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[bookmark: _Toc213396973]Chapter 1: Introduction 
[bookmark: _Toc213396974]1.1 Proposed Title
“Exploring the Relationship Between Employee Motivation and Customer Service Quality: A Study of JD Sports’ Retail Outlets in the UK”
[bookmark: _Toc213396975]1.2 Background and Rationale
In the modern retail setting, employees are the face of a brand to their customers. The employee's motivation impacts directly on the quality of customer service which in turn impacts organisational performance (Chi & Gursoy, 2009). JD Sports is a top sports-fashion company in the UK with more than 400 stores across the country and thousands of employees who engage directly with the public. While JD Sports has grown quickly and holds a powerful market position, the problems concerning employee turnover, engagement, and differing degrees of customer satisfaction still exist (JD Sports Annual Report, 2024).
Employee motivation for intrinsic and extrinsic factors that lead to behaviour, satisfaction and performance. The advantages of an ergonomic work environment include motivated employees being likely to exhibit more engagement, discretionary effort, and proactive service that are so important in today's competitive retail business (Herzberg, 1959; Vroom, 1964). On the negative side, incivility in the workplace can result in poor customer service, absenteeism, and high attrition rates, which can have adverse impacts on brand reputation and financial performance (Bakker & Demerouti, 2017).
The importance of studying the employee motivation at JD Sports is that it links human resource management (HRM) practices and customer experience management. Retail organisations which are more focussed on employee well-being and engagement are often more successful in delivering better customer service and establishing customer loyalty and repeat business (Yang & Lau, 2019). JD Sports offers an ideal context to examine this relationship as it has a large employee base, has varying store formats and is heavily dependent on its frontline employees in order to deliver service excellence in a highly competitive industry.
Although extant literature provides emphasis on the importance of employee motivation and customer service quality, there is little research analysing the direct relationship between employee motivation and customer service quality in the context of UK retail sports fashion. Previous studies have tended to either focus on very generic retail settings, or have split their analyses into separate aspects of motivation or service quality (Chi & Gursoy, 2009; Wirtz et al., 2018). This research addresses this gap as it explores the analysis of HR practices with motivational strategies of JD Sports by prospects on service quality with both academic and practical insights.
[bookmark: _Toc213396976]1.3 Research Aim
To explore the association between the motivation of employees and the quality of customer services in the retail outlets of JD Sports in UK.
[bookmark: _Toc213396977]1.4 Research Objectives
· To explore the present employee motivation strategies used by JD Sports.
· To analyse the effect on customer service quality and customer satisfaction due to motivation of employees.
· To appraise the secondary data and literature on the best practices in motivating the employees of the retail outlets.
· To give management recommendations on how to improve employee motivation and customer service outcomes.
[bookmark: _Toc213396978]1.5 Research Questions
a) What motivational strategies are presently followed by JD Sports to increase the extent of engagement among the employees?
b) How is the quality of service to customers affected by the motivation of employees at JD Sports retail outlets?
c) What are the lessons that can be learnt from the secondary data and literature which can lead to improved motivation and service performance for JD Sports?


[bookmark: _Toc213396979]1.6 Problem Statement
Retail organisations, such as JD Sports, have the challenge of keeping the levels of motivation for their employees extremely high to ensure quality service for their customers. While the company has introduced a number of motivational programmes such as reward schemes, training and career progression opportunities, inconsistencies in the quality of service at various outlets indicate that the existing strategies may not be fully effective. Additionally, there is a lack of empirical research in the context of UK sports retail which restricts management's ability to make data-driven HR decisions. This research aims to fill this gap by assessing the effectiveness of motivational practices and how they affect the quality of customer service.
[bookmark: _Toc213396980]Chapter 2: Literature Review 
[bookmark: _Toc213396981]2.1 Theoretical Foundation
Several theories are behind the field of motivation of employees and quality of serving:
Maslow's Hierarchy of Needs (1943): Employees are stimulated by the completion of a hierarchy of needs in order of importance (from physiological to self-actualisation). In retail, the fulfillment of basic needs (fair pay and safe working conditions) is basic to higher levels of engagement (Maslow, 1943).
Herzberg's Two - Factor Theory (1959): Distinguishes between Hygiene Factors (salary, work environment) and Motivators (recognition, achievement). Both are very important in the motivation of the retail employees to provide high-quality service (Herzberg, 1959).
Vroom's Expectancy Theory (1964): Suggests that the relationship between motivation and expectation is the belief that effort will lead to performance and performance will lead to valued outcomes. Retail employees who are encouraged by clear incentives and recognition are likely to show better quality service (Vroom, 1964).
Self-Determination Theory (Deci & Ryan, 1985): Focuses on intrinsic motivation, emphasizing autonomy, competence and relatedness as key factors of engagement and performance.
Customer service quality is frequently measured with the help of the SERVQUAL dimensions such as tangibility, reliability, responsiveness, assurance and empathy (Parasuraman et al., 1988). Motivated employees are likely to score highly on these dimensions, increasing customer satisfaction and loyalty.
[bookmark: _Toc213396982]2.2 Key Themes and Models
Employee Motivation and Job Satisfaction: Motivated employees tend to be more satisfied with their jobs and exert discretionary effort, which benefits customer interactions (Chi & Gursoy, 2009).
Training and Development: Investment in training of employees leads to improvement in their skills, confidence, motivation and thus leads to improved service services (Wirtz et al., 2018).
Reward and Recognition Systems: Monetary and non-monetary rewards, recognition programs, and performance bonuses are associated with increased levels of motivation in retail settings (Kumar et al., 2020).
Employee Engagement and Customer Experience: Engaged employees build better relationships with customers, which helps to increase perceived service quality and loyalty (Yang & Lau, 2019).


