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[bookmark: _Toc124445582]Chapter One : Introduction
[bookmark: _Toc124445583]1.1 Background
Organisational training is meant to help employees in learning new skills, while personal development focuses on enhancing existing abilities in preparation for future responsibilities. The aim of ongoing training and development programmes is to enhance workplace performance. Humans are crucial to the running of a service company like Aquacars LTD. Any team managed by a manager who lacks the requisite abilities is certain to fail, for instance (Garavan et al. 2019). Every firm that delivers a service to its customers, regardless of size, relies on having competent employees. Professional success requires specialised work skills, talents, knowledge, and abilities that cannot be acquired in a traditional classroom setting. Therefore, the majority of workers need substantial training to guarantee they have the requisite knowledge, skills, and abilities to meaningfully contribute to the development of the firm. When their supervisors give training opportunities, employees who think their work is appreciated will respond positively. Each new employee must get extensive training in both technical skills and the organisation's culture and values (Kennett, 2013). 
Companies that want to maximise the value of their human resources must aim training and development programmes to assist their staff acquire new skills and hone existing ones. Aquacars LTD might benefit by capturing the "hearts and minds" of its workers. Financing training programmes is necessary to ensure that staff can perform their tasks competently. Human resource management as a whole consists of a variety of methods that drive people to perform at their highest level (Kum et al. 2014). The pace at which an organisation's internal and external surroundings change, the availability of employees with the required skills, and the amount to which top management considers employee training as a source of incentive may all impact the quality and quantity of training delivered. Due to the haphazard and unfocused attitude of many companies to employee training, training programmes may vary from rigorous and well-considered to haphazard and unfocused. In contrast, businesses of varying sizes and kinds must first assess their particular training requirements, then create and conduct industry-standard training activities, and then evaluate the training's efficacy (Obi-Anike and Ekwe, 2014).

[bookmark: _Toc111150815][bookmark: _Toc124445584]1.2 Statement of the Problem 
According to Kum et al. (2014), tensions increased when workers encountered difficulties on the job. Mismanagement of such employees' inadequacies, such as compensation reductions, transfers, or even termination, may result in dissatisfied customers (Garavan et al. 2019). This study seeks to understand if and how training affects the productivity and quality of service providers.

