicating an error not exceeding 5%).
Based on these parameters, approximately 384 vald esponses are needed for ths study.

4. Data GallectionThe survey vil be administered online using Google Forms for ease of
distribution and completion. The survey ink vl be shared through social media platiorms and local
coffee shop emaillsts targeting patrons in Hong Kong. This approach ensures a broad reach and
faciltates efficient data collection
5. Proposed Statistical TesisThe. collected data will be analyzed using statistical software such
as SPSS or R The following statstical tests will be conducted
+ Descriptive Statistics: To summarize demographic information and response patterns
+ Corelation Analysis: To assess relationships between customer satisfaction and loyalty.
+ Regression Analysis: To determine the impact of independent variables (product quaity,
service qualty, brand image) on dependent variables (customer satisfaction and loyaity)
6. Ethical ConsigeralionsEthical considerations are paramount in this research actvity. Key
measures inclide:
+ Informed Consent: Partcipants wil receive clear information about the survey's purpose,
Guration, data usage, and their rights to withdraw at any fime.
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+ Data Collection Limitations: Personal identiication information such as email addresses
will nof be collected unless necessary.
+ Data Security: Collected data wil be securely stored on Google’s cloud servers vith
encryption features to prevent unauthorized access.
Anonymization: Data will be anonymized during analysis to protect participant identites.
7 Fiol SUGHEEITe launching he T scale urvey a piot gy vith apprcmatay 30 esponcents
rom similar demographics as those targeted in this research will be conducted. This piot study aims
totest
« Clariy of questions.
+ Time required for completion.
+ Any technical issues with Google Forms
Feedback from this pilot study will be used to refine questions or address any concers before wider|
disitibuiion.In summary, this research employs a siructured questionnaire distributed online, utiizing
statistcal analyses to explore the relationship between customer safsfaction and loyalty among
coffee shop patrons in Hong Kong while adhering to ethical standards throughout the process.

Location of research activity.
Identiy all locations where research activity will ake place.

The research activity vill take place in various locations throughout Hong Kong, specifically
focusing on coffee shops in the folloving areas
+ Central: A busting commercial distrct known for s high-end cafes and a diverse clientele,
making it an ideal location to study customer preferences.
+ Tsim Sha Tsui: A popular tourist destination with numerous coffee shops, providing insights
into both local and fourst consumer behaviors.
+ Mong Kok Renovned for its vibrant street ife and high population density, this area offers
unique perspeciive on customer satistaction in a competiive environment
+ Causeway Bay: A major shopping distict hat afiracts both locals and visitors, making it a
significant location for understanding consumer choices in coffee consumption.
These locations were selected due to their high foot raffc and the presence of various coffee shop
chains and independent cafes. The research will ullize structured questionnaires distributed to
patrons in these areas. allowing for a comprehensive analysis of customer satisfaction and loyaity

within Hong Kong's coffee ndustry.
s b shoud oo oo

Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical
considerations are complied vith and that the relevant permissions are sought. Specify any local
quidelines (e.0. fom local professional associations/leamed societies/universities) that exist and
hether these involve any ethical stipulations beyond those usual in the UK (provide details of any
licenses or permissions required). Also specify whether there are any speciic ethical issues raised
by the local contextin which the research activiy i taking place, for exampl, particular cultural
andlor legal sensitvities or vuinerabiites of participants. I you live in the country where you wil do
the research then please state this

Research Activity Outside of the UK
The proposed research will be conducted in Hong Kong, focusing on the coffee industry.
Conducing research in this region requires adherence to local ethical guidelines and obtaining
necessary permissions.

10

Use of documentation not n the public domain: Are any documents NOT | NO =
publicly available?

