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Introduction
In this report I will be discussing different aspects of customer satisfaction at work. Further more, I will be discussing qualitative and quantitative research methods, primary and secondary source of data, population and sampling. This report will also consist of a method used for data collection for a survey of customer satisfaction. A questionnaire will be produced for primary source of data to find out customer satisfaction on driving lesson. Additionally, an analysis of the findings will be presented using pie chart and graphs. Furthermore reliable source will be shown to back up my findings and understanding.

Customer Satisfaction:
Businesses regardless of their size use customer satisfaction surveys to gather information from clients and customers on how satisfied they are with any products or services they receiving. The most important link to businesses are their customers. Therefore customer satisfaction and loyalty should be high on agenda alongside the long term goals. Companies know that customer satisfaction is a key component for the success of the business and customers play a vital role in expanding market value, those who are aware of this usually hold top positions in a market. Customers are people who buy goods and services from service providers or companies that meet their needs and wants. By making sure companies provide value for money product or service they will increase the number of customers and hold long term relationships. Not only that but these customers will help to attract the new customers by providing or sharing the product information and services of the companies. Satisfying customers is not an easy task, especially with many competitors in the market along with multiple developing marketing channels. Therefore it crucial to provide the best value for money product or service within the market because without customers there is no business (Khadka. K, el 2017).
It is believed there are fifteen key elements that influence customer satisfaction. They are; accessibility, navigation, page load speed, language, memory, personalized, convenience, intuition, real time, simplicity, logic, deliverability, choice, community and moment of truth (Carter, September 2017). These may not be applicable to all customers, service providers or organizations. I will talk about few of them relating to my workplace. For example as a service provider it is vital for my customers to find me  hence accessibility is important as I am not office based. Clients find out about my services through word of mouth, headboards and through other service provider and competitors. Language is an important factor for my clients as many of them hold English as their second language, they feel comfortable knowing I speak their language and can deliver the service to them in their own language. Real time and delivery works hand in hand with my services; 48% of clients or customers are not willing to wait more than 5 days which means showing up when they need the services and booking them in within 5 working days. When providing the service to the client I am well aware of the community I serve. Therefore I have to take in consideration of the mothers duties and give them lessons when it is best suited to them, this may mean working weekends and evenings to suit the clients needs.

Research Methodology: 
Qualitative research is an in-depth detailed view of the participants in a survey. This form of research is often gathered from relatively small sample of people and gives a ‘micro’ view of the issue you are examining. However a relatively small amount of data does not make the researcher’s job easier as qualitative data is in the form of words, descriptions and narratives it can be very difficult to analyse. Researchers need to do lot of intelligent interpretation of the data, explain and justify their decisions. Some of the advantages of qualitative research are; perceptions of participants can be considered, participants can elaborate what they mean and it is appropriate when detailed understanding is required. Some of the disadvantages can be; due to sample size it is not always generalized, conclusions need to be carefully looked at and accusation of being unreliable can be common. 
Quantitative research focuses on quantity of things and generally takes the form of numbers. Researchers count or quantify these to come to some form of conclusion. Generally large sets of data will be involved and different techniques are used to analyse these. Quantitative data provide a ‘macro’ view as it involves large numbers. Quantitative research is often appropriate for systematic standardised comparisons. Analysis is often considered reliable due to statistical methods and conclusions are generalized because of large sample sizes (Lancaster, 2016).
I will be carrying out a research on customer satisfaction for driving lessons. The best suited method for this kind of research would be quantitative research. This will give me a ‘macro’ view of the students general feeling of the service provided and if it is good value for money. This method would be practical for my research as conclusions are generalized and it is easier to analyse unlike qualitative research. 
Population is the number of people living in a country or region. It is believed the current population of the UK is 66,770,445 as of Friday, January 4, 2019, based on the latest United Nations estimates and is equivalent to 0.87% of the world population. Population density in the United Kingdom is believed to be  277 per Km2 (717 people per mi2) (Secretariat, 2017)
For my research my sample size is twenty students due to the time restrain and resources. They are randomly selected as they are all female.

Data collection Process: Data is collected for many reasons, for example; to solve problems, to make decision, for future references, to generate income or even to work out expenditure and to find out customer satisfaction. Some data is collected to be used as secondary resources in the education sector. Data can be collected in many forms i.e. through handing out forms to be returned, can be interview face to face or over a telephone and observation. As this data is collected first time and directly from clients, it is called  Primary data. Secondary data is when the data has been collected by someone else and is being used by another person, this mostly takes place in settings. Secondary data follow up can result to primary research for further data. 
I collected my data by handing out questionnaires to the client. The client were all female and of different age group and different walks of life. It was females only due to the fact all my clients are female. 


