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Title: Impact of Customer Satisfaction and Brand Image on the Brand Loyalty of Apple
[bookmark: _5ihc3pw3zyxs][bookmark: _Toc123054273]Criteria 1
[bookmark: _w9jtecm4bsqs][bookmark: _ohs8vnwxhxou][bookmark: _Toc123054274]1.1 Introduction 
The research will focus on the brand image and customer satisfaction of Apple, and how it impacts the brand loyalty of the company. For doing that, an aim and some objectives will be made along with some research questions. The reason for doing this research will also be provided here. Some literature related to this research will be discussed here. The way data would be gathered and analysed will also be mentioned. A schedule will be given according to which all the activities related to the research will be shown.

 1.2 Background to the Research 
The research will be based on the effect that customer satisfaction and the brand image of Apple have on the brand loyalty of the company. The customer satisfaction data for Apple has been growing and in the year 2022, their Net Promoter Score reached 72 which is above the average sore of electronics (Recently, 2022). Apple uses the first stage named Silence where they get to know what their targeted customers think about their brand and make a good brand identity. After that, in their performance and imagery, the company evaluates their products' service effectiveness, features, serviceability, style and design, durability, price and more. Through this, they communicate with their customers by providing the quality as advertised. In the judgements and feelings stage, Apple focuses on their customers and understands how people would portray themselves if they use its products. Lastly, in the resonance stage, Apple tries to make itself more reliable through loyalty programs so that its customers keep coming back and keep using its products. In this way, Apple has improved their brand image by enhancing the rate of customer satisfaction.
[bookmark: _2m5k6ns7jlqt][bookmark: _Toc123054275]1.3 Rationale of the study
The research will be done for understanding the effect of brand image and customer satisfaction on brand loyalty of Apple. Apple is the largest tech company in the world with sales of nearly £308.09 billion as of the year 2022 (Ponciano, 2022). The company has gained this position by consistently having good quality which improves its brand image and customer satisfaction also increases. According to some reports, Apple has been over-leveraging the emotional connection and launching their products at unrelenting prices which is affecting their customer satisfaction level (Coleman, 2018). Therefore, for understanding the brand loyalty of their customers and the way of enhancing it, research will be done. 
[bookmark: _utv5g6sb19ss][bookmark: _Toc123054276]1.4 Aim, Objectives and Research Questions 
[bookmark: _9mqpzgl9qqg0][bookmark: _Toc123054277]1.4.1 Aim 
The main aims of this research is to understand the impact of  customer satisfaction and brand image to the brand loyalty of Apple.
[bookmark: _87y60jyi6cjx][bookmark: _Toc123054278]1.4.2 Objectives 
1. To determine the impact  of brand image on customer satisfaction. 
2. To identify the impact  of costumer satisfaction  on  brand image . 
3. To analyse the ways to overcome the issues in order to enhance the costumer satisfaction and  brand loyalty of Apple. 
[bookmark: _60uvxp99pey3][bookmark: _Toc123054279]1.4.3 Research Questions 
1. What is the impact  of brand image on customer satisfaction?
2. What are the problems of Apple regarding its brand image and customer satisfaction?
3. What are the ways to overcome the issues in order to enhance the costumer satisfaction and  brand loyalty of Apple? 
[bookmark: _f2o98nih4qzt][bookmark: _Toc123054280]1.5 Literature Review
[bookmark: _qki9n87minbp][bookmark: _Toc123054281]1.5.1 Introduction 
This part of the research will discuss the literature of the research which would be achieved from published sources like journals, books, web pages and many more. A brief discussion on the key terms like brand image, brand loyalty and customer satisfaction will be described along their link. Some theories will also be provided here.
Customer Satisfaction

According to Hult( et al., 2022), Customer Satisfaction is a measurement through which it can be understood how much the customers are happy with the company's services, products and overall capabilities. A company's main focus is to enhance customer satisfaction so that more people would get attracted towards the brand. In customer satisfaction, the company has to realise who its customers are and what needs and wants they have in order to provide the services or products accordingly. When the expectations of customs are fulfilled by the company the customer satisfaction value increases. 