YES o

1fYes, please provide detais here of how you vil gain access {0 specific documentation that is not
in the public domain and that this s in accordance with the current data protection law of the

country in question and that of England and Wales.
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Does your research relate {0 one o more of the seven aims of the Well-being
of Future Generations (Wales) Act 20152 YES.| NO
12.| A prosperous Wales o[ ®
13.] A resilient Wales o|®
14.] A heathier Wales. o ®
15.| A more equal Wales o|®
16.] A Wales of cohesive communities o|®
17.] A Wales of vibrant culture and thriving Welsh language o| =
18.| A globally responsible Wales o|®
19.] If YES to any of the above, please give details
SECTION F: Scope of Research Activity
Will the research activity include: YES.| NO.
1. | Use of a questionnaire or similar research instrument? CHIEE
2. | Use ofinterviews?. o[ ®
3. | se of focus groups?. o[ ®
4. | Use of participant diaries? o[ ®
5. | Use of video or audio recording? o[ ®
6. | Use of computer-generated log fils? o[ ®
7. | Participant observation with their knowiedge? CHIEE
8. | Participant observation vithout their knowledge? o[ ®
o | Access T personalofconidetal nformatn i e pariopatts specic =iz
0. | Administration of any questions, test simull presentafion that may be =iz
experienced as physically, mentally or emofionally harmiul / ofensive?
1. | Performance of any acts which may cause embarrassment or affect self-esteem?. | @ | &
12. | Investigation of partiipants involved in ilegal activties? o[ ®
13. | Use of procedures that involve deception? o[ ®
14. | Administration of any substance, agent or placebo? o[ ®
15. | Working with ive vertebrate animals? o[ ®
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16. | Procedures that may have a negative impact on the environment?. o[ ®

"7, | Other pimary data collectin mehods Please indicate the type of data collection
method(s) below.
Detals of any other pimary Gata colkcton method

(1 b shcd v s v o
ITNO to every question, then the research actvty is (ethically) Iow risk and may be exempt from some of the:
following sections (please refer to Guidance Notes).

11 YES to any question, then no research activty should be undertaken unti fullethical approval has been
obtained.

SECTION G: Intended Participants.

Ifthere are no par

ipants then do not complete this section, but go directly to section H.0

Who are the intended participants:

Students or staff at the University?
‘Adults (over the age of 18 and competent to give consent)?

Vulnerable adults?.

Children and Young People under the age of 187 (Consent from Parent. Carer o
Guardian wil be required)

Prisoners?.

‘Young offenders?.

Those who cold be considered to have a particularly dependent relationship with
the investigator or a gatekeeper?.

8. | People engaged i ilegal activties?

Others. Please indicate the participants below, and speciically any group vio
9. | may be unable to give consent.

oo a|az|a|z]a)

Bl®|e(eoelojs

Details of any ofher participant groups: o | =

Participant numbers and source
Provide an estimate of the expected number of partcipants. How wil you identify participants and
how vill they be recruited?

How many participants are
10.| expected?

“414-420 (nciuding pilt tes1).

Paricipants wil include indwviduals aged 14 and older who visit
coffee shops in Hong Kong. This diverse demographic vil consist
ot

Students: Secondary and university students who frequenty visit
coffee shops for studying or socializing

Professionals Individuals working in various sectors, such as
offce workers and teachers.

41.| Who will the participants be?
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Service Industry Workers® Employees from the hospitaly and
retai secors who may visi during breaks.
Retirees: Older aduls who enjoy visiting coffee shops for leisure.

Paricipants wil be identied using Google Forms or he survey.
The idenificaion process includes

Online Survey Distribution: The survey link vill be shared via

Social media and email sts from local coffee shops, targeting a

wide audience across different age groups and occupaions

Targeted Outreach: Efforts will be made to promoe the survey in

12.| How vill you identiy the ‘schools, universites, and community cenfers {o encourage
participants? participation from various demographics.

By utiizing Google Forms, the research aims to gather a
tepresentative sampl of participants, providing valuable insights
into customer satisfaction and loyalty within Hong Kong's coffee
industry.

Information for participants:

information for participants: =llml

13.| Wil you describe the main research procedures to participants in = - o
advance. so that they are informed about what to expect?

14.] Will you tel participants that their participation is voluntary? = o o

15. Will you obtain writien consent for particpation?. o o =

25, Will You explain to pariicipants tha refusal to pariicipate in the zlilel =
tesearch will nol affect their reatment or education (i relevant)?

17| Ifthe research s observational will you ask participans for their = - o
consent to being observed?

18.| Wil you tel paricipants that they may withdraw from the researchal | g - o
any fime and for any reason?.

