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CHAPTER 1: INTRODUCTION 

Overview of The Research
While running a business it is important to have good knowledge and understanding regarding business as it supports to arrange the all functions and activities. The needs and wants of the customers is getting changes along with the changing environment where it became important to focus on changes and offer the kind of products as well as services. Innovation in products and services is identified as effective planning used by companies to grow their business and accomplish the business goals (Mehmood, Hunjra and Chani, 2019). To get the higher performance and competitive edge in the changing environment diversification is identified as effective strategy as it used by companies to introduce something new and attractive that directly influence the customers and encouraged to make buying decisions. Diversification is the act and process of diversifying, state of being diversified that directly support to regulate their business and activities. While running a business it is needed to have knowledge about specific products and services that can attract the people and support to increase the organizational sales. 
1.1 Aim and Objectives of the research 

Aims
“To analyse the key success factors in business diversification for the growth and development of the firm within a retail industry in United Kingdom. A study on Debenhams”.
Objective
· To evaluate the concept of business diversification for the growth and development in the organisation.

· To determine the impacts of diversifying the business to enhance the productivity of the firm.

· To inspect the key factors responsible for the business diversification for the productivity of the firm. 
1.2 Research Questions 
Research Questions
· Elucidate the concept of business diversification for the growth and development of the firm?

· What are the impacts of diversifying the business to enhance the productivity of the firm?

· Explain the key factors responsible for the business diversification for the productivity of the firm?
1.3 Background of the organization 

Debenhams is one of the largest British departmental store chain operating their business by offering the different types of products and services. The company operates its stores in many countries like Denmark and the Republic of Ireland. It was founded in 1778 by William Clark and headquarter in Oxford Street, London. The managers understand the needs and wants of their customers then offer the kind of products that directly support to increase organizational performance. The providing products are fashion clothing, shoes, toys, cosmetics, gifts, electrical, home and furniture with good quality that influences the number of customers and increase performance. John Lyttle, who is the chief executive of the Boohoo's group have placed a condition before the company that they would only supply the products if they have a physical stores available and it was also approved, which was opened outside London named as a Debenhams beauty store. Now currently most of the brands are owned by Boohoo. In the December 2021, the store of beauty products was also opened in Manchester Arndale, which has two floors operated in the home city of Boohoo Group. This was also opened to meet numerous deals in contract for the stocks of Boohoo and also as a rival company to Next's . There is no physical stores to be expected to open in the future (Mania and Rieber, 2019). 
1.4 Research Gap and contribution
Lack of productivity due to innovation of new products and services in an organization is identified the research gap that has created the challenges for firm to operate their business. It has seen that company feels fear to adopt the new changes in their existing products and services that affected their business negatively. The research will help to get the data regarding strategies that can be used by companies to grow their business by taking the risk of modifying their products. The researcher will contribute in research related activities by collecting the information and applying in their future task.  
1.5 Rationale of the study

The main reason of conducting the study is to gain understanding about topic and take the right action. With the help of research, researcher will improve their personal and professional skills. In aspects of personal, communication, technological, and research skills is improved. On the other side, professional aspects will help to improve the skills regarding strategies that can be used by company to improve the organizational performance in the changing environment (Sohl, Vroom and McCann, 2020). 
1.6 Problem statement 

In the organization, bankrupt and increasing competition is identified as major problem that directly affected the business industry negatively. The client went the bankrupt resulted lack of customers and low sales as they switched to other brand. The another issue identified is changing environment and lack of applying the growth strategy due to which products went out of fashion and remained as unsold. To solve the issue and problem, company has decided to use diversification strategy that will support to introduce the different design and quality of products to attract customers (Chan, An and Nasir, 2019). 
1.7 Significance of the study

The aim behind using the growth strategy is to develop the business performance and activities in the changing environment. To focus on business diversification strategy became crucial as it reduced the business related risk and impacts positively on the business performance. By providing a plan for how to distribute and invest money in different assets, it aids in risk management. Diversification can refer to a variety of things, including the product line or the clientele. When a new product is introduced into the market, it can require additional adjustments or even a change because buyers are constantly ready to use the newest items with the newest features. Building a broader customer base helps a business thrive since the products sold to the new customers are worthwhile of the staffs' efforts. Thus, it became important for researcher to receive the topic and conduct study (Garrido-Prada, Delgado-Rodriguez and Romero-Jordán, 2019).  
1.8 Outline of Research 

Diversification strategy is core planning for business organization as it develop understanding about competitors and develop insight to complete their task by following the changes and new techniques. It is important for each business concern to analysis the marketplace and formulate effective strategies that can be used to solve the business problem and improve productivity. Diversification means to bring the changes in existing product and services that can directly influenced the number of customers and increase the sales. If company is facing the challenge in adopting changes then it has to struggle in the marketplace. The researcher has collected the information about how a business can grow in the retail market, for this, it has used the positivism philosophy and deductive approach as it has provided the relevant data. With the help of primary and secondary sources under quantitative technique researcher collected the information. In primary questionnaire supported to get different opinions and literature has done under secondary source (Ceipek, Hautz, Mayer and Matzler, 2019). 
CHAPTER 2 

