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Research Proposal
CHAPTER ONE
INTRODUCTION
1.1 Introduction to the study
[bookmark: _Hlk48539974]A recurring crisis hitting economic sector globally and stiff competition that results from the globalization of markets has forced unique rationalization of resources (Hao & Yu, 2017). Quality is one of the major instruments for developing products and services to boost sustained achievements (Bolatan et al., 2016). As a result, both public and private organizations have majored on the quality of the products they produce and the services they offer. Technology enables the development of high-quality products and services, working as a key factor for the growth and success of an organization. Currently, companies and organizations require obtained knowledge and access to new technologies to generate new products. Technology has been the key instrument in enhancing the quality and meeting the concerns of different organizations (Mahoney & Frost, 2019). Proper integration of technology into an organization has ensured the steady flow of quality goods and services to the competitive global market. Lots of organizations are shifting to technology as they realize the analogue system they were initially using does not have the necessary resources of meeting demands made on them to meet the deadline thus accumulating projects.
 Research conducted by Mahoney and Frost (2019) found that technological organizations and human resources development process are not on the same pace. These results to organizations investing more in technology to have large amounts of workload done and meet the demands of their clients within the set timeline. To improve competitiveness nature in business, organizations search for a higher level of influence across all functions and processes. These enhance the implementation of new technologies to keep the organizations relevant for staying in business. The study aims at identifying the critical factors of new technological appliances and their influence on service quality on organizational performance across the globe. 
Quality service is a significant factor to satisfaction of the clients’ expectation on the receiving end. To enhances improvement and achievements of objectives in an organization. The use of quality service enhances the development and implementation of new technological innovations that are capable of improving the quality of the products and services offered by the organization (Mahoney and Frost, 2019). Quality is one of the most essential needs provided by organizations to the consumers raises the necessity of its improvement in both governmental organizations and non-governmental organizations all over the world. New technological implementations in organizations will promote the effectiveness of quality services thus improving the organizational performance.
Organizations are progressively using the new technology to develop solutions to business problems, and improve both the effectiveness and efficiency of the organization in its operations in the competing market. These enhance productivity and service quality to attain vibrant stability and compete for higher levels in the market scale (Bolatan et al., 2016). Conducted research indicates that organizations have majored on adopting technologies that enhance efforts of their labour in production and routine operation (Ven et al., 2017). 
Statement of the problem
The concept of performance covers various features such as efficiency, efficacy, competitiveness, relevance, financial viability. Tuomi (2012) asserts that the performance of an organization can be represented by the manner the company is organized to reach is set targets and how it works to reach its target. Over the years, the global market has continued to grow with different organizations involved in the market and its process of operations. The incredible growth in the number of technological innovations used across the globe by different firms and organizations in production and services offered. These arouse the need to find out the impact of technology on the organizational performance hence the essence of this research. Expected organization performance changes such as eradication of repetitive tasks that result in higher productivity and efficiency that betters the quality of services delivery (Inspiring Innovation, 2015).
[bookmark: _Hlk48566740]The main of the main objective of an organization in the global market is to stay relevant in the market and to deliver quality services to their clients and customers all over the world. Each organization wants to be at the forefront in terms of service delivery to society (Tuomi, 2012). Thus, raising the urge to have a quality working system to ensure the effectiveness of the services delivered to the clients and customers. Initially, organizations preferred using innovative concepts to ensure the delivery of quality services. However, the new concepts in technology proved in various studies to have effects on organization performance. 
[bookmark: _Hlk48569837]Technology is the basic force accelerating and enhancing many service innovations that are often neglected and less considered such as interactive voice response systems, internet-based services, automated voice mail among other smart electronic services that have enabled the effectiveness of communication between different organizations (Inspiring Innovation, 2015). These innovations have resulted in the potential for reaching customers around the globe compared to previously when services were limited to local provision. Through the internet and its services that have no boundaries information customer service, and transactions can move across continents reaching any customer who has access to their created webs. Employees working for international companies can stay informed and in touch with ease of sharing information and services on virtual terms together, which allows employees to work and provide services globally from their remote locations. 
Researchers Chiang and Trimi (2020) demonstrate that technological investments enhance the productivity of an organization, quality of their services, and management capabilities. Other studies across the globe also affirm that given proper technological infrastructures, organizations can be able to flourish in their socioeconomic developments (Ven et al., 2017). Examples such as the increment of the gross domestic product (GDP) in the United States, United Kingdom, Singapore, and Australia over the years are significant affirmations that technological investments in organizations yield positive impacts (Gilbert & Parhizgari, 2016). 