0. With questionnaires, vill you give participants the option of omiting = o | =
questions they do not want to answer?

20.] Wil you tell participants that their data will be treated with full = - o
confidentiality and that.if published, t will not be identifiable as theirs?.

1| Wil you debrief pariicipants at the end of their pariicipation, in a way. = o | =
appropriate o the type of research undertaken?

22 [ 11 NO to any of above questions, please give an explanation
Information for participants: = lmllm

24| Wil paricipants be paid? o = o

25 Is specialst electrical or other equipment to be used with participants? | 0 = o

26, ATe there any financial o other inerests fo the investigator or o e o
University ansing from this study?

27| Willthe research acty involve defberately misieading pariipanis n | e o
any way. or the partial or ull concealment of the specifc study aims?.
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SECTION H: Anticipated Risks.

[~ [ outine any anticipated risks that may adversely affect any of the participants, the
researchers andior the University, and the steps that will be taken to address them.

1fyou have completed a full risk assessment (for example as required by a laboratory, or extemal
research collaborator) you may append that o this form.

Yes [ &
No | @

I+ 1. | Fullrisk assessment completed and appended?

Risks to participants
2. | For example: sector-specifc health & safety, emotional distress, financial disclosure, physical harm,
franser of personal data, sensive orqanisational information

Risk lo paricipants oty wi gt o o o
Emational Distess: Partcpants may feel Informed Consent Partcipants vil eceive clear
iscomfort when discussing thelr experiences | information about he study's purpose;

vilh coffee shops, pariculaly f ey have had | procedures, and potentil risks before agreeing
negalive interactons o paricipaie. They will e informed of heir right

to withdraw at any time vithout consequence.
Transfer of Personal Data: There is a risk that
personal data could be mishandied or exposed | Anonymization: All responses wil be

Guring data collection and analysis. anonymized during data collection and analysis
to protect participants' identities and personal

Sensitive Information: Participants might information.

inadvertently disclose sensitve information

about their spending habits or preferences. Data Security Measures: The use of Google.

Forms ensures that data s stored securely ith
encryption. Access {o the data will be restricted
to authorized personnel only

Support Resources: f emotional disiress
occurs, participants will be provided wih
resources for suppor, such as contact
information for counsgling.services.

Limit Data Collection: The survey vil avoid
collecting sensitve information unless
absolutely necessary, minimizing the risk of
exposure of personal data.

T research actity may mclude sensiive, embarTassing or upseting 0pics (e g_sexual actviy

crug use) or issues likel to disclose information requiring further action (eg.criminal actvi),give:

. | detailsof the procedures to dealwiththese issues incucing any supporladice (e.g hefpine.
numbers)to b offered to partcipants. Note that vinere applicable, consent procedures should

make i dear tht f something potentall oractualy legal s discovered in the course of a project,

it may need 10 be disclosed to the proper authortes

Procedures to Deal wih Sensiive Topics

Informed Consent Participants vil e nformed about he nature of the survey and any potertilly

sensive topics. They will ave the opton o skip questions they find uncomfortable and will be

assured that ther pertcipaton s volutary
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“Anonymization: All responses vl be anonymized to protect participants' identites and maintain
confidentialty, reducing the risk of personal exposure.

Support Resources: Pariicipants will be provided with information about support services, including
helpines for mental health or counseling services, should they experience any distress during or
after completing the survey.

Data Securty: The data collected through Google Forms will be stored securely with encryption,
ensuring that only authorized personnel have access o it

Disclosure Clause: The consent form will include a statement indicating that f any potentialyilegal
activities are disclosed during the research, appropriate authorities may need o be nolified as

required by lai.

Risks o the investigator

For example: personal health & safety, physical harm, emotional distress, isk of accusation of

hamimpropriety. confict of interest

Risk to the investigator.
Personal Health & Safety: Risks may arise from
conducting in-person surveys, including
exposure 1 iiness or potential conflcts with
particpants

Emotional Distress: Engaging vith partiipants
discussing sensitive topics may lead o
emotional distress for the Investgar.
Accusation of Impropriety: There is a risk of
being accused of improper conduct f sensitive
topics are not handled appropriately.

