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[bookmark: _Toc175580953]ABSTRACT
Despite the UK restaurant industry's economic significance, it faces challenges like competition, shifting consumer behaviour and technological demands. Hence, this study aims to analyse the critical success factors, challenges and approaches to the UK restaurant business from the managers’ view. In this study, the interviews with 10 managers are conducted, which are analysed thematically. The factors which are revealed as success factors include food quality, customer service and location. It also identifies some of the major challenges as high rivalry, post-Brexit issues with regulation and the effects of COVID-19. The research evidence indicates that the use of technology, improvement of customer relationships and the incorporation of sustainability initiatives are critical factors for achieving competitive advantage. This study further recommends that UK restaurant managers need focus on quality, technology, local sourcing and adaptability to sustain competitiveness and success.

 


Table of Contents
ABSTRACT	2
CHAPTER ONE: INTRODUCTION	6
1.1 Statement of Problem	6
1.2 Theoretical framework	6
1.2.1 Resource-Based View (RBV)	6
1.2.2 Consumer Behaviour Theory	7
1.3 Statement of the Purpose	7
1.4 Research Question/s	7
1.5 Significance of the Study	7
1.6 Definition of Terms	8
1.7 Structure of Dissertation	9
Chapter 2: Review of Literature	10
2.1 Introduction	10
2.2.	Overview of the UK Restaurant Industry	10
2.3	Critical Success Factors (CSFs) in the Restaurant Industry	11
2.4	Barriers to Success in the Restaurant Industry	12
2.5	Managerial Perspectives on CSFs	13
2.6	Strategies for Achieving Competitive Advantage	14
2.7	Literature Gaps and Future Research Directions	14
2.8. Discussion and Implications	15
Chapter 3: Methodology	16
3.1. Research Philosophy	16
3.2. Research Approach	16
3.3. Research Design	17
3.4. Data Collection	17
3.5. Sampling	17
3.6. Selection criteria	18
3.7 Interview Process	19
3.8 Reliability and Validity	20
3.7. Data Analysis	21
3.8. Ethical Consideration	21
CHAPTER 4: RESULTS	22
4.1 Introduction	22
4.2 Demographic Characteristics of Participants	22
4.3	Thematic Analysis	23
4.3.1	Theme 1: Critical Success Factors Impacting Restaurant Performance	23
4.3.2 Theme 2: Barriers to Success in the Restaurant Industry	24
4.3.3 Theme 3: Strategies for Gaining Competitive Advantage	25
4.4	Summary	26
CHAPTER 5: CONCLUSIONS	27
5.1 Introduction	27
5.2 Discussion	27
5.2.1. Objective 1	27
5.2.2. Objective 2	27
5.2.3. Objective 3	28
5.3 Implications for Practice	29
5.4 Implications for Future Research	29
5.5 Recommendations	29
References	30
Appendix	34
Appendix 1 - Interview Questions	34
Demographic Questions	34
Questions linking to the aim	34
Appendix 2 – Ethics Form	34
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.	47
1	47
Full risk assessment completed and appended?	47
Yes	47
☐	47
No	47
☐	47
Appendix 3 – Participant Form	55
Appendix 4 – Consent Form	57


 
 
 



[bookmark: _Toc173426272][bookmark: _Toc175580954]CHAPTER ONE: INTRODUCTION
[bookmark: _Toc173426273][bookmark: _Toc175580955]1.1 Statement of Problem
The restaurant industry in the UK plays a crucial role in the economy because it offers employment to people and caters to a wide range of customers with different palates (Ntounis et al., 2022). As much as it is a source of economic development, the industry is characterised by various problems militating against its performance and longevity. These challenges include growing competition, shifting consumer behaviour, and the constant pressure to adapt to technology trends (Bowen and Whalen, 2017). Therefore, identifying the key factors that determine restaurant performance is important for both researchers and practitioners. The current literature provides knowledge on different aspects of the restaurant industry, including customers’ behaviour, service quality, and implementation (Omar, Ariffin and Ahmad, 2016).
 However, existing literature lacks comprehensive research on critical success factors in the context of the UK restaurant industry from the restaurant managers’ viewpoint. Managers have a significant responsibility of making both strategic (long-term planning, market positioning, resource allocation) and operational decisions) and operational decisions (day-to-day management, process optimisation, employee supervision) in most organisations. Therefore, this research is necessary to address the existing gap and consider the critical success factors affecting the UK restaurant business based on the restaurant managers’ perceptions. This will help to advance the knowledge in the field of hospitality management and also provide suggestions on how to increase the efficiency and competitiveness of restaurants. Moreover, the research will review the approaches that effective managers have used to address these challenges, thus indicating the effective implementation strategies that other players can consider.
[bookmark: _Toc173426274][bookmark: _Toc175580956]1.2 Theoretical framework
[bookmark: _Toc173426275][bookmark: _Toc175580957]1.2.1 Resource-Based View (RBV)
Resource Based View (RBV) is implemented to study in order to assess the necessity and application of strategic resources for gaining sustainable competitive advantage. This theory enables organisations to manage their assets concerning development (Lubis, 2022). When it comes to the growth of the restaurant industry, RBV can enable restaurants to give a strong analysis of the strategic resources for the progress of business. The specific theoretical concepts revolve around various strategic assets such as high-quality food inputs, qualified and experienced employees, good location, and technology inputs in the present era (Lubis, 2022). These resources have proven vital in the growth of the restaurant industry which enables them to fulfil their customer experience.
[bookmark: _Toc173426276][bookmark: _Toc175580958]1.2.2 Consumer Behaviour Theory
Consumer behaviour theory concerns itself with the study of how consumers make decisions on purchases and market capitalisation. In addition, the theory offers forecasts about consumers’ behaviour concerning purchases (Manuere et al., 2022). When using the consumer behaviour theory, it becomes easy for the researcher to scrutinise the expectations and actual behaviour of the customers on the restaurant side when it comes to the selection of meals. In addition, the theoretical concept can be socially useful in assessing some essential facets that the customer might experience in choosing a restaurant according to specific standards.
[bookmark: _Toc173426277][bookmark: _Toc175580959]1.3 Statement of the Purpose
The aim of this research is to identify critical success factors that affect business performance in the UK restaurant industry through the perception of restaurant managers. Specifically, the study aims to:
· To analyse critical success factors impacting the performance of the UK restaurant industry.
· To analyse critical barriers associated with the development of the UK restaurant industry.
· To examine different strategies used by UK restaurant managers to get a competitive advantage in the restaurant industry.
[bookmark: _Toc173426278][bookmark: _Toc175580960]1.4 Research Question/s
· What are the critical success factors impacting the performance of the UK restaurant industry according to different perspectives of UK restaurant managers?
[bookmark: _Toc173426279][bookmark: _Toc175580961]1.5 Significance of the Study
Practically, the implications of the present study hold significance for the managers of restaurants and other stakeholders in the industry.  As a result of this study, managers would be in a position to know the aspects that can enhance the success of a restaurant and therefore make appropriate decisions concerning the management, business resources, and customer satisfaction. Besides, this research aims to benefit restaurants in the UK by recognising the impediments to success and the ways to overcome them to increase their competitiveness and sustainability. 
Theoretically, the study’s findings are expected to be useful to scholars as they contribute to the existing literature in the field of hospitality management and provide a foundation on which further research can be built.  The findings can be used to build new and more accurate theoretical frameworks to describe the evolution of the restaurant business. The study has also ensured that the findings are based on the UK context, which is useful for comparative analysis with other geographic areas, thus enriching the global understanding of the industry.

