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[bookmark: _Toc232439345]1. Research Topic and Rationale
[bookmark: _Int_8zior7Kh][bookmark: _Int_eqzzBRA1]The topic of employee motivation has emerged as a major issue of concern to organisations operating in a very competitive service environment, as the employees are the initial point of contact between the businesses and customers in most cases (Agustian et al., 2023). Arguably, customer service quality has a major influence on customer satisfaction, customer loyalty, and repeat purchasing behaviour in the retail industry (Singh et al., 2023). Thus, a motivated workforce can be deemed a key to high-quality customer experience. Typically, employee motivation is the internal and external stimuli to drive employees to attain organisational objectives and complete the organisationl work productively (Wijaya, Girsang and Nasution, 2023). This means that engaged employees tend to be more productive and more willing to make extra effort when dealing with customers 
[bookmark: _Int_kRNzdNZX][bookmark: _Int_2oKoFiSt]The UK retail sector is one of the largest employers, with around 2.8 million employees (Smith, 2025), and contributed £114.7 billion in 2024 to the overall activity of the national economy (Ward, 2024). Nevertheless, the UK retail industry continues to grapple with issues related to staff shortage and absenteeism, as workers are often subjected to excessive hours of working, client complaints, performance expectations and operational stresses (British Retail Consortium, 2025). This can have a detrimental effect on the morale of the employees and eventually on service quality. Potentially, disengaged employees will be less likely to give a positive experience to customers, and motivated employees express more commitment to customer satisfaction and organisational success (Do and Bowden, 2024).
[bookmark: _Int_UywBCCP8][bookmark: _Int_rxN5WFBH][bookmark: _Int_kIdtCpTf][bookmark: _Int_bVpPXSEH][bookmark: _Int_3ovLdcXt]One of the most popular supermarket chains in the UK, Asda, has hundreds of stores and caters to over 16 million customers through more than 150,000 (ASDA, 2024). Being a customer-based organisation, Asada needs frontline employees like checkout operators, customer service assistants, shelf replenishment employees and department supervisors to offer efficient and satisfactory customer service. Customer experience of these position may have a certain impact on the perception of customers towards the organisation. Although Asda is investing in initiatives like employee rewards (McCullough, 2026) and training programmes for slowest workers (Boland, 2025), scholarly research into how employee motivation aids in customer service quality also a vital area is to explore. The scholarly literature has often shown a positive correlation between employee motivation and organisational performance (Kok, 2020). However, studies centre more on productivity, employee retention or job satisfaction (De Sousa Sabbagha, Ledimo and Martins, 2018), and fewer studies specifically look at the effect of employee motivation on customer service quality in the retail sector, especially in the UK. This brings the necessity of more in-depth studies on the effect of motivational factors on customers- facing performance in a retail setting. This gap is addressed in the proposed study, determining how employee motivation has affected the quality of customer service in Asda, UK. The study will examine the effect of financial rewards, recognition, career development chance, and support at the workplace on the capacity of employees to provide quality customer service. The study will be useful to the academic understanding and management practice in that it generates empirical data of employees who work directly with customers. 



[bookmark: _Toc232439346]2. Key Literature, Key Issues and Debate 
[bookmark: _Toc232439347]2.1. Theoretical Underpinnings
Herzberg’s TWO-Factor Theory

