Analysing customer satisfaction of utilising self-service technology at supermarkets
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Introduction:
 The purpose of this study is to investigate the level of customer satisfaction of using self –service technology at supermarkets. Self-service checkout is a technology based self-service option where customer’s scanned pay for their shopping without the assistance of a human cashier. Over the most recent couple of decades there are higher competitions in retail industrious. Customer satisfaction found to be an important mediation between perceived service quality and customers loyalty. The research approach used in this report is a primary research, which will be questioning to the customers regarding their satisfaction on using self-service technology at supermarkets. I will take an example of fifty customers who will give their opinion of what make them fulfilled of utilizing self-service.
This information will be gathered through survey and the outcomes will be demonstrated Bar graph and pie diagram. In light of those information results I will examine the chart and present factors from optional sources lastly the recommendations in end part.

Review of Existing Literatures: 

Customer’s satisfaction is a notable and built up idea in a few regions like marketing, brand image, consumer research. The most common interpretation is from various authors   reflect that satisfaction is a feeling which results from a process of evaluation what has been received against what was  expected.
In today’s modern competitive world an organisation needs to consider its customer’s more than ever.  Over the last few decades, the way of customer interact with their shopping process has changed mainly due to self-service technology, which have dramatically in partial the nature of service industries and the service delivery process.(Wang etal.2013;orel and kana 2014). Traditional interpersonal service counter such as retail banking or airlines check- in are gradually being replaced by self-service interfaces (Wang etal, 2003). As an ever increasing number of organizations embrace technologies to urge shoppers to perform service for themselves. 
The most obvious offered by self-service checkouts is that it reduce the amount of time spent at the checkouts (Marzocchi &zammit, 2006). The longer customer has to wait for a service, the less satisfied they will be with the service if self. Conversely, if customers expect that a service will be delivered speedily, they are likely to evaluate the service more highly (Dabholkar, 1996), which may affect their overall satisfaction (Collier and Sherrell, 2010).Some supermarkets are trialling new “shop and go” technology that allows customers to scan and pay for their groceries on their smartphone and then walk out of the store without visiting a till. The challenges for business today are to move from product orientation to customer focus. This is becoming more difficult because now customers are increasingly educated, and well informed. They have high level of expectation of the service they receive. They want greater choice and willing to be treated as individuals. 

Research Methodology:

Research methods are divided broadly into two parts .Qualitative research methods and quantitative research method.

Qualitative Research Method:
Qualitative research is a scientific method of observing to gather non–numerical data.   Qualitative research is closely associated with words, sounds, feeling, emotions, colours and other elements that are non-quantifiable. Qualitative studies aim to ensure gesture level of depth of understanding and qualitative data collection techniques includes interviews, questionnaire with open-ended question, focus groups, observation case studies etc. It is used to gain understanding of underlying g reasons, opinions and motivations. It helps to develop ideas for potential qualitative research. (DeFranzo,2019)
 
Quantitative Research Method:
Quantitative research focuses on gathering numerical information in various formats and summing it up over the general population. Quantitative data collection methods are more structured than qualitative data collection method. A method of qualitative data collection includes questionnaire, online survey, telephone interviews, and face to face interviews. Quantitative data collection methods are cheaper to apply and they can be applied with in shorter duration of time compared to qualitative methods. Example of qualitative research referring where problems are answered without generally focusing on quantity, are descriptions coming from interviews, discussion or observations. However when words are translated in order to describe then the research is now qualitative research. I will do both quantitative and qualitative research method as I will conduct a survey. (DeFranzo, 2019)

Population:
Population is the collection of the elements which has some or other characteristics in common. Number of elements in the population is the size of the population. The population of a study refers to the total number of people in the form of a through headcount of all elements the finding of the study seeks to represents. (Seraran, 2003). A clearly defined population ensure that the results in the society. Considering that the studies basically access the customer satisfaction using self-service technology in the retail market.

Sample and size:
Sampling is one of the most important factors which determine the accuracy of survey results. There are lot of techniques which helps to gather sample depending upon need and situations. Sample is the subjects of the population. Sample size is the group of individuals who actually participate in my study. The individuals who I interviewing for example: I will randomly asking question to the customers and the results of my study will apply to 50 customers. The survey will be carried out within a supermarket where I ask question to 100 customers randomly who were using self-service technology regularly. Therefore I will be choosing only 50 customers who will be my sample that I will conduct my survey list on customer’s satisfaction.

Data collection process: 
Data collection is a process of collecting information from all relevant sources to find answer to research problem, test and evaluate the outcomes. Data collection process can be divided into two categories: Which is primary sources and secondary sources.

Primary sources: 
Primary data collection methods are direct question, personal interviews, telephone surveys, written questionnaire. Example: primary data collection sources are not simply reports and composed records, there is much different kind of primary sources, including first person account, documents, physical artefacts, scientific data that has been collected but not interpreted. Primary source data you control the design and the question so you get precisely the data you need.