[bookmark: _Toc173426280][bookmark: _Toc175580962]1.6 Definition of Terms


[bookmark: _Toc173426281][bookmark: _Toc175580963]1.7 Structure of Dissertation
[image: ]
Figure 1Structure of Dissertation


[bookmark: _Toc173426282][bookmark: _Toc175580964]Chapter 2: Review of Literature
[bookmark: _Toc173426283][bookmark: _Toc175580965]2.1 Introduction 
This literature review provides a summary of the available literature on the various CSFs that affect the restaurant industry and more specifically the British market. Considered in this respect, the present chapter is aimed at comparing the existing literature, evaluating the gap, and providing the basis for the present study. It will reveal possible theoretical concepts associated with the restaurant business environment, explain the principal CSFs marked in the literature, describe the factors that negatively impact organisations, and outline the managerial strategies for increasing competitiveness. The chapter will therefore consist brief overview of the UK restaurant industry, the analysis CSFs and barriers based on the existing literature and survey responses, managerial views, the strategies adopted by the leaders in the UK restaurant industry, the gaps which have been identified in the literature, and the recommendations for the future research.
2.2. [bookmark: _Toc173426284][bookmark: _Toc175580966]Overview of the UK Restaurant Industry
For the past few decades, the restaurant business in the UK has changed drastically. Throughout the years, the sector has shifted from very basic eateries offering simple food to a complex industry that includes gourmet restaurants, casual dining establishments, quick service restaurants, and bars. According to Dixon (2016), there was a significant increase in eating out post-World War II, especially due to the rise in disposable income as well as the introduction of international cuisines in the UK. The current literature focuses on the economic contribution of the restaurant business in the UK. According to Elavon (2022), the hospitality industry generates about £72 billion annually to the economy and creates over 1. 8 million people.
 In addition to this, the study by Paparoidamis and Tran (2019) concluded that consumers belonging to the restaurant sector are now more focused on the experience, healthy food options, and eco-friendliness.  Nevertheless, the sector has some issues (high competition, regulatory and compliance challenges, supply chain disruptions, labour shortages, and the impact of global events like the COVID-19 pandemic) that hinder its development (increased operational costs, difficulties in maintaining consistent supply chains, challenges in adhering to new regulations, and reduced workforce availability). Chaudhry, Crick, and Crick (2023) explained that due to the rivalry and the current market trends, consumers do not have high stakes in restaurants. New obstacles such as Brexit have brought new regulatory issues (changes in import/export regulations, increased tariffs, and altered labour mobility rules) that have impacted the operational aspects, costs, and compliance (higher costs of imported goods, more complex compliance procedures, and difficulties in hiring staff from the EU). In addition, the global COVID-19 pandemic has also affected the industry greatly (Saxunova, Roux, and Oster, 2022). Adding to this, Azevedo and Melo (2021) asserted that the pandemic resulted in the closure of many restaurants and the only way to operate was through delivery and takeaway.  
Looking at the opportunity, the advancement in technologies offers a chance to improve the operation of the business and the relationship with the customer. Li et al. (2021) established that digital technologies, for instance, online ordering systems, AI-based customer service, and data analytics can help to improve efficiency and customer satisfaction. 
2.3 [bookmark: _Toc173426285][bookmark: _Toc175580967]Critical Success Factors (CSFs) in the Restaurant Industry 
CSFs (menu variety, food safety, staff training, customer satisfaction, and cost control) are the key elements that are considered crucial for an organisation to accomplish its goals (Baporikar, 2017). Thus, it is important to understand and manage these factors as a restaurant business to achieve competitive advantage and profitability. Gikonyo, Berndt and Wadawi (2015) has placed considerable stress on the role of CSFs as tools that can help restaurants determine how they should position themselves concerning the market and their operations. The quality of food and service is one of the most reported factors in the literature as a CSF (Chewwasung, 2020; Rajput and Gahfoor, 2020).  Rajput and Gahfoor (2020) established that food quality affects customer satisfaction positively and consequently leads to positive word of mouth and repeat business. Likewise, Majid et al. (2018) noted that service quality is a key determinant of the dining experience and customer loyalty. In addition, it is essential to pay attention to customer service and the experience they get while dining in the restaurant. 
Chewwasung (2020) suggested that the overall dining experience including the environment, host–guest interface, and service delivery is the key to differentiating a restaurant from other competitors. Another important element is location and accessibility, which shows how easy it is for customers to find the restaurant. Ayatac and Dokmeci (2017) noted that restaurants that are situated in strategic places, particularly areas with high traffic density are likely to draw more clients. Marketing and branding are also very important since a restaurant needs to be recognised by the public to draw customers. According to Bushara et al. (2023), marketing strategies, such as promotions and social media presence contribute to enhancing image and increasing coverage.
 Brand loyalty, which is cultivated through constant advertising, guarantees customers’ return and the company’s loyalty. The factors that influence CSFs must be improved by innovation and technology. According to Hashem (2021), the use of digital technologies like online ordering systems and CRM software, allows for increased operational efficiency, better customer engagement, and data-driven decisions. 
In order to give a more critical analysis of the identified CSFs, it is necessary to describe their degree of significance and interdependence. Food quality and services must be provided at their best mainly because they contact the customers; customers will recommend a given restaurant and because of the positive recommendation, a free repeat business will be generated (Rajput and Gahfoor, 2020). Nevertheless, pursuit of these aspects can lead to overlooking others, which are significant for company’s operation, for example, cost containment and staff development (Majid et al., 2018). Logically, location and accessibility are also important because the amount of customer traffic depends on them (Ayatac and Dokmeci, 2017). The communication and positioning increase the product’s awareness and customer loyalty, however, takes a long time, resources, and effort to create and sustain (Bushara et al., 2023). The incorporation of digital technologies may enhance operation performance and enhance the clients’ experience, but may intrude on standard eating experience desired by some customers (Hashem, 2021). Thus, optimisation of indicated factors is essential for sustaining restaurants’ performance and survival.
2.4 [bookmark: _Toc173426286][bookmark: _Toc175580968]Barriers to Success in the Restaurant Industry