[bookmark: _Toc111150817][bookmark: _Toc124445585]1.3 Research Aim and Objectives
The aim of this study is to determine how the training and development programmes of Aquacars LTD affect the company's bottom-line performance. The objectives of the research are listed below:
· 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][bookmark: _Toc124445586]1.4 Research Questions
· [bookmark: _Toc111150816]What is the impact of training and development on customers’ satisfaction in a service providing organisation? 
· What are the challenges in the implementation of those strategies and what are the recommended measures that can be taken to overcome those challenges? 
[bookmark: _Toc124445587]1.5 Significance of the Study 
This study contributes to development by examining the connection between service provider training and customer satisfaction. Creating and maintaining a pleasant workplace for the staff is an investment in their satisfaction and productivity (Obi-Anike and Ekwe, 2014). Due to its focus on the significance of training and development to organisational performance, this research is particularly applicable to the service industry. The study's results might assist public-sector leaders in implementing creative training and development programmes that better prepare their staff for today's fast-paced, competitive economic climate. Training for employees may help them comprehend why it is in their best interest to engage in skill development, which can lead to career growth.
[bookmark: _Toc124445588]Chapter Two: Literature Review
[bookmark: _Toc124445589]Training and Development 
Companies need training and development programmes to grow and succeed. These courses not only help people gain new skills, but they also assist employers enhance productivity and make the workplace a more pleasant place to work. A second advantage is that they assist retain workers from leaving the firm, which may have a significant impact on the bottom line, according to 2020 Work Institute research (Ensour, Zeglat and Shrafat, 2018).
Workers who have more opportunities to learn, progress, and advance in their careers are more loyal to their employers. According to Bob Nelson, author of "1,001 Strategies to Engage Employees," training and education are two of the most critical ways to keep individuals engaged in their professions (Mokhtarzadeh, 2020).
Employee development programmes like as coaching, training, and leadership mentoring may assist increase workplace productivity and efficiency. Formal training may be beneficial for workers who have just been promoted or who are beginning a new career. These programmes are often developed and implemented by human resources specialists in corporations (Al-Henzab, Tarhini and Obeidat, 2018). Every business need training and development programmes, and a bachelor's degree in human resource management can help you become an effective leader in this field.
In order to boost staff productivity,  must invest in training and development programmes. According to a 2019 research published in the International Journal of Business and Management Research, 90% of respondents agreed or strongly agreed that training and development programmes improved their work performance (Alzoubi and Inairat, 2020).
Businesses may provide their workers with a variety of in-person and online opportunities to develop their working abilities. They may provide these opportunities via in-house training, third-party training, or even activities outside of the workplace (Pham, 2019). Employees may enhance their abilities in a variety of methods, including mentorship programmes, apprenticeships, new employee training, sales training, and management training. All of these forms of professional development are referred to as "management training."
Here are a few examples of how training and development programmes may help workers accomplish their jobs better (Rapaccini, 2020). Employees may benefit from training and development programmes to assist them prepare for new duties, whether they are changing positions or cross-training to learn about different activities inside the organisation. Employees may obtain the leadership and software skills they will need in their future positions via training and development programmes (Rapaccini, 2020). Apprenticeship is a sort of training in which people begin at a lower level and gradually advance to a higher one.
Workers may benefit from training and development programmes to help them adapt to changing workplace standards for ethics, safety, and quality. Employees may be shown new ways to think and work that incorporate new technology and approaches in addition to being taught about cybersecurity concerns (Kohtamäki, 2020). Employees who begin employing these new tactics and strategies on the workplace may benefit both employers and employees.
According to a Brandon Hall Group report, the COVID-19 epidemic had employees concerned about their safety, hence over 80% of workers chose to working from home. Companies and workers have struggled to identify and implement new technology and strategies to cope with the transition away from on-site employment (Kurdi, 2020). People may find it simpler to adopt these new methods if they get training and development.
New workers are often provided training as part of the "onboarding process." However, it would be beneficial to review what was taught in that training on a regular basis. Lessons become much simpler to grasp when employees learn more about the organisation and their position within it (Halawi and Haydar, 2018). These changes also provide opportunities to increase diversity, equality, and inclusion education (DEI). Employers often need yearly training on topics such as how to deal with harassment and how to respect the law.
Training and development have been around for a long time in our organisations. Access to training was always considered a good bonus of working for a firm, but it is now critical to both employee satisfaction and the company's success (Verma and Gustafsson, 2020). "Training and development" has become a significant aspect of the business strategy with the greatest ROI since it has a multiplicative impact on the organisation as a whole.
The top three motivations for an individual to get training are to prepare for a new job, to maintain his existing job (since the sector is always changing), and to advance in his career (promotion). The opportunity to strengthen their hard and soft abilities, which will help them satisfy one of the aforementioned needs, is most significant to workers (Karim, 2019). This benefit has a direct impact on how smoothly the firm runs and how much money it earns. 
When a person strives to enhance his or her abilities, the company has the capacity to adapt rapidly to market developments. In today's fast-paced business environment, you must be able to forecast market developments and adapt to them rapidly, all while maintaining a competitive advantage (Garavan 2019). As a result, AION Consulting not only offers in-house training, but also provides each employee with a sizable stipend to spend in their own personal development. Our budget is based on the SLIM model, which was developed by AION Consulting and is an important component of how our organisation is structured.
Training and development have apparent advantages, but they also offer less visible benefits that are beneficial to people's health and, by implication, to the productivity of the organisation. If it is true that a company's most valuable asset is its workers, then any firm that has the foresight to invest in its personnel will see a return on that investment (Karim, 2019). If a person is passionate about his profession and the success of the organisation, he would most likely give his all at work. Employees are more likely to feel valued when they are offered opportunities to advance professionally. Employees who feel valued are less likely to call in sick and are less likely to be injured at work.
[bookmark: _Toc124445590]Customer Satisfaction 
Customer satisfaction is a straightforward method of determining how effectively a company's goods or services suit the demands of its consumers. It's an excellent predictor of future sales and repeat business (Anwar and Abdullah, 2021). As a result, it's an excellent technique for any organisation to forecast how much money it will earn or lose in the future. Even while the preceding explanation seems straightforward, it is really rather difficult to convey what "happy customers" imply for your company. Don't believe you've made it because you've had a lot of sales and a consistent amount of return clients. A few of your clients may simply have forgotten to terminate their accounts. They may be delaying their move to your competitors for the time being. Or they may feel awful about criticising or requesting a refund. None of this makes them happy.
