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[bookmark: _Toc224594167]Identification of a Business Problem 
[bookmark: _Toc224594168]Background of Research
The retail supermarket industry has undergone a significant change that was brought about by advancement in technology, consumer demands and an increase in competition. Many mega supermarket chains have installed self-service checkout lanes because they aim to maximise operational efficiency, reduce labour costs and shorten waiting time to customers (Yang, et al., 2025). However, despite these technological developments, there is still a series of operational issues which negatively affect the total shopping experience. Problems such as a regular stock-out and limited supply of cash payment facilities in self service areas have become major issues in many retail outlets (Sahoo, et al., 2021). These issues are linked with extended waiting time, inconvenience to the customers who prefer using cash and customer dissatisfaction due to non-availability of the products. 
Tesco is a British multinational in the retail industry of grocery and general merchandise, it has its headquarters in Welwyn Garden City, United Kingdom and was founded by Jack Cohen in 1919 (Tesco, 2026). The company has an extensive chain of retail stores in various countries and is recognised as the market leader in the UK grocery market and serves millions of customers at its physical locations and online platforms. In big supermarket stores as Tesco, the maintenance of product supply and the provision of variable check-out arrangements is highly necessary to protect consumer satisfaction, business productivity and continued competitiveness in the retail industry (Court, 2026). 
[bookmark: _Toc224594169]Problem Statement and Rationale 
Tesco is facing operational problems because of frequent stock-outs and limited supply of cash tills in self-service checkout compartments which negatively affect customer experience (Court, 2026). Unavailability of products reduces customer satisfaction and leads to the possibility of being forced to switch to competing stores. In addition, the scarcity of staffed or cash taking tills creates frustration in the cash-favoured customer creating a protracted waiting period and discontent (Li, et al., 2024). These intricacies highlight the weaknesses in inventory control and checkout processes that can reduce the level of service delivered, client retention and overall performance of the store at Tesco. The research will aim to explore the operational and customer-service issues that are related to product stock-outs and limited cash tills at Tesco stores. This research will ensure to explain the effect of these phenomena on customer satisfaction, buying behaviour and shopping experience. It will also examine the effectiveness of existing inventory management and check out systems with the aim of establishing areas of improvement that could increase efficiency of service and convenience to customers. 
[bookmark: _Toc224594170]Research Significance
The retail organisations are progressively focusing on improvement in operational efficiency and customer experience to maintain competitive advantage in a very dynamic market environment (Al Najjar and Qandeel, 2025). Therefore, this research will be relevant because it examines the operational issues related to the availability of products and efficiency of the checkout service at the levels of supermarket locations. The exploration will be justified by the fact that the presence of out-of-stock goods and inability to pay in cash can have a negative impact on the satisfaction of the customers, their loyalty and their buying behaviour. The findings of this research will be useful to the retail managers especially those who work at Tesco as they will provide practical information which may allow enhancing inventory handling and the checkout process. Moreover, the research will add to the scholarly discourses of customer experience and operations management within the retail industry.


[bookmark: _Toc224594171]Research Aim, Objectives and Questions
Aim
This study will aim to investigate the effect of product stock-outs and low cash tills in self-checkout areas influencing customer service and operational efficiency at Tesco stores.
Objectives 
· To examine the impact of out-of-stock products on the customer satisfaction and buying behaviour in Tesco.  
· To determine the customer perceptions as to the availability of cash tills in the self-service checkout counters.  
· To evaluate how checkout system restrictions on waiting time as well as customer experience in Tesco stores.  
· To identify possible operational improvements that could help to increase availability of inventory and checkout efficiency in Tesco.  
Research Question 
Q1. What is the effect of stock-out products and cash tills in self-service checkout on customer satisfaction and operations efficiency in Tesco stores? 