Conflictof Iterest: Personal biases or
relationships with local coffee shops could lead
to perceived or actual conflcts of interest.

Tt you Wil et 7ok o T vesiGatr
Health & Safety Protocols: Follow health
guidelines, such as wearing masks and
maintaining social distance during in-person
interactions. Conduct surveys oniine whenever
possible.

Emotional Support: The investigator il have
access to support resources, such as
counseling services, to manage any emotional
distress.

Training on Sensitvity: The investigator will
undergo training on handiing senstive topics
approprately.

Clear Boundaries: Establish clear procedures
for interactions with partcipants to prevent
misunderstandings and accusations of
impropriety.

Disclosure of Conficts: The investigator vl
disclose any potential conficts of interest n the.
research proposal and ensure transparency
throughout the study.

University/institutional risks
For example: adverse publicty, financial loss, data

protection

Risk to the University.

‘Adverse Publicty: Negative feedback of
controversy from participants regarding the
research could lead to adverse publcity for the
university.

Financial Loss: If the research does not yield
useful resuls or i it leads to negafive
perceptions, it could impact funding or future,
fesearch opportuniies.

Data Protection Issues: Mishanding of
particpant data could lead to breaches of data
protection laws, resuting in legal repercussions
and damage to the university's reputation

it you il et ko e Uversi
Clear Communication: Ensure that all
communication regarding the research is
transparent and emphasizes ethical standards,
which can help manage pubiic perception
Robust Data Protection Measures: Implement
strict data security protocols, including
anonymization of responses and secure storage
of data, to comply with data protection
reguiations and safeguard pariicipant
information.

Ethical Approval: Obtain necessary ethical
approvals from relevant institutional review
boards to ensure that the research complies
with ethical standards and legal requirements.
Crisis Management Plan: Develop a crisis
management pian {o address any potental
neqative feedback or incidents swifty and

PG2 Ethical Approval Forn]
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effectively, minimizing Gamage 1o the
universitys reputation.

Environmental risks.
For example: accidental spillage of pollutants, damage o local ecosystems

Risk to the environment. vt you il igat e sk o Snvronment
Accidental Spillage of Polutants: During the | Conduct Research Oniine: The primary method
research process, there may be a risk of of data collection will be through online surveys
accidental spillage of materals (e.0. cleaning | Using Google Foms, minimizing any physical
agents or food waste) that could harm local impact on the environment

ecosystems, particulary f any fieldwork is ‘Adnere to Environmental Guidelines: f any in-
involved. person interactions are necessary, all actvties

Damage o Local Ecosystems: Ifthe research | Wl comply with focal environmental reguitions
involves any physica presence n natural areas | and ouideines to prevent poluton or damage.
(9. outdoot cafes), here s @ potentialrisk of | Training fr Researchers: Ensure that al
aging locatora ang fauna. researchers invalved ae fained in

environmenta best practices fo avod any
actons tha couid ham local ecosystems.
Waste Management Procedures: Inplemert
proper waste tisposal procedures duing any
fieldwork, ensuring that all materials are
disposed of responsibly and do not contaminate
the environment

Disclosure and Barring Service

17 The research actvity Involves children of vulnerable adulls, @ Disclosure
and Barring Service (DBS) certficate must be obtained before any YES.| NO. | NAA
contact with such partcipants

Does your research require you to hold a current DBS Certfcate?. o| 8| o

TTYES, please give the cerlficate number_If the certiicate number is not
available please vrite “Pending”. n this case any ethical approval wil be.
subject o providing the appropriate certicate number

SECTION :

eedback, Consent and Confidentiality

1

Feedback
What de-briefing and feedback wil be provided to participants, hovs will this be done and when?

Post-Survey Communicaion: After completing the survey, participants will receive a thaniyou
message via email or through the Survey platiorm, acknovdedging their contibution and fime.

Informed consent
Describe the arrangements to inform potental participants, before providing consent, o what s
involved in partcipating. Describe the amangements for pariicipants {o provide ful consent before:
data collection begins. If gaining consent i this way s inappropriate, expiain how consent il be
obtained and recorded in accordance with prevailing data proteciion leqisation

“Amangements {0 Inform Potentil Participants:
Pre-Survey Informaion: Before participants provide consent, they vil receive detailed information
about the study via an introductory section in the oniine survey. This wil include:

‘The purpose of the research.

