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[bookmark: _Toc235095745]Chapter 1: Introduction
[bookmark: _Toc235095746]1.1 Background of the UK Restaurant Industry
The UK's eatery segment could be a key portion of the neighbourliness segment and a major contributor to the economy, work and tourism within the UK. The broader UK hospitality industry has a workforce of some 3.5–3.6 million and accounts for around 3 per cent of all jobs in the UK, and is also a significant contributor of some £93–96 billion to the UK economy every year. Restaurants are a significant part of this industry, contributing significantly to both the economy and the development of the region.
Though the restaurant sector is growing in significance, it is struggling with numerous issues such as labour shortages and high employee turnover, escalating labour costs, high inflation, and evolving customer expectations. As well as the quality of the food served, customers are now seeking personalised, responsive and consistent service experiences. As a result, the restaurant industry is increasingly seeing employees as a key competitive edge to improve workforce capability and service quality, and has begun to implement strategic Human Capital Management (HCM) practices to achieve this (Collings et al., 2021; Armstrong and Taylor, 2023). Cutting-edge investigate appears that companies that spend time and cash in enlistment, preparing, engagement and execution administration of their workers are more likely to succeed in client fulfilment and organisation execution within the long run.
[bookmark: _Toc235095747]1.2 Problem Statement
While HCM has come to be seen as a strategic organisational capability, widespread problems such as employee turnover, recruitment, inconsistent service levels and employee retention are still prevalent within the restaurant industry across the UK. The issues affect the satisfaction of customers and organisations in direct manner. The latest industry reports show labour shortages are still one of the biggest challenges to day-to-day operations for the hospitality sector in the UK. In expansion, the association between Human Asset Administration and hierarchical execution has been focussed to a great extent on the common neighbourliness industry and comparatively small inquire about has been conducted on the effect of Human Capital Management practices on client benefit quality in UK eateries. This contrast is a marker that there's a require for a specific examination.
[bookmark: _Toc235095748]1.3 Research Aim
To examine the influence of Human Capital Management practices on customer service quality in the UK restaurant industry through a qualitative analysis of secondary data.
[bookmark: _Toc235095749]1.4 Research Objectives
· To examine the concept and strategic importance of Human Capital Management in UK restaurants.
· To identify Key Human Capital Management practices influencing customer service quality.
· To evaluate how recruitment, training, employee engagement, performance management, rewards, and employee retention affect customer service quality.
· To recommend strategies for improving customer service quality through effective Human Capital Management practices.
[bookmark: _Toc235095750]1.5 Research Questions
· What role does Human Capital Management play in the UK restaurant industry?
· Which Human Capital Management practices most strongly influence customer service quality?
· How do Human Capital Management practices improve employee performance and customer satisfaction?
· What recommendations can improve customer service quality through effective Human Capital Management?
[bookmark: _Toc235095751]1.6 Significance of the Study
This research has not only academic value, but practical managerial value as well. From an academic standpoint, it covers an area of ignorance in the existing literature, combining Human Capital theory, Resource Based View, AMO Theory and SERVQUAL model to explore the issue of customer service quality in UK restaurants. On a practical level, the results will support the restaurant manager's evidence-based efforts to develop Human Capital Management strategies to enhance employee performance, customer satisfaction, and organisational competitiveness.
[bookmark: _Toc235095752]1.7 Scope of the Study
The investigate as it were bargains with the eatery industry within the Joined Together Kingdom and analyses the association between HCM hones and the quality of client benefit. The ponder utilises subjective approach and auxiliary information is collected from peer-reviewed diary articles, books, government distributions and industry reports. Essential information collection is past the scope of this inquire about.
[bookmark: _Toc235095753]1.8 Dissertation Structure
The dissertation consists of six chapters. The research background, problem statement, aim, objectives, research questions, significance, and scope are introduced in Chapter One. Chapter Two critically examines the literature and theories that are relevant. The research methodology is explained in Chapter Three using the Research Onion created by Saunders. This Chapter Four provides the anticipated results and Chapter Five covers the limitations of the study. Research timeframe is given in Chapter Six and final summary of the research.
[bookmark: _Toc235095754]Chapter 2: Literature Review
[bookmark: _Toc235095755]2.1 Introduction
This chapter basically looks at the writing on Human Capital Administration (HCM) and how it influences the quality of the client benefit within the UK eatery industry. It covers the important theories, reviews, assesses empirical evidence, points out weaknesses and inconsistencies in existing research and defines the gap that should be addressed by this study.
[bookmark: _Toc235095756]2.2 Human Capital Management and Theoretical Perspectives