Brand Image 
In accordance with Kim and Chao, (2019), brand image is known as the general perception, impression and associations customers have about a brand. The ideas and beliefs that the customers hold regarding a brand are referred to as the brand image of that company. This impression of people is created from the interaction they have with the company along with the experience they have by using the company's products and services. By having a positive brand image, companies can attract more people to their brand, introduce new products in the market and improve the customer-business relationship.  
Brand Loyalty 
As stated by Gordon, (2021), brand loyalty depicts the positive feeling people have about a company's products or services using which they prefer those products over the company's competitor products. In this, repeat purchases are included. Customers of a company think that they provide a better-quality product than any other companies in the market. Thus, that individual keeps coming back to the company. 
Interrelation among customer satisfaction, brand image and brand loyalty 
In accordance with Dam and Dam, (2021), brand loyalty comes from customer satisfaction and the positive brand image of a business. Customer satisfaction is one of the most essential aspects that a company tries to achieve in order to retain them. By providing the perceived value of products, customer satisfaction can be enhanced. In this way, the brand loyalty of the company increases as the existing customer base can be retained. Moreover, through a good brand image, a company can create a new customer base and brand loyalty would be improved.  
Issues in maintaining brand loyalty 
As stated by Drenik, (2022), brand loyalty can be disrupted by so many things through which the company can face many consequences. When the company fails to achieve the perceived value, customer satisfaction level does decrease. In this way, brand loyalty can be damaged. A lack of ethics in business communication can also harm brand loyalty. While maintaining brand loyalty, companies might get involved in unnecessary loyalty programs which impacts the brand image and further badly affects brand loyalty. 
Overcoming strategies to enhance brand loyalty 
According to Peek, (2022), in the process of overcoming the issue while maintaining brand loyalty, they can take on several strategies. Maintaining proper business communication with their potential customer base, staying connected among different projects, and doing market research to enhance customer satisfaction can be done to enhance brand loyalty. 
[bookmark: _qdtoo3732gl1][bookmark: _Toc123054282]1.5.2 Summary 
The above section of the research has described some topics related to the research problem. The interrelation between customer satisfaction, brand image and brand loyalty has been discussed here. The section has also explained some theories and issues in creating brand loyalty. 
[bookmark: _aji6o636chfc][bookmark: _Toc123054283]Criteria 2
[bookmark: _6ezumrt469dw][bookmark: _Toc123054284]2. Research Methodology
[bookmark: _5j06t3p3i6iq][bookmark: _Toc123054285]2.1 Introduction 
This part of the research will discuss some of the processes and techniques through which data for the research will be collected. Here, the type of data will be chosen which would be analysed to get proper results about the rules of customer satisfaction and brand image on the brand loyalty of Apple.
[bookmark: _4h8ok41ycqfo][bookmark: _Toc123054286]2.2 Research Methods 
There are two types of data such as quantitative and qualitative between which the quantitative method will be used here. By using the mono method, the author of the research will choose to collect only quantitative data through which numerical data will be achieved. By having numerical data about the brand loyalty of Apple the outcome of the research would be more accurate (QuestionPro, 2022). There are many methods for collecting quantitative data among which a survey will be used here in order to get real-time data about the brand loyalty of Apple. Here a questionnaire will be prepared and given to the people who will be selected for the survey. Through their responses, the outcome of the research will be achieved (Research-methodology, 2022). 
2.3 Research Onion 
Research onion is one such framework that helps in designing a robust research methodology; simply put, it will help you to make a series of decisions that allows systematic research. We began with three assumptions, viz., ontological, epistemological and axiological, which constitute our research philosophy.
(Research onion, 7August2020)
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[bookmark: _Toc123054287]Fig1.   Research onion , Research Methods for Business Students.







[bookmark: _7iexofcntpsr][bookmark: _Toc123054288]2.5 Sampling 
The method that would be used by the author of the research for selecting the people in the data collection process is simple random sampling. Here 40 customers of Apple will be selected haphazardly in order to know about their brand loyalty towards the company (Thomas, 2022). 
[bookmark: _bioq3u7gkvxp][bookmark: _Toc123054289]2.6  Data Analysis 
By doing the survey, real-time data will be achieved from the existing customers of Apple. After gathering the data it would be analysed by identifying the percentage of responses for each question which will be provided as options. Therefore, by using excel graphs and charts the outcome of the research will be gained.
[bookmark: _bd1elfwbh29k][bookmark: _Toc123054290]2.7  Research Ethics
[bookmark: _q217hgn3z03n]The author of the research will take consent from each customer before involving them in the survey. Other than that, by following the Data Protection Act of 2018, the author of the research will keep the data safeguarded which will be only accessible to them (Fisher, 2022).

[bookmark: _whbhbi1z6bh][bookmark: _Toc123054291]Criteria 3
[bookmark: _Toc123054292]3.1 Gantt Chart 
	Activities
	1st Week 
	2nd week 
	3rd week 
	4th week 
	5th week 
	6th week 
	7th week 
	8th week 
	9th week 
	10th week
	11th week
	12th week 

	Introduction
	
	
	
	
	
	
	
	
	
	
	
	

	Literature review
	
	
	
	
	
	
	
	
	
	
	
	

	Research methodology
	
	
	
	
	
	
	
	
	
	
	
	

	Creating the questionnaire
	
	
	
	
	
	
	
	
	
	
	
	

	Collection of data
	
	
	
	
	
	
	
	
	
	
	
	

	Analysis of data
	
	
	
	
	
	
	
	
	
	
	
	

	Discussion/Interpretation of data
	
	
	
	
	
	
	
	
	
	
	
	

	Conclusion and recommendations
	
	
	
	
	
	
	
	
	
	
	
	



[bookmark: _Toc123054293]3.2 Budget 

	Factors 
	Expenses 

	Survey cost
	£80

	Data collection cost 
	£70

	Internet cost 
	£50

	Miscellaneous cost 
	£90

	Total cost 
	£290
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