‘Wha participation involves (e.g. completing a questionnaire).

“The estimated time required to Complete the suve,

PG2 Etical Approval Forn}
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“The voluntary nature of pariicipation and their fight to withdraw at any time vithout penalty.
Contact Information: Participants vill be provided with contact details for the researcher in case
they have any questions or need further ciaification about the study.

Amangements for Consent

Consent Mechanism: Participants wil indicate their consent by checking a box on the Google
Forms survey that states they understand the study's purpose and agree to pariicipate. This
checkbox il be mandatory before they can access the questionnaire.

Record of Consent. The consent will be recorded automatically through Google Forms, which logs
responses along vith imestamps, ensuing that there is a clear record of participants' agreement to
take part in the study.

Compliance with Data Protection Legislation: All consent procedures wil comply vith prevaiing
data protection legislation, ensuring that paricipants' rights and privacy are respected throughout
the research process.

By implementing these arrangements, the study ensures that participants e fully informed and
provide their consent before data colléction begins.

3. Confidentiality / Anonymity.

Set out how anonymity of participants and confidentiaity will be ensured i any outputs. If
anonymity i not being offered. explain why this is the case.
Ensuring Anonymity and Confidentialty
Anonymization: Responses will be anonymized {o protect participant identites. No personally
identifiable information wil be colected unless necessary.
Data Securty: Data will be securely stored using Google Forms, vith encryption and access
controls 1o prevent unauthorized access
Aggregate Reporting: Findings vl be reported in aggregate form, ensuring individual responses
remain confidential
Confidentialty Agreement: Al researchers vill sign a confidentialty agreement to commit to
protecting participant data
Paricipant Communication: Pariicipants will be informed about the measures taken to ensure their
anonymity and confidentiaty during the consent process.

SECTION J: Data Protection and Storage.

Does the research activty involve personal data (as defined by the General

Data Protection Reguiation 2016 “GDPR" and the Data Protection Act 2018 YES. | NO.

“DPA’Y

“Personal Gata” means any informalion relaling [0 an idenified or ideniiiable

natural person (data subject). An identifiable natural persor is one who can

be identiied, irectly or indirectly,in particuiar by reference to an identiier

1.| such as a name, an identifcation number, location data, an oniine identiferor | &1 =
o one or more factors specific to the physical, physiological, genetic, mentl,

economic, culturalor social identity of that natural person_ Any video or audio

recordings of partcipants s considered o be personal data.

1 YES, provide a description of the data and explain why this data needs to be collected:>

Does it involve special category data (as defined by the GDPR)? YES. [ MO
“Special category data” means sensiive personsl data consisting of ormaton as.
o the data subjects

3. | (2) racil or ethnic origin o | ®e
6) poliical opinions

(¢ ) reizious belifs or other befefs of s similr nsture -

2 PG2 Ethical Approval Forn]
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6] membership o 120 Union (wihi fhe meaning of e Trade Union and Lsbour
Relations (Consolidaion) Act 1992)

(2) hysicalor mental hesih or condition,

0 sexusl e+

(@) genstics.*

() biometrc dsta (a5 used for 1D purposss).

11 YES, provide a description of the special category data and explain why this data needs fo be
collected:

4
‘Will data from the research activity (collected data, drafts of the thesis, or | YES NO.
materials for publication) be stored in any of the following ways?.

5. | Manua fils (.e. in paper form)? = =
6| Universty computers? o | =

7. Prvate company computers? o[ B

5. Home orother personal computers? ® | o
9. Laptop computers/ CDs/ Portabl disk-rives/ memory sicks? o | =

10 | “Clout” storage or websies? ® | o

7 | Other—speciy: 5 | =
or all tored data. explai the measures n place to ansure fhe securf of he data collcted,data

12.{ confidentalty,incuding Getats of backup procedures, password protectin, encrypton,
anommisation and pseudomymisation
Encrypion: Al data collected hrough Google Forms wil be encrypted during ransmission and
storage, ensuring that unauthorized indiiduals camnot access th information
Password Protecton Access t the Google Forms account and sored daa wilbe secured ith
stiong passtwords,imiing access to authorized personnel oy
‘Anonymization: Participant responses will be anonymized during data analysis, ensuring that
indiidual identtes cannot be Inked fo thefresponses
Backup Procedures: Regular backups ofthe data will be conducted using secure cloud storage
Solutions o prevent datafoss. Backup fles vill lso be encrypted for added securty.