As a result, companies should pay attention to measurements such as the Customer Satisfaction Score (CSAT), which demonstrate how satisfied their consumers are. They assist you in identifying the factors that influence how satisfied consumers are (or lack thereof). Having satisfied customers pays money. Keeping your customers satisfied is the greatest method to maintain them and discover new ones. You may also prevent clients from leaving your establishment and complaining about it (Verma and Gustafsson, 2020).
The math is straightforward. They will not care about you if you do not care about them. To operate a successful company, you must ensure that your consumers are satisfied. It makes no difference how innovative your product is or how cheap your pricing are if your consumers are dissatisfied with your company as a whole (Halawi and Haydar, 2018). According to Edelman, 81% of buyers consider brand trust to be either extremely essential or very significant when making a purchase.
Only 34% of consumers believe they trust in the brands they use or purchase on a regular basis. How do you persuade people to trust your product? One method is to make people happy (Pham, 2019). Customers must be satisfied before they can trust a firm, according to study conducted at Sri Lanka's Eastern University. There aren't enough positive things to say about word-of-mouth advertising. In 2019, 81% of consumers indicated they would read internet reviews of local companies before purchasing. 87 percent of consumers stated they would do the same in 2020.
Customers are much more inclined to provide negative feedback than favourable feedback, which is unfortunate. According to American Express, disgruntled consumers in the United States tell an average of 15 people about their negative experiences, whereas happy customers only tell 11 people about their positive ones (Al-Henzab, Tarhini and Obeidat, 2018). Even if consumers are less inclined to share positive experiences, word-of-mouth advertising may still be beneficial if your customers are satisfied.
[bookmark: _Toc124445591]Customer Service 
Customers are more inclined to purchase from a company again if they had a positive experience the first time. Repeat business is essential for a firm to realise its maximum development potential(Kurdi, 2020). For example, if your customer service department has a simple method for managing online returns, you'll likely retain existing customers while attracting new ones who will appreciate how simple it is to return things.
Businesses that treat all customers equally are more likely to retain their staff. Employees who think that the company's objective is to deliver excellent customer service will become brand advocates (van Woerkom and Meyers, 2019). They are also much more prone to stay with the organisation and give their best to their work. Customers that have a positive experience with your company will spread the word. Customers that are pleased with your company will recommend it to their friends, family, and colleagues. They may even post about their positive experiences on social media (Alzoubi and Inairat, 2020). In response, they are more likely to refer you to their friends, who would subsequently purchase from you. Word of mouth is one of the most effective and least costly methods of marketing a company.
A customer's anticipated lifetime value (CLV) is the amount of money your company anticipates to gain by maintaining them as a client. Increasing the CLV is a low-cost strategy to boost the bottom line without spending more money on marketing (Verma and Gustafsson, 2020). If your CLV rises, it indicates that your consumers are either spending more money on each order or purchasing more.
Giving clients excellent service is a definite method to boost customer lifetime value. If a consumer enjoys their visit to your business, they are more likely to return to purchase more items. It may be more advantageous to sell to existing customers than strive to acquire new ones (Garavan 2019). Customers who have previously had a positive experience are more inclined to purchase what your customer service staff suggests.
[bookmark: _Toc124445592]Organisation Growth and Staff Training 
People may claim that a company's most valuable asset is its people, hence organisations must invest in their education and progress. When you consider how much time and effort firms invest into discovering and recruiting the greatest prospects, it's easy to see why people are so devoted. Businesses must assist and reward workers who take the initiative to improve their skills (Anwar and Abdullah, 2021). Several successful firms have implemented training and development programmes for their staff in order to assist those with mediocre talents become future leaders. Employee development and training is the process of investing time, effort, and money in the planned growth of your team. Training and development programmes are primarily concerned with teaching workers new skills, such as how to utilise new software, how to improve the efficiency of their operations, and even how to perform their jobs better by seeing someone else do the same job (Gherghina, 2020).
"Training and development" refers to a company's official, continuous efforts to assist its people attain their maximum potential, both professionally and personally. People often use the terms "training" and "development" interchangeably, but there are significant variations between the two that should influence how top managers increase employee performance. Development focuses on transferable skills such as communication, leadership, and project management (Verma and Gustafsson, 2020). Training, on the other hand, concentrates on the internal objectives of the organisation and how to educate workers new skills and information to help them perform their jobs better.
Staff training and development programmes that are effective extend beyond the initial few weeks of a new hire's employment with the organisation. These aren't just any old courses that workers may enrol in anytime they choose (Halawi and Haydar, 2018). A planned, organised, and systematic approach to training with the purpose of matching individual progress with organisational goals. Management might invest in an effective training programme to achieve operational objectives such as increased performance, production, quality, and customer happiness.
The next stage is to follow out the training regimen. Regardless of how difficult this procedure is likely to be, everyone engaged must get the same amount of training. Some businesses may need to provide their workers with additional assistance and resources to ensure that they complete the training programme effectively (Alzoubi and Inairat, 2020). In today's global market, corporate executives who want to succeed must always seek innovative methods to stay ahead of the competition. Employees are equally as crucial to a company's success and development as great leadership, a large amount of money, a large market share, and innovative products and services (Kurdi, 2020). Businesses benefit much from training and development programmes, including the capacity to discover and retain exceptional employees, boost job satisfaction, and more.
Training programmes provide workers with the skills and information they need to stay up with the fast-paced developments in their sector (Mokhtarzadeh, 2020). Every company that implements these adjustments will generate more money and spend less time because its staff will work more efficiently. In many ways, putting in place formal training programmes for workers who will be promoted and given new responsibility benefits the organisation. In these seminars, students will acquire the skills and knowledge they will need to succeed in their new employment (Garavan 2019). Learning how to be a good leader is one example. Another is being acquainted with the instruments they will be utilising at their new employment.
You may squander time and money if you employ someone who lacks the necessary abilities. Even the best-run organisations may lose a lot of money due to personnel blunders, unnecessary effort, and ineffective processes (Ensour, Zeglat and Shrafat, 2018). Companies who invest in their personnel via training and development programmes may see fewer turnover, lower turnover costs, and increased profitability as a consequence of better use of existing talent. Employee learning and development programmes may assist in identifying and filling skill gaps that were not apparent when they were employed (Halawi and Haydar, 2018). Additionally, organisations thrive when their employees understand how to utilise the most up-to-date techniques and equipment.