One of the most outstanding technological impacts in organization performance is how technology is providing new opportunities for delivering existing services in more convenient and accessible ways across the globe. Technology facilitates customer service functions such as bill paying, record checking, tracking orders, which has developed over the years from the previous face transactions to the electronic-based transaction through the help of technology innovations (Mahoney & Frost, 2019). Thus, bettering the quality of service offered, minimizing the cost of production cost, and improving the organizational performance as much money is retained as profits incurred by the business (Tuomi, 2012).
Technology has made it efficient even for the smaller organizations and firms to compete on a global market using websites (Vadwala & Vadwala, 2017). The innovations have reduced the costs for the small organizations, minimize human dependence, and the organizations can use invented machines and technology to perform some of the necessary production processes. Reduction of human dependence saves the company from extravagant expenditure in paying salaries, benefits, and turnovers. The saved amounts used in advancing technological appliances to better the quality of the produced products and services offered by the organization as machines offer accurate and high-quality services than humans (Ven et al., 2017).
1.2 Research Questions
· What are the impacts of technological machines on the enhancement of service quality?
· What are the impacts of developed software on the enhancement of service quality?
· What are the impacts of technological urbanization on the enhancement of service quality?
1.3 The objective of the study
· To determine the level of technology used by organizations across the globe
· To determine the impacts of new innovative technology service quality on organizational performance
· To determine the relationship between technological innovations, service quality, and the performance of organizations globally.

1.4 The Conceptual Framework
The conceptual framework looks performance of the organization as the dependent variables with new technological innovations being the independent variable where achievement of the objectives, delivery of services, accountability, and efficiency in its operations serve as the moderating variables used to measure the performance of an organization. 


Figure 1: Conceptual Framework


Moderating Variables
Independent Variables
Dependent Variables
New Technological Innovations
· Internet applications
· Advanced machines
· Applicable software
Organizational Performance
· Service delivery
· Operational efficiency
· Financial performance
· Achievement of objectives

· Quality of services offered
· Quality of produced products


	CHAPTER TWO
1.5 Literature Review
[bookmark: _Hlk48484290]Technology is a wide coverage consisting of various disciplines that include technology management, marketing operation management, and development of products and services. Information technology is the core of business functionality, operation, and production worldwide. Hao & Yu (2017) define service quality as the measure of how well the delivered services meet what the customers’ expectations, loyalty, satisfaction, business performance and profitably. For instance, in the automotive industry technology has a remarkable influence in the industry in its manufacturing and modification (Förster, 2015). Technological innovations such as usage-based insurance monitor the condition of the vehicle and assess the risks that alert the driver when some condition needs urgent attention before using the vehicle. Electronic logging devices have enabled the enforcement of house of service regulation through onboard computers that track the vehicles and ensure that they are complying with the set law (Gross, 2017). Even though fuel economy has been increasing in the global market, high-quality vehicles such as Chevrolet Volt have always benefited from advanced fuel technology having them selling their vehicles in high numbers worldwide (Förster, 2015). 
Toyota automotive manufacturers have flourished in the global market because of well-planned processes and systems brought by the implemented technology in the organization. The organization can instantly respond to their clients, changes in the market, and still work closely with their suppliers and retails, which has resulted from the implementation of information technology systems in the organization. This organization has an electronic business software that coordinate information among disparate internal production, ordering, and invoicing systems within the company and the systems acquired by the retailers and suppliers. Revision of the business process as thus been efficient as the vehicle production based on concrete orders from the customers rather than the previous guesses the company used in their previous productions (Ashsifa & Ali, 2019). The organization performance has increased tremendously with their production more efficient and effective; the company builds only vehicles ordered by the customers thus reducing their inventory costs because they no longer have to pay for making and storage of vehicles their customers do not want. Client satisfaction well reached, the clients are at liberation to buy the exact models they want and make opinions on what they desire (Nanulaitta, 2016). Electronic integration of this organization has made the company much profit, an improved connection between the clients, supplier and dealers’ network, and the general topnotch quality offered to the clients at all time.