[bookmark: _Int_T9feerak][bookmark: _Int_tZRA3eal][bookmark: _Int_NiAYejw0]The Two Factors Theory by Herzberg (1968) claims that there are two categories of factors, namely motivators and hygiene factors, that influence job satisfaction and job dissatisfaction. These motivators will include achievement, recognition, responsibility, personal growth, and chance of advancement. This aspect creates positive sentiments about work and motivates employees to work with more vigour. The hygiene factors are salary, organisational policies, quality of supervision, job security, and working conditions. Although hygiene factors do not inherently provide motivation, the lack of hygiene factors can result in dissatisfaction and poor performance (Alfayad and Arif, 2017). For the current study, Herzberg’s theory explains the impact that financial and non-financial factors in the workplace have on the behaviours of the employee. In the retail organisations, the employees usually appreciate the time taken by managers to recognize them, offering them a chance to grow in their career and the working environments. In such cases, employees can get more involved and work towards providing a high level of customer service. Alternatively, insufficient remuneration, mismanagement, or stressful work environments may decrease motivation and adversely influence customer relationships (Siruri and Chech, 2021).
[bookmark: _Int_rUkkvaib][bookmark: _Int_56AHpf1R]Although it has been widely applied, the theory of Herzberg has faced criticism. According to Miner (2015), it is not often obvious that employees divide motivators and hygiene factors, as they might see to have some factors differently in a specific situation. However, the theory is still relevant, as it offers a reasonable framework that can be applied in terms of developing an understanding of the effects that workplace factors impose on the way employees work and deliver service. In the context of Asda, this theory can elucidate how intrinsic and extrinsic motivators can be used to determine how much employees would be willing to offer efficient, courteous and responsive customer service (Hasmi et al., 2020). The theory thus presents a vital basis on which to explore the connection between customer service quality and employee motivation.  
SERVOUAL Model
[bookmark: _Int_XzdHUoBr][bookmark: _Int_N2A2Pi4Z][bookmark: _Int_h84SWfHP]One of the most common frames of comprehending the customer service quality is the SERVQUAL model by Parasuraman, Zeithaml and Berry (1988). According to this model, customers measure service quality regarding) five dimensions (reliability, responsiveness, assurance, empathy, and tangibles). Reliability can be considered as the capability to deliver promised service dependably and accurately. Responsiveness deals with how ready the employees are to serve the customer and offer quick service. Assurance shows the competence of employees and knowledge, as well as the ability to evoke trust and confidence. Empathy is linked to empathy and individual attention to customers. Physical facilities, equipment, and the visual appearance of employees can be deemed as the tangibles (Parasuraman, Zeithaml and Malhotra, 20o5). 
The SERVQUAL model is especially applicable in this study, as the quality of customer service is highly determined by the behaviour of the employees (AIOmari, 2021). Motivated employees can exhibit a greater sense of responsiveness, empathy, and professionalism with customers. Contrarily, poorly motivational employees might offer slower services, less attentive or inconsistent service experiences. Thus, the motivation of employees may be considered a valuable precursor to service quality.
The extensive usage of SERVQUAL by the researchers has been in the field of hospitality, healthcare (AIOmari, 2021), banking (Shetty et al., 2022), and the public service sectors (Yildirim, Yildirim and Ozcan, 2019) due to its potential to encompass numerous elements of the service performance. Although there are scholars who claim that the service quality perceptions could be different in varying industries and cultures (Bourata et al., 2019), the model can still serve as a valuable conceptual framework to assess service delivery. 

