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Intro:
This investigation will explore why the High Street retail industry sales are falling year by year over the past decade I will also be exploring the industries potential to survive. Could it be due to the dip in customer service on a face to face purchases, could it be the discomfort of the travelling to the high streets and costs of travel, could it be due to the invention of the internet and how its grown into a virtual high street, these are just a few angles I will explore, studying others secondary research and also performing my own market research using a questionnaire and hope to find the key problems causing the fall in sales and hope to find some solutions.

Backround:
In the past ten years large High Streets and Department stores in London which are some of the most famous in the world of shopping have seen a year by year downward fall in sales. In this research I will look at the all reasons in depth such as sales associates behavior changing from our classic historically profound English high service to a more disgruntled under paid non valued employee who has gave up pleasing people, could it be also as more foreign methods mix into English sales methods and pressure there staff on high targets with low reward making them over stressed and not mentally happy.
Customers could be venturing to the stores for more personal reasons as they have had enough of paying for travel to the stores and finding out they don’t have there size they can just order online, as the internet has mastered the sales techniques and are taking full advantage of handheld technology and are constantly swarming all social medias platforms with subliminal messaging so that we auto pilot go to online store. Even I myself prefer to shop for everything online as I have always found what I wanted cheaper.
According to the Retail Gazette (Jan 2019) “As retailers suffered the worst year for a well over a decade for in-store sales, it’s clear that consumer confidence is low,” BDO head of retail Sophie Michael said.“Shoppers have exercised extreme caution or shopped strategically online, seeking out discounts rather than visiting bricks and mortar stores or making impulse purchases.“The shopping spree retailers were hoping for in December didn’t happen, with only heavy discounting convincing consumers to part with their pounds.“There is a huge amount of nervousness in the market and consumer confidence – a key driver of spend – is brittle. “Having suffered the sixth successive December of negative in-store sales growth, the UK high street is starting the year on shaky ground.“Unfortunately, 2019 is set to be another challenging year for retail.”
As you see businesses are struggling from online sales and it could be down to many other reasons as customer service at a low according to uk company Contact Centres (Jan 2015)
“Customer Service And Satisfaction Has Dropped To Its Lowest Level Since 2010”   
With the rise of the virtual shopping centers online customers don’t have to take much risks in venturing out paying and experiencing the horrible commute to possibly receive a bad experience whether it be the weather or the customer service or just not finding exactly what they want or there size , many little factors come in to play when discussing this topic.
Most people enjoy practicality, especially the modern generation the days of hard work being enjoyed are nearly gone and as the consumers enjoy there handheld touch screens for there practicality they enjoy shopping the same way , what ever is the quickest and easiest will win in the modern world , but what the brands are not noticing is there employees are the same generation of non hard working mentalities , and they do not enjoy the going the extra mile to give the highest customer service , in fact they despise it.
I have been working in the retail industry for the past 7 years and paid close attention to all types of customer service provided and the younger generation 18-30 years old is not the same as the older generation 30+ years in how they see there job, they themselves shop online so have no understanding of what it feels like to receive good customer service the older generation are slowly disappearing and disgruntled by the younger methods and management methods.


Aims: of this investigation is to locate some of the reasons high street retail is suffering and try find some solutions to its downfall and hopefully gain further knowledge of what direction the market is going in I will collaborate secondary research with my own to have the deepest understanding.

Objectives:
· Stop shoppers in the high street and ask to fill out very short questionnaire
· Stop people in residential areas and ask to fill out very short questionnaire
· Compare my findings with online secondary research
· Try to find the problem causing downfall in sales such as
· Accessibility to the stores 
· Internet shopping
· Customer service
· Social media advertising




Methods:
I completed twenty people survey with a five option multiple choice answer base from strongly disagree to strongly agree 1-5 system.
The research took place on two different locations one was in Kings Cross St Pancreas International station which has a shopping strip inside and another in a rural residential area near no shops in Belsize Park in north west London a upper class part of town who surely shops frequently , so to have two views of the topic.
My questionnaire has five questions which will get us closer to finding out if there is hope for high street retail.
The five questions in the questionnaire gave us some direction to proceed in, covering any and all ages of groups of people, we aimed to discover If it was purely a better system on online or due to customer service lacking in sales.
Once I had completed all surveys I broke down each result to understand the customer on a one to one basis , making sure I understand why they feel that way. I put the findings results into a graph form, I compared with secondary research that I found online mentioned above and started looking for a connection between them.