[bookmark: _Hlk48587668]Firms and organizations leading in the world market capitalization are the advanced technology companies such as the software companies (Neirotti et al., 2018). To stay relevant and thrive in the global market, firms and organizations transform their mode of operation and system application. For instance, Amazon Company transformed and advanced technological appliances in carrying out their services, which in turn results to the growth of the company to one of the most valuable companies in the global market (Bernstein, 2015). Creation of their own Amazon web services and computing services to run huge data centres at scale bettered their financial performance and the service quality they offered to the consumers of their services which resulted to their massive growth in the world market scale and huge profits retained for the organization (Bernstein, 2015). The full-time access to the internet and other connected networks across the globe is providing opportunities for organizations to collect and understand data in various new ways that make innovation process readily available and more affordable.
Service quality plays a critical role in achieving an organization’s competitive advantage and affects meaningfully the relationship quality with the customers and their loyalties to the brand (Elrahman et al., 2020). Other research also shows that better quality services offered by an organization leads to the attraction of new customers, employee commitment, and increases the performance of the organization (Prajogo & McDermott, 2017). 
Technology has influenced organizations’ services and performance has examined by different studies (Sumardi & Fernandes, 2020; Ashsifa & Ali, 2019; Nanulaitta, 2016). The studies reveal that technology plays a dynamic role in improving the quality of service offered and the performance of an organization. Different companies and organizations ensure maximum allocation of resources on implementing technology and better performance in the global market. Firms and organization with technology perform better than those that allocate less or no resources to the implementation of technology (Radicic & Pinto, 2019). To archive high-quality service, an organization requires a good technological infrastructure supported by a good technology team that will accelerate the performance (Sumardi & Fernandes, 2020).
1.6 Significance of the Research
Technology has influenced the nature of services, their delivery, and practice of service innovation and service management. The main aim of this research is to find out how technology has influenced the service quality of companies, firms, and companies to know and understand its value to their performance globally. This study will be vital in revealing the impacts of technological advancement. To understand the role of service quality, it should mediate the connection between several organizational, managerial practices and organizational performance (Gilbert & Parhizgari, 2016). The customers all-round the globe have high expectation on the organizations/firms including the products they produce and service they offer, therefore, it should be mandated for them to ensure that all their beneficiaries have positive results received from their services. The better the quality of service offered the higher the standards of the organizational performance (Gilbert & Parhizgari, 2016).
This research will investigate and explore both the negative and positive impacts that technology advancement has enhanced organizational performance. These ensure that organizations receive information on the state of the technology implementation concerning the quality of service offered. Organizations can strike a balance in enforcing the benefits incurred while diminishing the effects related to the use of technological innovations. Thus, the study taking a vital role in researching to realize the impacts associated with the technological innovations in managing the quality of service offered to the customers by the firms and organizations.
	The study will reveal the technological innovations that should be highly embraced based on their impact on service quality. The information about the beneficial impacts will ensure that different organizations realize that there are possible innovations that can be used to enhance quality service of products and services to the customers/clients. The research will help in implementing changes that are more beneficial to improve the quality of services such as manufacturing, production, and distribution to ensure the satisfaction of the clients, which is a crucial aim in business. 
	This study will help various organizations to identify the opportunities in the market that are not fully exploited in enhancing the quality of service offered and the areas that are given more priority but returns minimum profits. The research findings will help organizations and firms to develop appropriate strategies for adopting technological innovations and setting goals that toil towards improving service delivery.

CHAPTER THREE
1.7 scope of the study
The purpose of the study is to create awareness to all the firms, companies, and organizations worldwide about the impacts allied with the embracement of new technological innovation in the quality of service offered to their respective clients/customers. I hope that organizations will use the findings as to the base upon which to review organization performance and necessary adjustments to enhance the performance of their organizations and increase their operational efficiency. The effects of different changes in the quality of services provided by organizations will be studied while comparing both their merits and demerits in enhancing service quality. 
The research will comprise significant aspects of service quality as compared to the use of technological innovations both the beneficial ones and the ones that need modifications and proper adjustments will be suggested. The study will take a span of six to eight weeks to provide enough time for data collection and interpretations of the collected data. Both the positive impacts and the negative impacts of technological innovations will be tackled in detail to elaborate its function in service quality of the organizational performance to the clients, benefits gained from innovative technology, and sections that need adjustments. The research will be conducted worldwide through the help of online interviews with different firms and organizations in different continents across the world to find out how technology has influenced their service quality and their general performance.