2.0 Critical Literature Review 

2.1 Introduction 


A literature review is a comprehensive summary of previous research on a specific topic that develops understanding and insight effectively. A literature review is a piece of academic writing demonstrating knowledge regarding the topic and managing all functions effectively. It is important for the researcher to collect the data from various sources as it supports to completion of the task and maintains activities. The current study is about the diversification strategy used by companies to grow their business and improve productivity. While running a business it became important to focus on strategy and growth planning as it develops the skills to make a future plan and attain higher performance (Duque-Grisales and Aguilera-Caracuel, 2021). 
2.2 To evaluate the concept of business diversification for the growth and development in the organisation.
As per the opinion of Więch (2021), Diversification refers to a technique that reduces risk by allocating funds and investment across various financial instruments and industries that directly support running their business. As the environment is changing day by day where it became important for companies to know the changes and offer the kind of products and services that can directly influence the customers and increase sales. While running a business it is important to focus on changing environment and needs of their customers that can help to regulate and operate their business effectively. Diversification is the effective planning used by managers for the purpose of innovating new products and reducing business risks by managing all functions and activities. In other words, expanding industry’s operations into new or unrelated products, services, markets, or industries is diversification that directly supports to development of the business (Wu, Ma, and Liu, 2019). For instance, if a company wants to expand its business in another place by changing its products and services then it makes use of a diversification strategy as it supports introducing something new and attractive that directly influences customers and increases sales. Marketing is an effective practice use by marketers to promote products and services in order to increase the sales and brand awareness. It is important for each organization to understand what is happening around and how their customers could be influenced towards particular product kind of products are offered to improve the brand image. 
2.3 To determine the impacts of diversifying the business to enhance the productivity of the firm.

According to the words of Teece (2019), Business diversification is the effective strategy used by companies to promote their business after managing the changes in their existing products and services that directly influenced the customers to make buying decisions. It is a growth strategy that contains entering into a new market or industry in which the business is not operating effectively. This is important for each organization to understand what customer wants, and what trend is followed by people which helps an organization manufacture and design products accordingly. The aim of the business organization is to increase performance by arranging and managing the functions as it supports accomplishing the business goals. Expansion is the major task for companies where managers conduct market research to analyze the changing needs of people and provide an opportunity to get a better experience in business development. For instance, Debenhams is the larger departmental store in the UK, offering a wide range of products and services to their customers by managing all functions and activities. The company analysis the marketplace and bring changes in their existing products with the help of new technology and innovation influencing the customers and encouraging to make buying decisions (Itami, Kagona, Yoshihara. and Sakuma, 2019). The managers find out the risk and barriers attached to business, and use strategy to overcome risk by introducing new products as it helps to increase sales and maintain higher productivity. The diversification strategy is used by managers to design different types and style of clothes and accessories for their potential customers that directly influenced the people by comparing with others to buy products. The sales and productivity of Debenhams increased by applying the growth strategy as it changing its products and services time to time or according to changing environment that directly affects the business and increases performance. The company gain the higher profits by arranging all functions and allocating the funds into required activities that directly support the industry and maintain higher productivity. While running a business, having good knowledge and skills about the market plan is needed as it supports to introduce of new products and services in the market that develop a feeling to use new products and increase services. With the help of diversification, company becomes able to expand its business activities into new countries or marketplace via online stores that affect a business positively and increase the organizational productivity. This also helps to reduce the organizational cost and risk that occurs while delivering the services and applying new plan (Shahzad, Ferraz, Doğan and do Nascimento Rebelatto, 2020). 
2.4 To inspect the key factors responsible for the business diversification for the productivity of the firm.
According to Vu and Ha (2021), The productivity and profitability of a business vary on strategies and plans which is formulated by managers to run the business and manage all activities. It is important for business concerns to understand the factors which are responsible for the diversification of a business and challenges occurs while doing a business as it affects the business productivity and profitability. It has been seen that there are many factors such as horizontal, centric, vertical and conglomerate that make a business responsible to diversify or change the organizational products as well as services to influenced the customers. The horizontal diversification is dealing with the new innovation and products that can directly influence the people in different marketplace as it enhances the core business by reaching to the new customers. To introduce the new products and services there is high risk could be found by managers as it affects the productivity negatively. The centric types strategy is quite similar like horizontal as it used to bring improvements in current products by adding new features that might be effective for business organization to run their business and increase the performance in the changing environment effectively (Ma, Zhang, and Yin, 2021). This is mainly used when company modify its same products by applying new features and design to attract customers effectively. The vertical diversification strategy used by business concerns in the situation of spreading their operations in supply across many countries that helps to increase the customer base and increase the business performance. On the other side, conglomerate strategy is used by company while entering into new market with the expectation to increase the organizational sales and productivity. This can help to increase the customer base by introducing and modifying their products as well as services. 
Cost of the products, innovation, skills of employees, core competencies of firm, marketing, and changing in government regulation, change in social and economic factor and environmental factor which are related to a business and affects business activities. While running a business and introducing new products marketers conducts market analysis that created expenses for company to know what products is demanding by customers and how they can follow the new trend that can help to Debenhams to offer products to increase sales. Innovation and use of new technology is also effective factor follow by company to introduce something new and attracts which is not come yet in the marketplace and will likely by customers to consume and share their positive reviews. This can help to increase the organizational sales and performance effectively.  
As per perspective of Safitri and Anggara ( 2019), To introduce and use of new technology, skilled people is identified as main factor as they identify organizational goals and contributes in business activities by performing their roles and responsibilities. This affects the diversification strategy in selected industry and encouraged the customers to make buying decisions. It has been seen that if there is less focus and irrelevant market research then could be difficult for firm to continue their operations. Core competencies of firm and marketing identified as effective factor used by managers to know the core value of company and increase the customer base by increasing brand awareness among people. Changing in government regulation and environment rules is important to follow in running a business as it directly support Debenhams to influence the customers by offering better quality of products and services. This can help in maintaining the higher performance and sales effectively. 
2.5 The theories 



Diversification theory could be explained as a strategy mixes a wide range of investments within a portfolio in an attempt to reduce portfolio risk. Occurrence of risk and barrier while doing a business it natural as it limits the business concern to continue or proceed their further task. This theory is helpful for business organization to introduce new products and services by introducing the changes that leads to organizational growth and higher productivity at the workplace. The managers understand customer requirement and offer products accordingly that support to increase business performance (Iqbal, Abbasi, Shinwari, Guangcai, Ahmad, and Tang, 2021). 
CHAPTER 3 
3.0 Developing a conceptual model 
3.1 Introduction 