[bookmark: _Toc213396983]2.3 Key Studies and Debates
	Study/Author
	Objective
	Relevance
	Limitation

	Chi & Gursoy (2009)
	Examine link between employee satisfaction and customer satisfaction in hospitality
	Confirms motivation-service link, transferable to retail
	Focused on hospitality, not retail

	Yang & Lau (2019)
	Investigate impact of intrinsic/extrinsic motivation on service quality in retail
	Applicable framework for JD Sports
	Limited UK-specific data

	Kumar et al. (2020)
	Examine relationship between engagement and employee performance in retail
	Highlights importance of HRM practices
	Lacks detailed customer satisfaction measures

	Wirtz et al. (2018)
	Analyse employee engagement, empowerment, and customer experience
	Supports the theoretical basis for motivation affecting service quality
	Focus on general service industry, not JD Sports



[bookmark: _Toc213396984]2.4 Research Gap
Although the current literature does establish a positive relationship between employee motivation and the quality of customer service, research focused specifically on UK retail sports fashion, such as JD Sports, is held to be limited. Most of the studies have been in the general retail or hospitality industries, and there is little empirical evidence on the consequences of motivational practices on customer service directly in the context of sports retail (Chi & Gursoy, 2009; Wirtz et al., 2018). While there are frameworks such as Herzberg's Two-Factor Theory, Maslow's Hierarchy of Needs, and Vroom's Expectancy Theory that provide theorists with a guide to motivation, their application within the framework of multi-outlet UK retail organisations has not been as well explored. Furthermore, quantitative data linking employee engagement, internal and external motivators, and measurable outcomes of service quality is minimal. Existing research often deals either with organizational employees or customer satisfaction alone without exploring the causal or correlational relationship between employee and customer satisfaction in an organized and evidence-based fashion (Yang & Lau, 2019; Kumar et al., 2020). This study aims to address this gap by assessing JD Sports HR and motivational practices and the impact on customer service quality and thus provide both academic and managerial insights into the effective management of frontline employees in the retail sector of the UK.
[bookmark: _Toc213396985]2.5 Conceptual Framework
Employee Motivation → Employee Engagement → Customer Service Quality → Customer Satisfaction
This framework hypothesises that effective motivation strategies will lead to increased engagement, which will increase service delivery and customer satisfaction.
[bookmark: _Toc213396986]Chapter 3: Methodology 
[bookmark: _Toc213396987]3.1 Research Approach
A qualitative approach of secondary research will be adopted. This is appropriate given the fact that the work is based on the existing literature, reports from companies, and information published to comprehend the relationship between motivation and service quality. Qualitative thematic analysis will be used to identify patterns, themes and insight.
[bookmark: _Toc213396988]3.2 Data Collection Methods
Secondary data will be obtained from:
· Academic Journals on employee motivation, HRM & retail service quality
· Databases, (Statista, Mintel, Business Source Complete) Business and market databases
· Employee review websites (Glassdoor, Indeed)
· Publicly available customer satisfaction surveys.
[bookmark: _Toc213396989]3.3 Sampling Strategy
Eligible and relevant sources will be identified through purposive sampling process. 
Inclusion criteria:
· Focus on JD Sports or comparable UK retail outlets
· Published between 2019–2025
· Peer-reviewed or officially published reports
Exclusion criteria:
· Non-UK or irrelevant industry studies
· Non-peer-reviewed blogs or opinion pieces
[bookmark: _Toc213396990]3.4 Data Analysis
Thematic content analysis will be conducted to pull out important themes of motivation and quality of service. The analysis will include:
· Implementation of motivational factors (training, rewards, recognition)
· These were grouped on service quality dimensions (SERVQUAL)
· Synthesising Triads to analyse JD Sport's customer satisfaction practices
[bookmark: _Toc213396991]3.5 Ethical Considerations
Only secondary data made available to the public will be used. Confidentiality, integrity, and proper citation will be respected. GDPR compliance will be guaranteed and there are no human participants involved.
[bookmark: _Toc213396992]3.6 Feasibility
The research is within the timeframe because of access to the secondary data, academic resources and the public corporate reports.
[bookmark: _Toc213396993]Chapter 4: Expected Findings 
[bookmark: _Toc213396994]4.1 Anticipated Results
For the research, it is expected that there should be a positive relationship between employee motivation and quality of customer service. Motivated employees at JD Sports are likely to give better quality, consistent service, which is exhibited in customer satisfaction and customer loyalty. Recognition programs, skill development and clearly defined reward systems are expected to be correlative with improved engagement and service outcomes.
[bookmark: _Toc213396995]4.2 Expected Contribution
The theory and the practice of the study will benefit from the results:
Theoretical Contribution: Strengthen acquisition of motivation-service quality link in retail HRM.
Managerial Contribution: Offer practical recommendations to the HR and store managers of JD Sports to ensure better motivation, engagement, and high quality of customer service.
Policy Contribution: Provide information on best practices for retail employee motivation, which could feed into industry-wide human resource policies in the UK retail sector.
By identifying important drivers of motivation and how these affects quality of service, the study will equip JD sports with evidence-based ways of improving their employee performance and enabling customer satisfaction. It will also help bridge the gap between academic theory and HR application in practice in the retail environment.