1.8 Limitations of the study
Organization performance is affected by various factors across the globe. This research will focus on the effects of different technological innovations that are functional in different organizations revealing their impacts on service quality. The study will be carried out across the globe through the able online interviews with respective persons from those organizations. This might have limitations since access to files of the respective organizations is limited thus most of the information will be collected through online interviews and questionnaires that might lead to biased information. Data collection might also be challenging due to the different time zones across the globe which makes it difficult to locate the perfect time that will suit both teams participating in the interviews. Most organizations employees are busy and committed thus collecting information from them will not be appealing for them as they will view it as disruption of time which may delay their activities. Data collection from the administration is very sensitive which may lead to some of the organizations retreating since not all organization are comfortable with revealing their organization top secrets and how they operate which they fear may fall in wrong hands and used against them in the competitive market. 
To deal with the limitations and ensure the good reach of the research, the research team be flexible to work with the time zones of the respective organizations to give the willing interviews liberty to choose their appropriate time and avoid making them feel inconvenienced. The research team will be open-minded and free to adjustment when dealing with organizations administration to prevent them from feeling insecurity with sharing their sensitive information. The team will work in line with the regulations of the organizations to minimize inconveniences and not to force them into giving information they are not willing to share.
1.9 operational Definition
· Service Quality 
[bookmark: _Hlk48577864]Well known as the servqual it is a multi-dimensional instrument in research designed to capture expectations of the consumer and the perceptions of the service offered (Desai, 2018). The ability of a service to be satisfactory to the clients can be termed as quality. Quality is an essential term in this research as it enhances the performance of organizations in the production of products and provision of services (Desai, 2018). Service quality is built on the expectancy standard that is met when the consumers’ expectations are confirmed on receiving the product or the service by their actual perception of the experience. Service quality emphasizes the achievements of an organization, firm, or company to meet and surpass the expectation of the consumer. The research will be conducted to assess how technological innovations influence service quality in different organizations.
· Global Market
This is the ability of all firms and organizations to be able to sell their products and services internationally rather than the small geographical area where they are located (Kaynak & Kara, 2016). This is brought by the huge growth in the economy that pushes businesses of all sizes to compete globally. The emergence of the internet facilities and other social platforms has shrunk the world, which has enabled organizations to have their team all over the continents thus serving their consumers worldwide despite their location in the globe. The whole process requires an organization or a firm to produce and display their products and services in the worldwide market. 
· Technological Innovations
This innovation involves the implementation of new advanced ideas to the functionality of an organization. It is an invention derived from research developments, advanced tools, and tools independent of initiatives from products and services. It influences organizational populations intensely through disruption of markets, modifying the relative influence of resources, and alternating the basis of competition in the set market (Kukiełka & Kukiełka, 2015). The new technology can either enhance the competence or modify and reinforce the existing innovations. Technological innovation creates opportunities for industrialists to form organizations and establish competitive spots in the market. Its implementation may be unnoticed but results are always overwhelming thus, it works as a go through strategy since by the time other competitors using the old system notices the results it will be too late for them to compete successfully. Organizations embrace the use of innovations with technological concepts that are vital for evolution in how they influence service quality in the global market.
1.10 Organization of Thesis
This study is divided into different chapters as follows:
The first chapter comprises of the introduction to the study, which gives an overview of the study. This chapter includes the introduction part of the study that covers the purpose of this research, gives clear details on the background information related to this study and their significance, the problem statement of this study, research questions, objectives, and conceptual framework.
Chapter two consists of the literature review about the impact of recent technological innovation concepts on service quality on organizational performance in the global market. The literature review provides extensive background research related to the studies that were conducted and are in line with the topic. The findings will be important when generating conclusions of the study as compared with the past researches. The research will analyze the impacts of technological concept and their influence on service quality on organizational performance in the world market.
Chapter three includes the plan of the research that justifies the thesis, research objectives, and research questions. The section describes the method of data collection, its limitations and how to cub the limitations to enhance standard results for the study, comprises of research design, the geographical location of the research, population, the procedure used in sampling, and the tools that will be used. The chapter will also have other elements such as analysis of data, the process of data collection, reliability, validity, and translation process.
Chapter four comprises the presentation of the results after the completion of data analysis. The data presented will be presented as descriptive data, which will help to conclude the findings and to test the hypothesis.
Chapter five consist of a discussion of the results and conclusions. This chapter answers the research questions. The section provides other information such as the limitations, implications, and recommendations of the study
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