[bookmark: _Toc224594172]Critical Literature Review
[bookmark: _Toc224594173]Concept and Theory
The view of Stanković, et al., (2024), state that out of stock (OOS) products refer to the situation where requested products cannot be purchased at stores by hindering the process of customers making planned purchases. These events are very often indicative of the failures in inventory control procedures and can hinder the shopping experience. However, the views of Bascur and Rusu, (2020), narrated that customer experience is the cognitive and emotional evaluation is created during interactions with the retail environment. This may have an adverse effect on consumer satisfaction, perceived service reliability and later purchaser behaviour as a result of persistent stock-outs.
As per the opinion of Kumar, et al., (2023), Stock-Out Response Behaviour Theory is a theory that explains consumer behaviour when the desired products are unavailable in the retail stores. This theory suggests that when stock-outs trigger the behavioural reactions are brand switching, substituting the product, delaying a purchase or abandoning the purchase altogether. These responses demonstrate the way that operational failures in inventory management are negatively influencing the consumer perceptions and loyalty. On contrary, Ramasamy, et al., (2024), narrated that the Expectation-Confirmation Theory assumes that customer satisfaction is a result of comparing the pre-purchase expectations and the real performance of the services. In situations where the availability of products does not meet expectations, a negative confirmation occurs that lead towards dissatisfaction and reduced perceived quality of service.
[bookmark: _Toc224594174]Impact of out-of-stock products on the customer satisfaction and buying behaviour in Tesco
The view of Kumar, et al., (2021), highlight that out-of-stock (OOS) products are one of the main problems of operations in the retail industry because the availability of the products is a key factor of customer satisfaction and purchase intention. When consumers are unable to locate desired products, their shopping experience is disrupted that often result in frustration and dissatisfaction. Behaviourally, the opinion of Thomas, (2025), state that stock-outs could lead to several consumer behaviours that include switching to a different brand, buying delay or switching to the rival stores. These responses indicate that availability of products is directly related to the perceived reliability of services and store performance. 
However, Kumar, et al., (2024), narrated that continued unavailability may destroy consumer confidence and undermine long-term customer loyalty since customers will feel that the retailer is inefficient at its inventory management and demand forecasting. Furthermore, the negative impacts of stock-outs go beyond the loss of sales in the short-term perspective that dissatisfied customers are more inclined to build negative attitudes towards the retailer and reduce their future buying intentions. However, Gruen and Corsten, (2021), argue that the impact of stock-outs can be different with respect to the type of product, brand loyalty and the availability of substitutions. Inventory control and demand management are critical measures in reducing stock-outs and maintaining a good customer experience within the competitive retail environment.
[bookmark: _Toc224594175]Research Gap
The effects of product availability, stock-out situations and waiting time in the checkout have been widely studied in the existing literature concerning the effects of these factors on customer satisfaction and the quality of services in the retail. Several studies have been conducted on consumer behavioural reactions to stock-outs and service waiting time within the supermarket environment. However, most studies conducted in the past have investigated these areas of operations in a separate manner with minimum consideration of how both out-of-stock items and checkout system limitation affect customer experience and purchasing behaviour in large stores such as Tesco.
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[bookmark: _Toc224594177]Research Philosophy and Approach 
The interpretivism research philosophy focuses to understand the social phenomena through subjective meanings and experiences the individuals deploy towards them (Ali, et al., 2021). This philosophy will be effective as it helps to investigate the effect of out-of-stock products and waiting time to check out on the customers shopping experience. Through the adoption of an interpretivism philosophy, the study will examine the personal interpretation, attitude and behavioural reaction of the customers in the retail stores as Tesco. Hence, this philosophy makes it easier to understand the role of operational issues in the experience of customers and their buying behaviour.
Inductive research approach refers to a method where theories and trends are developed based on the gathered information as opposed to test a hypothesis that has already been developed (Kumar and Ujire, 2024). This approach will be consistent at exploring the perceptions of customers regarding out-of-stock products and waiting time at the checkout desks in retail environments. By adopting an inductive approach, the research will gather primary insights from customers and identify emerging themes related to satisfaction and buying behaviour. Therefore, this approach will help to develop a deeper insight into how operational problems impact customer experience in retail outlets as Tesco. 