[bookmark: _Toc232439348]2.2. Review of Key Themes and Literature 
[bookmark: _Toc232439349]2.2.1. Employee Motivation and Workplace performance 
[bookmark: _Int_a0rHHhgQ]Employee motivation has been an important factor that determines organisational effectiveness. Motivation has an impact on the extent to which employees are willing to work hard, meet organistional goals, and perform effectively. Uka and Prendi (2021) argue that motivated employees are more committed, productive, and their work is of a higher quality than that of their less motivated counterparts. In this sense, intrinsic motivation is relevant, which depicts a personal satisfaction, accomplishment, and pleasure with work as an activity, and extrinsic motivation is a reward that comes outside the workplace and includes salary, bonuses, promotional opportunities, and recognition (Ryan and Deci, 2000). Aldabbas et al. (2025) indicates that organisations with the right balance of intrinsic and extrinsic motivational variables tend to have increased levels of worker engagement and performance results. 
[bookmark: _Int_gYpGRmUD][bookmark: _Int_0QM1itv2][bookmark: _Int_Pop2r3IP]A major debate regarding the motivation is the question of which type of motivators, intrinsic or extrinsic, is more effective in influencing the behaviour of employees. Ryu and Moon (2019) believe that intrinsic motivators result in more durable commitment, as employees can be satisfied with meaningful work experiences. Abubakar, Esther and Angonimi (2020) believe that financial incentives are critically important, as employees need to be rewarded properly for their work. Instead of regarding such approaches as conflicting explanations, some modern researchers like Fischer, Malycha and Schafmann (2019) believe that the two types of motivation complement one another and that they affect each other to affect the workplace performance and innovation. Organisational outcomes other than personal productivity rely on employee motivation. Uddin, Mahmood and Fan (2019) showed a positive link between motivation and innovation, teamwork, organisational citizenship behaviour and employee retention. Thus, motivation is becoming more part of an organisational strategy, as opposed to a mere human resource management issue. 
[bookmark: _Int_wMhDPTjI]Another aspect of the literature is the linkage between discretionary effort and the motivation of the employees. Discretionary effort is the extra effort and dedication that employees provide, not mandated by their minimum job criteria (Sharfizad, Redmond and Morris, 2020). From the lens of scholars like Bakker, Demerouti and Sanz-Verel (2023), motivated employees tend to be more inclined towards proactive behaviors, take initiative, and pursue activities of continuous improvement. These behaviours are not only contributory to individual performance but also organisational effectiveness. Moreover, motivated workers will have a low rate of absenteeism and commitment rate in the organisations, thereby minimising the cost suffered during employee turnover and recruitment (Pirrolas and Correis, 2022). This implies that motivation needs to be considered as a strategic investment in the long-term, with the potential to improve employee well-being and organiational performance outcomes. 
[bookmark: _Toc232439350]2.2.2. Employee motivation and customer service quality
[bookmark: _Int_tKkSIG39][bookmark: _Int_o9vEHYLS]This interaction between employee motivation and customer service quality has acquired more prominence in service management recently. Inherently, the difference between service quality and product quality is that service quality, mainly, is based on human interactions among employees and customers (Mashsyar and Surpati, 2020). Aslam et al. (2020) suggest that the more employees are motivated, the more likely they will exhibit positive service behaviours such as friendliness, responsiveness, empathy, and proactive problem solving. These behaviours can help increase customer satisfaction since the customers appreciate an efficient service and favorable social interaction. Moreover, according to Sibonde and Dassa (2021), highly motivated employees tend to have a higher degree of emotional commitment towards organisational goals, leading to consistency in service delivery. Here, the Service-Profit Chain model by Heskett, Sasser and Wheeler (2008) are relevant, implying that customer experiences produced by the satisfaction and drive of employees lead to customer loyalty and organisational profitability, in the end. This lens reiterates that organisations need to invest in employee well-being and motivation, in that the investments are eventually translated into business success.
[bookmark: _Int_SC8UxnYW][bookmark: _Int_sxVNGIgq]Importantly, the emotional aspect of the delivery of customer service is also notable. The frontline employees are often expected to control their emotion and have a positive attitude without regard to the pressure at the workplace or the behaviour of the customers 9Wang, Fu and Wan, 2021). As Grandey and Melloy (2017) note, this phenomenon is commonly known as emotional labour, which can make a major difference in terms of the service quality outcomes. Highly motivated employees are usually in a better position to cope with emotional needs and to remain administratively positive with customers.  Low motivation, on the contrary, can lead to emotional drain, lack of enthusiasm and deterioration of service experiences (Malik et al., 2022). Thus, organisations are becoming more aware of the value of ensuring that employees are motivated to both be more productive and in need of keeping a continuous stream of positive customer experience through employee motivation as an emotional resource. 
[bookmark: _Int_lQYaAkbc]Nevertheless, some scholars (Muchiri, 2022) show that motivation is not a sufficient factor to ensure excellent customer service. Muchiri (2022) and Onitu and Sipatu (2025) argue that other factors that might affect the service quality outcomes include staffing levels, workload, organisational culture, technology, training, and management support. Thus, the quality of customer service must be assumed as a multidimensional phenomenon which depends on personal and organisational conditions. However, amid these discussion, it can be widely assumed that employee motivation can still be a significant predictor of customer-facing performance. 