Access Controls:Only authorized personnelinvaved in th research wil have access o the data,
and ther access wilbe logged for accountabilty

Data Retention Polcy: A ciear poicy wilbe estabished forhow long data il be retained and when
itwilbe Securely deeted, in compliance wih relevant daa protection reguiations

Data Protection

Wil he research acivt invove any ofthe folwing actvites: YEs. | No

13.| Electronic transfr of data n any form? = | o
Sharin of ata with thers at the Uriversty oufside of e immediate esearch

1| team? o =

15.| Sharing of data with other organisations? o =

3 PG2 Ethical
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16

Export of data outside the UK or imporiing of data from outside the UK?.

1

Use of personal addresses, postcodes, faxes, emais of telephone numbers?

18

Publication of data that might allow identfication of individuals?

19

CIENGERE

Use of data management system?

2

o|o|m|m|o

Data archiving? =

2

11 YES to any question, please provide full details, explaining how this will be conducted in
accordance with the GDPR and Data Protection Act (2018) (and any intemational equivalents,
where appropriate):

Informed Consent Pariicipants vill receive detailed information about the study's purpose,
procedures, and their rights before consent. They can withdraw at any time vithout penalty.

Consent Mechanism: Consent will be obtained through a mandatory checkbox on the Google
Forms survey, which pariicipants must check to proceed.

Data Anonymization: Responses vil be anonymized to protect partcipant identites. No personally
identifiable information will be colected unless necessary.

Data Securty: Data will be securely stored using Google Forms with encryption and access
controls 1o prevent unauthorized access.

Access Control: Only authorized personnel will have access to the data, and all access will be
logged for accountabilty.

Backup Procedures: Regular backups of data will be conducted using secure cloud storage
solutions to prevent data loss, ith backups also encrypted.

Compliance with Legisiation: All procedures will comply with GDPR and the Data Protection Act
(2018), ensuring participants'rights are respected throughout the research process.

2

Listall who will have access to the data generated by the research activity

Researcher. The primary invesfigator responsible for conducling the study and analyzing the data

Supervisor/Advisor: The faculty member or advisor overseeing the research project to ensure
academic integrity and compiiance vith ethical standards:

Statistical Analyst: If needed, a qualified analyst may be granted access to anonymized data for
statistcal analysis purposes

23

List who wil have control of, and act as custodian(s) for, data generaled by he research actiy

Researcher

2.

Give detals of data Storage rrangements, INCuding Security Measures in place 1o pratect the data,
wihere data will b stored, how long for, and in what form. Will data be archived i 5o how and i
notwhy not

Data Storage Arrangements
Storage Location: Al data collected vill e stored securely on Google's cloud servers.

Securty Measures
Encryption: Data will be encrypted during transmission and at rest.

4 PG2 Ethical Approval Forn]
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Password Proteclion: Access 10 the Gata Wil be secured Wilh strong passwords, IMiing access 10
authorized personnel only.

‘Access Control: Only the researcher, supervisor, and designated statistical analysts will have
access 1o the data.

Data Retention Period: The data vill be retained only unti the completion of the research project
and will be securely destroyed afterward, ensuring no long-term storage.

Data Archiving: Data il not be archived after destruction to prevent any fuure access of misuse.
Backup Procedures: Regular backups of the data will be conducted using secure cloud storage
solutions to prevent data loss, vith backup fles also encrypted

25| Please indicate fyour data vill be stred n The UWTSD Research Data Reposiory (see
Hitpsresearchdata utsd ac UK/ ). 5o please explai. (Host rlevant o academic staf)

No.

Confim that you have read the UWTSD guidance on Gaa management (see

26. | pitps I, uwisd.ac uk/ibrary/research-Gata-management) VES. [

Confirm that you are aware that you need to keep all data until after your
27 research has completed of the end of your funding S =

SECTION K: Declaration.

