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1. Introduction
1.1 Background of the Study
In industries such as the service sector, where staff performance can directly impact on customer experiences and organisational objectives, Human Capital Management (HCM) has emerged as a strategic priority for organisations. Recruitment, training and development, performance management, employee engagement and reward systems are examples of practices in HCM that improve the capability of the workforce and the performance of the organisation (CIPD, 2024). In the coffee retail industry, the quality of the customer experience is a crucial competitive advantage, and human capital management plays a pivotal role in ensuring that it is managed effectively. Starbucks UK is known for providing a high-quality customer service experience, with highly trained staff, known as 'partners' and a culture that encourages ongoing learning and engagement. 
1.2 Research Problem
While the company has invested a lot of money in giving employees training and building their culture, it is difficult for Starbucks UK to keep the quality of its customer service at a high level. The effectiveness of Human Capital Management practices could be limited by employee attrition, changing expectations of the workforce, and pressures to operate. While some work has investigated the relationship between employee engagement and service quality, and others have investigated the relationship between integrated HCM practices and service quality, there are few secondary studies that examine the relationship between integrated HCM practices and service quality using secondary sources in the context of Starbucks UK (Almohtaseb et al., 2022; Karatepe et al., 2020)
1.3 Research Rationale
For organisations in competitive service environments understanding the relationship between HCM practices and customer service quality is important. The focus on customers' service expectations has grown in importance and has become an added value for the organisation, in addition to the product quality: the companies must invest in a good workforce management to stay competitive. 