According to Armstrong and Taylor (2023), Human Capital Management is defined as the rational management of human resources as valuable assets of the organisation which leads to sustainable competitive advantage through the knowledge, skills and capabilities they possess. HCM is not just about managing people; it's about investing in them and the performance of the entire organisation. Collings et al. (2021) state that strategic HCM has a positive impact on productivity and customer satisfaction in organisations while Baum et al. (2020) suggest that the challenges of labour shortage and employee turnover are still impacting the effectiveness of labour in hospitality organisations. The theoretical framework for this study is Human Capital Theory (Becker, 1964) which states that investment in employee education, training and development will increase productivity and organisational performance. Although Becker's theory is still widely used, it is not without criticism, with some calling into question how much it considers organisational culture and employee wellbeing (Armstrong and Taylor, 2023). 
Appellbaum, et al., (2000) introduce the concept of the Ability–Motivation–Opportunity (AMO) Theory which proposes that employees will perform only when they have the ability, motivation and opportunity to do so. While the successful implementation of integrated AMO practice relies on the interplay of supportive organisational culture and effective leadership, organisations with integrated AMO practices show increased employee commitment and organisational performance, according to Jiang et al. (2012). High Performance Work Systems (HPWS) combine recruitment, training, employee participation, performance measurement and reward systems in a way that enhances the organisation's results (Boxall and Macky, 2009).
[bookmark: _Toc235095757]2.3 Customer Service Quality and Human Capital Management Practices
Customer service quality is the customers' discernments about the benefit quality within the interaction with the association. Parasuraman, Zeithaml and Berry (1988) made the SERVQUAL demonstrate to survey benefit quality: Unwavering quality, Responsiveness, Assurance, Sympathy and Tangibles. Whereas SERVQUAL is the foremost broadly utilised approach, Cronin and Taylor (1992) recommend that the actual performance of the benefit ought to be utilised to degree benefit execution instead of the hole between benefit desires and benefit execution. 
Effective HCM practices have been proven in previous studies to have a significant relationship to improve the quality of customer service. Employee engagement encourages employees to provide proactive and customer-oriented services (Saks, 2022). In recruitment and selection, organisations ensure that they hire people who have the right interpersonal and technical skills, minimize inconsistencies in services (Armstrong and Taylor, 2023). In the same way, good performance management allows employees to progress continuously through feedback, coaching and appraisal processes (Aguinis, 2023). Reward and recognition encourage the employees to have higher organisational commitment and job performance (Gerhart and Fang, 2015). Moreover, employee turnover is especially critical in the UK restaurant sector as it leads to service volatility, recruitment expenses, and limits organisational knowledge (Baum et al., 2020).
[bookmark: _Toc235095758]2.4 Critical Comparison of Previous Studies
The general consensus of past studies is that HCM has a positive effect on the performance of an organisation, but there is a disagreement whether HCM has a positive impact on customer service quality. While Becker (1964) sees investment in employee capability as important, Barney (1991) considers human capital as an organisational resource that is a strategic tool to achieve competitive advantage. AMO Theory emphasizes on behavioral processes which affect employee performance, and HPWS emphasizes the need to ensure that multiple HCMP practices are implemented together rather than separately.
The recent hospitality research confirms the positive correlation between HCM and the service quality as per Collings et al., 2021; Madera et al., 2021. Many studies examine hotels or the entire hospitality sector, though, and not restaurants per se. Also, other research has looked at financial or organisational performance, rather than at customer service quality, yielding mixed results on the links between HCM practices and customer outcomes.
[bookmark: _Toc235095759]2.5 Research Gap and Conceptual Framework
Three gaps in the literature were identified. First, there is limited research specifically looking at UK restaurants as these are unique in terms of their workforce issues. Second, there is a lack of studies that examine the quality of customer service in organisations. Third, a relatively small number of studies combine the Human Capital Theory, RBV, AMO Theory, HPWS and SERVQUAL in one conceptual framework.
In this way, this inquire about proposes that Human Capital Administration Hones such as Enrolment and Choice, Preparing and Advancement, Worker Engagement, Execution Administration, Remunerate and Acknowledgment, and Worker Maintenance (autonomous factors) emphatically influence worker execution which can progress the quality of client benefit and eventually the client fulfilment and eatery execution (subordinate factors). This system is utilised to get it hypothetically the relationship between vital venture in human capital and feasible competitive advantage within the UK eatery industry.
[bookmark: _Toc235095760]Chapter 3: Methodology
[bookmark: _Toc235095761]3.1 Introduction
The strategy utilised to investigate the impact of Human Capital Administration (HCM) hones on Client Benefit Quality (CSQ) within the UK eatery industry is clarified inside this chapter. The inquire about technique taken after is guided by the Investigate Onion by Saunders, Lewis and Thornhill (2019) which diagrams the distinctive levels of selection of the philosophical assumption, research approaches, research strategies, and analytical methods. The study aims to synthesise existing knowledge and not gather primary data, which leads to using a qualitative approach using secondary data.
[bookmark: _Toc235095762]3.2 Research Philosophy and Approach