“The information vihich I have provided s correct and compiete fo the best of my knowledge. | nave.
attempted to identy any risks and fssues related 1o the research activity and acknowledge my
obligations and the rights of the participants.

In submitting this application | hereby confirm that | undertake to ensure that the above named
research actviy vill meet the Universit's Research Ethics and Integrity Code of Practice which is
published on the website® htps /Awnw uvsd ac uldresearchiresearch-ethics/

Date:
1. | Signature of applicant:
1711212024,
For STUDENT Submissions:
2, | Directoror Date:
Studies/Supervisor
3. | signature:
For STAFF Submissions:
4. | Academic Director/ Assistant Date:
Dean:
5. | signature:

‘Checkist: Please complete the checkist below to ensure that you have completed the form according to the.
quidelines and attached any required documentation:

.| I have read the guidance notes supplied before completing the form

.| I have completed ALL RELEVANT sections of the form n ful

.| I confinm that the research actvity has received approval n principle

5 PG2 Ettical Approval Fom
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.| I have atiached a copy of finalinterim approval from extemal organisation (where appropriate)

I have attached a fullisk assessment (where appropriate) ONLY TICK IF YOU HAVE
ATTACHED A FULL RISK ASSESSMENT.

| understand that tis my responsibilty to ensure that the above named research activity wil meet
the University's Research Ethics and Integrity Code of Practce.

| understand that before commencing data colection all documents aimed at respondents
. | (including information sheets, consent forms, questionnaires, nterview Schedules etc.) must be
confimed by the DoS/Supervisor, module fuor or Academic Director

RESEARCH STUDENTS ONLY.
Once complete, submit this form via the MLSD. Doctoral College Portal at (htips://myisd.uwisd. ac uk).

RESEARCH STAFF ONLY.
All communications relating to this application during its processing must be in writing and emailed {o.
Daresearch@uwdsd.ac uk, with the it Ethical Approval followed by your name.

'STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submi s form
(and receive the outcome) via systems explained to you by the supevisormodule leader

5 PG2 Ethical Approval Forn]
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APPLICATION FOR ETHICAL APPROVAL-

RESEARCH STUDENTS
“This form is to be completed by the student within SIX months for fulltime students and TWELVE months
for part time students, after the commencement of the research degree or folowing progression fo Part
Two of your course.

Once complete, submit this form via the MTSD Doctoral College Portal at (htips:/imytsd uwisg.ac uk). .

“This document is also available in Welsh,

RESEARCH STAFF ONLY.
All communications relating to this application during its processing must be in witing and emailed to
research@uvilsd ac uk, vith the tlle ‘Ethical Approval followed by your name.

'STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submil s form
(and receive the outcome) via systems explained to you by the supervisorimodule leader

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A
researcher may not be covered by the University’s insurance if ethical approval has not been obtained
prior to commencement.

“The University folows the OECD Frascati manual definiion of research activity: “creative ork undertaken
on a systematic basis in order {o increase the stock of knowledge, including knowledge of man, culture and
society, and the use of this stock of knowledge to devise new applications'. As such this covers aciviies
undertaken by members of staff, postoraduate research students, and both taught postgraduate and
undergraduate students working on dissertations/projects

‘The individual undertaking the research activity s known as the *principal researcher.

Ethical approval s not required for routine audis, performance reviews, quality assurance studies, testing
within normal educational requirements, and Iterary of artistic criticism.

Please read the notes for guidance before completing ALL sections of the form.

‘This form must be completed and approved prior to undertaking any research activity. Please see
Checkiit for detais of process for difierent categories of application.

SECTION A: About You (Principal Researcher)

T Furname A G v
2. | Tckallbores hatapply. | wemberor st ==
‘Taught Postgraduate Postgraduate

Undergracuate sucent |8 | LY N
o TR O

DecineConre
o | campus

Emai agaess oad @l com

Contact Teephons Number. o092 6777

For sudents:
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7. | Student Number. 2322642
8. | Programme of Study: Master of Business Administration
9. | Director of Studies/Supervisor | Dr Terence Lic

SECTION B: Approval for Research Actvity.

