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[bookmark: _Toc511338009]Introduction 
The success of every organization depends on the satisfaction level of the customers. For this reason, every organization tries to find out the needs, wants and requirements of the customer, and fullfill those to increase their satisfaction towards the organization. In this case, the organization conveys researchers to determine the customer’s attitudes, loyalty, and suggestions. The Dreams is a retailer company of bed supplies which is planning to research on the customers through different methods to find out the position of the company according to customer satisfaction level in the market. Qualitative research has data which is descriptive in nature and quantitative research is the method of analyzing different numeric data by using different statistical tools. The research uses the sampling method to choose some of the population data for analysis. There are some ethical issues related to conducting the research including privacy of the participants, data protection and proper use of data. 




[bookmark: _Toc511338010]Background regarding the business phenomenon 
Dreams is a retailer company of the UK which is specialized in producing and distributing beds, mattress and different furniture for bedrooms (Keys, 2015) . It has more than 170 stores in the UK and has a strong customer database which has helped the company to become one of the leading retailer of beds and different materials of the bedroom in the UK (Burns & Bush, 2010). With the improvement of the digital technology, there has been developed newer products and services in the industry. As a result, the Dreams has to face increasing competition in the market. In this case, to design and develop their business activities according to the needs and wants of the customers, the company analyse the customer satisfaction level by using their customer experience program. Under this program, the Dreams conduct a research on the customers by asking them different questions about their experiences with the company, their needs and wants, suggestions and overall attitude towards the company (Keys, 2015). Thus, by collecting the scores provided by the customers, the Dreams can be able to understand the requirements of the customers and find out the ways to fulfil the customer requirement by improving the quality of the products and services with a view to provide the best experiences and increase their brand loyalty. 
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[bookmark: _Toc511338012]Research design and strategy: 
In order to convey the research, both qualitative and quantitative research method will be used. Thus, all related data will be analyzed properly in the research. 
Qualitative research: In this case, the collected data is descriptive in nature and those are analyzed in abstract form which also produces results in non-numeric form (White, 2013). By using the qualitative research, the researcher finds out the nature of human behavior and analyzes those to find out the reasons behind (Huang, 2013). For the qualitative research, the interview form will be used to understand the attitudes and outlooks of the customers towards the company. 
Quantitative research: It is the method of analyzing different numeric data by using different statistical tools and techniques in order to get results in numeric form (Yao, 2009). Quantitative research helps to determine the mathematical results to show using graphs, charts, and tables which can represent the actual condition of customer satisfaction level in different factors (White, 2013). In this case, the research will use the survey questionnaire with different questions related to customer satisfaction. 
[bookmark: _Toc511338013]Sampling 
For the research, the population data cannot be used as the organization would have to collect and analyze data from all customers which would be very time consuming and expensive process (Chen & Lin, 2016). Therefore, the research uses the sampling method to choose some of the population data for analysis. In this case, the researcher has used simple random sampling method which is the process of selecting data from the population at random without creating any group or cluster and there is an equal chance of being selected for each data. The researcher has used this sampling method because it is the most unbiased method to select data in a fair way and also to reduce the time and resources to categorize the data to select. For the research, the sample frame will be 30 customers who will be asked different questions using the survey questionnaire and the interview form. 


[bookmark: _Toc511338014]Ethical issues
There are some ethical issues related to conducting the research including privacy of the participants, data protection and proper use of data (Chen & Lin, 2016). The researcher has avoided any personal questions in the questionnaire and interview form and the collected data is stored and properly password protected so that those may not go into wrong hands. The researcher will analyze and use the collected data only for the research purpose and will not use without the consent of the participants. 
[bookmark: _Toc511338015]Data Collection and interpretation
[bookmark: _Toc511338016]Survey questionnaire outcomes:
Results of question 1: Do you think that the quality of products and services of the Dreams are up to the standard?
[image: ]
The result of this survey question shows that 19 participants of the survey questionnaire agree with the statement that the quality of products and services of the Dreams are up to the standard. Though 6 participants are neutral on the quality, 5 participants think that the Dreams has to improve its quality in order to match with the market standard and get competitive advantages. Another 2% of the participants are very satisfied that the quality of the product is very good against the standard. 