The study's philosophy is Interpretivist, suggesting that organisational practices and customer service quality is socially constructed and interpreted through human experiences (Saunders et al., 2019). Inductive research method is used since the study is one to form conclusions from existing literature instead of test hypotheses. The published research can be analysed and common themes and patterns in Human Capital Management practices in relation to customer service quality can be identified and synthesised to meaningful insights (Saunders et al., 2019).
[bookmark: _Toc235095763]3.3 Research Strategy and Design
The research strategy used in this research is Systematic Literature Review (SLR). An SLR offers a process that is clear and organised for identifying, selecting, and critically examining relevant academic literature, which helps to limit researcher bias and increase the credibility of the review (Snyder, 2019). The qualitative research design is utilised because it does not aim to measure but its purpose is to gain insight into the theoretical views and empirical results. This kind of design can be used to study complicated organisational problems like employee management and quality of service to the customer.
[bookmark: _Toc235095764]3.4 Data Sources and Data Collection
The think about is based totally on secondary data gotten from peer-reviewed diary articles, scholarly books, government archives and industry reports. Scholastic writing will be distinguished utilising significant scholarly databases such as Science Coordinate, Scopus, Emerald Understanding, Springer Connect, Taylor & Francis Online and Google Researcher. The industry reports of associations like Neighbourliness, Office for National Insights (ONS) and Chartered Established of Faculty and Improvement (CIPD) will moreover be looked at. The writing look will be primarily from 2020-2025, and seminal inquire about will be utilised to construct a hypothetical base. Only peer-reviewed studies in English that directly address the issue of relevance and quality, and have a direct bearing on the subject of Human Capital Management, Customer Service Quality, and the hospitality or restaurant sector will be included. 
[bookmark: _Toc235095765]3.5 Data Analysis, Reliability and Ethical Considerations
Data will be examined from four points by applying Topical Examination (Braun and Clarke, 2006). The stages of this handle incorporate getting recognizable with the writing, introductory coding, subject recognizable proof, subject audit, subject definition and elucidation of discoveries. Topics on enrolment, preparing, representative engagement, representative execution administration, compensate frameworks, worker maintenance and client benefit quality will be combined and orchestrated to meet the inquire about destinations. Frameworks of looking, well-defined consideration and prohibition criteria and utilise of tall quality peer-reviewed sources will progress the unwavering quality and legitimacy of inquire about. When comes about of a few thinks about are compared, this too increments the certainty within the conclusions (Saunders et al., 2019). Since the investigate is based exclusively on auxiliary information, moral dangers are negligible. 
[bookmark: _Toc235095766]Chapter 4: Expected Findings
It is anticipated that this think about will be able to recognize the positive relationship of the viable Human Capital Administration (HCM) hones with the execution of representatives and in the long run progress the quality of the benefit given by clients, client fulfilment and by and large execution of the eatery in UK eatery industry. Based on Human Capital Hypothesis, the Asset Based See (RBV), AMO Hypothesis and Tall Execution Work Frameworks (HPWS), it is hypothesized that by investing in the human resources (HR) of employees through appropriate recruitment, training, performance management, reward systems, employee engagement and retention policies, knowledge, motivation and service capability of employees will be enhanced (Becker, 1964; Barney, 1991; Jiang et al., 2012).
This will be expected to yield better productivity and customer service performance by employees, which will translate into better reliability, responsiveness and customer orientation to service delivery and therefore customer satisfaction and better customer loyalty. According to previous research, companies that have motivated and educated employees consistently provide better service experiences, which ensures greater competitive advantage and business performance (Parasuraman, Zeithaml and Berry, 1988; Collings et al., 2021). Hence, the purpose of this study is to establish the indirect effect of HCM practices on the performance of restaurants through their effect on employee effectiveness, restaurant service quality, and customer satisfaction and to make some recommendations for the managers who are concerned about doing their jobs sustainably.
[bookmark: _Toc235095767]Chapter 5: Limitations
This study has several limitations that need to be taken into account when interpreting the results of this study. First of all, the research uses only secondary data, and thus the conclusions are drawn from previously collected information rather than from first-hand information from restaurant staff members and customers. The study therefore does not reflect the actual practices at organisations or their individual experiences. Second, the depth of the analysis could be limited due to company-specific information being unavailable or not readily accessible, such as Internal Human Capital Management policies, employees' performance, or customer satisfaction. Lastly, it is possible that publication bias could have occurred, meaning that studies with positive results are more likely to be published than those with inconclusive or negative results. These drawbacks will not detract from the overall quality of the findings of the systematic review as it is anticipated that the use of high quality peer-reviewed sources and the systematic review approach will increase the credibility and reliability of the research findings.
[bookmark: _Toc235095768]Chapter 6: Timeframe
The schedule begins with proposal approval and proceeds through the literature review, data collection, data screening, thematic analysis, writing, editing, and final submission. 
Table 6.1: Six-Month Gantt Chart
	Research Activities
	Month 1
	Month 2
	Month 3
	Month 4
	Month 5
	Month 6