A conceptual model is the model of an application that the designers wants to understand and manage their all activities effectively. The current topic of research is analysis of key success factors in business diversification for the growth and development of the firm in retail industry where researcher conduct analysis by collecting the data and information. A business industry analysis the marketplace to know needs of their customers and provide the services accordingly that develop business performance (Hutsaliuk, Koval, Tsimoshynska, Koval and Skyba, (2020). 
Conceptual Map
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The independent variable in conceptual model is key factors in business diversification that affects a business in positive and negative manner. On the other side, dependent variable is growth and development of the firm that supports a business to increase the competitive advantages. It is dependent variable because factors are used to manage the changes in business organization that increase performance. The above conceptual model explained the cost of the products, innovation, skills of employees, core competencies of firm, marketing, and changing in government regulation, change in social and economic factor are successive factor used by business concerns in Debenhams for the purpose of running their business (Zhao and Kim, 2021). 
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This strategy is used by business organization to run their business by introducing changes in their existing products and services. It is important for managers of Debenhams to follow the diversification strategy as per changing environment that can help to introduce products and services effectively. With the help of innovation managers introduces new products with new capabilities processes and technologies that provides immense growth. On the other side, disruption can be seen in case of offering new product for new markets with new marketing strategies affects the business negatively. To gain inorganic growth in changing business environment, managers can design portfolio with partners, mergers, and acquisition that could support their business to grow successfully and increase the organizational performance (Nagle, and Teodoridis, 2020). 
CHAPTER 4
RESEARCH METHODOLOGY

A way of explaining how a researcher intends to carry out their research for developing their understanding and skills regarding particular topic is identified as research. Research methodology is the important aspect used by individual for the purpose of collecting the data and information as it supports to collect relevant and reliable data. Research methodology is the systematic process used by individual to identify and evaluate the right data that can support their study and helps to make further decisions.  The discussion of current research is about analysis of the key success factors in business diversification for the growth and development of the firm within a retail industry in the United Kingdom. The researcher analysis the business environment, know its competitors and formulate the strategies to run and operate their business successfully. The methodology is described below: 

Research Philosophy – This could be explained as first stage of research methodology which is used by individual to deal with scope, nature, and development of a phenomenon. It develops the skills and abilities of a researcher by collecting and analyses the data to make understand social world. It provides the structure by which data is collected for the topic and the analysation with evaluation propounded utilised by researcher. There are two main research philosophy interpretivism and positivism which is concerned and utilise by researchers develop the knowledge regarding a topic. An interpretivism philosophy is a method propounded by those researchers who are more focused on collecting the subjective data. On the other side, positivism philosophy is used identification of research topic, observation, and analysis the business related activities that directly support to complete the activities and functions. In relation to current study, researcher have been used positivism philosophy as it provides thorough information regarding particular topic and subject (Lashitew, Ross, and Werker, 2021). 
Research approach – A structure is designed by individuals in identification of problems and getting right solution that can support their study. It has been seen that a problem and risk is identified by individuals to make right selection and activities. While conducting the study it became important for researcher to analysis what kind of data and information could affect their decisions. It basically represents the process and method to use for researcher by which it involves significant steps and assumptions for effective method for collection of data in context of analysation it researches of two types. The approaches of research are inductive and deductive used for different purposes. The deductive approach is connected to collect the information by adopting theory and analysis. On the other side, inductive approach is used by researcher to focuses on evaluation of new theory that affects performance and activities of business research. The current research covers a discussion about diversification strategy which is used by managers to seek towards continuous growth and development of a business. This can help to develop the business functions and activities by managing the all data and activities. In relation to current study, deductive approach is utilised by researcher to attain research objectives with the help of collecting data and information. This helps to collect the data regarding business diversification strategy used by managers to develop the business in growing their functions and activities. Moreover, Deductive approach is best for the current investigation as it also helps in knowing the relationship between the variables (Li, Qiu and Wang, 2019).
Research strategy – It is determined as methodology structure used by researcher for looking towards step by step plan formulated to manage the all activities. Research strategy is the continuous process of getting quality based data as it supports to complete task and manage all activities. It is needed for researcher to collect data by selecting a topic as it brings change in their existing performance. Different kinds of research strategies are there through which data can be take out like as survey, case study, focused group, grounded theory, systematic literature review, experimental research and many more. In relation to the current study, survey strategy is used by researcher for the purpose of obtaining data in a deeper way and maintaining higher performance. The survey is used by an individual to collect data from different author opinions as it helps to find out the problem and address it effectively. It supports building higher performance and productivity by managing the all activities and functions. The strategy is more effective as it supports in the study and attaining business objectives (Gopal, Manikandan, and Ramachandran, 2021). 
Choices – This could be explained as effective planning and strategy used by researchers to develops their understandings and skills. While running a business it became important for each organization to understand what is happening around and how each people can indulge in particular activities. This considers mono, mixed, and multi-method to analyze the topic and develop their understanding regarding a topic. The mono method is based on single technique either qualitative or quantitative. The mixed method is the involvement of both techniques such as qualitative and quantitative. On the other side, multi method is used to collect the data more than two techniques as it helps to develop the understanding and skills of researcher to complete study and manage the activities. Mono is the effective method selected by researcher to carry out their study by focusing over quantitative technique as it helps to maintain higher performances at the workplace. Which can help to develop organizational performance (Jawed, Vinod Tapar, and Dhaigude, 2021). 
Data collection and analysis – This could be explained as main method of collecting information and data regarding a particular subject. Data collection is the continuous process of gathering data and measuring as well which can help to maintain the good performance. Two technique of data collection are qualitative and quantitative. The qualitative technique is connected to collect non-numerical and theoretical based data as it can support to manage all functions and activities. The use of quantitative technique is possible to collect practical and statistical data that can help to know and collect relevant and reliable data. In relation to current study, quantitative technique used by researcher that will help to collect the data and information. It is important for each individual to have focus on changing environment and activities as it helps to take corrective actions (Kim, Euh, Yoo, Lee, Jo, and Lee, 2021). 
Two types of sources in data collection are primary and secondary used by an individual to collect and manage the data. When information is being collected in the form of primary source such as questionnaire, and interview is identified as primary method of data collection. On the other side, to collect data on the basis of secondary sources such as google scholar, articles, magazine and others that can support to collect the right data. The researcher will use primary as well as secondary data to collect the information (Thanh, Ha and Mcaleer, 2021). 
Time horizon – Time horizon can be defined as main aspects used by the researcher for the purpose of completion of their project. If there is no horizon and selection time period, then could be challenging for researcher to continue their study. This involves cross- sectional and longitudinal horizon. The cross-sectional is established to conduct study of a particular phenomenon at a specific time. The longitudinal used to collect repeatedly data over a time period. In relation to current study, cross-sectional horizon is used by researcher that can help to collect the information regarding a topic and manage activities (Thanh, Ha, and Mcaleer, 2021).                                                                                                                                                                                                                          