1.4 Research Aim
To evaluate the influence of Human Capital Management practices on customer service quality: a case study of Starbucks UK.
1.5 Research Objectives
· To examine the Human Capital Management practices adopted by Starbucks UK.
· To evaluate how Human Capital Management practices influence customer service quality.
· To identify the challenges affecting effective Human Capital Management at Starbucks UK.
· To recommend strategies for improving customer service quality through effective Human Capital Management practices.
1.6 Research Questions
· How do Human Capital Management practices influence customer service quality at Starbucks UK?
· What Human Capital Management practices are implemented by Starbucks UK?
· How do these practices affect customer service quality?
· What challenges influence the effectiveness of Human Capital Management within Starbucks UK?
1.7 Significance of the Study
This research will provide academic knowledge and managerial practice as it will look at the impact of Human Capital Management practises on the quality of customer service provided by Starbucks UK. The results could help managers to enhance employee development, employee engagement and employee performance management as well as offer evidence for further research on Human Capital Management in the coffee retail and hospitality industry in the UK.
1.8 Structure of the Dissertation
The dissertation is organised into seven chapters. Chapter One presents the research topic, objectives and research questions. Chapter Two critically examines literature, theory and theory-building. The research methodology is described in Chapter Three, which is based on secondary data analysis. Results are presented in Chapter Four, and discussed in Chapter Five in the context of the existing literature. Conclusions and recommendations are presented in Chapter Six, which is followed by the reference list and appendices.
2. Literature Review
2.1 Introduction
The literature review in this chapter critically examines the literature covering the topic of Human Capital Management (HCM) and customer service quality to provide the theoretical and empirical context for this study. It covers the essential concepts, pertinent Human Capital Management practices and theories of why investing in employees leads to better organizational performance and customer satisfaction. 
2.2 Human Capital Management
Human capital management is the strategic way organisations plan to recruit, develop, manage and retain people to meet the organisation's goals (CIPD, 2024). In contrast to HRM, HCM sees employees as assets that can generate sustainable competitive advantage due to their knowledge, skills, experience, and commitment (Armstrong & Taylor, 2023). In today's business world, organisations are more and more aware of the benefits of effective HCM on employee productivity, innovation, organisational performance and customer satisfaction. HCM is a pivotal strategic role in the service industry like coffee sales because their interactions with customers have a considerable impact on the perception of the customers and the reputation of the coffee brand (Almohtaseb et al., 2022).
2.3 Customer Service Quality
The quality of the services provided to the customer is what is known as customer service quality, which is the customers' perception of the extent to which a service fulfils or surpasses his or her expectations (Parasuraman, Zeithaml and Berry, 1988). While the SERVQUAL model is widely used, in recent studies it is found that the competency of the employee, responsiveness, empathy, reliability, and service consistency are still the factors that affect customer satisfaction in the hospitality and retail sectors (Rather, 2021). Starbucks UK values its customised customer experience with its well-trained staff. 
2.4 Human Capital Management Practices 
Recruitment and Selection
By recruiting and selecting staff, organisations can attract those with knowledge, attitudes and behaviours that match their values. Recruitment can decrease employee turnover and enhance service quality by fostering a better person–organisation fit (Armstrong and Taylor, 2023). Starbucks places high importance on hiring people who are service oriented and have a team building approach, consistent with their culture.
Training and Development
Training improves employees' technical and interpersonal skills needed to provide outstanding customer service. On-going training boosts employee self-assurance, adaptability, and service uniformity, especially in the customer service sector. Studies have shown that investing in employees' development has a positive impact on customer satisfaction and organisational performance (Jehanzeb and Mohanty, 2018).
Performance Management
Performance Management is set up, and monitoring, giving feedback, ensuring continual improvement. A competent performance management system ensures that employees' behaviours are in line with the organisation's goals and objectives and promote service excellence. Research shows that having frequent coaching and positive feedback is linked to increased employee effectiveness and customer satisfaction (Aguinis, 2019)
Employee Engagement
Employee engagement is a level of emotional engagement and desire to contribute to the success of an organisation. A happy employee is a productive employee, a motivated employee, and a customer-oriented employee (CIPD, 2024). Research indicates that highly engaged employees would lead to better service quality, customer satisfaction and organisational performance (Karatepe et al., 2020). 
2.5 Relevant Theory
Based on the Human Capital Theory (Becker, 1964), investment in employee education, skills, and training boosts productivity and organisational performance by improving the abilities of employees.
· The Resource-Based View (RBV) posits that organisations attain sustainable competitive advantage by resources of value, rarity, inimitable and well-organised such as human capital (Barney, 1991). Starbucks' employee capability and organisational culture are strategic resources which are difficult for other parties to imitate.
· The Ability – Motivation – Opportunity (AMO) Framework proposes that employees perform better when they have the right abilities, appropriate motivation and opportunities to perform effectively (Appelbaum et al., 2000). This framework offers a unified understanding of the relationship between recruitment, training, engagement and rewards, and their impact on service quality.
This Service-Profit Chain highlights that employee satisfaction leads to service quality, which in turn leads to customer satisfaction, customer loyalty and organisational profitability (Heskett et al., 1994).
2.6 Empirical Studied
The Human Capital Management practices that have been studied over the past few years have always shown positive correlations with customer service outcomes. Karatepe et al. (2020) concluded that the employee engagement level significantly affects the level of service in a hospitality organisation. According to Almohtaseb et al. (2022), employee training and supportive organizational culture positively affects customer satisfaction and service quality. 
2.7 Research Gap
While some earlier research has studied the effect of employee engagement, training or the effect of Human Capital Management practices on service quality separately, there is limited research that looks at the joint effect of HCM practices on Starbucks UK's service quality. Moreover, there are few available secondary studies that have attempted to summarise UK coffee retail industry practices of HCM, while there is more primary survey data in the hotel and restaurant industry. The aim of this study is to close this contextual and methodological gap by conducting a thorough secondary analysis of the academic literature, company publications, and industry reports.
2.8 Conceptual Framework
The conceptual framework suggests that the practices of Human Capital Management (HCM) such as recruitment and selection, training and development, performance management, employee engagement and reward and recognition practices are independent variables that affect customer service (dependent variable). Human Capital Theory, Resource-Based View, AMO Framework and the Service-Profit Chain explain the relationship. Together, these theories indicate that having strategic investment in employees boosts organisational strength, provides better service delivery, and boosts customer satisfaction, which is a theoretical basis for this dissertation.
3. Methodology
3.1 Research Philosophy
The research philosophy of this study is interpretivist that is suitable for understanding the practice of the organisations from the interpretation of the literature and documentary evidence. Interpretivism allows researchers to examine the relationship between Human Capital Management (HCM) practices and Customer Service (CS) quality by examining multiple perspectives from academic and industry literature, instead of using primary data-collection. (Saunders, Lewis and Thornhill, 2023). 
3.2 Research Approach
An inductive research will be used. The study will not test any hypotheses, but rather, existing evidence will be analyzed to uncover patterns, themes and relationships between Human Capital Management practices and customer service quality. The inductive approach is appropriate as it is possible to draw conclusions from analysed published literature and organisational documents (Bryman, 2021).
3.3 Research Strategy
The research will be based on a case study that will take the Starbucks UK as a focus. By using the case study approach, a deep analysis of the Human Capital Management practices in a real organisation setting can be performed. It also enables the incorporation of evidence from various documentary sources for a more comprehensive understanding of how HCM will affect customer service quality (Yin, 2018)
3.4 Research Design
Secondary data (qualitative research design) will be used. Qualitative secondary research is suitable as it helps to interpret existing academic literature, company publications and industry reports so as to get a clear and full picture of the research problem without collecting primary data from participants
3.5 Secondary Research Method
This Dissertation will be based exclusively on secondary research. The study will combine the existing evidence available on Human Capital Management and the quality of the customer service in the Starbucks UK and hospitality industry in general. Secondary data allows for access to a wide array of credible information and save time and money that might be spent on primary data collection.
3.6 Data Sources
Wherever possible use of credible secondary sources (peer-reviewed journal articles, academic books, Starbucks Annual Reports, Starbucks Global Environmental and Social Impact Reports, official company publications, Chartered Institute of Personnel and Development (CIPD) reports, Office for National Statistics (ONS) publications, UKHospitality reports and other relevant government and industry publications between 2015 and 2025).
3.7 Data Collection Procedure
The systematic literature search will be carried out through academic databases like Google Scholar, Scopus, Science Direct, Emerald Insight, Springer Link and Business Source Premier. The keywords used will be Human Capital Management, Employee Engagement, Training and Development, Customer Service quality, Starbucks UK, and Hospitality. Only publications relevant to the topic, credible and recent will be included so as to ensure the quality of the evidence.
3.8 Data Analysis 
Thematic analysis will be used for analysing the collected literature. The information will be analysed, coded, categorised and put into groups like recruitment and selection, training and development, performance management, employee engagement, reward and recognition, and customer service quality. The results will be contrasted from various sources to determine similarities, connections, and discrepancies that include addressing the research objectives (Braun and Clarke, 2022).
3.9 Ethical Considerations
This study does not involve human subjects as it is based on secondary data that is made public. However, ethical research practices will be observed by ensuring that all sources are accurately acknowledged in referencing (UWTSD Harvard style ‘Cite Them Right’) and by ensuring that sources are not plagiarized, accurate representation of published results and adherence to copyright requirements. The research will also adhere to academic honesty during the research.
3.10 Reliability and Validity
The study will employ high quality and peer-reviewed academic papers and official organisational publications to improve the reliability and validity of the work. The triangulation of information from several sources will be used to ensure the credibility of the findings. Additionally, the search strategy will be clearly explained and there will be clearly defined criteria for inclusion to reduce bias and ensure the consistency and reliability of the research (Saunders, Lewis and Thornhill, 2023).
4. Expected Findings
This study is anticipated to prove positive connection between Human Capital Management (HCM) practices and customer service quality at Starbucks UK. From the literature, it is expected that effective recruitment and selection, continuous training and development, performance management, employee engagement and reward and recognition are expected to positively affect employees' knowledge, motivation and service performance (CIPD, 2024; Armstrong and Taylor, 2023). The practices, therefore, are expected to result in better customer satisfaction, more consistent service and better customer loyalty
The results should give Starbucks UK useful information on the link between strategic investment in human capital and the achievement of service excellence and competitive advantage in the organisation. The study may detect opportunities for current HCM practices to be improved to help employees perform better and increase the overall customer experience. On an academic level, the research is hoped to add to the existing knowledge base by bringing together the latest research on the link between Human Capital Management and customer service quality in the context of Starbucks UK. 
5. Limitations
There are a number of limitations to this study which need to be noted. Firstly, the research is based on secondary data, which means that the results are based on published academic literature, company reports and industry publications, rather than primary or first-hand evidence. Secondly, having limited access to Starbucks UK's internal Human Capital Management policies, employee performance data and operational confidential information may limit the depth of the organisational analysis. Third, the dissertation will be written within a certain time frame, so that the time spent on reviewing all the sources in-depth can be limited. Lastly, the potential for publication bias exists, with positive results being more likely to be published and negative or conflicting results being less likely to be published (Saunders, Lewis and Thornhill, 2023). 
6. Timeframe
The proposed dissertation is expected to be completed over a six-month period. The project will begin with topic approval, followed by a comprehensive literature search and literature review to establish the theoretical foundation of the study. 
Table 6.1: Six-Month Dissertation Gantt Chart
	Activities
	Month 1
	Month 2
	Month 3
	Month 4
	Month 5
	Month 6