[bookmark: _Toc232439351]2.2.3. Factors influence employee motivation in retail organisation
[bookmark: _Int_U9uZQvA5]Retail stores pose special problems that impact employee motivation. As Wahab and Blackman (2023) assert, retail employees often experience the stress of dealing with demanding customers, repetitive work, physical demands, and pressure to perform, often leading to burnout. Thus, the reasons behind the motivation of retail employees are a significant field of management study. Pay is one of the most prominent motivation variables in retail, as high pay/compensation schemes are usually linked with high job satisfaction and organsiational commitment (Machova et al., 2022). Nonetheless, modern scholars (Winkler-Schor and Brauer, 2025) indicate that monetary rewards might not be adequate to maintain motivation in the long-run. 
Appreciation and recognition have become a major motivational impetus. When employees are recognized because of their efforts, they usually report increased engagement and organisational loyalty (Salvietti et al.). Recognition programmes can consist of verbal appreciation, awarding employees, giving feedback on the performance of an employee, and offering him/her career advancement. As Setyawati, Pg and Rianto (2022) argue, employee motivation is also increased through development opportunities. Employees often appreciate new skills development and advancement opportunities in organisations. This can increase competence and confidence, a concept that can positively impact service performance. 
[bookmark: _Int_VuRYAglP][bookmark: _Int_XiHHYWeW]Another theme of interest is management and leadership support. As per Setiawan et al. (2021), employee motivation can be improved by supportive supervisors, offering their guidance, positive feedback, and helping the employees to participate in the decision-making processes. Lack of strong leadership can, on the contrary, lower morale and cause dissatisfaction among employees. Another aspect is whether organisational culture has a major impact on motivation. According to Adinew (2024). Positive workplace cultures characterized by trust, collaboration, and respect provide highly motivating climates in comparison to the use of financial rewards. An employee motivation approach implies the need to look further into the organisational determinants of employee motivation. Another factor regarding employee motivation in retail context is work-life balance (Mashavira et al., 2023). Retail workers can often have irregular hours, including weekends and holidays, and may face issues with balancing work and personal aspects of life. According to Wood et al. (2020), organisations that provide more flexibility and support work-life balance tend to have higher worker satisfaction and engagement levels. Flexible work arrangements. Employee welfare programs and conductive employment guidelines can help to increase motivation. Moreover, such employees tend to form positive attitudes towards work if they believe that their organisation is concerned about their well-being (Jaharuddin and Zainol, 2019). The value of taking into consideration the wider employment conditions when analysing the factors leading to employee motivation and the resultant quality of service. 
Summary of literature/gap
To sum up, the above literature shows that employee motivation is driven by a blend of organisational, social, psychological, and financial factors. All these aspects together influence the attitude and the behaviour of the employees that could, in turn, influence the quality of customer service. Nevertheless, although much has been written on motivation and quality of service separately, there exist gaps in the research, where the motivational forces are examined on the impact of customer service delivery in large entities like Asda. The current research aims to fill this gap by empirically investigating the relationship between employee motivation and customer service quality among customer-facing employees using Asda’s case in the UK. 