Sampling – It is the main method to select the people from a large population that have been settled to manage all activities. This involves probability, and non-probability method to collect data. The researcher has been used probability method in which number of participants is 30 who shares information (Lei, Guo, Zhang, and Cheung, 2021). 
CHAPTER 4
Data Analysis and Interpretation 

Questionnaire 
	Q1.) What is your gender?
	Frequency 

	a) Male 
	16

	b) Female 
	10

	c) Others 
	4

	Q2.) According to your opinion, what is diversification? 
	Frequency 

	a) It is a technique that reduces risk by allocating funds and investment across various financial instruments 
	10

	b) Diversification is the effective planning used by managers for the purpose of innovating new products and reducing business risks 
	8

	c) It means expanding industry’s operations into new or unrelated products, services, markets, or industries is diversification 
	12

	Q3.) What is your age group? 
	Frequency 

	a) 20-30
	10

	b) 30-40
	15

	c) 40 +
	5

	Q4.)  What is the impact of diversification the business to enhance the productivity of the firm?
	Frequency

	a) It is a growth strategy that contains entering into a new market or industry in which the business is not operating effectively. 
	5

	b) Debenhams becomes able to expand their business by adding new marketplace. 
	7

	c) The managers find out the risk and barriers attached to business, and use strategy to overcome risk by introducing new products. 
	8

	d) Debenhams gain the higher profits by arranging all functions and allocating the funds into required activities
	10

	Q5.) What are the key factors responsible for the business diversification for the productivity of the firm? 
	Frequency 

	a) cost of the products and services 
	7

	b) horizontal, centric, vertical and conglomerate that make a business responsible to diversify or change the organizational products as well as services
	8

	c) Skills of employees 
	6

	d) Innovation and competencies of firm
	9


	Q1.) What is your age group?
	Frequency 

	a) Male 
	16

	b) Female 
	10

	c) Others 
	4
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Interpretation – In study has been interpreted that 16 people are male, 10 are females and 4 are others. 

	Q2.) According to your opinion, what is diversification? 
	Frequency 

	a) It is a technique that reduces risk by allocating funds and investment across various financial instruments 
	10

	b) Diversification is the effective planning used by managers for the purpose of innovating new products and reducing business risks 
	8

	c) Expanding industry’s operations into new or unrelated products, services, markets, or industries is diversification 
	12
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Interpretation – From the above report, it has been interpreted that as per 12 people diversification means expanding industry’s operations into new or unrelated products, services, markets, as per 10, it is a technique that reduces risk by allocating funds and investment across various financial instruments, and remaining 8 people said, Diversification is the effective planning used by managers for the purpose of innovating new products and reducing business risks.
	Q3.) What is your age group? 
	Frequency 

	a) 20-30
	10

	b) 30-40
	15

	c) 40 +
	5
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Interpretation – From the above report, it has been determined that 10 people belongs to 20-30 age group, 15 people belongs to 30-40 age and remaining people belonged to more than 40 years who works collectively in the business organization and increase performance. 
	Q4.)  What is the impact of diversification the business to enhance the productivity of the firm?
	Frequency

	a) It is a growth strategy that contains entering into a new market or industry in which the business is not operating effectively. 
	5

	b) Debenhams becomes able to expand their business by adding new marketplace. 
	7

	c) The managers find out the risk and barriers attached to business, and use strategy to overcome risk by introducing new products. 
	8

	d) Debenhams gain the higher profits by arranging all functions and allocating the funds into required activities
	10
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Interpretation – From the above, it has been interpreted that as per 5 people, diversification is a growth strategy which is applied to enter into new market to run business effectively, as per 10, Debenhams gain the higher profits by arranging all functions and allocating the funds into required activities, as per 8, managers find out the risk attached to business, and use strategy to overcome risk, and remaining 7 people, stated that selected organization became able to expand their business and activity by adding new marketplace. 
	Q5.) What are the key factors responsible for the business diversification for the productivity of the firm? 
	Frequency 

	a) cost of the products and services 
	7

	b) horizontal, centric, vertical and conglomerate that make a business responsible to diversify or change the organizational products as well as services
	8

	c) Skills of employees 
	6

	d) Innovation and competencies of firm
	9
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Interpretation – From the above, it has been interpreted that as per 7 people, cost of particular product and services is effective factor that leads to make business diversify, as per 8, horizontal, centric, and vertical make a business responsible to diversify or bring changes, as per 6, skills of employees, and remaining 9 people stated that innovation and firm’s competencies is identified as major factor that used to develop organizational functions. 
Data interpretation as per secondary sources 

Theme 1: 

To evaluate the concept of business diversification for the growth and development in the organisation.