Results 
After completing the research this is what I have found.
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After analyzing all of the results you can see that a strong majority of the 20 people who completed the survey agreed with my statements, more than 50%  agree that online shopping is easier and a lot of the time cheaper, and has no doubt had a large impact on high street sales. 
As advertising keeps pushing forward it looks like this will continue.
My findings also show that not many people have any good customer service experiences in there memory, so if stores start to offer some incentive this could remind shoppers of the more classic extra mile service that used to exist and still does in places such as Harrods ltd who are famous for there service and famous for hitting targets .

Discussion:
After all my research I have found it a very hard battle for high streets to stay relevant to sales unless a customer is a matter of urgency for immediate use.
They are more of a viewing gallery for customers who are unsure of something but mainly unaware of how the new online system works as most stores and sites offer free returns and exchanges so they can even take the risk now. Many successful business already have such things in place as loyalty cards gaining you free stuff as you purchase such as Nandos restaurant , Boots cosmetics , Harrods ltd card, these methods of giving customers back a little something have been the basic level of customer satisfaction in business since major business has existed , but stores must also offer some store only offers not available online and one off  prices.
They must show each customer no matter how poor they look the same full service.
With out those extra perks I cannot see high streets sales keeping up with there rent increase year by year. I feel we will only see the strong, who have banked enough in the pre internet years who will survive it the next decade of sales targets.
The only company’s who continue to stay a float are the ones who provide good customer service and they are the ones who have good employee and customer reward systems in place they help each other reach higher targets as the customer service will progress as employees are more motivated and recognized to achieve rewards They must have some extra benefits being offered to keep the stressed out self orientated consumer of 2020 to take time out of there busy day to come to your store unless they just happen to be passing by and pop in which is not enough.
Or accept the new age and prepare for fully virtual business like the famous English store Woolworths who has now sadly closed all stores and just operates online.
The only worry for them is that the World Wide Web is very wide indeed and the competition is ferocious from price battles to shipping speeds it’s very competitive. 
Businesses are in need of the latest customer techniques to shopping and this is something the big dogs are constantly paying for new feedback and spywares to further their knowledge on how the masses want to shop and what they want.






Conclusion 
After looking at all the secondary research of sales declining year by year, customer service declining year by year, and also looking at the results of the survey I made its easy to see that High street retail is struggling and all the reasons I looked into had a part to play from online to customer service to accessibility and practicality to making a purchase.  After fully looking at all information I have come to the decision that retail will hang on for dear life mainly on impulse buys and emergency buyers and the older generation customers who enjoy the face to face service but we will eventually see most stores close turn into accommodation’s and offices and factory’s a lot have already done this and the property landlords have already started to rent them as living accommodations.
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 Quick Questionnaire to save retail 


1.Do you think it is more fun to stay in with friends order food and online shop then go to the high streets to socialize?

· Strongly Agree
· Agree 
· Mutual
· Disagree
· Strongly disagree

2.Do you think it is more easy to find what you want online tan in the store?
· Strongly Agree
· Agree 
· Mutual
· Disagree
· Strongly disagree

3.Would you agree that things are cheaper online than in stores?
· Strongly Agree
· Agree 
· Mutual
· Disagree
· Strongly disagree

4. If stores offered a loyalty discount only in stores would that give you the motivation to go to the high street more?
· Strongly Agree
· Agree 
· Mutual
· Disagree
· Strongly disagree

5. would you say you have a lot of good customer service experiences In store you can remember?

· Strongly Agree
· Agree 
· Mutual
· Disagree
· Strongly disagree
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