Several challenges (high competition, regulatory compliance, supply chain issues, labor shortages, and economic instability) hinder the growth of the restaurant industry. Market competition and saturation are some of the factors that make it difficult for restaurant businesses to lure and retain customers (Walker, 2021). Issues such as regulatory and compliance risks, particularly in the aftermath of Brexit, have both presented new operational challenges and raised costs (Walker, 2021). Variabilities in the supply chain and logistics, compounded by global crises, hinder the timely procurement of the necessary ingredients and resources (Zhu et al., 2020). Due to some factors, such as employee turnover and shortages, labour market problems (high turnover rates, difficulty in finding skilled workers, increased wage demands) have been affecting the operational efficiency of the companies (Sobaih, 2023).
 Moosavi et al. (2022) revealed that supply chain disruptions during the COVID-19 crisis resulted in major operational issues (delays in product delivery, shortages of essential ingredients, increased costs, and decreased inventory levels). To address these challenges, therefore, organisations have had to embrace more flexible supply chain management, employee retention, and the use of technology in processing orders and engaging the customer.
Moving on to the specific barriers to success in UK restaurants, it would be pertinent to talk about COVID-19, Brexit, and technology combined as one of the key factors at play. The pandemic caused long-term lock-downs and restricted social interactions, significantly decreasing traffic and making it difficult for many outlets to operate exclusively on takeaways and deliveries, which impacted business expenses (Azevedo and Melo, 2021). Brexit also set new regulatory and compliance challenges with regard to tariffs for import/export and labour mobility that deepened supply chain disruptions and labour shortages (Chaudhry, Crick, & Crick, 2023). Furthermore, technological development and innovation remain essential to the industry but come at the cost of immense investments in digital partnerships and engaging employees for the transformation of small restaurants into competitive players (Li et al. , 2021). Altogether, these barriers negatively impact the industry’s efficiency and financial stability, and thus, they force restaurants to use unique ideas and adaptive management of their businesses.
2.5 [bookmark: _Toc173426287][bookmark: _Toc175580969]Managerial Perspectives on CSFs
CSFs are valuable to examine through a managerial perspective, as managers are responsible for decision-making in restaurants. Theoretical work by Tuncer, Unusan and Cobanoglu (2021) holds leadership as a key driver of improving service quality, employee productivity, and customer satisfaction. Conclusions derived from the aforementioned study showed that managers consider CSFs like innovation, training of the workforce, and customer contact as crucial to creating a competitive edge (Tuncer, Unusan and Cobanoglu, 2021). Moreover, Do et al. (2022) asserted that RBV highlights that strategic resources are critical, managers tend to underscore the significance of flexibility in responding to market fluctuations.  
Managers of fine dining restaurants may consider creativity and superior service quality as critical success factors for sustaining competitive advantage in their operations as compared to managers of casual dining who may be mostly concerned with cost control and staff training (Tuncer et al., 2021). Moreover, it is also common for fast-food managers to focus on efficiency and standardisation in the delivery of services, which are quite distinct (Do et al., 2022). Also, the level of experience of the managers can greatly affect their views regarding the CSFs. Senior managers may pay more attention to the conventional factors such as site selection and customer loyalty, while junior managers may focus more on digital interaction and technology adoption (Do et al., 2022). Including these diverse perceptions contributes a holistic view on how several managerial approaches influence the strategic emphasis on CSFs within the restaurant sector.
2.6 [bookmark: _Toc173426288][bookmark: _Toc175580970]Strategies for Achieving Competitive Advantage 
The majority of the restaurants have realised that they need to come up with some strategies if they are to compete effectively and freely in the market (Walker, 2021). Among the strategies, segregation according to the areas of value propositions is critical in the restaurant industry.  This way, successful restaurants must bring an idea of a singular menu, a different dining experience, or a specific target consumer section. In this regard, Liu (2020) has engaged in how particular and richer propositions in culinary forms and novel experiences are paramount ways of attracting customers. Other notable strategies include customer engagement and loyalty, which are important tools in the management of the firm.  Rane, Achari and Choudhary (2023) noted that personalised service is effective in encouraging customers to return to a facility, use of rewards, and maintaining effective communication with clients. 
The introduction of sophisticated methods of operation like online ordering platforms and AI customer support has transformed operations and consumer relations. Adding to this, Berezina et al. (2019) supported the findings that these technologies increase efficiency, accuracy, and customer satisfaction. According to Namkung and Jang (2017), it should be pointed out that restaurants that source locally and minimise waste while engaging their communities, not only satisfy consumers’ desires but also enhance the necessary brand image.
2.7 [bookmark: _Toc173426289][bookmark: _Toc175580971]Literature Gaps and Future Research Directions 
Despite the number of researches (DiPietro, 2017; Sharma, Arora and Kharub, 2021) conducted in the restaurant industry and the identification of various CSFs, there are still some research gaps. Prior researchers like Sharma, Arora and Kharub (2021) examined the aspect of food quality while on the other hand, DiPietro (2017) examined the aspect of customer service. However, they have not considered the combination of multiple CSFs which is important for the overall picture of the restaurant's success. There is a lack of research to address how each of these CSFs influences business performance and how they combine to do so. To further develop the understanding of these perceptions in the future, it is necessary to use not only quantitative data but also qualitative research. Also, prior research such as Mak (2023) has not incorporated the regional or cultural variables that influence the CSFs. For example, some related work is done by Mak (2023), but in this study, data was primarily collected from urban people and addressing the differences in the preferences of rural populations or different cultures was beyond the scope of this study. Consequently, future studies should take into account such regional and cultural differences and try to be more diverse. To fill these gaps, this study will employ multiple CSFs to fill the gaps in the current literature as highlighted in this study, by employing both qualitative and quantitative data for these recommendations.
[bookmark: _Toc173426290][bookmark: _Toc175580972]2.8. Discussion and Implications 
Based on the literature review, it can be concluded that various other factors, such as quality of food and service, customer satisfaction, location, and technology are also among the CSFs that affect the success of restaurants (Namkung and Jang, 2017; Wang and Law, 2021). The outcomes of this study have significant theoretical and practical implications, which should be taken into account in future research and practice regarding CSFs. While these factors are outlined in prior work such as Sharma et al. (2021), it is significant to combine some of the CSFs and address the role of managerial perceptions in their decision-making process where this aspect remains underexplored.