[bookmark: _Toc232439352]3. Research Aim and Objectives and Research question 
Research Question
· How does employee motivation influence customer service quality at Asda?
Research Aim and objectives
This study aims to examine the impact of employee motivation on customer service quality at Asda.
I.  To examine the influence of financial factors (e.g., pay and bonuses) on employee motivation towards customer service at Asda
[bookmark: _Int_Xd9CY6ZW]ii. To assess the influence of non-financial factors (e.g. recognition, training, and career    development) on employee motivation towards customer service quality in terms of responsiveness and reliability 
iii. To analyse the influence of employee motivation on customer service quality in terms of responsiveness and reliability 



[bookmark: _Toc232439353]4. Research paradigm and Methodology

Philosophy and approach  
[bookmark: _Int_nKh5HuhU][bookmark: _Int_7gqcBnFg][bookmark: _Int_c2o8lx7K]Saunders, Lewis and Thornhill (2019) note methodological choices must be consistent with the research problem, objectives, and outcomes sought. As the current study is intended to evaluate the perceptions of employees in terms of motivation and quality of customer service, the quantitative methodology can be viewed as the most adequate. The research paradigm used will be positivism, which presupposes the possibility of observation of social phenomena as an objective state to which it is possible to apply statistical methods (Bell, Harley and Bryman, 2022). Positivism is interested in producing knowledge based on observable facts, statistical analysis, and empirical evidence as opposed to subjective interpretation. The current research is aimed at discovering objective links between employee motivation and customer service quality: thus, this paradigm is a reasonable philosophical framework. 
[bookmark: _Int_HwtfNLBx][bookmark: _Int_ZjkZ2LMW]Quantitative methodology suits positivist assumptions in the enables objective measurement and statistical analysis. It can help the researchers to gather standardised data from a significant number of participants and observe patterns, relations, and tendencies in the gathered data (Creswell and Creswell, 2017). The study will be quantitative, as it will evaluate the perceptions of employees using numerical values (i.e., descriptive statistics). 
Research design 
The research will be based on a descriptive design, which aims at describing attributes, behaviours, attitudes, or phenomena without controlling influences (Bryman, 2016). This study does not aim to provide causal relationships using experimentation, but rather it is service in Asda. Descriptive design is thus appropriate, as researchers can examine prevailing situations and analyse the trends within participants. 
Key participants and data gathering 
[bookmark: _Int_fkhr4QOw][bookmark: _Int_kb2OzbDh][bookmark: _Int_7Oq0acfK][bookmark: _Int_Cr995sMm]The research will use a survey strategy, which allows for collecting data efficiently in bulk and with the help of a standarised series of question (Saunders et al., 2019). Here, the survey method can be instrumental, as the researcher is interested in quantifying attitudes, views and perceptions. Surveys will also allow gathering similar answers in the current research on employee motivation and the level of customer service in this research.  Asda employees in the frontline operations, such as checkout assistants, customer service workers, shelf replenishment workers and department supervisors, will be target groups. These employees are often in constant contact with the customers and are therefore in a good position to offer vital insights into the connection between motivation and the quality of service. A convenience sampling approach will be used, which is the process of recruiting members who are convenient in the study and are willing to take part in the study (Etikan, Musa and Alkassim, 2016). Convenience sampling is a feasible and economical method, given the practical limitation of reaching the employees working in various stores, specifically for an academic project with a tight deadline. Potentially, a sample of around 100-150 participants will be targeted, which should be sufficient in the context of the small-scale academic research work and used to perform a descriptive statistical analysis.
A structured online questionnaire will be created based on Microsoft Forms to collect data. Online surveys are associated with several functions, like ease of distribution, quick response collection, lower administrative expenses, and automatic records of data (Evans and Mathur, 2018). The respondents will be sent a survey link through email, in which they will fill out the questionnaire willingly 
Validity and reliability 
[bookmark: _Int_ce0bTXjV][bookmark: _Int_vKzY6nco]Congruence of questionnaire items with validated scholarly sources will enhance the content of validity. Here, reliability refers to the consistency of measurement instruments (Taherdoost, 2016). The participants will be exposed to the same questions the same format to enhance reliability. The questionnaire will be carried out using a small sample of respondents (around 5-6) in advance of full data collection to underline any ambiguity/poor understanding. Internal consistency reliability will be measured by Cronbach’s Apha in SPSS, with a value above 0.70 generally referring to acceptable reliability (Taber, 2018). 
 