[bookmark: _Toc213396996]Chapter 5: Limitations 
A number of limitations were included in this study:
· Reliance on Secondary Data: The use of secondary sources may restrict the level of insight; as data was not gathered specifically for the purpose of this research. Some practices in motivation or performance metrics of customer service might not be fully disclosed in reports.
· Generalisation: Findings may be specific to JD Sports and UK Retail Sports Fashion and therefore they cannot be generalised to other retail sectors or geographical locations.
· Measurement of Motivation and Service Quality: Employee motivation is multi-dimensional and subjective and so it is difficult to quantify exactly. Similarly, the perceptions of service quality may also differ from one customer to another and one outlet to another.
· Data Bias: There may be inherent bias in corporate reports and publicly available sources used, or they may present only positive aspects of JD Sports HR practices.
Mitigation Strategies:
· Cross-reference information gathered from the different sources of information including academic research, employee libraries, and official JD Sports materials.
· Never look for patterns and trends at individual outlets, but to find out patterns across multiple outlets.
· Make clear about limitations in interpretation of findings and don't make generalizations
· Thematic analysis permits more in-depth understanding that is not possible with only quantitative measures.
The strategies will help to augment the credibility and reliability of the study, will respect the limitations of the study.
[bookmark: _Toc213396997]Chapter 6: Timeframe 
	Phase / Task
	Start Date
	End Date
	Duration (weeks)
	Notes

	Phase 1: Literature Review & Data Collection
	07 Nov 2025
	28 Nov 2025
	3
	Collect secondary data, academic articles, JD Sports reports, and online employee feedback

	Phase 2: Thematic Analysis & Findings
	29 Nov 2025
	27 Dec 2025
	4
	Conduct thematic coding and content analysis; link motivation to service quality

	Phase 3: Drafting Conclusion & Recommendations
	28 Dec 2025
	10 Jan 2026
	2
	Draft final chapters, highlight managerial and theoretical implications

	Phase 4: Review & Supervisor Feedback
	11 Jan 2026
	24 Jan 2026
	2
	Submit draft for review, incorporate feedback

	Phase 5: Final Editing, Proofreading & Submission
	25 Jan 2026
	02 Feb 2026
	1
	Ensure Harvard referencing, formatting, and academic standards





[bookmark: _Toc213396998]Conclusion 
This dissertation proposal is for a research program aimed to investigate the correlation between employee motivation and customer service quality in JD Sports retail outlets in the UK. Employee motivation is a cardinal driver of engagement and service delivery, but the specific practices for translating motivation to high-quality customer interactions have yet to be shown in the UK sports retail sector. By integrating theoretical models like Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, and Vroom's Expectancy Theory within the framework of SERVQUAL service quality, this research will provide a clear conceptual connection to be made between motivational theory and customer service performance. The study will mainly depend on secondary data that was collected from academic literature, corporate reports and publicly available information to assess JD sports HR practices and how the HR practices affect their customer service. The expected results will point out the necessity of training, recognition, and reward systems to further improve employee engagement which will help to increase customer satisfaction and loyalty and overall retail performance.
Though the research has constraints of secondary data and generalisability, it is possible, timely and useful research. It will make both theoretical and practical contributions in the form of filling a gap in the literature and new management recommendations for retailing. Ultimately, the study aims to provide practice implications that will allow JD Sports and other retailers to successfully execute research-based action plans for better motivation and performance of their employees to offer better customer service in international competitive retail environments.
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