According to Koval, and Skyba (2020), It has been seen that the growth and development of a business industry depend on its strategies and planning formulated and implemented by managers to influence the customers and increase sales. The main object of business organizations is to get a higher return on their investment as funds are allocated into buying raw materials and finished goods that can help to attract customers and increase organizational sales. When a business is not able to cope up with changes and high competition then it has to adopt new methods and techniques to provide better quality products and services to encourage the customers and increase productivity. This also helps to improve the brand image in changing environment and maintain higher performance. 
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In this diagram, have been defined that diversification is the major strategy used by employer to develop business performance and activities by entering into new marketplace. It is important for each organization to focus on challenging environments and issues rises into business industry and provide best solution which can help to develop the business productivity. Diversification is helpful to perceive organization performance as successive activity as it encouraged to develop productivity. 
Theme 2: 
To determine the impacts of diversifying the business to enhance the productivity of the firm.

As per the opinion of Zhao and Kim (2021), Diversification has impacted positively on the performance of Debenhams as it has supported to development of business functions and activities. With the help of diversification an organization becomes able to change its products as well as services. If there is no change then could be challenging for a company to continue its operations and manage activities as well. With the help of diversification selected organizations introduced news products in new markets which supports to develop organizational productivity. 
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In above section, it has been identified that company who implement market diversification strategy grows continuously by entering in new market and attracting number of customers that can help to develop organizational productivity. The companies who did not apply the diversification strategy faced the challenge of lower productivity and increasing competition. 
Theme 3: 

To inspect the key factors responsible for the business diversification for the productivity of the firm. 

Stated by Nagle and Teodoridis (2020), Cost of the products and skills of employee is major factor needs to consider in business organization as it has a wider scope to continue their business. If the cost of organization is low during entering into a new market and skills of employees is well then it directly supports their business to continue their business effectively. Other than this, Innovation is another factor used by companies to introduce new products and services that can help to increase organizational performance in the changing environment. 
CHAPTER 5

CONCLUSION AND RECOMMENDATION 

From the report, it has been concluded that rapid population ageing is pushing companies to go towards greater diversification in their products and services which can help to influence the customers effectively. To analysis environment and introduce products after bringing changes in existing products could be more effective as it develops organizational productivity. The researcher has used quantitative technique to analysis information. Questionnaire is done on the basis of primary study, and theoretical analysis has been done under secondary researcher which helped to collect relevant and reliable data. 
Recommendations

Debenhams should be use diversification strategy by bringing changes in their day- to- day products as well as services. The company should focus on cost, research and development, and new technology will help to attract number of customers in the changing environment. By offering good quality of products and services chosen organization could obtain higher productivity as well as profitability. 
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[image: image10.emf]APPLICATION FOR ETHICAL APPROVAL     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 follows the OECD Frasca ti manual definition of  research activity : “creative work undertaken  on a systematic basis in order to 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 activities  undertaken by members of staff, postgraduate research students, and both taught postgraduate and  undergraduate students working on dissertations/projects.     The individual undertaking the research activity is known as the “princi pal researcher”.     Ethical approval is not required for routine audits, performance reviews, quality assurance studies, testing  within normal educational requirements, and literary or 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  Checklist   for details of process for different categories of application.       SECTION A: About You (Principal Researcher)  

1  Full Name:  DIANA MAFTEI  

2  Tick all  boxes that   apply:  Member of staff:  ☐  Honorary research  fellow:  ☐  

 Undergraduate Student    Taught  Postgraduate  Student  ☐  Postgraduate Research  Student  ☐  

 

3  Institute / Academic  Discipline /Centre:  UWTSD/ BA BUSINESS MANAGEMENT    

4  Campus:    LONDON CAMPUS  

5  E - mail address:    1921554 @STUDENT.UWTSD.AC.UK  

6  Contact Telephone Number:    02075667600  

 For  students:  


 [image: image11.emf]SECTION B: Approval for Research Activity  

1  Has the research activity received approval in principle?   ( Please   check the Guidance Notes as to the appropriate  approval process for different levels of research by different  categories of individual)  YES    NO  ☐  

  Date  

2  If  yes , please indicate source of  approval (and date where known):   Approval in principle must  be  obtained from the relevant  source prior to seeking ethical  approval  Research Degrees Committee  ☐   

Institute Research Committee  ☐   

Other (write in)    ☐   

  SECTION C:   Internal and  External Ethical Guidance Materials  

 Please list the core ethical guidance documents that have been referred to during the completion of  this form (including any discipline - specific codes of research ethics, location - specific codes of  research ethics,  and   any specific ethical guidance relating to the proposed methodology).  Please  tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows  to this table if needed.  

1  UWTSD Research Ethics & Integrity Code of Practice    

2  UWTSD Research Data Management Policy    

3  [List any other relevant documents here]    

 


                [image: image12.emf]SECTION D: External Collaborative Research Activity   If there are external  collaborators,   then you should gain consent from the contact persons to share their  personal data with the university.  If there are no external  collaborator s,   then leave this section blank and  continue to section E.  

1  Institution                 N/A    

2  Contact  person name     

3  Contact person e - mail address     

4  Is your research externally funded?  YES  ☐  NO  ☐  

5  Are you in receipt of a KESS scholarship?  YES  ☐  NO  ☐  

6  Are you specifically employed to  undertake this research in either a  paid or voluntary  capacity?  Voluntary  YES  ☐  NO  ☐  

7   Employed  YES  ☐  NO  ☐  

8  Is the research being undertaken  within an existing UWTSD Athrofa  Professional Learning Partnership  (APLP)?  If  YES,   then the  permission question  below does not need  to be answered.  YES  ☐  NO  ☐  

9  Has permission to undertake the  research has been provided by the  partner organisation?  (If YES attach copy)   If  NO,   the application  cannot continue  YES  ☐  NO  ☐  

    Where research activity is carried out in collaboration with an external organisation  

10  Does this organisation have its own ethics approval system?  YES  ☐  NO  ☐  

   If  yes , please attach a copy of any final  approval (or interim approval) from the organisation (this may  be a copy of an email if appropriate).    