Results of question 2: Are you satisfied with the pricing strategy of the Dreams?
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The pie chart represents the results of the second question of the survey questionnaire. It shows that around 43% of the participants agree that they are satisfied with the pricing strategy of the Dreams. Around 17% of the participant said that the pricing system of the Dreams is very efficient and helpful for them. On the other hand, 13% of the participants strongly disagree and 7% disagree with the statement and requires that the Dreams needs to adjust their price of the products and services according to target market segment and quality of those.
Results of question 3: Do you think that the company should increase their product and service range?
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The results of the question 3 are presented in the bar chart which shows that 6 participants are neutral on the increase of product and service range of the dreams. Around 16 participants agree and 4 participants strongly agree that the Dreams should increase their product and service range by which the customers will be able to enjoy more products and services. But 4 participants disagree with increasing the range and suggest that the Dreams should improve the existing products and services further. 
Results of question 4: Do you think that the Dreams should increase the use of digital technology and skills in the workplace?
[image: ]
The pie chart shows the answers of the participants for the fourth question where none of the participants strongly disagree on the increase the use of digital technology and skills in the workplace but around 50% of the participants strongly agree on that. Another 20% of the participants agree that the Dreams require to develop and improve their use of technology in the organization and also to increase knowledge and skills on digital technology to get competitive advantages. 
Results of question 5: Do you think that the products and services of the Dreams are better than its competitors?
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The answers of the fifth and the last question of the survey questionnaire is represented in the bar chart and it shows that 18 participants agree that the products and services of the Dreams are better than its competitors. None of the participants strongly disagree or even disagree with the statement though 8 participants are neutral on this. Another 4 participants strongly agree that the Dreams is providing the best experience of using retail bed products company and satisfied with the products and services of the Dreams. 
[bookmark: _Toc511338017]Interview outcomes:
The interview reveals that most of the customers think that the mattresses are the best product line of the Dreams and the second most effective product line is the beds in different sizes. the participants suggested that the company should improve its home delivery system and to be careful of the distribution of the products and services through the third party. Around 35% of the participants have given a score above 80 out of 100 to the products and service od the Dreams based on their experiences. Only 10% of the participants have given scores below 20. 
[bookmark: _Toc511338018]Effects of the research on improving digital skills to increase the customer satisfaction
By conducting the research, the Dreams has collected different information about the requirements of the customer. The research has revealed that the customers suggest that the Dreams needs to focus on the main product line and then develop the other products and services to provide the customers with complete experiences. The Dreams has also found out that the distribution channel of the Dreams is weaker than its competitors and in order to improve the overall performance of the company, the Dreams has decided to increase the use of digital skills in the organization. By following the suggestions and requirements of the customers through use of the research, the Dreams will be able to increase customer satisfaction. 






[bookmark: _Toc511338019]Conclusion and recommendation 
The survey questionnaire and the interview indicate that the customers are quite satisfied with the Dreams. The customers require that the company should adjust their pricing strategy, increase their product line and develop the use of digital technology so that they can get the best products and services from the Dreams. In this case, the company requires to improve their products and services and increase technology use in their every organizational function including product design, product development, production process, distribution, marketing etc. to provide better experiences to the customer. For this, the Dreams can follow these strategies for better performances:
Digital ordering system: The Dreams should introduce digital technology in their customer servicing. They should start online ordering system by using the internet and websites where the customer would be able to learn about the products and services of the company and place their orders online. This will help the customers to purchase those products and services from anywhere and help the Dreams to increase their revenue. 
Effective marketing: The company should increase their marketing activities over the internet. The Dreams should use different social media platforms to create a platform for the customers to connect and encourage others to purchase from Dreams. The company should also use Email marketing, digital offerings, digital advertisements which are very effective and less costly marketing mediums. 
Proper resources: in order improve the quality of the products and services, the Dreams should build a human resource which has proper knowledge and skills on digital techniques and methods for the business operation. The Dreams should use different modern technological tools and machines which can help the company to cut cost and increase quality. Thus, the overall performance of the Dreams may improve with the help of proper resources. 
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[bookmark: _Toc511338022]Survey questionnaire 
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	Do you think that the quality of products and services of the Dreams are up to the standard?
	0
	5
	6
	19
	2

	Are you satisfied with the pricing strategy of the Dreams?
	4
	2
	6
	13
	5

	Do you think that the company should increase their product and service range? 
	0
	4
	6
	16
	4

	Do you think that the Dreams should increase the use of digital technology and skills in the workplace?
	0
	5
	4
	15
	6

	Do you think that the products and services of the Dreams are better than its competitors?
	0
	0
	8
	18
	4



[bookmark: _Toc511338023]Interview form
	
	Questions: 

	1
	Which product line is most effective for Dreams you think? 

	2
	Do you think that the Dreams should improve its distribution channel? 

	3
	On a scale of 100, how much score will you give to the Dreams? 
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