[bookmark: _Toc224594178]Research Method and Strategy 
The qualitative research method is a method that focuses on exploring the perceptions, experiences and interpretation of individuals with an aim of achieving in depth knowledge of a certain phenomenon (Denny and Weckesser, 2022). This method will be appropriate since the research will be focusing to analyse the perception of the customers regarding the effect of out-of-stock items and the waiting period at check-out points on their shopping experience. Through qualitative method detailed information will be obtained about the attitudes, emotions and behavioural responses of customers. This will also allow interpreting the effect of operational constraints related to the retail environment on customer satisfaction and purchasing behaviour. A case study strategy refers to a detailed analysis of a certain organisation, event or situation to understand complicated phenomena in real life situations (Annamalah, 2024). This strategy will be adopted to examine the case of Tesco through interview strategy as it is leading role in the UK retail market and a large number of customers. The analysis of this organisation will enable the research to investigate the effects of out-of-stock products and payment limit on consumer experience. 
[bookmark: _Toc224594179]Data Collection and Analysis Method
The study will utilise a primary data collection method to obtain first-hand information directly from individuals who have experienced shopping in Tesco stores. Primary data refers to original data collected specifically for the purpose of the research through direct interaction with participants (Mazhar et al., 2021). In this research, qualitative primary data will be collected through semi-structured interviews with Tesco customers who have encountered issues related to out-of-stock products and limited availability of cash tills in self-service checkout areas. The use of interviews will enable the researcher to gather detailed insights regarding customer perceptions, experiences and behavioural responses during their shopping process. This method will provide rich and contextual information about how operational challenges influence customer satisfaction and purchasing behaviour in Tesco stores. The participants will be selected using purposive sampling to ensure that respondents have relevant shopping experiences. 
For analysing the collected data, the research will employ thematic data analysis which is a qualitative technique used to identify, analyse and interpret patterns or themes within textual data (Kleinheksel, et al., 2020). The interview responses will be transcribed and carefully examined to recognise recurring ideas and meaningful patterns related to customer experience, waiting time and product availability. Through systematic coding and categorisation of responses, key themes will be developed that reflect customers’ perceptions of Tesco’s operational practices. Thematic analysis will support the research aim by providing an organised interpretation of customers’ experiences and highlighting major factors influencing satisfaction and buying behaviour. 
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[bookmark: _Toc224594181]Business Relevance 
This research will have significant implications on business practice as it will provide information on the impact of operational issues of out-of-stock products and limitations of the checkout system on customer satisfaction and purchase behaviour in the retail sector. The results will also assist the retail organisations such as Tesco to identify areas that require advancement on the inventory management and checkout procedures. Understanding such issues, organisation will be able to develop the effective strategies to improve the customer experience, enrich the quality of service and maintain the long-term customer loyalty in the competitive retail environment.  
[bookmark: _Toc224594182]Practical Implications 
This research will provide a practical implication for retail managers by outlining the operational variables that influence customer experience and buying behaviour. The results will help organisation as Tesco to optimise their inventory management procedures to minimise out-of-stock and improve the speed of check-out to reduce waiting time. In addition, the study will guide retail practitioners with respect to formulation of customer-focused operation strategies that enhance quality of services, customer satisfaction and the foundation of sustainable competitive performance in the retail industry. 


[bookmark: _Toc224594183]References
Al Najjar, A.S. and Qandeel, M.S. (2025) Operational strategy, capabilities, and successfully accomplishing business strategy. Journal of Applied Research in Technology & Engineering, 6(1), pp.1-11. 
Ali, M., Shah, A.A. and Shah, S.A.A. (2021) Positivism and interpretivism. Qlantic Journal of Social Sciences, 2(1), pp.20-26.