Secondary sources:
Secondary data is the utilization information officially gathered by another person for another reason. Secondary information sources might not have precisely what you need. In some cases to utilization of secondary data you need pay to get access.

I have planned five multiple choice question depend on customer satisfaction of utilizing self –service technology at supermarkets. I will collect the information on Likert 5 point scales, which are 1. Strongly agree 2.agree 3.strongly disagree 4.disagree5.do not know. This will allow me to find customers satisfaction utilizing self-service technology.

Ethics in data collection: 
I am a student of University of Wales Trinity Saint David. I have asked the organisation for permission to conduct a customer satisfaction survey as the result will be using data based on the customer of the supermarket. The name of the association will be stay mysterious. It has been clarified that the data I will use in just for study reason.




Finding, Analysis and discussion:
Customer satisfaction on utilising self-service technology at supermarkets questionnaires
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1. Self-service check out faster than the cashier-assisted line.
	Strongly Agree 
	Agree
	Strongly Disagree
	Disagree
	Do not know

	28

	    12
	           5
	         1
	           4






Q1. On the survey shows 44% and 28% of customers strongly agrees and agrees that a self-service check out saves time. Self-checkout can also sometimes be faster than using a cashier lane. This can reduce the length of checkout lines. Some28% strongly disagreed that it’s not quicker than the cashier-assisted line when you have a bulk of shopping. 
As outcomes, from investigation, it is highly recommended that to re-designs and plans                    of Self-checkout frameworks where customers can able to do a big shopping. That way it will work better for the supermarkets success and for the customer’s satisfaction.
2). Does Self-service checkout technology is user friendly?
	Strongly Agree 
	Agree
	Strongly Disagree
	Disagree
	Do not know

	28

	    12
	           5
	         1
	           4






Q2).The current study identified that consumers use these systems, primarily, when there is a long line in the traditional lane or when they have a few items to purchase.44% of the population says the self-service check out is easy to use.  A few of 28 %participants noted that the self-checkout systems have a fairly long delay between scanning the items and recognizing that item on the screen. A number of 18% participants indicated Problems with the weight management system. This system is very frustrating and can defeat the purpose of the self-checkout system when the system does not accept the weight of the item.
As outcomes, from investigation, it is highly advisable that supermarkets needs modern self-service equipment which can scan he barcode of product without having any issues.
3). I find myself difficulties of using bagging area.
	Strongly Agree 
	Agree
	Strongly Disagree
	Disagree
	Do not know

	40

	    3
	           0
	         5
	           2




 


Q3). A large number 80%of population noticed that the self-checkout technology have genuinely long delay between scanning the items and recognizing that item when the item is placed in the bagging area and when the user is prompted to scan the next item. As the bagging area is too small after scanning few items and put it on the bagging area, the area become full. Large supermarket should think about the bagging area for their customers. Some 10% of the population disagreed.
As outcomes, from investigation, it is exceptionally advisable larger bagging areas will enable consumers to put more things on the weigh platform and struggle less with the arrangement of items in a small area.

4) Gender of observed customer using self-service checkouts


Q4). On the chart shows the number of female and male customers observed on the survey session. Among the observed 61 % are female and 39 % are male.
A 
Summary of the findings: 
From a marketing circulation point of view, it is a reliable self-sufficient service that benefits all parties involved. Having a self-serve checkout system saves time and cost, just as accommodation for clients whom are trying to get in and get out in a rush.
According to (Orel & Kara 2014),” some of the main motivations of the supermarkets for offering SCSs are cost cutting, speed, and convenience, supermarkets are also assuming that these services would enhance customer experience, satisfaction, and ultimately loyalty.”
It is vital for the administration of the supermarkets accept what the clients are stating. Everybody's perspectives and feeling ought to be heard and consider as this will enable business to thrive and succeed.
Due to constrained time imperative on this task, to direct a survey on the public with respect of customer satisfaction of utilizing self-service checkout, limited the quantity of overviews I had the capacity to do. In this manner, from the information I had the capacity to gather, gives a substance of how much the clients are satisfied about self-service check outs at supermarkets. However for future research I would give clearer and better measurable data.
Conclusion: Customers are important assets of any supermarkets business. Using self-service checkout technology taking time more than 10 minutes that essentially impact on the shopping time of different customers especially who comes with few items to purchase? In addition to that this negatively impact on overall average objective waiting time and ultimately on the level of customer satisfaction. Limitation to buy number of product utilizing self-service ought to be executed. These will prevent long delays and disappointment and customers can speed up of their shopping. Unsatisfied customers produce unacceptable outcomes. Therefore the management of supermarket should look forward to take some steps where both parties benefited from self –service technology.
.
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