[bookmark: _Toc173426291][bookmark: _Toc175580973]Chapter 3: Methodology
[bookmark: _Toc172993522][bookmark: _Toc173426292][bookmark: _Toc175580974]3.1. Research Philosophy
[bookmark: _Toc172993523]In conducting this particular piece of work, the research philosophy that has been used is interpretivism. Interpretivism is among the philosophy that deals with realising the meanings, which people give to their occurrences in specific contexts (Alharahsheh and Pius, 2020). This approach is especially appropriate for this research as the study’s aim is to find out the awareness of restaurant managers regarding CSFs in the restaurant industry in the UK. Hence, adopting an interpretive research paradigm, the study sought to provide an elaborate understanding of the complex and varied impressions of the different managers on issues to do with the antecedent variables of business performance and the various managerial challenges and strategies related to the management of competitive advantage.
[bookmark: _Toc173426293][bookmark: _Toc175580975]3.2. Research Approach
As far as the objectives of this specific research study are concerned here, it was deemed appropriate to go for an inductive research approach. According to the inductive approach, the theories and patterns from observation and experience were accumulated and then constructed, thus establishing an effective theory system through the observed phenomena (Pellegrino and Glaser, 2021). This approach was particularly suitable for investigating the possible factors that might affect business performance in the restaurant sector in the UK because of the qualitative data gathered asking the restaurant managers, a new hypothesis and theoretical proposition could be developed.
[image: ]
Figure 2– Inductive Approach (Nundulall, 2017)
[bookmark: _Toc172993524][bookmark: _Toc173426294][bookmark: _Toc175580976]3.3. Research Design
[bookmark: _Toc172993525]When choosing the method of research to apply in the current study for the purpose of achieving the study objectives, it was most relevant to employ a qualitative research method. The use of qualitative research method assisted in providing an enhanced understanding of the dynamic factors of the restaurant business; it is a technique that focuses on the accumulation of descriptive information (Mohajan, 2018). This design was peculiarly helpful in answering the current objectives because the researcher could gain perceptions and ideas from the restaurant managers about the CSFs, challenges, and policies of the UK restaurant business. According to the perceived impressions of the managers, the qualitative method provided textual information on how these factors impact business performances and competitiveness in the industry.
[bookmark: _Toc173426295][bookmark: _Toc175580977]3.4. Data Collection
[bookmark: _Toc172993526]Interviews with restaurant managers in the UK were used in the study because this method of data collection enabled the researcher to have a firsthand experience of the managers in the organisation of the event. This approach allowed for the application of realistic data in the study with the assistance of the organisers of restaurant managers in the UK. In addition, interviews proved useful in giving the researcher the chance to view managers’ perceptions that may pose the basis to analyse strategies regarding the change in UK restaurants. The interviews had close-ended questions and each of the subjects were asked between 10 and 12 questions on average depending on his or her level of experience.
[bookmark: _Toc173426296][bookmark: _Toc175580978]3.5. Sampling 
The research was conducted mainly employing a primary qualitative technique. The researcher based the study on the sampling size of 10 restaurant managers from the UK. It enabled the researcher to gain valuable and constructive knowledge from the experiences of the managers, which were essential for understanding the strategies in the UK restaurant business. In the sample selection process, participants selected were managers (male and female, both) from UK restaurant industry. The researcher used the purposive sampling method, which was most suitable for identifying specific individuals who could provide detailed information concerning the research goals and questions.
[image: ]
Figure 3 Purposive  Sampling in Comparison to All Other Sampling Techniques (Baidya, 2023)
[bookmark: _Toc172993527][bookmark: _Toc173426297][bookmark: _Toc175580979]3.6. Selection criteria 
This study adopted purposive sampling with the aim of selecting participants from all over the United Kingdom with active restaurant businesses. Some of the requirements were the length of service in a management position being at least 3 years, experience across the various restaurant erectors such as formal restaurants, informal restaurants, and fast foods, and location of the restaurant in the UK. Gender diversity was also considered to obtain a diverse view of the company. This approach helped in that it made certain that participants have enough experience and knowledge that is relevant to the study objectives.
Table 1 - Selection criteria
	Criteria Category
	Specific Criteria
	Description/Justification

	Industry Involvement
	Active in the UK Restaurant Industry
	Participants must currently work within the UK restaurant industry to ensure relevance and accuracy of insights.

	Position
	Managerial Role
	Participants must hold managerial positions, as they are responsible for strategic and operational decisions.

	Experience
	Minimum of 3 Years of Experience
	A minimum of three years of experience ensures that participants have substantial industry knowledge and insights.

	Gender Diversity
	Inclusion of Both Males and Females
	Ensures a diverse range of perspectives and avoids gender bias in the findings.

	Restaurant Type
	Various Types (e.g., Fine Dining, Casual Dining, Fast Food)
	Includes managers from different restaurant types to capture a wide range of industry challenges and strategies.

	Geographic Location
	Located within the UK
	Participants must be based in the UK to ensure the study's focus on the specific market conditions and trends.

	Business Size
	Various Sizes (Small, Medium, Large)
	Includes managers from restaurants of varying sizes to understand how size influences success factors and challenges.

	Availability for Interviews
	Willingness to Participate in Qualitative Interviews
	Participants must be willing to engage in open-ended interviews to provide detailed, qualitative data.

	Fluency in English
	Proficient in English
	Ensures clear communication and accurate understanding of questions and responses during interviews.


Figure 4Eligibility criteria
[bookmark: _Toc173426298][bookmark: _Toc175580980]3.7 Interview Process
Interviews were done in a structured mode but with some flexibility, in order to ask specific questions concerning CSFs. All interviews were conducted with participants’ permission to record these in audio format and later transcribed. Some of the issues that arose were timing conflicts and the need to make the participants comfortable, which was controlled through planning and communication.
Table 2 - Interview Process
	Step
	Description

	Preparation
	Development of a structured interview guide with open-ended questions to allow for in-depth responses.

	Recruitment
	Identifying and contacting potential participants who met the eligibility criteria.

	Scheduling
	Arranging convenient times for interviews to ensure participants were comfortable and able to provide thoughtful responses.

	Conducting Interviews
	Carrying out the interviews in a semi-structured format, allowing flexibility for participants to elaborate on their answers.

