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[bookmark: _Toc111150813]Chapter One: Introduction
[bookmark: _Toc111150814]Background
While the purpose of development training programmes is to educate employees, those built with the employee in mind tend to focus on skills and practises that will help them advance in the firm. Training and development are ongoing procedures that strive to increase the talents and production of personnel. Human resource management (HRM) has been crucial to the development of most major economies, including the United Kingdom, the United States, and Japan. Individuals are the heart of every organisation. For example, if a manager's team lacks the requisite tools, the project will certainly fail. Among those on the list include but are not limited to: (SKAC). Skilled personnel are required by businesses of all sizes. When it comes to knowledge, skills, and competencies, a huge gap exists between what is taught in schools and what is really necessary for job success (Rana et al., 2022). As a result, most personnel need intensive training to ensure they have the necessary SKAC to contribute meaningfully to the organization's development. Employees want solid proof that their employers regard them enough to invest in their professional training via chances to learn and advance in the workplace. All new workers need considerable training in both technical skills and corporate culture (Jelonek et al., 2022). 
Companies may get the most out of their human resources by investing in training and development programmes that help employees learn new skills and improve existing ones. Winning workers' "hearts and minds" through building a feeling of community is a laudable objective. If organisations want to attain high levels of productivity from their employees, they must invest in employee training courses. These strategies, which are part of the larger picture of human resource management, are used to make individuals enthused about going to work. The quality and quantity of training provided by an organisation are influenced by factors such as the rate of change in the external environment, the rate of change in the internal environment, the training of appropriately skilled workers, and the extent to which management views training as a motivating factor in the workplace (Rapaccini et al., 2020). Many firms handle their workers' training needs in a disorganised and unfocused manner, resulting in training programmes that are far from well-planned and coordinated. Organizations must first develop standard operating procedures for training activities, identify major variances in training needs, and evaluate training outcomes (Gherghina et al., 2020).
[bookmark: _Toc111150815]Statement of the Problem 
When employees met impediments in their job, tension ensued, according to the study's author. Mismanagement of such people's flaws might result in punitive actions like as wage cutbacks, transfers, or even termination, which leads to dissatisfied customers. The researchers aim to investigate how training may boost the efficiency and quality of service delivery organisations.
[bookmark: _Toc111150816]Significance of the Study 
This study includes to the current body of information on in what way service providers' training and development influences their customers' satisfaction levels. It is likely that efforts to develop and maintain a high-quality workplace for workers can increase their job satisfaction and prospects for self-actualization. Because the study emphasises the importance of training and development to an organization's performance, it is also relevant to service providers. Finally, the study's findings may assist public-sector leaders implement innovative types of training and development to better prepare their staff to prosper in today's fast-paced and competitive business climate. This training may demonstrate to workers why it is critical to invest time and development in extending their skill sets if they want to grow in their professions.
[bookmark: _Toc111150817]Research Aim and Objectives
The aim of this study is to evaluate the impact of training and development of employees and its effects on the performance of a service providing organisation specifically Aquacars LTD. Following are the objectives for the study:
· To evaluate the contribution of training and development towards customer satisfaction. 
· To determine the types of employee training and development offered at Aquacars LTD to encourage customer satisfaction as well as effect of employee training and development on customer satisfaction. 
· To assess challenges constraining the completion of Aquacars LTD training and development programs for its employees.
· To suggest the strategies to overcome challenges hindering the implementation of Aquacars LTD training and development programs for its employees

[bookmark: _Toc111150818]Research Questions
· What is the impact of training and development on customers’ satisfaction in a service providing organisation?
· What are the training and development strategies successful for service providing organisations such as Aquacars LTD?
· What are the challenges in the implementation of those strategies?
· What are the recommended measures that can be taken to overcome those challenges?
[bookmark: _Toc111150819]Chapter Two: Literature Review 
In this section, we'll look at contemporary and historical studies on the topics of customer satisfaction and training. This part will build on existing knowledge and terminology. Given the difficulties in conducting a full literature review, the current inquiry has focused on issues that are directly relevant to the aims and concerns that prompted their creation. This chapter will undertake a literature review, looking at theoretical arguments, empirical literature, and the research gap.
[bookmark: _Toc111150820]Employee training and development 
The main purpose of training and development is by improving the employee competencies so that organizations can maximize efficiency and effectiveness of their human assets (Armstrong, 2009). Employee development, according to Seaton, (2018), is the process through which a person, with the help of their organisation, engages in a range of training programmes to both grow and gain new skills. As a result, the objective of this study is to deliver an abstract definition of employee training and development as the learning process in which an employer encourages and facilitates the employee's participation in a variety of training programmes designed to provide the employee with the knowledge, skills, and values required to complete job-related tasks and achieve organisational goals (Jehanzeb and Mohanty, 2018).