[bookmark: _Toc119505215][bookmark: _Toc124445593]Chapter Three: Methodology 
[bookmark: _Toc111150823][bookmark: _Toc119505216][bookmark: _Toc124445594]Research Design 
According to Scharrer and Ramasubramanian, (2021), the value of research cannot be stressed enough. It is an essential research of the report since it describes the methods used to conduct the study and collect the data. Quantitative and qualitative research approaches have contributed to the field's growth. The number of viable experimental concepts skyrockets when these two researchers interact. This is due to the fact that, as Zyphur and Pierides, (2020), note, qualitative research always yields biased results. As opposed to qualitative research, quantitative research yields quantified outcomes. Quantitative and qualitative data analysis is possible. In a spreadsheet researcher, such as Excel or SPSS, data for statistical analysis may be found. The quantitative approach yields more unbiased and objective conclusions than the qualitative approach. They used a huge number of researchers to develop a comprehensive picture. The researcher made the correct choice by opting for the quantitative strategy, as its benefits far outweighed those of the qualitative approach.
[bookmark: _Toc111150824][bookmark: _Toc119505217][bookmark: _Toc124445595]Research Philosophy
Utilising positivist theory, the researcher determined whether Aquacars LTD's people training and development increased the company's production. As a consequence, it emphasises doing experiments to get a deeper understanding of the world. To discover and validate the causal principles are utilised to predict patterns of human behaviour, a rigorous approach combining deductive reasoning and empirical data is necessary.
[bookmark: _Toc111150825][bookmark: _Toc119505218][bookmark: _Toc124445596]Research Approach
To determine whether and how staff training and development effects the productivity of a service provider like Aquacars LTD, the researcher used a deductive rather than an inductive approach. Through theoretical analysis research, the researcher have produced a testable objectives; and developed a strategy to test it. This strategy was used to guarantee that the researcher kept an objective stance and did not allow personal experiences or prejudices to influence their findings.