	Recording and Transcription
	Audio recording the interviews (with participants’ consent) and transcribing them verbatim to ensure accuracy.


[bookmark: _Toc173426299][bookmark: _Toc175580981]3.8 Reliability and Validity
To make an immanent reliability and validity of the results, the method of triangulation that implied the comparison of the collected data with the help of different sources was used. Member checking was utilised through the process of sending out their interview clips to the participants for review to ensure that their statements were well captured and understood. This made the results of the study more credible and thus more trustworthy.
Table 3 - Reliability and Validity
	Measure
	Description

	Triangulation
	Using multiple sources of data (e.g., different managers from various types of restaurants) to cross-verify the findings.

	Member Checking
	Sharing the interview transcripts and findings with participants to confirm the accuracy of the recorded data and interpretations.

	Audit Trail
	Maintaining detailed records of the research process, including decisions made and changes implemented, to provide transparency.

	Peer Review
	Engaging colleagues or experts in the field to review the research process and findings to ensure credibility.



[bookmark: _Toc172993528][bookmark: _Toc173426300][bookmark: _Toc175580982]3.7. Data Analysis 
To measure this collected primary data, thematic analysis was adopted as a method of data analysis. Thematic analysis is a method of analysing data, in which the process of analysing involves coding the data, and categorising these codes into themes that provide a better understanding of the more important features of the data as it is (Terry et al., 2017). This method was considered suitable for the current study because it enabled the researcher to explore the study participants’ experiences of managing UK restaurants. 
Table 4 – Thematic Analysis Techniques
	Step
	Description

	1. Familiarisation with Data
	Reading and re-reading transcripts to immerse in the data.

	2. Coding
	Identifying and labeling significant features in the data.

	3. Searching for Themes
	Grouping similar codes to form broader themes.

	4. Reviewing Themes
	Refining and validating themes to ensure they accurately represent the data.

	5. Defining and Naming Themes
	Clearly defining each theme and naming them to reflect their essence.

	6. Producing the Report
	Writing the final analysis, integrating themes into a coherent narrative supported by data excerpts.


Figure 5Steps of Thematic Analysis
[bookmark: _Toc172993529][bookmark: _Toc173426301][bookmark: _Toc175580983]3.8. Ethical Consideration
In order to conduct an ethical and professional research, the researcher sought permission from the participants by explaining to the participants the reasons why they are carrying out the study and involving them willingly in the study. Moreover, the information of participants was kept confidential to ensure ethics and professionalism throughout the study. Participants’ rights also included their right to withdraw from the research at any point in the process. 


[bookmark: _Toc175580984]CHAPTER 4: RESULTS
[bookmark: _Toc175580985]4.1 Introduction
The result chapter will include the research findings from the interview conducted with the restaurant managers in the UK based on the critical success factors, barriers and competitive strategies. The findings of this research are grouped under different themes to give a broad perspective of the factors affecting restaurant performance in the UK’s existing market conditions.
[bookmark: _Toc175580986]4.2 Demographic Characteristics of Participants 
The demographic characteristics of the participants included 10 restaurant managers from the UK. The participants are males and females between the ages of 30 and 55 years with an average of 10 years of management experience. Table 5 shows these demographic characteristics are important in capturing the various attitudes towards the critical success factors, critical success factors and strategies because the experiences and challenges faced by managers in the restaurant industry are different depending on the type and scale of operation.
Table 5 – Demographic Characters
	Participant
	Age
	Gender
	Years in a Managerial Position
	Type of Restaurant Managed
	The size of the Restaurant Managed