1

Has the research aciiity received approval n principle?
(please check the Guidance Notes s to the appropriate
approval process for diferent levels of research by difierent

categories of individual)

YES

® | 0. | B

Dare
[ Ves, please mdicale Source of | Rescarch Degrees Gommit Tor02020
approval (and date where known): Sestcl g ressit Ui e =z
Approval in principle must be | |nstitute Research Commitiee = 16/110/2024.
obtained rom the rolevant source
orir o Seeking thical approval. - | Ot (e n) -

SECTION C: Internal and External Ethical Guidance Materials

Please lst the core ethical guidance documents that have been refefred o during the compietion of
this form (including any discipline-specific codes of research ethics, location-specific codes of
research ethics, and aiso any specific ethical quidance relating to the proposed methodology).
Please fick o confim that your research proposal adheres {o these codes and guidelines. You may.

add rows to this table f needed.

1| UWTSD Research Ethics & Integrity Code of Practice =
2. | UWTSD Research Data Management Policy =
3. | st any other relevant documents here] o

SECTION D: External Collaborative Research Activity.
If there are extemal collaborators then you should gain consent from the contact persons to share their
personal data with the university. If there are no extemal collaborators then leave this section blank and
continue to Section E.

. [ instiution

2. | Contact person name-

3. | Contact person e-mail address.

4| Is your research extemally funded? Yes [ o | No. [ &

5| Are youn receipt of a KESS scholarship? Yes | o | No. [ O

6. | Are you speciically employedto | Voluntary Yes. | o | No. | o

= undertake this research in oithera =
paid or voluntary capacity?. mploye ves | o | No | &

8. | Is the research being undertaken | I YES then the ves, [BCE o [
within an existing UWTSD Athiafa | permission question

Japra 2« 2 PG2 Ethical Approval For]
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Professional Leaming Parinership | below does not need
(APLP)?. tobe answered

9. [ Has permission (o undertake the | (I YES attach copy)
research has been provided by the | fNO the application | YES. [ ©. | NO. [ O
pariner organisation? cannot confinu

Where research activity is carried outin collaboration with an external organisation

10

Does this organisation have its own ethics approval system?. | YES. [ @ | No. [ O

1f Yes, please attach a copy of any final approval (or interim approval) from the organisation (this
may be a copy of an email i appropriate).

SECTI

10N E: Details of Research Activity.

(Broporal for Rezecehs on Customar Safifaction 22 Loyaly n he Hong Kong Coffa]

Indicative fite: -

Proposed start date 171012024, Proposed end date: 301412025,

Introduction to the Research (maximum 300 words per section).
Ensure that you write for a Non-Specialist Audience when outlining your response to the
points below:

Purpose of Research Actviy.
Proposed Research Question
4ims of Research Activiy.
Objectives of Research Actviy.

Demonstrate, briefly, how Existing Research has informed the proposed activity and explain

What the research activty wil add to the body of knowledge
How it addresses an area of importance.

Purpose of Research Activity.

The purpose of this reseatch s o explore th relationship between customer safisfacton and customer loyalty
in Hong Kong's coffee ndustry. With lcal coffee shops facing challenges from ising competfion

and consumer trends fayoring cheaper options n mainland China, understanding how to enhance customer
satistaction i crucial This reseach aims o provide insighis that can help coffee Shop owmers mprove their
services and retan customers, ullmatel fosterng loyafy and encouraging local consumption

Research Question
The proposed research questioni: s there a significant relaionship between customer satisfaction and
 customer loyalty among coffee shop patrons in Hong Kong?” This question seeks o uncover whether higher
levels of satisfacton lead 1o increased loyalty among customers, proviing valuable nformafion for coffee shop|
oumers looking o enhance thelr business strategies.

(tis box shoukd expand 85 you type)

(Aims of Research Activity
The aims of this research include:
+ Toinvestigate the correlation between customer satisfaction and loyaly.
+ Toidentity which specficfactors of customer satisfaction—such as product qualty, service effciency,
and ambiance—most signficanty influence customer loyaly.
+ o develop acfonable recommendations fo coffee shops to improve customer safisfacton and
loyaly.
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