 


[image: image13.emf]SECTION E: Details of Research Activity  

1  Indicative title:  The effect of technology  on public transportation in terms of increasing  customer  satisfaction  

2  Proposed start date:  01/03/2023  Proposed end date:  07/05/2023  

 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 Activity      Proposed Research Question      Aims of Research Activity      Objectives of Research Activity   Demonstrate,   briefly ,   how  Existing Research   has informed the proposed activity and explain      What the research activity will add to the body of knowledge       How it addresses an area of importance.   

3  Purpose of Research Activity     To complete my dissertation.     ( This   box should expand as you type)  

4  Research Question   What are the different  technologies used in public transportation?   What are the challenges faces by the South Coast Travels while using new technologies for  increasing customer satisfaction?     ( This   box should expand as you type)  

5  Aims of Research Activity   To examine the effect of technologies on the UK public transportation in terms of increasing  customer satisfaction within South Coast Travels.       ( This   box should expand as you type)  

6  Objectives of Research Activity   To identify the different new  technologies   used in public transportation        
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10  Use of documentation not in the public domain: Are any documents  NOT   publicly available?     NO  ☐  

YES  ☐  

11  If  yes , please provide details here of how you will gain access to specific documentation that is not in  the public domain and that this is in  accordance with the current data protection law of the country in  question and that of England and Wales.         ( This   box should expand as you type)  

 


[image: image15.emf]SECTION F: Scope of Research Activity  

 Will the research activity  include?  YES  NO  

1  Use of a questionnaire or similar  research instrument?  ☐  ☐  

2  Use of interviews?  ☐  ☐  

3  Use of focus groups?  ☐  ☐  

4  Use of participant diaries?   ☐  ☐  

5  Use of video or audio recording?  ☐  ☐  

6  Use of computer - generated log files?  ☐  ☐  

7  Participant observation with their  knowledge?  ☐  ☐  

8  Participant observation without their knowledge?  ☐  ☐  

9  Access to personal or confidential information without the participants’ specific  consent?  ☐  ☐  

10  Administration of any questions, test stimuli, presentation that may be experienced  as physically,  mentally,   or emotionally harmful / offensive?  ☐  ☐  

11  Performance of any acts which may cause embarrassment or affect self - esteem?  ☐  ☐  

12  Investigation of participants involved in illegal activities?  ☐  ☐  

13  Use of procedures that involve deception?  ☐  ☐  

14  Administration of any substance,  agent,   or placebo?  ☐  ☐  

15  Working with live vertebrate animals?  ☐  ☐  

16  Procedures that may have a  negative impact on the environment?  ☐  ☐  

17  Other primary data collection methods. Please indicate the type of data collection  method(s) below.  ☐  ☐  

 Details of any other primary data collection method:         ( This   box should expand as you type)  

If NO to every question, then the research activity is (ethically) low risk and  may   be exempt from  some   of the  following sections (please refer to Guidance Notes).  


[image: image16.emf]If YES to any question, then no research activity should be undertaken until full ethical approval has been  obtained.      SECTION G: Intended Participants   If there are no participants then do not  complete this section, but go directly to section H.    

 Who are the intended  participants?    YES    NO  

1  Students or staff at the University?  ☐    

2  Adults (over the age of 18 and competent to give consent)?    ☐  

3  Vulnerable adults?  ☐    

4  Children and  Young People under the age of 18? (Consent from Parent, Carer or  Guardian will be required)  ☐    

5  Prisoners?  ☐    

6  Young offenders?  ☐    

7  Those who could be considered to have a particularly dependent relationship with  the investigator or a  gatekeeper?  ☐    

8  People engaged in illegal activities?  ☐    

9  Others. Please indicate the participants below, and specifically any group who may  be unable to give consent.    ☐    

 Details of any other participant groups:         ( This   box should expand as you type)  

 

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

10  How many participants are  expected?      3 interview respondents( 3 questions each)20 employees for  questionaires  

11  Who will the participants be?    Employees and managers       ( This   box should expand as you type)  


[image: image17.emf]12  How will you identify the  participants?    Research  investigation and sampling     ( This   box should expand as you type)  

 


[image: image18.emf] Information for participants:    YES  NO    N/A  

13  Will you describe the main research procedures to participants in  advance, so that they are informed about what to expect?  x  ☐  ☐  

14  Will you tell participants that  their participation is voluntary?  x  ☐  ☐  

15  Will you obtain written consent for participation?  x  ☐  ☐  

16  Will you explain to participants that refusal to participate in the research  will not affect their treatment or education (if relevant)?  ☐  ☐  x  

17  If  the research is observational, will you ask participants for their  consent to being observed?  ☐  ☐  x  

18  Will you tell participants that they may withdraw from the research at  any time and for any reason?  x  ☐  ☐  

19  With questionnaires, will you give  participants the option of omitting  questions they do not want to answer?  x  ☐  ☐  

20  Will you tell participants that their data will be treated with full  confidentiality and that, if published, it will not be identifiable as theirs?  x  ☐  ☐  

21  Will you  debrief participants at the end of their participation, in a way  appropriate to the type of research undertaken?  ☐  x  ☐  

22  If NO   to any of above questions, please give an explanation   

                  N/A     ( This   box should expand as you type)  

 


[image: image19.emf] Information for participants:    YES  NO    N/A  

24  Will participants be paid?  ☐  ☐  ☐  

25  Is specialist electrical or other equipment to be used with participants?  ☐  ☐  ☐  

26  Are there any financial or other interests to the  investigator or University  arising from this study?  ☐  ☐    

27  Will the research activity involve deliberately misleading participants in  any way, or the partial or full concealment of the specific study aims?  ☐  ☐    

28  If YES   to any question, please provide full details   

                 N/A     ( This   box should expand as you type)  

 


[image: image20.emf] SECTION H: Anticipated Risks    

 Outline any anticipated risks   that may adversely affect any of the  participants, the researchers and/or the University, and the steps that  will be taken to address them.      If you have completed a full risk assessment (for example as required by a laboratory, or external  research collab orator) you may append that to this form.     