	Participant 1
	35
	Male
	7
	Fine Dining
	Medium

	Participant 2
	42
	Female
	12
	Casual Dining
	Large

	Participant 3
	30
	Female
	5
	Fast Food
	Small

	Participant 4
	55
	Male
	20
	Fine Dining
	Large

	Participant 5
	38
	Male
	10
	Casual Dining
	Medium

	Participant 6
	45
	Female
	15
	Fast Food
	Medium

	Participant 7
	33
	Female
	8
	Fine Dining
	Small

	Participant 8
	50
	Male
	18
	Casual Dining
	Large

	Participant 9
	40
	Male
	10
	Fast Food
	Medium

	Participant 10
	47
	Female
	17
	Fine Dining
	Large



4.3 [bookmark: _Toc175580987]Thematic Analysis
Thematic analysis was employed in this research to systematically identify, analyse and report patterns (themes) within the data gathered from interviews with UK restaurant managers. This method was chosen for its flexibility and ability to provide detailed information on qualitative data (Terry et al., 2017). The study followed 6-steps of thematic analysis, initially, the transcripts were read and re-read to become familiar with the data. Then, the researcher identified and labelled significant features in the data. Along with, grouping similar codes to form broader themes. Later, themes were reviewed by refining and validating those themes. The next step was to define and name the themes and the last was to produce the report by writing a coherent narrative supported by data excerpts. 
The thematic analysis of the interview data revealed three significant themes related to the study’s objectives including critical success factors impacting restaurant performance, barriers to success in the restaurant industry and strategies for gaining competitive advantage. These themes were identified through a detailed coding process, where patterns and commonalities in the responses were grouped to form broader themes.
4.3.1 [bookmark: _Toc175580988]Theme 1: Critical Success Factors Impacting Restaurant Performance
All the participants pointed out various key success factors that have a very strong influence on the performance of restaurants in the UK. Among the critical success factors that were cited most often, the quality of food, customer service and the overall dining experience were identified.
“The quality of food cannot be compromised. Food is what people come for and the reason they will come back for more.” (Participant 3)
The same opinion was expressed by other participants of the interview who stressed that food quality should remain high and follow the customers’ expectations. In addition, customer service was also pointed out as another critical success factor. Some of the managers stated that it is important to be attentive and provide an individual approach to the customers to gain their trust.
“Every visit our service team is ready to meet the expectations of the clients.” (Participant 1)
The food and the environment which includes cleanliness of the place and the general atmosphere of the dining area were also found to be crucial, thus showing the significance of the atmosphere.
“I think we concentrate on making sure that the customer feels at ease and appreciated.” (Participant 5)
Additionally, the aspect of location and accessibility were cited as important, especially when it comes to customer acquisition.
“Having located the restaurant in a busy area has been very crucial in attracting traffic to the restaurant.” (Participant 2)
[bookmark: _Toc175580989]4.3.2 Theme 2: Barriers to Success in the Restaurant Industry
The interviewees highlighted various factors that they said present great difficulties to the achievement of the restaurants. The most significant threats were high competition, regulations and macro-environmental factors like Brexit and the COVID-19 pandemic, pointing to the challenge of standing out from the crowd at their restaurant.
“The competition is high, particularly in London, as there are many restaurants.” (Participant 4)
Brexit was another issue that respondents cited as being a regulatory concern. Some of the issues raised by participants include challenges in supply chain disruptions and higher costs as a result of shifts in import/export policies. 
“Some of the ingredients have become more costly and less reliable since Brexit.” (Participant 6)
The COVID-19 pandemic was another factor that was mentioned by many participants as having had a huge influence on their work. The pandemic also compounded problems like a lack of workforce and high costs of operation.
“We had to switch to a takeaway and delivery service, which was not easy because our restaurant was designed for sit-down service.” (Participant 7)
[bookmark: _Toc175580990]4.3.3 Theme 3: Strategies for Gaining Competitive Advantage
To overcome these difficulties and gain a competitive advantage, the participants mentioned several tactics that have been used. The use of technology and innovation was the most frequently reported strategy. Managers said they have been purchasing order online systems, customer relationship management software and data analysis to enhance operations and customer experience. 
“We have been able to reduce our operations and expand our clientele through the online ordering system.” (Participant 9)
Another important approach was the increase in customer interaction with the help of loyalty programs and individual promotions. 
“We have developed a loyalty application that provides discounts and incentives to consumers who have patronised our business frequently and this has gone a long way in improving our repeat business.” (Participant 8)
Finally, a few managers also stressed the issue of local sourcing and reducing waste as a way of establishing a good brand image to cater for the growing environmentally sensitive consumers. These strategies were different, but they are all the result of the managerial efforts to mitigate the barriers and utilise the critical success factors to maintain and develop the restaurants’ businesses in the UK environment.
“We buy most of our ingredients from local suppliers, which not only helps the local economy but also makes our food fresh, which is something that customers appreciate.”  (Participant 10)
4.4 [bookmark: _Toc175580991]Summary 
This chapter provided an analysis of the interviews conducted with the UK restaurant managers in terms of critical success factors, challenges including competition and Brexit and strategies including the use of technology. Using thematic analysis, this study showed how managers overcome these challenges to sustain competitiveness in the UK restaurant industry, with a focus on food quality, customer service and location.

[bookmark: _Toc175580992]CHAPTER 5: CONCLUSIONS 
[bookmark: _Toc175580993]5.1 Introduction
This chapter will present an analysis of the research findings in the context of the literature in response to the study objectives. It will also provide the findings of the study and the discussion of the implications of the study for practice and future research in the UK restaurant industry.
[bookmark: _Toc175580994]5.2 Discussion
[bookmark: _Toc175580995]5.2.1. Objective 1
This current study established critical success factors that affect restaurant performance, including food quality, customer service, the dining experience and strategic location. All these factors were mentioned by the interview participants as being important in the attraction and maintenance of customers. The literature available also supported these findings; for example, Rajput and Gahfoor (2020) stressed the significance of food quality in customer satisfaction, which results in positive word-of-mouth and repeat business. Similarly, Majid et al. (2018) reported that service quality has a positive effect on the perceived dining experience and customer patronage. 
Chewwasung (2020) also added that the general atmosphere of the restaurant and how the services are delivered also set the restaurant apart from competitors. Similar to the present study, Ayatac and Dokmeci (2017) underlined that location and accessibility were also factors that can influence customers’ decisions. Besides this, this study also contributed to the existing body of knowledge by developing this multiple critical success factors model and using all these factors together to understand the overall representation of how they affect the restaurant's success. In this study, the interdependency of these factors was considered, unlike previous studies where most of the factors were analysed independently of each other concerning restaurant performance. This approach provided a broader view of the essential factors that are essential in the management of restaurants and which the managers need to balance to succeed.
[bookmark: _Toc175580996]5.2.2. Objective 2
The research conducted showed that the most critical barriers to the growth of the restaurant industry in the UK include high competition, regulatory issues, particularly after Brexit and environmental factors such as the COVID-19 pandemic. Such barriers have hindered the ability of restaurant managers to continue running their businesses and make reasonable profits. This was in line with the literature review, for example, Walker (2021) and Chaudhry, Crick and Crick (2023) noted that competition in the restaurant industry in the UK and urban areas such as London, where market saturation posed a significant challenge to new and existing restaurants alike. 
Like the current study, the literature also highlighted the challenges in regulations and compliance resulting from Brexit, such as disruption and higher costs in the supply chain that have also been highlighted by the participants in this study. Furthermore, it is worth mentioning the effect of the COVID-19 pandemic on the restaurant business which has been discussed in detail. Azevedo and Melo (2021) and Saxunova, Roux and Oster (2022) explained that the pandemic made many restaurants switch to takeaway and delivery services, which in turn exposed them to higher costs of operation and limited human resources. The existing literature aligned with the current study’s findings on these barriers with the literature, which highlighted the difficulties that UK restaurant managers encounter in managing these issues.
[bookmark: _Toc175580997]5.2.3. Objective 3
The study revealed several ways of achieving competitive advantage with technology and innovation being the most frequently cited. Managers said that they have been increasing their spending on online ordering platforms, CRM and data analysis for better operation and customer satisfaction. These strategies were consistent with the literature, such as Hashem (2021) and Berezina et al. (2019) who highlighted the use of digital technologies as a way of improving restaurant productivity and customer satisfaction. The application of CRM software and online ordering has been proven to enhance efficiency, cut costs and improve customer relations which are paramount in the survival of the business. 
In addition, Rane, Achari and Choudhary (2023) noted that other factors that help in the creation of a loyal customer base include customer engagement initiatives including loyalty programs and personalised promotions. They supported the current study finding, pointing out that, the need to provide customised service to the customers and communicating with them is crucial in developing long-term relationships with them. Finally, the current study also revealed that local sourcing and waste minimisation were other approaches that could be used to target green consumers. This was in agreement with the literature as Namkung and Jang (2017) pointed out that sustainability practices make a restaurant more appealing to the increasing population of environmentally conscious customers. Overall, these current findings reinforced the critical role of technology, customer engagement and sustainability practices in achieving a competitive advantage in the UK restaurant industry.
[bookmark: _Toc175580998]5.3 Implications for Practice
The implications of this study are helpful to restaurant managers in the UK, focusing on the key success factors including food quality, customer service and location. Managers should also pay attention to the use of technology and innovation in improving the operations and the experience of the customers. Mitigating risks like competition, regulatory issues and supply chain risks calls for innovative solutions like flexible supply chain and local sourcing. With the help of these practices, managers can enhance the competitiveness and sustainability of their restaurants in a rather unfavourable environment.
[bookmark: _Toc175580999]5.4 Implications for Future Research
Further studies should be conducted on the future consequences of Brexit and the COVID-19 pandemic on the restaurant industry in the UK with a focus on the effects these factors have on business models and consumers’ decisions. Furthermore, future research should explore the impact of regional and cultural factors on critical success factors as this study was mainly concerned with the general perception in the UK. The use of both qualitative and quantitative research approaches could help to better capture these dynamics and identify new and emerging issues and trends in the restaurant industry. 
[bookmark: _Toc175581000]5.5 Recommendations
Based on the findings, this study's recommendations are as follows;
· UK restaurant managers should prioritise continuous improvement in food quality, customer service and overall dining experience to enhance customer satisfaction and loyalty. 
· By embracing technology, such as online ordering systems and CRM tools, UK restaurants can improve their operational efficiency and customer engagement. 
· Managers should also consider local sourcing to address supply chain disruptions and build a positive brand image. 
· To navigate regulatory challenges and market competition, flexible strategies and proactive adaptation to environmental changes, such as Brexit and the COVID-19 pandemic, are essential for sustaining competitiveness and long-term success in the industry.
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[bookmark: _Toc175581002]Appendix
[bookmark: _Toc175581003]Appendix 1 - Interview Questions
[bookmark: _Toc175581004]Demographic Questions
· Tell me about your age and gender. 
· How many years have you been in a managerial position in the restaurant business? 
· What type of restaurant do you manage for example fine dining casual dining fast food? 
· What type of restaurant do you manage, small, medium or large restaurant? 
[bookmark: _Toc175581005]Questions linking to the aim
· According to your knowledge, what are the most crucial aspects that can make a restaurant successful in the UK? 
· How do you prioritise these factors in your day-to-day management? 
· Could you please give examples of particular measures or approaches that have been taken to improve these key success factors? 
· What do you consider the most difficult issues or obstacles that you have faced in running your restaurant? 
· Have you experienced any external influences, for instance, Brexit or the COVID-19 pandemic, affecting your restaurant? 
· What measures have you used to counter these challenges? 
· What measures have you considered most useful in positioning your restaurant out of the numerous competitors? 
· What strategies do you use to employ technology and innovation as a way of competing in the market? 
· Do you have an example of a particular change that brought a lot of value to your restaurant?
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The individual undertaking the research activity is known as the “principal researcher”.
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· What are the critical success factors impacting the performance of the UK restaurant industry according to different perspectives of UK restaurant managers?
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· The existing research has helped in ensuring that the research activity is carried out in terms of understanding the critical factors in an efficient manner.

