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ABSTRACT 

Customer service , in today’s world is a heart for any retail stores, most of the retail stores does 

have a desk or counter  totally devoted to customers complaints , exchanges coupons , gift 

vouchers or anything which is related to the customer’s satisfaction  & point of scale. This 

study is about the various relationship between the customer , employees of retail stores & 

features of retail stores. This study was conducted with two retail outlets with the same 

management techniques  and similar marketing strategies . A questionnaire was designed with 

a sample of 110 was collected to understand the better prospective of customer services . The 

study is derived by using statistically tools like Freid man test , t- test, one way Anova, Paired t 

test  has been used . This study enhanced the researcher to understand the ways to satisfy the 

customer & to know the employees relationship with managers. When  the organization is able 

to satisfy its customers definitely the organization shall reach a higher level in customer 

satisfaction . 

Keywords : Customer service , customer satisfaction , relationship between employees. 

INTRODUCTION 

Customer service plays an important role in an organization's ability to generate income and 

revenue. It is provided by a person or by any automated machines. Customer service should be 

included as part of an overall approach to systematic improvement. A customer service 

experience can change the entire perception a customer has on the organization.  

Customer support is a range of customer services to assist customers in making cost effective 

and correct use of a product. It includes assistance in planning, installation, training, trouble 

shooting, maintenance, upgrading, and disposal of a product.   

REVIEW OF LITERATURE  

       In the study undertaken by Monika Gupta and Dr.Amit Mittal who said that  Consumer 

perceptions towards select food & grocery and apparel retail firms in India. This can lead the 

retailers to adapt their retail mix in order to define, design and deliver integrated values across 

the formats. The integrated value would involve the quality of communications emanating from 

the retail firm.   
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                 Rajaguru and Matanda (2006) Observed that except product price, other store and 

product attributes have positive effects on customer loyalty towards Customer Perception 

.Further research is needed to identify retail manager’s focus on product quality, store 

convenience as well as assure quality and availability of new products in order to enhance 

customer loyalty and also to compare consumers using various retail formats and consumers‟ 

perception of product and store attributes on retail formats keeping in view demographic 

correlates.   

               Anil Gupta in his study he observed that  hypermarket as it provides various kinds of 

goods like apparels, grocery, stationary, food items, electronic items, leather items, watches, 

jewellery, crockery, decorative items, sport items, chocolates and many more. It competes with 

all the specialty stores of different products which provide goods at a discounted rate all 

through the year. It holds a large customer base and it seemed from the study that the 

customers are quite satisfied with the retail stores.  

Divaries Cosmas Jaravaza & Patience Chitando(2013) In their study , it was noted that outlets 

with better parking space attracted high income earners, whilst proximity to other 

complimentary outlets increased pedestrian store traffic. Out of ten factors that may influence 

store choice, seven factors were considered by customers to be pertinent. Of the seven factors, 

four were store location features, namely travelling time, location convenience, proximity to 

complimentary outlets and store visibility. This study is very critical to retailing strategists and 

marketers since location require consideration prior to trading, any error in this regard will now 

be cast in concrete and it will be expensive to alleviate. 

 

               

OBJECTIVES OF THE STUDY: 

 To study about the customer satisfaction in service with reference to retail stores in 

Chennai city. 

 To study the customer satisfaction towards the store ambience 

 To study the knowledge, Timeliness, Ability of employees services are satisfying 

customers. 

RESEARCH METHODOLOGY: 

RESEARCH DESIGN   
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Descriptive research, describes data and characteristics about the population or phenomenon 

being studied. Descriptive research answers the questions who, what, where, when and how.  

SAMPLE SIZE:  

The survey was conducted in various retail stores in Chennai city, with a sample size 110 

respondents.    

STATISTICAL TECHNIQUES USED 

This data was analysed through T test, Anova, Paired Sample T Test, Freidman’s test. 

T- TEST 

TABLE 1 

Relationship between Gender and Employee performance in retail stores. 

 

 

 GND N Mean T value Sig difference 

Employe

e 

performa

nce 

Male 65 10.74 .008 .994 

Female 

45 10.73 .007 .994 

INFERENCE 

Based on mean score the male employees (10.74) are less performance oriented than female 

employees (10.73). Hence it is inferred that there is no significant difference between genders 

with respect to employee performance. 

ONE WAY ANOVA 

TABLE 2 

Relationship between Age and Store ambience  

Store ambience N Mean Std deviation Significant 
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INFERENCE: 

From the above table it is inferred that there is a significant difference between Age and Store 

Ambience in various retail stores in Chennai city 

PAIRED T TEST 

TABLE 3 

Relationship between Billing counter and Employees performance 

 
Mean N Std. Deviation 

T value Sig diff 

Billing counter 6.37 110 2.471 15.238 .0003 

Employee 

performance 
10.74 110 3.498 

  

 

INFERENCE: 

From the above table H0 is rejected at 1% level of significance. Hence it inferred that there is a 

significant difference between Billing counter and Employee performance. 

 

FREID MAN TEST 

TABLE 4 

Relationship between billing counter, store ambience and employee performance 

Descriptive Statistics 

difference 

below 20 9 10.67 3.674  

21-30 43 9.56 3.195  

31-40 41 10.71 3.092  

41-50 16 10.06 3.696 0.136 

above 50 1 17.00 .  

Total 110 10.22 3.319  
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N Mean 

Std. 

Deviation Chi square Asymp sig 

Billing counter 110 1.10 2.471   

Store ambience 110 2.40 3.319 144.838 .000 

Employee 

performance 
110 2.50 3.498   

 

INFERENCE: 

From the above table H0 is rejected at 1% level of significance. Hence there is significant 

difference between billing counter, store ambience and employee performance. 

Based on mean rank billing counter (1.10) is most important factor of customer satisfaction. 

FINDINGS: 

 Most of the respondents are satisfied with employee performance towards services in 

retail stores. 

 Most of the respondents are satisfied with convenience, Price, Customer service, good 

feeling. 

 It is inferred from the T-test that there is no significant difference between genders with 

respect to employee performance. 

 It is inferred from ANOVA that there is significant difference between Age and Store 

Ambience.  

 It is inferred from the paired T Test that there is a significant difference billing counter 

and employee performance towards services. 

 It is inferred from the Freid man test that there is a significant difference between 

billing counter, store ambience and employee performance. 

 

 

 

SUGGESTIONS: 

 Retail stores can include more of branded products in product category so as to attract 

the brand choosy customers. 
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 Retails stores have to make different cash counters for different customers at the peak 

time. Cash counter and credit card payment counter should be placed differently in 

order to reduce the rush and save the customer’s time. 

 Customer care department is needed to take proper care on customer complaints and 

queries. 

 The store layout can be changed a bit during weekends as heavy crowd comes in to 

stores during those days. 

CONCLUSION: 

            This study helped the researcher to get better knowledge about customer services .  

From the study it is incurred that the feedback of customers is an important factor for 

improving service towards retail stores .  The study shows the impact of customer services in 

retail sector . From the employees perspectives , they say that every day is a learning process 

for them , to understand the different kinds of customers . Most of the retail stores does have a   

a healthy relationship between employees & managers. The retail organisation can still train 

their employees to handle customer grievance in a proper way, good infrastructure & good 

store layout ,  even the store location . This action shall improve the customer service in better 

way.  
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