[bookmark: _Toc111150826][bookmark: _Toc119505219][bookmark: _Toc124445597]Research Strategy
To examine how research in employee training and development effects the effectiveness of a service-providing organisation like Aquacars LTD, the researchers relied heavily on a questionnaire. Surveys often utilise questionnaires due to their applicability to a broad range of research aims.
[bookmark: _Toc111150827][bookmark: _Toc119505220][bookmark: _Toc124445598]Sampling
Sampling is the practise of choosing a statistically valid sample for research purposes from a larger population. Because the populations of interest are too huge to be dealt with in their entirety, statistical sampling methods have been developed to acquire samples that are representative of a number of populations of interest (Rahman, 2020). In other words, in order to draw accurate conclusions about the whole community, researchers must examine a sample size that is typical of the entire population (Bloomfield and Fisher, 2019). This research used simple random sampling owing of its adaptability and ease of execution. Each applicant has a one-in-hundred probability of being selected using this approach.
[bookmark: _Toc111150828][bookmark: _Toc119505221][bookmark: _Toc124445599]Data collection and analysis
When researching the impact of staff training and development on the productivity of a service-providing organisation like Aquacars LTD, researchers must rely heavily on survey data. Also common is the usage of surveys with just yes/no questions. The final outcome is a comprehensive and direct link between the two data sets. Due to the fact that quantitative research data are superior at collecting information that can be mathematically and academically categorised, this research has majorly employed quantitative data collection. The research will collect primary data through close ended survey questionnaire.
[bookmark: _Toc111150830][bookmark: _Toc119505222][bookmark: _Toc124445600]Ethical Consideration
Scientific research, discoveries, and consequences are intricately linked to ethical issues (Faems, 2020). As an essential ethical consideration, this research has ensured that the identity of survey respondents are kept secret. Ethical considerations, such as how to ensure the safety of all participants and eliminate any needless risks to volunteers, were also thoroughly examined (psychologically, physically, etc). Throughout this research, safety and convenience have been our primary concerns.


