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[bookmark: _Toc7693123]Introduction-
[bookmark: _GoBack]In today’s competitive economy no business can exist without customer . The competition is getting bigger every day  and the business should focus on their valued customer. The chosen topic  of this assessment is Customer satisfaction in NHS. Customer satisfaction is the most important part  of customer loyalty. Customer satisfaction is described as “ customer’s overall evaluation of the performance of an offering to date (Johnson and Fornell 1991).” The aim of this assignment  is to measure the level of customer satisfaction in NHS . This assessment was completed by following  Quantitative research method and the collection of data were achieved through a set of questions . The purpose of this assignment is to measure the customer satisfaction level and also to understand customer’s needs to ensure better customer service. The objectives of this assignment  was to determine the factors affecting the customer satisfaction level and to improve the service. 
[bookmark: _Toc7693124]Literature review-
Customer satisfaction is a process used to evaluate  the level to which a customer is satisfied with the service or experience. “Achieving customer satisfaction is a good business practice that a business try to achieve”(Szymanski and Henard,p200 cited in Yu et al,2005). Westbrook and Reilly  described “customer satisfaction is an emotional response to the experience provided by ,or associated with particular products or services purchased , retail outlets ,as well as overall marketplace.” (1983,3)
Satisfied customers tells others about the business and  dissatisfied customers gives negative feedback to others. Goodman (2009) described “that it cost five times to gain a new customer than to maintain a currant customer.” That is why  it is important for business to satisfy customer on a regular basi.  In today’s  economy customers should be main priority for any business. Zairi (2000) mentioned about the importance of customer satisfaction , “Customers are the purpose of what we do and rather than them depending on us, we very much depend on them. The customer is not the source of a problem, we shouldn’t perhaps make a wish that customers ‘should go away’ because our future and our security will be put in jeopardy.” Customer satisfaction is the procedure  of customers  reaction towards the state of satisfaction and how the satisfaction level is judged by the customers. (Khayyat and Heshmati 2012)
Now a days businesses are customer oriented. To gain satisfaction of customers business should meet  their customer needs (La Barbera and Muzursky 1983). Businesses are trying to provide best customer service . Hokinson (1995,13) described “factors affecting customer satisfaction includes good value , employees knowledge, helpful and friendly employees , service quality, competitive price and quick service.” The figure below showing the factors that affecting satisfaction of customers.

[image: Image result for factors affecting customers satisfaction images hokanson graph]
Figure 1 Factors affecting customer satisfaction (Hokanson 1995)
[bookmark: _Toc7693125]Research methodology-
Research methodology and research methods are different but they are related terms. “When we talk of research methodology, we not only talk of research methods but also consider the logic behind the methods we use in the context of our research study. We should explain why we are using a particular method or technique and why we are not using others so that research results are capable of being evaluated either by the researcher himself or by others”(Kotler 1985).
|Collection of data  is the actions to collect information from different sources for the research method .Data collection can be two different types which are secondary data and primary data. Secondary data are those have already been published in a books , or journals .Secondary data can be published or unpublished. On the other hand primary data collection is collected through first hand like questionnaire ,interview , surveys. Primary data collection can be two different types which are quantitative and qualitative data collection. Research method can be quantitative or qualitative. The data produced in quantitative research are always numerical , analysed by using mathematical or statistical data. The sources of quantitative data includes surveys , observations or interview. On the other hand qualitative data does not include any numbers or any statistics. This type of data mainly includes pictures , words or language. This is the most preferred method in UK .  Qualitative data provides a full picture and recognise  why and how things happened.
I will use quantitative research method for collecting my data. This is done scientifically. All the data is collected and then analysed statistically. I will use questionnaire with close ended questions for my data collection. Using quantitative data will allow me to see a bigger picture. This method of collecting data is cheaper. The aim  of this research is to identify the level of customer satisfaction  in NHS and to find out if there is any scope for development. The data for this research were collected through interview. To collect data all participants were  asked the same set of  questions.

 A population in a  research is a number of individuals who are the main focus of a research. On the other hand sample is a number of people taken from the population for a research. Respondents are sample of  a research. People who contributes in the research are the sample of the research. The increase or decrease of the size of sample  is the sample frame. The sample size of this research is 60 which includes 40 male respondents and 20 female. The sample group  was general patients in a hospital settings. The data for this research were collected through questionare. In this quantitative research every sample had to answer the same set of questions. The questionnaire was given to 60 customers .The main information were collected through primary source as a form of questionare. The collected data were analysed by using Microsoft Excel.  The collected data were presented by using pie chart and graphs so that the readers can easily understand the study. There were five questions in total using close ended questions.
[bookmark: _Toc7693126]Finding, analysis and discussion
The questionare were answered by 40 male and 20 female respondents. It is essential  to find out what types  of customers are satisfied with the service.
Gender

Figure 2 -The gender of the respondents
The pie chart clearly indicates that 67% were male respondents and 33% were female. The figure 3 shows the age of the respondents.