1  Full risk assessment completed and appended?   Yes   ☐  

No    

2  Risks to participants   For example:  sector - specific health & safety,  emotional distress, financial disclosure, physical harm,  transfer of  personal data, sensitive organisational information  

 Risk to participants:       ( This   box should expand as you type)  How you will mitigate the risk to p articipant s:         ( This   box should expand as you type)  

3  If research activity may include  sensitive, embarrassing or upsetting topics ( e.g.,   sexual activity, drug  use) or issues likely to disclose information requiring further action ( e.g.,   criminal activity), give details  of the procedures to deal with these issues, including any support/advic e ( e.g.,   helpline numbers) to  be offered to participants. Note that  where applicable, consent procedures should make it clear that  if something potentially or  illegal   is discovered  during   a project, it may need to be disclosed to the  proper authorities  

      ( This   box should expand as you type)  

 


[image: image21.emf]4 Risks to  the  investigator   For example: personal  health &  safety, physical harm, emotional distress, risk of accusation of  harm/impropriety, conflict of interest  

 Risk to the investigator:         ( This   box should expand as you type)  How you will mitigate the risk to the i nvestigator:         ( This   box should expand as you type)  

5 University/institutional risks   For example: adverse publicity, financial loss, data protection  

 Risk to the  University:         ( This   box should expand as you type)  How you will mitigate the r isk to  the  University:         ( This   box should expand as you type)  

6 Environmental   risks   For example:  accidental spillage of pollutants, damage to local ecosystems  

 Risk to the  environment:         ( This   box should expand as you type)  How you will mitigate the r isk to  environment :         ( This   box should expand as you type)  

 

 Disclosure and Barring Service  

 If the research activity involves children or vulnerable adults, a  Disclosure  and Barring Service (DBS) certificate must be obtained before any contact  with such participants.  YES    NO    N/A    

7 Does your research require you to hold a current DBS Certificate?  ☐  ☐    

8 If YES, please give the certificate number. If the certificate number is not  available,   please write “Pending”; in this case any ethical approval will be  subject to providing the appropriate certificate number.   

 


[image: image22.emf]SECTION I: Feedback, Consent and  Confidentiality    

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

                      N/A     ( This   box should expand as you type)  

2 Informed consent   Describe the arrangements to inform  potential participants, before providing consent, of what is  involved in participating. Describe the arrangements for participants to provide full consent before  data collection begins. If gaining consent in this way is inappropriate, explain how consent w ill be  obtained and recorded   in accordance with prevailing data protection legislation.  

                    N/A     ( This   box should expand as you type)  

3 Confidentiality / Anonymity   Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity  is not being offered, explain why this is the case.   

                    N/A     ( This   box should expand as you type)  

 


[image: image23.emf]SECTION J: Data Protection and  Storage    

 Does the research activity involve personal da t a (as defined by the General  Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018  “DPA”)?  YES  NO  

1  “Personal data”   means any information relating to an identified or identifiable  natural person (‘data subject’). An identifiable natural person is one who can  be identified, directly or indirectly, in particular by reference to an identifier  such as a name, an identificat ion number, location data, an online identifier or  to one or more factors specific to the physical, physiological, genetic, mental,  economic, cultural or social identity of that natural person. Any video or audio  recordings of participants is considered to   be personal data.    ☐  

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

2    To complete my dissertation.     ( This   box should expand as you type)  

 Does it involve special category data (as defined by the  GDPR)?  YES  NO  

3  “Special category data”   means sensitive personal data consisting of information as  to the data subjects’  –   (a) racial or ethnic origin,   (b) political opinions,   (c )   religious beliefs or other beliefs of a similar nature,   (d) membership of a trade union (within the meaning of the Trade Union and Labour  Relations (Consolidation) Act 1992),   (e) physical or mental health or condition,   (f) sexual life,   (g)  genetics,   (h) biometric data (as used for ID purposes),  ☐    

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

4        ( This   box should expand as you type)  

 


[image: image24.emf] Will data from the research  activity (collected data, drafts of the thesis, or  materials for publication) be stored in any of the following ways?  YES  NO  

    

5  Manual files ( i.e.,   in paper form)?    ☐  

6  University computers?  ☐    

7  Private company computers?  ☐    

8  Home or other  personal computers?    ☐  

9  Laptop computers/ CDs/ Portable disk - drives/ memory sticks?  ☐    

10  “Cloud” storage or websites?  ☐    

11  Other  –   specify:    ☐    

12  For all stored data, explain the measures in place to ensure the security of the data collected, data  confidentiality, including details of backup procedures,  password   protection, encryption,  anonymisation and pseudonymisation :  

                                                 N/A     ( This   box should expand as you type)  
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 Will the research activity  involve any of the following  activities?  YES  NO  

13  Electronic transfer of data in any form?  ☒  ☐  

14  Sharing of data  with others at the University outside of the immediate research  team?  ☐    

15  Sharing of data with other organisations?  ☐    

16  Export of data outside the UK or importing of data from outside the UK?  ☐    

17  Use of personal addresses, postcodes, faxes,  emails,   or telephone numbers?  ☐    

18  Publication of data that might allow identification of individuals?  ☐    

19  Use of data management system?  ☐    

20  Data archiving?  ☐    

21  If 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 international equivalents, where  appropriate):  

                            N/A     ( This   box should expand as you type)  

22  List all who will have access to the data generated by the research activity :  

                          Myself     ( This   box should expand as you type)  

23  List who will have control of, and act as custodian(s) for, data  generated by the research activity :  

                          Myself     ( This   box should expand as you type)  

24  Give details of data storage arrangements, including security measures in place to protect the data,  where data will be stored, how long for, and in what form. Will data be archived  –   if so how and if not  why .    