[bookmark: _Toc124445601]Chapter Four: Discussion Analysis and Results
[bookmark: _Toc124445602]Thematic Analysis 
[bookmark: _Toc124445603]Theme #1 Factors of Organisation Growth in Employee Training
Businesses must continue to outperform their competition in order to remain market leaders. The quantity of training and development provided by a firm to its personnel may have a direct impact on how successfully it reaches or exceeds its objectives (Rahman, 2020).
CSO Insights, the research arm of Miller Helman Group, published a study in 2017 that examined how employee development affects performance. According to the research, sales manager development may significantly enhance quota attainment, revenue attainment, and win rates. A $500 investment in staff training may raise win rates by 46.1%, while a $5,000 investment can increase win rates by 51.4% (Scharrer and Ramasubramanian, 2021)

Today's corporate environment is ever-changing. And this transition not only causes challenges for the workforce; if managed properly, it also creates new and exciting opportunities. It is critical in today's job to be able to adjust your behaviour fast and efficiently in response to changing conditions (Faems, 2020). Those who can think creatively and come up with solutions on the moment do better in circumstances when people with less talents would be content with the status quo. If you have a defined staff development programme in place, it may assist your team members be better prepared for unexpected events (Kum, Cowden and Karodia, 2014).
[bookmark: _Toc124445604]Theme #2 Training and Employee Development 
HR experts can confirm that just advertising job opportunities is insufficient. For the recruiting process to operate, potential workers must also desire to apply for those roles. If the latter is lacking, firms will struggle to attract the brightest and most talented individuals to join their teams, making it difficult for them to remain competitive (Rahman, 2020). The title of an ATD Research whitepaper sponsored by Paradigm Learning is "Building a Culture of Learning: The Foundation of a Successful Organization." According to the whitepaper, when there is a culture of learning and sharing information across an organisation, firms become more competitive and adaptable, and people become more engaged (Kennett, 2013).
Helping people attain their full potential, particularly via individualised development programmes, makes for a highly enticing place to work. According to the study, firms with mature learning cultures are three times more likely to leverage their mature learning culture to attract individuals (Faems, 2020). And the first stage in this approach is to ensure that there is a comprehensive staff development programme in place. It is critical to invest in internal staff development programmes to ensure that employees can do the activities required to "keep the ship afloat." On the other hand, investing in your employees' development might save you a lot of money in the long run (Kum, Cowden and Karodia, 2014).
[bookmark: _Toc124445605]Theme #3 Satisfaction of the Customers and Organisational Development 
Customer satisfaction is crucial to a company's success. Even if you have the most innovative items and the best rates, if your customers are unsatisfied, they will abandon your company. Given this context, it's hardly surprising that 45.9% of firms questioned in 2020 stated this would be their top focus for the next five years (Anwar and Abdullah, 2021). Sixty-one percent of PwC survey respondents said they would quit using a product or brand they otherwise loved if they had a terrible experience with it. Worryingly, over 20% of people would do so after only one unfavourable experience (Kum, Cowden and Karodia, 2014).
Before going into the minutiae of a customer's experience with your product or service, try to get their general perception of it. If they respond positively, it indicates that they are delighted with their purchase; if they respond negatively, it indicates that they are rethinking (Verma and Gustafsson, 2020). Having satisfied consumers benefits the organisation since it improves sales to both new and returning customers. According to the Zendesk 2022 CX Trends Report, 73% of CEOs feel that excellent customer service has a direct impact on the bottom line of their organisation (Scharrer and Ramasubramanian, 2021). The significance of giving consumers what they want cannot be overstated. Customer happiness is inextricably linked to a company's bottom line. Customer satisfaction, or CSAT, is a metric used to assess how satisfied consumers are with your company's services and how likely they are to buy from you again or suggest you to others.