[bookmark: _Toc232439354]5. Advantages and disadvantages of the Chosen Method
[bookmark: _Toc232439355]5.1. Advantages 
Quantitative survey methods have several critical benefits in relation to study.
[bookmark: _Int_h0zopdvf]First, it facilitates the gathering of information from various respondents over a brief period. This enhances efficiency and identification of trends within a greater sample than qualitative approaches. Second, quantitative surveys are based on numeric data, which can be statically analysed. Such an analysis boosts objectivity and lessens the bias of the researcher since the results are not formed by subjective definitions but by quantifiable ones (Creswell and Creswell, 2017). Percentages, frequencies, means, and graphic depiction can easily yield comprehensible results. Third, questionnaires will be consistent, as all respondents will answer the same questions. This increases reliability and helps to compare respondents. Fourth, online surveys are convenient and economical. Microsoft Forms is cheaper than printing and offers the ability to record data automatically, lessening the administrative load and possible mistakes in the data entry. 
[bookmark: _Toc232439356]5.2.  Disadvantages 
[bookmark: _Int_elHq80vi][bookmark: _Int_JWM9jyQA]Regardless of the above benefits, there are several limitations.  The lack of the possibility to investigate the experiences of participants in detail is one of the limitations closed-ended questions can limit the respondents from elaborating on their perceptions and motives. Self-report bias is another type of limitation (Brenner and Delamater, 2016). This means that respondents can give socially desirable answers instead of presenting their real views, especially when responding to workplace-related issues.
[bookmark: _Int_V2nBI8Jo]Convenience sampling also has its limitations, as it might not be representative enough to sample all Asda employees. Therefore, the results might not be generalizable. Lastly, descriptive surveys mainly describe the patterns and relationships of variables, but do not provide any firm causality between two variables. Thus, the findings must be used with reservations in making cause-and-effect conclusions. 


[bookmark: _Toc232439357]6. Data Collection Methods 
The process of data collection nis one of the crucial phases of any research process, as it defines the quality and utility of the research outcomes (Saunders et al., 2019). In this research, the primary data collection tool will be an online survey questionnaire, applied via MS Form. Questionnaires in the form of survey are especially appropriate, given their ability to collect satndardised data from large numbers of respondents at a time. They are also anonymous, and this aspect may lead to increased truthful responses about motivation in the workplace as well as experience with customers. The survey will include close-ended questions, which will evaluate perceptions of respondents on employee motivation and customer service quality. Close-ended questions will be used in quantitative analysis as they can be coded numerically and analysed statically using statistical software. 
The survey will be administered by sending survey links to the eligible respondents electronically. The student will ensure that participation remains voluntary, and the respondents will be made aware of the aim of the investigation, and after which, will fill out the questionnaire. 
[bookmark: _Int_sNlpEJms][bookmark: _Int_y9wNzZtT]After data has been collected, responses will be exported to SPSS to be analysed in MS Excel form.  There will be data cleaning processes to isolate the unfinished responses, and accuracy will be established before statistical analysis starts. 


[bookmark: _Toc232439358]7. Data Collection Tool 

[bookmark: _Int_iCGqYpEO][bookmark: _Int_ulLgTw5s][bookmark: _Int_zLlPtuHN]As mentioned earlier, the main data gathering instrument in this research will be a formal questionnaire conducted using MS Form. This questionnaire will help gather quantitative data and a relatively large numb erf of respondents in a standardized way (Saunders et al., 2019). 
[bookmark: _Int_MK7P9Q3R][bookmark: _Int_OqtNgxQg][bookmark: _Int_W84KkvHZ][bookmark: _Int_nDoyne8i][bookmark: _Int_v3tLgNip]The questionnaire will be made using three sections. The initial section (A) will collect demographic data, which assists in giving a background detail in relation to the sample population. The second section (B) will focus on employee motivation and will evaluate the perception of the respondents about their satisfaction with the salaries they earn, recognition, the support of the management, training opportunities, and career development. The third section (C) will examine customer service quality by looking at the responsiveness, effectiveness of communication, helpfulness, professionalism, and problem-solving abilities. Most of the items will be measured using a five-point Likert scale, which indicates strongly disagree to strongly agree. This type would suit to gauge attitudes, perceptions, and responses code (to be numerically analysed using SPSS).  To ensure that the questionnaire is based on the theoretical frameworks of the study and research aims, the Two-Factor Theory (Herzberg, 1968) and the SERVQUAL framework will be used to design the questionnaire. 