	Proposal approval
	√
	
	
	
	
	

	Literature review
	
	√
	
	
	
	

	Secondary data collection
	
	√
	√
	
	
	

	Data screening and selection
	
	
	√
	
	
	

	Thematic data analysis
	
	
	√
	√
	
	

	Interpretation of findings
	
	
	
	√
	
	

	Dissertation writing
	
	
	
	√
	√
	

	Editing and proofreading
	
	
	
	
	√
	

	Final formatting and referencing
	
	
	
	
	√
	

	Final submission
	
	
	
	
	
	√



[bookmark: _Toc235095769]Chapter 7: Conclusion
The point of this proposition is to investigate how Human Capital Administration (HCM) hones influence client benefit quality within the eatery division within the Joined Together Kingdom (UK) through a subjective orderly audit of auxiliary information. This ponder is noteworthy due to its centre on the current issues within the workforce such as work deficiencies, worker turnover and client desires. For the investigate, the Human Capital Hypothesis, Asset Based See, AMO Hypothesis, HPWS and SERVQUAL demonstrate are anticipated to bring an all-encompassing see to the writing on key venture in representatives and the positive relationship between representative venture and benefit quality and organisational execution. The comes about will give viable exhortation to eatery directors to extend their workforce administration in arrange to improve the fulfilment of their clients as well as making a commitment to the scholastic inquire about writing as a parcel of the archived crevice connecting Human Capital Administration and client benefit quality for the UK eatery industry.
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