[bookmark: _Toc124445606]	Chapter Five: Conclusion and Recommendation	
[bookmark: _Toc124445607]Conclusion 
The goal of organisational training is to help people learn new skills, while the goal of personal development is to help people improve the skills they already have. One of the key goals of training and development courses is to improve productivity and efficiency in the workplace. Without the people who work there, Aquacars LTD would not be able to do anything. For example, if someone who is bad at their job is in charge of an organisation, that organisation is doomed to fail.
Organizations that value human capital put their employees through training and development programmes that help them learn new skills and get better at the ones they already have. Aquacars LTD may benefit by winning the "hearts and minds" of its employees. It is important to put money into training programmes so that people can do their jobs well. Human resource management, in its broadest sense, includes a lot of different ways to get employees to do their best work. On the other hand, organisations of all sizes and types must first figure out what kind of training is needed, then plan and carry out industry-standard training activities, and then evaluate how well the training worked.

The aim of this study is to learn out how the training and development programmes at Aquacars LTD affect the company's bottom line.
This study helps development by looking into the link between training for service providers and happy customers. Investing in the happiness and productivity of workers by making and keeping a nice place to work is a good idea.
The study's results could help leaders in the public sector figure out how to teach and train their employees to deal with the challenges of today's fast-paced, competitive market. When workers get training, they might better understand why they need to keep learning new skills to move up in their jobs.
If a company doesn't put money into training and development, it can't grow or expand. Employees benefit from these courses because they teach them new skills, but they also help employers boost productivity and morale.
It should come as no surprise that employees who have more chances to learn, grow, and move up in their jobs are more loyal to their employers.
Coaching, training, and leadership mentoring are all examples of staff development programmes that can help increase workplace productivity and efficiency. People who just got a promotion or are starting a new job may benefit from formal training. Human resources specialists in businesses often come up with and run these programmes.
Companies can help their employees improve their skills by giving them a choice between in-person and online training. Opportunities to grow could come from internal sessions, external sessions, or activities outside of the classroom.
Workers may benefit from training and development programmes that help them adapt to changing professional, safety, and quality standards at work. In addition to learning about cybersecurity risks, staff members may be given new ways to think about and do their jobs that make use of the latest technologies and methods.
As part of the "onboarding process," new hires are often given training. Still, it's a good point to go over the training's lessons every so often. When employees understand the company and their role in it, it's much easier for them to learn lessons.
Training and growth have always been important to our businesses. Training used to be seen as a great perk of the job, but now it's a requirement to keep employees happy and productive.
People usually get training for three main reasons: to get ready for a new job, to keep their current job (since the industry is always changing), and to move up in their field (get a promotion) (promotion). Employees value growth opportunities that help them develop the hard and soft skills they need to meet one of these needs.
When a worker works to improve his or her skills, the company may be able to respond quickly to changes in the market. In today's fast-paced business world, you need to be able to predict how the market will change and act quickly to stay ahead of the competition.
Investing in training and development has clear benefits, but there are also less obvious benefits to an individual's health and, by extension, to an organization's productivity. If a company's most valuable asset is its people, then it will do well in the long run if it knows this and invests in them.
Surveying happy customers is a simple way to find out how well a company's goods and services meet the needs of its target market. It shows a lot about how much money is coming in and how loyal the customers are.
Even though the last explanation makes it sound simple, it's not easy to explain what "happy customers" mean for your business. Don't think you've made it just because your sales keep going up and people keep coming back. Some of your customers might have just lost track of time and forgotten to cancel their memberships. They might be putting off moving to your competitors for now. Or, they might feel bad about criticising or asking for anything back. They are not happy about this.
Customers are much more likely to give bad feedback than good feedback, which is not good.
If a customer's first purchase from a company goes well, they are more likely to buy from the same company again. A business's growth depends on how well it can find new customers.
Businesses are more likely to keep their staff if they treat all customers the same. If employees think that the company's main objective is to deliver great customer service, they will promote the brand.
The expected lifetime value of a customer shows how much your business wants to keep them as a customer (CLV). Increasing CLV has a much bigger effect on the bottom line than increasing the amount spent on marketing.
Customers that get excellent service are more valuable to your company throughout their lifetime. If a customer likes shopping at your store, they will be more likely to come back and spend more money. It may be more profitable to sell to your current customers than to try to find new ones.
People say that employees are a company's most valuable asset, which is why companies should invest in their training and growth. When you think about how long and hard companies work to find and hire the best people, it's easy to see why people are so excited. Companies must promote and reward workers who work hard to improve their skills.
Effective programmes for training and developing employees don't just happen in the first few weeks on the job. These aren't just any classes that workers can sign up for whenever they want.
Step two is to follow the fitness plan. When this method is used, everyone must go through the same amount of training, no matter how hard it is thought to be. Some businesses may need to give their employees more help and resources so that they can finish the training programme.
Positivist theory was used by the researcher to find out if Aquacars LTD's investment in its employees through training and development led to higher productivity. As a result, it makes people want to try things out so they can learn more about the world. To find and confirm the causal principles that are used to predict patterns of human behaviour, a strict process that uses both deductive reasoning and data from the real world is needed.
Instead of using induction, the researcher used deduction to find out if and how staff training and development affects the productivity of a service provider like Aquacars LTD. Through their study of theoretical analysis, the researchers came up with measurable goals and a way to measure them. This strategy was used to make sure that the researcher had an open mind and didn't let their own experiences or opinions affect their results.
Researchers at Aquacars LTD filled out a questionnaire to find out how training and development studies made the company more productive. Questionnaires are often used in surveys because they can be changed to fit many different kinds of research.
Researchers at Aquacars LTD, a service company, have mostly used survey data to figure out how training and development of staff have helped the company's output. There are also a lot of surveys that only have yes or no questions. When everything is said and done, there will be a full and direct link between the two data sets. Quantitative research data are better for gathering information that can be categorised mathematically and academically. Because of this, most of the information collected for this research were numbers.
[bookmark: _Toc124445608]Recommendation 
Employees are more loyal, as one would anticipate, when they have more opportunity to advance professionally and advance in their existing job. Training and education, according to Bob Nelson, author of "1,001 Strategies to Engage Employees," are two of the most critical ways to keep employees motivated in their professions.
As a result, companies should prioritise measurements such as the Customer Satisfaction Score (CSAT), which indicate how satisfied their consumers are. You may enlist their assistance in determining which aspects of your goods and services satisfy clients (or lack thereof). Keeping consumers satisfied is beneficial to your company's financial line. Making sure your consumers are satisfied is the greatest approach to maintain them and get new ones. You might also prevent dissatisfied consumers from venting elsewhere.
Although the terms "training" and "development" are sometimes used interchangeably, there are significant distinctions between the two that should assist upper-level managers in improving the performance of their personnel. Communication, leadership, and project management abilities that may be applied in various contexts are given the greatest focus throughout training.
It should come as no surprise that workers who believe they can advance in their careers are more loyal to their employers. Staff development programmes such as coaching, training, and leadership mentoring have been proved to increase an organization's performance. Formal training may be beneficial for persons who have just received a promotion or are beginning a new career. Human resources departments in businesses often devise and implement programmes like this.
Companies should invest in their workers' education and development since they are reportedly the company's most valuable asset. You may appreciate the enthusiasm when you realise how far organisations would go to locate and employ the top people. Employees that attempt to acquire new skills on their own should be recognised and rewarded by their employers.
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[bookmark: _Toc124445611]APPLICATION FOR ETHICAL APPROVAL
In order 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 Frascati 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 “principal 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:
	Cezar Bodnariu