Figure 3- Age of the participants
This chart shows that a  large number of the customers were 20-29 age group. The second largest participants were  30-39 age group. Over 60 age group were the lowest number of participants.
Figure 4 is showing  the occupation of the participants. In this pie chart  we can see the large  number of people were full time employed and the lowest number of respondents were unemployed.


Figure 4- Occupation of the respondents 
The respondents had to Answer 5 questions in a form of agree, strongly agree, do not know ,disagree, strongly disagree. Customers responds were a mixed one . They all had different opinion about the service. That was the main purpose of this assignment to find out the  level of satisfaction of the customers . To get an accurate results I used 5 different charts for 5 different questions. The first question was : 
1- The length of waiting time was reasonable-

Figure 5 – The length of waiting time
This chart shows that 15 respondents agreed with the statement, 0 people strongly agreed and 0 answered do not know. 15 disagreed and 30 respondents strongly disagreed. So a large number of people were not happy with the waiting time.
Question 2- I was informed about my care plan-
 
Figure 6- Informed about care plan
In this chart we can see 10 respondents agreed with the statement, and 30 people disagreed with the statemen and 20 people disagreed.0 people strongly agreed and 0 people answered do not know.

Question 3-
The healthcare person listened to me-

Figure 7- The healthcare person listened to me 
Here we can see 30 people strongly disagreed with the statement. 15 people agreed ,10 people strongly agreed , 0 do not know and 5 respondents disagreed.
Question 4- I was given enough privacy when treated-

Figure 8- I was given enough privacy 
We can see in this chart that a large number of participants were  agreed with the statement . 10 of them strongly agreed , 5 do not know, 18 respondents disagreed and 12 strongly disagreed.
Question 5- My personal information was treated confidentially- 
Figure 9-My personal information was treated confidentially
In this chart 20 respondents agreed with the statement,13 strongly agreed , 0 answered do not now,15 disagreed and 2 strongly disagreed.
According to this research the result were a mixed one. The majority were not happy with the service.


[bookmark: _Toc7693127]Limitations
Every research have some limitations. A lot of effort has been given for this research. Still this research had some limitations. It is important to address those limitations . However it is crucial to minimise the limitations.
I have been asked to do a quantitative research which was one of the limitation. Quantitative research involve a large number of sample .Although there was no limitation but  I could not select more sample. I was restricted to use only 5 questions . So it was not easy to measure the customer satisfaction level. This is the first time I used primary data collection process so the data collection might not be flawless. The word count was only 2000 words so it was very limited.  Also Timescale was limited. As I do not have any previous experience of research, hence  the depth of discussion in my writing is compromised. The research was done in a shorter period of time.
[bookmark: _Toc7693128]Recommendation for future research 
These issues can be resolved for future research by using a mixture of quantative and qualitative method .Increase the word limit . Increase the research questions in more details. I will use a larger number of sample . I will do more research on how to collect primary sources data effectively.
[bookmark: _Toc7693129]Ethical considerations
Ethical considerations in every research are very important. It is my  responsibility as a researcher to consider if there is any chance of harm that can happen during the research.   The respondents participating in research should be safe during the research process. Respects for the research respondents should be the first priority. Full consent should be taken from the people participating in the research at the beginning of the research. The collected data should be kept confidentially. The participant’s details and information should be kept anonymous. Any misleading information should be avoided. Participants should have the right to withdraw themselves from the research any time. Any discriminatory or offensive language should be avoided in the questionnaire. Work of other authors used in the research should be acknowledged.
.
[bookmark: _Toc7693130]Conclusion
This research was done to measure the level of customer satisfaction in NHS and also to understand customer’s needs. This research also analysed the factors affecting customer satisfaction level. This research was conducted  by using quantitative method in form of a set of questions. Based on this research it is obvious that customer satisfaction is very important. Gerpott et al. (2001) said “Customer satisfaction is a direct determining factor in customer loyalty ,which, in turn, is a central determinant of customer retention.” That is why the business should always focus  to keep their customers  satisfied. 
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Respondents - Gender

Respondents	
Male	Female	40	20	

Respondents - Age

Respondents	
Under 20	20-29	30-39	40-49	Over 60	9	32.799999999999997	28.4	22.4	7.5	


Occupation	
Student	Unemployed	Part Time Employed	Full Time Employed	10	5	20	25	

The length of waiting time was reasonable

Percentage	Strongly Agree	Agree	Don't Know	Disagree	Strongly disagree	0	15	0	15	30	Response


Respondents



I was informed about my care plan

Percentage	Strongly Agree	Agree	Don't Know	Disagree	Strongly disagree	0	10	0	30	20	Response


Respondents



I was given enough privacy when treated

Percentage	Strongly Agree	Agree	Don't Know	Disagree	Strongly disagree	10	15	5	18	12	Response


Respondents



My personal information was treated confidentially

Strongly Agree	Percentage	13	Agree	Percentage	20	Don't Know	Percentage	0	Disagree	Percentage	15	Strongly disagree	Percentage	2	Respondents
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