[bookmark: _Toc232439359]8. Resource Implications and Requirements
[bookmark: _Int_4o4AXK4C]The research is anticipated to consume relatively low resources, as it uses a quantitative online survey approach. The main resources needed are time, the internet, software, and the recruitment of participants. 
[bookmark: _Int_rG8XkoSS]The questionnaire will be designed and distributed using MS Form, which is freely accessible for students if it is accessed via an institution; it is not anticipated to incur any extra cost. Likewise, SPSS will be available via university resources to eliminate the purchase of the software. Thus, the total monetary expense of the research is likely to be very small. 
[bookmark: _Int_ULVBFOKC][bookmark: _Int_4MAwGGSv][bookmark: _Int_jQ35OSWn][bookmark: _Int_8dMgNGg2][bookmark: _Int_z2vk8xS9]Time is the key requirement as a resource. Literature reviews will take enough time, the questionnaire will have to be designed, piloted, participants recruited datasets collected, data analysed, and a report prepared. Time management will be a very crucial factor in seeing to it that the project is completed within the stipulated research timeframe. 
Another factor to consider is access to the participants. The student needs to find out and obtain the appropriate Asda employees interested in filling out the survey. This can involve communication via the workplace network, social media, or personal relationships. Finally, the survey distribution and collection of responses, along with the SPSS analysis and report writing, require access to the internet facilities. At present, these necessities are easily accessible to the student and thus present no major challenges. 

[bookmark: _Toc232439360]9. Research Time Plan
	Activities 
	Week1 
	Week 2
	Week 3
	Week 4
	Week 5
	Week 6
	Week 7
	Week 8

	Finalise research topic and objective  
	
	
	
	
	
	
	
	

	Conduct a literature review 
	
	
	
	
	
	
	
	

	Develop questionnaire
	
	
	
	
	
	
	
	

	Pilot testing and revision 
	
	
	
	
	
	
	
	

	Collect survey data
	
	
	
	
	
	
	
	

	Data cleaning and coding 
	
	
	
	
	
	
	
	

	SPSS data analysis
	
	
	
	
	
	
	
	

	Interpret findings 
	
	
	
	
	
	
	
	

	[bookmark: _Int_MHtYcIGN]Write a proposal/report.
	
	
	
	
	
	
	
	

	Final editing and submission 
	
	
	
	
	
	
	
	




[bookmark: _Toc232439361]10. Research Integrity and Ethical Considerations
[bookmark: _Int_iZDeoo46][bookmark: _Int_ULVZq0hX]This research requires ethical considerations to reinforce the work’s integrity and credibility. The research ethics will be based on the university ethics committee’s standard. Participation will be voluntary, as well individuals will be provided with guidance about the aim of the study to make an informed consent. The research will remain anonymous and confidential. No personal data, e.g., names of employees/staff identification numbers, will be gathered. The data will be safely stored and will not be accessed by anyone other than the student. The study will provide the right to the participants to withdraw from the study at any time before completion of the study. 
The study will not involve any deception, as there will be transparency in presenting the objectives of the study. It will not be manipulated or fabricated; information will be reported in an honest and accurate manner. Overall, adhering to these ethical standards, the study will safeguard the welfare of participants and uphold standards of research integrity and credibility. 
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