	Topic Approval
	●
	
	
	
	
	

	Literature Search
	●
	●
	
	
	
	

	Literature Review
	
	●
	●
	
	
	

	Methodology Development
	
	
	●
	
	
	

	Secondary Data Collection
	
	
	●
	●
	
	

	Data Analysis (Thematic Analysis)
	
	
	
	●
	
	

	Writing Dissertation
	
	
	
	●
	●
	

	Editing and Proofreading
	
	
	
	
	●
	

	Supervisor Review and Revisions
	
	
	
	
	●
	●

	Final Submission
	
	
	
	
	
	●




7. Conclusion
The significance of analysing the impact Human Capital Management (HCM) practices have on customer service quality of Starbucks UK has been identified in this dissertation proposal. The research attempts to fill this gap by examining the link between HCM strategies, such as recruitment and selection, training and development, performance management, employee engagement, and reward and recognition, to customer service quality. For these purposes, the study will use a qualitative case study approach which will be secondary data only. Peer-reviewed journal articles, official Starbucks documents and industry reports will be used to gather data, which will be analysed using thematic analysis. The results will not only be of academic value, but also of managerial value as they will provide evidence-based knowledge about the strategic value of HCM in enhancing customer service quality. In the light of the relevant secondary data available, the clearly defined scope and the realistic six-month timeframe of the study, the study is considered feasible and will yield meaningful recommendations for Starbucks UK and the broader hospitality industry.
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