[bookmark: _Toc111150821]Customer Satisfaction
Customer satisfaction objectives for businesses may be defined as the proportion of consumers that rate the company's products and services higher than the company's target satisfaction levels. Businesses and marketers may assess their success based on customer feedback and make changes as needed. According to Cao, Ajjan and Hong, (2018), the key to a successful business is a loyal following of purchasers who make frequent purchases and promote the brand to others. Customers will not be loyal if researcher utilise this strategy. Brand loyalty is described as a consumer's proclivity to buy a product or service from a certain brand on several occasions due to favourable experiences with that firm. In a highly competitive sector, loyal consumers may be difficult to find, but they may help bring in new ones by purchasing more often, spending more money, and feeling happier with the experience (Claro and Ramos, 2018).
[bookmark: _Toc111150822]Chapter Three: Methodology 
[bookmark: _Toc111150823]Research Design 
Ilcus, (2018), emphasised the importance of research in particular. Given that it provides a detailed overview of the study's methodology and the processes taken to arrive at its findings. The discipline's basis may be found in both quantitative and qualitative research approaches. By combining these two methodologies, researchers have access to a potentially limitless number of experimental designs. According to Gherghina et al., (2020), this is due to the way qualitative research is conducted, which naturally leads to distorted perceptions and preconceptions. In contrast to qualitative research, quantitative research produces numerical results. Both quantitative and qualitative data may be analysed. To get the best of the data, researcher will need spreadsheet programmes like Excel or statistical analysis programmes like SPSS. The quantitative method outperforms the qualitative because it yields more objective and impartial results. Researchers used a number of ways to capture the whole picture. The researcher made the correct decision in using a quantitative approach since its advantages much surpassed those of a qualitative strategy.
[bookmark: _Toc111150824]Research Philosophy
The researcher has selected positivist theory to make valid conclusions regarding the impact of training and development of employees and its effects on the performance of a service providing organisation specifically Aquacars LTD. As such, its emphasis is on applying rigorous scientific techniques to learn about the world via experiments. It utilises a systematic technique that blends deductive reasoning with empirical data to discover and validate the causal principles that may be utilised to foresee patterns of human behaviour.
[bookmark: _Toc111150825]Research Approach
The researcher will use a deductive rather than an inductive approach to assess the impact of training and development of employees and its effects on the performance of a service providing organisation specifically Aquacars LTD. So, we employ theory to construct a hypothesis, and then we build a research strategy to test that hypothesis. This strategy was employed because it helps the researcher to stay impartial and avoids preconceived beliefs or personal experiences from affecting the results.
[bookmark: _Toc111150826]Research Strategy
Researchers relied largely on a questionnaire to obtain important information for their research on the impact of training and development of employees and its effects on the performance of a service providing organisation specifically Aquacars LTD. Questionnaires are widely employed for surveys owing to their versatility in meeting a range of research purposes.
[bookmark: _Toc111150827]Sampling
Because of its simplicity of use and general usage, simple random sampling will be employed in this investigation. Each person has a one-in-hundred probability of being picked using this approach. 
[bookmark: _Toc111150828]Data collection and analysis
Studying the impact of training and development of employees and its effects on the performance of a service providing organisation specifically Aquacars LTD requires researchers to depend significantly on survey data. Furthermore, a questionnaire with closed-ended questions is implemented. Using a questionnaire to conduct a survey is preferred as it allows for the development of tailored research questions in the aim of accomplishing a predefined objective. As a consequence, acquiring data for regression analysis will be less of a problem. There will now be a direct and full link between the two data sources owing to this. Since quantitative research is better able to gather data that can be readily quantified and graded, it will be utilised.
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[bookmark: _Toc111150830]Ethical Consideration
Ethical issues increase the reliability and usefulness of research. A key ethical concern for this study is the requirement to maintain the confidentiality of survey participants. Additionally, our study has extensively investigated ethical considerations, such as ensuring the well-being of all participants and eliminating undue dangers to volunteers (psychologically, physically, etc). Their safety and comfort have been of highest significance throughout our research.
[bookmark: _Toc111150831]Chapter Four: Conclusion
The research may find that customer satisfaction with the quality of services provided by Aquacars LTD personnel has significantly increased as a result of employee training and development programmes, as Aquacars LTD workers have sufficient knowledge of their trade. This could be due to the fact that employee training and development programmes have been implemented by Aquacars LTD. This might be owing to the fact that employees at Aquacars LTD have been provided with sufficient opportunity to learn about the industry in which they operate. Customers of Aquacars LTD are known to express high points of satisfaction with the quality of service they have received, particularly with respect to the dependability, responsiveness, and guarantee of the company's goods and services. A shortage of resources and a lack of time for employees to participate in training, particularly training that takes place off the clock, continue to be the two greatest barriers to more extensive training and development initiatives at Aquacars LTD. Despite the positive impact that Aquacars LTD's training and development programmes have had on customer satisfaction, the two biggest barriers to more extensive training and development initiatives are a lack of resources and a absence of time for employees to participate in training. This is particularly true for training that occurs outside of normal working hours. Next, the researcher will make some suggestions based on the data that was obtained after presenting the goals, methods, and conclusions of the study.
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