                                           6 months       ( This   box should expand as you type)  

 


[image: image27.emf]25  Please indicate if your data will be stored in the UWTSD Research Data Repository (see  https://researchdata.uwtsd.ac.uk/   ).   If  so,   please explain. ( Most relevant to academic staff)    

                                       Yes       ( This   box should expand as you type)  

26  Confirm that you have read the UWTSD guidance on data management (see  https://www.uwtsd.ac.uk/library/research - data - management/ )  YES    

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

 


SECTION K: Declaration

	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	DIANA MAFTEI
	Date:

07/05/2023




For STUDENT Submissions:

	2
	Director of Studies/Supervisor:
	REXON NTING
	Date:

07/05/2023

	3
	Signature:
	REXON NTING
	


For STAFF Submissions:

	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	
	


[image: image28.emf]Checklist:  Please complete the checklist below to ensure that you have completed the form according to the  guidelines 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 in full.  

  I confirm that the research activity has received approval in principle  

  I have attached a copy of final/interim approval from external organisation ( where  appropriate )  

  I have attached a full risk assessment (where  appropriate) ONLY   TICK IF YOU HAVE   ATTACHED  A FULL RISK ASSESSMENT  

  I understand that it is my responsibility to ensure that the  above - named   research activity will meet  the University’s Research Ethics and Integrity Code of Practice.  

  I understand that before commencing data collection all documents aimed at respondents (including  information sheets, consent forms, questionnaires, interview  schedules etc.) must be confirmed by  the DoS/Supervisor, module tutor or Academic Director.  

 

RESEARCH STUDENTS AND STAFF ONLY   All communications relating to this application during its processing must be in writing and emailed to  pgresearch@uwtsd.ac.uk   , with the title ‘Ethical Approval’ followed by yo ur name.   You will be informed of the outcome of your claim by email;  therefore,   it is important that you check your  University and personal email accounts regularly .  

STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES  should submit   this form  (and receive the outcome) via systems explained to you by the supervisor/module leader.  

 


[image: image29.emf]This form is available electronically from the Academic Office web pages:   https://www.uwtsd.ac.uk/academic - office/appendices - and - forms/     Participant Information Sheet        

 Rhif Adnabod Cyfranogwr:    Participant Identification Number:   1 919047  1  

  FFURFLEN GANIATÂD CYFRANOGIAD    SAMPLE PARTICIPANT INFORMATION SHEET    

Teitl Y Prosiect: /   Project Title:  The effect of  technology   on public transportation in terms of increasing customer satisfaction  

  Dear Sir/Madam,      My name is  Diana Maftei   and I am a  19 21554  student in the  School of Business, Finance and Management (London  Campus), Faculty of Business and Management in University of Wales Trinity Saint David, United Kingdom. At present,  I am conducting  research   on   The effect of  technology   on public transportation in terms of   increasing customer satisfaction .  The purpose of this research is to  complete my dissertation.     

University of Wales Trinity Saint David (London Campus)   Winchester House   11 Cranmer Road   London  –   SW9 6EJ   Tel: +442075667600   Email:   info.london@tsd.ac.uk                  londonstudentservice@tsd.ac.uk    


[image: image30.emf]I would like to invite you to participate in my research project by answering the attached short question s   developed by  the researchers. Those question s   will assess your opinions, experiences, knowledge,  suggestions,   and views. Through  your participation in the interviews, I hope to ascertain my research purpose to get the best opinion from you. I believe  your opinion will be extremely helpful to me to ca rry out this research.      All question s   will be kept strictly confidential to the researchers involved and at  NO   time  individual questions will   be  released to the  public . This gives you a chance to express your views on your programme a  confidential and anonymous  forum and still be able to make a difference. Your participation in this   study is completely voluntary so you can withdraw  from the questionnaire at any stage.       Please note, q uestionnaire should take no more than 30 minutes to c omplete but however, there is no time constraint.  There are also   no right or wrong answers. Attached to this letter along with the questionnaire there is a consent form  where you will better understand  researcher’s   intension  as   this is a new project, your  feedback is also important to me  and I would be   much obliged if you could also complete the feedback sheet along with the questionnaire.   I understand  that   your time is at a premium, but your opinions are very valuable to me.     After careful and precise anal ysis of the data obtained from this questionnaires/interviews, I will be happy to provide  you   with a copy of the findings at your request. The results of this questionnaire will hopefully enhance my  understanding of current level of knowledge and future fi ndings. The results of the research will be feedback to Director  of Studies, Supervisor, University and British Library.      I thank you in advance for your time and participation. If any questions do arise, feel free to contact me at your  convenience.      NAM E & ADDRESS OF RESEARCHER     University of Wales Trinity Saint David (London Campus)   Winchester House   11 Cranmer Road   London  –   SW9 6EJ   Tel: +442075667600   Email:  info.london@tsd.ac.uk                  londonstudentservice@tsd.ac.uk    
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Dependent variable


growth and development of the firm





Independent variable


Key success factors in business diversification





Moderate variable


Key factors


Cost of products


Innovation and new technology


Core competencies


Reducing absenteeism and turnover rate


Indulges positive experience


Change in government and social regulations