	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:
	
University Of Wales Trinity Saint David

	4
	Campus:
	
London

	5
	E-mail address:
	1914623@student.uwtsd.ac.uk


	6
	Contact Telephone Number:
	
07739705447

	
	For students:

	7
	Student Number:
	1914623

	8
	Programme of Study:
	Ba Hons Business and Management

	9
	Director of Studies/Supervisor:
	Anupam Mazumdar/ Afzal Munna






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 also 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]
	☐



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 collaborators then leave this section blank and continue to section E.
	1
	Institution
	


	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).




SECTION E: Details of Research Activity
	1
	Indicative title:
	

	2
	Proposed start date:
	
	Proposed end date:
	

	
	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



(this box should expand as you type)

	4
	Research Question



(this box should expand as you type)

	5
	Aims of Research Activity



(this box should expand as you type)

	6
	Objectives of Research Activity



(this box should expand as you type)

	
	Proposed methods (maximum 600 words)
Provide a brief summary of all the methods that may be used in the research activity, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here, but should instead describe how you intend to collect the data necessary for you to complete your project.

	7
	


(this box should expand as you type)

	

	Location of research activity
Identify all locations where research activity will take place.

	8
	

(this box should expand as you type)

	
	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural and/or legal sensitivities or vulnerabilities of participants. If you live in the country where you will do the research then please state this.

	9
	


(this box should expand as you type)



	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)



	
	Does your research relate to one or more of the seven aims of the Well-being of Future Generations (Wales) Act 2015?
	
YES
	
NO

	12
	A prosperous Wales
	☐
	☒

	13
	A resilient Wales
	☐
	☒

	14
	A healthier Wales
	☐
	☒

	15
	A more equal Wales
	☐
	☒

	16
	A Wales of cohesive communities
	☐
	☒

	17
	A Wales of vibrant culture and thriving Welsh language
	☐
	☒

	18
	A globally responsible Wales
	☐
	☒

	19
	If YES to any of the above, please give details:

	
	


(this box should expand as you type)



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).

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?

	


(this box should expand as you type)

	11
	Who will the participants be?

	


(this box should expand as you type)

	12
	How will you identify the participants?
	


(this box should expand as you type)




	
	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?
	☐
	☐
	☐

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

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

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

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

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

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

	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?
	☐
	☐
	☐

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

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

	
	


(this box should expand as you type)



	
	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 

	
	


(this box should expand as you type)



SECTION H: Anticipated Risks

	
	[bookmark: _Toc124445388][bookmark: _Toc124445612]
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 collaborator) you may append that to this form.  

	[bookmark: _Toc124445389][bookmark: _Toc124445613]1
	[bookmark: _Toc124445390][bookmark: _Toc124445614]Full risk assessment completed and appended? 
	[bookmark: _Toc124445391][bookmark: _Toc124445615]Yes 
	☐

	
	
	[bookmark: _Toc124445393][bookmark: _Toc124445617]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 participants:



(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/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	


(this box should expand as you type)

	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 investigator:



(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 risk 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 risk 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.
	



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? 

	
	


(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 will be obtained and recorded in accordance with prevailing data protection legislation.

	
	


(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. 

	
	


(this box should expand as you type)



SECTION J: Data Protection and Storage

	
	Does the research activity involve personal data (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 identification 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
	


(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)



	
	
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:

	
	

(this box should expand as you type)



	
	Data Protection

	
	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):

	
	


(this box should expand as you type)

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

	
	


(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:

	
	


(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 not.  

	
	


(this box should expand as you type)

	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) 

	
	


(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:
	Cezar Bodnariu
	Date: 31.10.2022




For STUDENT Submissions:
	2
	Director of Studies/Supervisor:
	
	Date:

	3
	Signature:
	

	



For STAFF Submissions:
	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	

	



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 your 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.


