Reference
Bowen, J. and Whalen, E. (2017) 'Trends that are changing travel and tourism', Worldwide Hospitality and Tourism Themes, 9(6), pp.592-602.
Ntounis, N., Parker, C., Skinner, H., Steadman, C. and Warnaby, G. (2022) 'Tourism and Hospitality industry resilience during the Covid-19 pandemic: Evidence from England', Current Issues in Tourism, 25(1), pp.46-59.

· 
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	Research Question

· What are the critical success factors impacting the performance of the UK restaurant industry according to different perspectives of UK restaurant managers?
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	5
	Aims of Research Activity

The aim of this research is to identify critical success factors that affect business performance in the UK restaurant industry through the perception of restaurant managers.

(this box should expand as you type)
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	Objectives of Research Activity

The objectives of the research are:
· To analyse critical success factors impacting the performance of the UK restaurant industry.
· To analyse critical barriers associated with the development of the UK restaurant industry.
· To examine different strategies used by UK restaurant managers to get a competitive advantage in the restaurant industry.


(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
	
The research philosophy that will be used in the study will be interpretivism, followed with inductive approach as the research approach. The research design that will be followed is qualitative research with data collection carried out in the form of semi-structured interviews with 10 restaurant managers. The data will be collected in person through recording the interview responses, which would then be analysed through thematic analysis.
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	☐
	☒

	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?

	
10 participants will be part of the study.

(this box should expand as you type)

	11
	Who will the participants be?

	
The participants will be managers who will provide understanding of strategies of the UK restaurant business.

(this box should expand as you type)

	12
	How will you identify the participants?
	
The first participant would refer to the second participant and so on making it easier for the researcher to ensure that the right participants are made part of the study.

(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: _Toc175581007]
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: _Toc175581008]1
	[bookmark: _Toc175581009]Full risk assessment completed and appended? 
	[bookmark: _Toc175581010]Yes 
	☐

	
	
	[bookmark: _Toc175581012]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:
During the transfer of data, their data being lost in the process or shared with a third party.

(this box should expand as you type)
	How you will mitigate the risk to participants:

The risk will be mitigated by making certain that transfer of data is carried out effectively in the form of ensuring that it is transferred when the researcher is at one place and is able to transfer data effectively without any disruption, ensuring that it is stored in a specific password-protected laptop.

(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

	
	

N/A
(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:

There is a risk of accusation for the researcher in terms of being accused that participants were forced to be part of the study.

(this box should expand as you type)
	How you will mitigate the risk to the investigator:

To mitigate this risk, the researcher will have the participants sign the consent form to ensure that they are being part of the study by their own will.

(this box should expand as you type)

	5
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:

The risk to the university can be data loss of the research study carried out.

(this box should expand as you type)
	How you will mitigate the risk to the University:

This risk will be mitigated by making certain that once the research study is completed, the researcher hands over the research materials to the university in a portable USB device. This would help in ensuring that data is not loss at any stage.

(this box should expand as you type)

	6
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:

N/A

(this box should expand as you type)
	How you will mitigate the risk to environment:

N/A

(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? 

	
	The participants will be informed about the researcher study and they would be told about how their provided information will be used in the research. This particular de-briefing will be done in-person to ensure that participants understand the criteria.


(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.

	
	
The informed consent will be taken from the participants in the form of signing a consent form to ensure that they are being part of the study by their own will. 


(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. 

	
	
The confidentiality of the participants will be maintained by making certain that each participant is given a code regarding identifying them. This would help the researcher in separating their responses individually and ensuring that each participant’s personal information is kept private.

(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
	
The data that will be collected will be their demographic data, such as age, work experience and their job role.

(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):

	
	
In line with the GDPR and Data Protection Act (2018), the data will not be shared with any individual that is outside the EEA (to either non-EEA countries or international organisations). 

(this box should expand as you type)

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

	
	
Only the researcher and the university.