Annamalah, S. (2024) The value of case study research in practice: A methodological review with practical insights from organisational studies. Journal of Applied Economic Sciences (JAES), 19(4 (86)), pp.485-498.
Bascur, C. and Rusu, C. (2020) Customer experience in retail: A systematic literature review. Applied Sciences, 10(21), p.7644.
Court, M. (2026) Tesco shoppers complain self-service checkouts are too loud. [Online]. Available at: https://www.theresident.co.uk/news/national/uk-today/25904154.tesco-shoppers-complain-self-service-checkouts-loud/ [Accessed On: 8th March 2026].  
Denny, E. and Weckesser, A. (2022) How to do qualitative research? Qualitative research methods. Bjog, 129(7), p.1166.
Gruen, T. and Corsten, D. (2021) Accessibility and availability: A cross-cultural study of shopper responses to online retail stock-outs. Journal of Global Scholars of Marketing Science, 31(3), pp.415-432.
Kleinheksel, A.J., Rockich-Winston, N., Tawfik, H. and Wyatt, T.R. (2020) Demystifying content analysis. American journal of pharmaceutical education, 84(1), p.7113.
Kumar, M.E., Sharma, D.P. and Tapar, A.V. (2021) Out-of-stock justifications and consumers’ behavioral outcomes–exploring the role of product type and sales level information in out-of-stock situations. Journal of Retailing and Consumer Services, 60, p.102458.
Kumar, N., Rabbani, Q. and Khan, N.A. (2024) Efficient customer service and operation maintenance by inventory management. Journal of Mechanics of Continua and Mathematical Sciences, 19(9), pp.66-76.
Kumar, P., Hofer, A.R. and Peinkofer, S. (2023) The role of scarcity-inducing post-stockout disclosures on consumer response to stockouts. International Journal of Physical Distribution & Logistics Management, 53(9), pp.946-966.
Kumar, S. and Ujire, D.K. (2024) Inductive and deductive approaches to qualitative research. International Journal of Multidisciplinary Educational Research, 13(1), pp.58-63.
Li, L. and Zeng, J.H. (2024) Strategic Analysis of Tesco's International Purchasing and Supply Chain Management: Challenges, Opportunities, and Future Directions. International Journal of Science and Business, 35(1), pp.132-143.  
Mazhar, S.A., Anjum, R., Anwar, A.I. and Khan, A.A. (2021) Methods of data collection: A fundamental tool of research. Journal of Integrated Community Health, 10(1), pp.6-10.
Ramasamy, G., Ramasamy, G.D. and Ramasamy, P. (2024) Conceptual review of consumer satisfaction theories with expectation-confirmation and disconfirmation paradigm for business sustainable growth and decision making. F1000Research, 13, p.1399.
Sahoo, K.C., Negi, S., Patel, K., Mishra, B.K., Palo, S.K. and Pati, S. (2021) June. Challenges in maternal and child health services delivery and access during pandemics or public health disasters in low-and middle-income countries: a systematic review. In Healthcare (Vol. 9, No. 7, p. 828). MDPI. 
Stanković, A., Odalović, T., Lajka, N. and Jozić, Z. (2024) The management of operational risks and impact of product availability. International Review, (1-2), pp.61-68.
Tesco. (2026) About Us. [Online]. Available at: https://www.tescoplc.com/about/ [Accessed On: 8th March 2026].  
Thomas, R. (2025) Towards a value-in-use view of retail stockout costs. International Journal of Physical Distribution & Logistics Management, 55(1), pp.49-67.
Yang, P.J., Chen, S.C. and Zheng, M.C. (2025) The Impact of Guidance Information on Checkout Efficiency and User Experience in Supermarket Self-Checkout Machines. Sage Open, 15(4), p.21582440251404195. 

2

image1.png
Prifysgol Cymru
¥ Drindod Dew Sant

J University of Wales
Trinity Saint David