Ethical Considerations: 
Ethical Consideration and the Data Protection Act 1998, needs to be considered when any form of data is collected or research is carried out. It is especially important if the research involves interaction with members of the general public or businesses. Although the research are mostly well intentioned, there maybe a possibility of the interaction being unintended harmful for the participant. This can include psychological harm, financial harm and social harm. As a researcher, it is the researchers’ responsibility and duty to consider whether any type of harm could occur and put in any mechanisms to remove them, one must not knowingly do harm. Participants of the survey or research must be aware and fully understand what they are being asked to do and if any harm or negative consequences are involved. Most effective way to address this informed consent issue is through the use of an information sheet which should enable them to carefully consider whether they will participate. (Publication, 1991) 
When dealing with the general public it is a one to one service I provide to my client, it is therefore important for them to know that I would not penalise them for their responses or treat them differently compared to before they had taken the questionnaire due to positive or negative feedback. The questionnaire was designed so that the client did not need to input any of their personal details for example names, address or date of birth. Once they had completed the questionnaire they had to fold it up and put it in a box and the box was opened for analysis once all twenty client had completed it. There was one or two clients who were hesitant but when I explained to them that it was anonymous as their personal detail was not there, they agreed. 







The following question was asked in the questionnaire to the clients.  
Q1. Is the price of the product value for money?

The above result tells us that high number of client agreed the service was value for money and same can be said for clients who strongly agreed to it. This can be due to the fact that the clients have done price comparisons hence they are well aware of the current rates. For the one client who said she did not know, it could be because she was recommended and did not carry out any price searches which is the case for some clients. 

Q2. Are you happy with the way service is conducted?

I had ten response for agreement to a happy service, eight strongly agreed and two clients said they do not know. Some clients have had bad experiences in the past and were able to compare. The two clients who said they do not know can again be due to the fact that they have never had any previous experiences so were unable to compare. 
Q3. Do you feel you can discuss your concerns with the instructor?

Fifteen of the clients agreed they were able to discuss their concerns and five strongly agreed. This was good to know as different clients have different ability levels to learn and if they are not comfortable with asking questions and not able to share their concern, how are they going to make any progress.  

Q4. Do you think time keeping is good?

Time keeping is a very important factor in this trade and it is very important for the client to get the time they are paying for and it is a good start to start on time. If clients are waiting around for the instructor to turn up in time, it is very unlikely they will continue to take up the service or recommend you to potential clients. Fourteen clients said they agree time keeping was good while six clients strongly agreed.  




Q5. Do you think the environment the training is carried out in is good?

Ten clients agreed the environment was good, six said they strongly agreed and 4 clients said they do not know. Again the outcome of the result can be due to a number of reasons; clients may have had previous experience and are aware of where they trained before or simply they just felt comfortable in that particular area. The four clients that said they do not know, could be because they are new to all this and have not had any previous experience and cannot differentiate between a good training environment and a bad one. It is good to know majority agreed. 

Conclusion 
In this report I have tried to capture the result and explanation of the survey carried out for customer satisfaction for a driving tuition lesson. A set of the questionnaire was handed out to clients for them to answer. Due to the type of survey I had limitations on the number of questions set and the style of answers I could get as a result. It was quantitative research and the sample size was twenty clients, which was ideal for this kind of research. Overall I have found out very useful information about how my clients feel about the service and if it can be improved or even retained as it is, there maybe potential to retain the client at present and numbers can go up even higher. For future refences it may be a good idea to carry out another research method using similar questions but carry out qualitative research, to make improvements to the service or even get recommendations from the clients of what they would like to see improved on.  
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Answer	Don't know	Agree	S. agree	Disagree	S.disagree	0	15	5	0	0	


Time keeping	Don't know	Agree	S. agree	Disagree	S. disagree	0	14	6	0	0	


Environment	Don't know	Agree	S. agree	Disagree	S. disagree	4	10	6	0	


Number	Don't Know	Agree	S. agree	Disagree	1	12	7	0	0	


Answer	Don't know	Agree	S. agree	Disagree	s. Disagree	2	10	8	0	0	
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