(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:

	
	
Only the researcher.


(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.  

	
	
The data will be stored in a password protected laptop. It will be coded in to codes to ensure that no personal information is leaked in any form. The data will only be stored until the research is complete. Once the research is complete, the data will be destroyed.

(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) 

	
	
No

(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:
	Dolca
	Date: 15/06/2024




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.



This form is available electronically from the Academic Office web pages: https://www.uwtsd.ac.uk/academic-office/appendices-and-forms/


[bookmark: _Toc175581014]Appendix 3 – Participant Form
 Participant Information Sheet University of Wales Trinity Saint David (London Campus)
Winchester House
11 Cranmer Road
London – SW9 6EJ
Tel: +442075667600
Email: info.london@tsd.ac.uk 
            londonstudentservice@tsd.ac.uk 
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	Rhif Adnabod Cyfranogwr: 
Participant Identification Number:
	

	
FFURFLEN GANIATÂD CYFRANOGIAD
	
SAMPLE PARTICIPANT INFORMATION SHEET


	Teitl Y Prosiect: / Project Title: 



Dear Sir/Madam, 

My name is ………………………..and I am a ………………………..student in the School of Business, Finance and Management (London Campus), Faculty of Business and Management in University of Wales Trinity Saint David, United Kingdom. At present, I am conducting a research on Critical Success Factors impacting restaurant Industry - Analysis of insights from UK restaurant managers. The purpose of this research is to identify critical success factors that affect business performance in the UK restaurant industry through the perception of restaurant managers. 
I would like to invite you to participate in my research project by answering the attached short questions developed by the researchers. Those questions will assess your opinions, experiences, knowledge, suggestions and views. Through your participation in the interviews, I hope to ascertain my research purpose to get the best opinion from you. I believe your opinion will be extremely helpful to me to carry out this research. 

All questions will be kept strictly confidential to the researchers involved and at NO time will individual questions will be released to the general public. This gives you a chance to express your views on your programme a confidential and anonymous forum and still be able to make a difference. Your participation in this study is completely voluntary so you can withdraw from the questionnaire at any stage. 

Please note, questionnaire should take no more than 30 minutes to complete but however, there is no time constraint. There are also no right or wrong answers. Attached to this letter along with the questionnaire there is a consent form where you will better understand researchers intension As this is a new project, your feedback is also important to me and I would be much obliged if you could also complete the feedback sheet along with the questionnaire. I understand that your time is at a premium, but your opinions are very valuable to me. 
After careful and precise analysis of the data obtained from this questionnaires/interviews, I will be happy to provide you with a copy of the findings at your request. The results of this questionnaire will hopefully enhance my understanding of current level of knowledge and future findings. The results of the research will be feedback to Director of Studies, Supervisor, University and British Library. 

I thank you in advance for your time and participation. If any questions do arise, feel free to contact me at your convenience. 

NAME & ADDRESS OF RESEARCHER

University of Wales Trinity Saint David (London Campus)
Winchester House
11 Cranmer Road
London – SW9 6EJ
Tel: +442075667600
Email: info.london@tsd.ac.uk 
           londonstudentservice@tsd.ac.uk 



[bookmark: _Toc175581015]Appendix 4 – Consent Form

Participation Consent Form 
University of Wales Trinity Saint David (London Campus)
Winchester House
11 Cranmer Road
London – SW9 6EJ
Tel: +442075667600
Email: info.london@uwtsd.ac.uk 
            londonstudentservice@uwtsd.ac.uk 
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	Rhif Adnabod Cyfranogwr: 
Participant Identification Number:
	

	
FFURFLEN GANIATÂD CYFRANOGIAD
	
PARTICIPATION CONSENT FORM

	Teitl Y Prosiect: / Project Title:  Critical Success Factors impacting restaurant Industry - Analysis of insights from UK restaurant managers

	Enw'r Ymchwilydd / Name of Researcher: 



	1
	I confirm that I have read and understand the information sheet dated _________ for the above study. I have had the opportunity to consider the information, ask questions and have had these answered satisfactorily.
	Yes 

	2
	I understand that my participation is voluntary and that I am free to withdraw at any time, without giving any reason.

	Yes

	3
	I understand that any information given by me may be used in future reports, articles or presentations by the research team.

	Yes

	4
	I understand that my name will not appear in any reports, articles or presentations.

	Yes

	5
	I agree to take part in the above study.

	

	Name of Participant

	Mathew Fredricks
	Signature MFedricks

	Researcher

	
	Signature




	You may decline to participate in this study. You may end your participation in this study at any time. If you decide to remain anonymous, maintaining your anonymity will be a priority and every practical precaution will be taken to disguise your identity. If you prefer anonymity, there will not be any identifying information on audiotapes or transcripts of this or any interview. No one will hear any audiotapes or see any transcripts without your prior consent. All materials generated from this or any interview will remain confidential.
When completed please return in the envelope provided. One copy will be given to you and the original to be kept on the file of the research team at:

NAME & ADDRESS OF RESEARCHER

University of Wales Trinity Saint David (London Campus)
Winchester House
11 Cranmer Road
London – SW9 6EJ
Tel: +442075667600
Email: info.london@uwtsd.ac.uk
         : londonstudentservice@uwtsd.ac.uk 
















Critical Success Factors (CSFs): 


These are the fundamental factors or requirements that can be deemed necessary so that an organisation can accomplish its purpose and objectives (Agarwal and Dahm, 2015). 


Restaurant Industry: 


This includes all enterprises that engage in the provision of food and beverage to the public (Moreno and Tejada, 2019).


Competitive Advantage: 


A state or situation which makes a firm to be in a better position as compared to other firms in the market (Distanont, 2020). 


Customer Preferences:


These are the preferences, choices, and aversions of the customers that govern their purchase decisions (Vu et al., 2019). 


Hospitality Management: 


The management of organisations that fall under the hospitality industry and any other organisations that deal with services that are offered to consumers (Cabral and Jabbour, 2020).
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Chapter One: Introduction

This chapter will comprise the problem statement, research aim, objectives, research questions,
theoretical framework, statement of purpose, and significance of the study.

Chapter Two: Literature Review

This chapter will include an overview of the UK restaurant industry in light of previously discussed
literature.

This chapter will present the findings of the study, including the analysis of CSFs, discussion of
barriers and strategies, and comparison with existing literature.

Chapter Five: Conclusion and Recommendations

v
This chapter will summarise key findings, discuss theoretical and practical implications, provide

recommendations, acknowledge limitations, and suggest areas for future research.
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