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Introduction 
The current report is based on the customer satisfaction at our beauty salon. For the purpose of the report customers where surveyed with five different type of close ended questions. The primary research of the work will involve questioning the customers and analysing the data and representing them in tables, graphs and pie charts. For the purpose of the study a total of 30 participant will be asked about the customer service experience, our business is a small trading business hence the selected sample size will be representative to understand about the customer experience. From data analysis it will be easy to understand about customer’s feelings and perception about the customer service this will allow to examine the ways and means to improve our business operation and customer service standards,(Armstrong,2014). 
Literature Review 
Customer Satisfaction 
Satisfying the needs of the customers is one of the most important aspect which determines the success of a business. Customer satisfaction helps in increase the trade value, it allows to create a brand image and also it helps in creating a loyal customer base. With good customer service and satisfied customers the business will be able increase its productivity and also will be able to invest and expand the business,(Armstrong,2014). 
Every business will require to train its employees in order to provide the best possible customer care. A careful consideration should be given to understand the needs of the customers and the training program should be tailor made to address those needs. This will not only help to serve the customers better but also will help to improve the confidence of the employees when serving the customers,(Armstrong,2014). 
There are several factors that can affect the customer satisfaction this includes the nature of customer service, standard of service offered, shop floor ambience, ways and means of greeting and serving the customers, efficiency and speed of delivery of service etc. hence the management should focus in staff training, investment in infrastructure and adequate level of staff at work to minimise the waiting time considering all these factors will allow to improve the quality and standard of customers service offered to the customers,(Michael,2012). 
Customer satisfaction is very much essential for the organisation success, hence understanding the customer behaviour by conducting surveys from time to time is essential for businesses to evaluate its standard of customer service. Through customer surveys the management will be able to understand the levels of customer satisfaction with the existing service and the areas that the business and the management will have to focus in improving the methods and standards of service eg: staff training,(Michael,2012). 
Research Methodology 
Quantitative and Qualitative research are the two standard research methods carried out in order to understand a population based studies. The quantitative method is a method which is based on hypothesis while qualitative method used for collecting information for those research questions which are pre-determined. In a typical quantitative method data is collected from multiple sources these data can be of both primary and secondary in nature. Data collection is done either through surveys or through closed end questions,(Michael,2012) 
For the purpose of this report both qualitative and quantitative research method will be used while carrying out the survey. Because both these methods are complementary to one another hence using them appropriately will help to get a better understanding of the underlying in issues,(Michael,2012). 
In this report the qualitative research will be it the perception of the customers, their feedback and opinion about how the feel about the customer service and standard of delivery of service and their overall satisfaction. The data collected from qualitative research will be analysed and interpreted using quantitative methods and will be reported in the form of tables, graphs, pie charts and respective statistical models will be used to understand the dependence and independence of the data sets that are collected from the survey,(Michael,2012). 
Population 
Any research data that is collected should be a representatives to a particular group or people this group representation is called as population which is nothing but the total number of people took part in the survey through which the data is made as the representation for a wider audience. in order to save time, effort and money sampling techniques are commonly employed in population based studies. In this current work customers will be the subject of interest and which gives a better control over study design with respect to collecting the data,(Robert et al,2011). 
Sample and Sample Size 
Sample size is the common term employed in market research which basically means the total number of people took part in the study or research. Sample size is normally treated as the true representation of the population in a study design. Sample size selection should be both proportional and representative with respect to the study and it should be of reasonable size in order to getting a meaningful statistical representation,(Robert et al,2011). 
In the present study our business is a small business with an average customer flow of 20 per day. Because of the time constrain and other limitation 50 customers will be employed to understand the customer experience and satisfaction,(Robert et al,2011). 
Data Analysis 
It is a general practice in a research based study to understand the intention and perception of the target audience the current study too will aim to do the same using Likert 5 point scale. For the purpose of the study 5 questions in relation to customer satisfaction has been designed. These questions where used to in collecting the information about customer satisfaction based on Likert 5 point scale where 5 being strongly agree and 1 being strongly disagree. This method of data collection is quick, simple, easy, saves time and effort and it also helps analysing and interpreting the data in a more meaningful manner. In this present work the survey is aimed at collecting the information regarding the customer satisfaction. In this study a total of 50 participant are subjected from different age group and from both genders in order to understand the levels of customer service and the areas that requires improvement,(Raymond et al,2011). 
Ethical Standards in Collecting Data 
Any research study involves humans as subjects requires ethical approval and all the data collection should be done in accordance with the ethical standards of the data collection act. Hence in this current research prior permission and consent were obtained from the respective participants who took part in the study. This is very much essential because the information gathered from the customers will be used for the improvement of the quality of service provided by our business hence customer confidentiality should be protected and respected at all time. for that reason names of the participant who took part in the study will be kept anonymous and also the information collected will only be used only for the study purpose only,(Raymond et al,2011). 
Research findings, Analysis and Discussion 
Customer Satisfaction Survey Questionnaire 
Do you think the customer service offered meets the required standards?




	Excellent 
	Good
	Neither good or bad 
	Poor
	Very Poor

	28
	9
	8
	5
	0




With respect to customer satisfaction on the standard of service and delivery 56% and 18% percent of the customers strongly agree, agree that the customer service offered meets the required levels of standards. This results proves the customers are satisfied in getting the type of service which is value for their money. The company is able to achieve high level of customer satisfaction and standard of delivery through effective training, team working, good operational management and effective utilisation of the resources,(Raymond et al,2011). 
Do you think the company should include more beauty service to their existing list of service offered?

	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	39
	5
	4
	2
	0




78 percent of the customer strongly agree to the fact the company should broaden their product portfolio and increase the range of service that they offer. The same view is taken by 10 percent of the population while 8 percent are not sure. This result finding indicates that the customers are happy with the current service that are offered and expect the business to provide more service which will help the customers in better way or get all type of beauty service at one place. This will not only increase the customer pool, trade volume and profit but also will increase the level of customer satisfaction,(Raymond et al,2011). 
Do you think the company should offer more customer discount and promotional offers?

	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	43
	4
	3
	0
	0




86 percent of the population strongly agrees to the fact that the company should do more to offer better discount rates and sales promotion while 8 percent agrees with this view. The results indicates a strong sense of feel among the customers that they want the business to do more to provide the customers with better discount and sale promotions. The company can try out loyalty cards for regular customers, they can also try student discount and one time promotional offers buy one get one free service. These type of offers will increase the sales volume at the same time will allow the business to stay competitive,(Raymond et al,2011). 
Do you think the company should employ more number of staff to reduce waiting times?

	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	18
	10
	22
	0
	0




The study results shows 36 percent of the population strongly agreeing while 20 percent agreeing and 44 percent is not sure. This result proves a collective some overall majority of the customers feel that the company should increase the staffing levels in order to reduce the waiting time during busy periods. Increased staff level will not only help to reduce the waiting time but it will also help reduce the level of congestion in the shop floor and also will allow to manage the appointments better. The company should look to adjust its rota based on the number of appointments for the day this approach will help to reduce the waiting time,(Michael,2012). 
Do you think the company should extend its opening hours in the weekends and in the evenings?

	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	10
	10
	12
	10
	8




[bookmark: _GoBack]The study shows that 20 percent of the population strongly agree and agree to extending the opening hours while 24 percent is not sure while 20 and 16 percent of the population disagree and strongly disagree. This finding shows that there clearly different view among the population and there is no collective majority. Hence the company can continue to open the store in the normal working hours and change the opening hours during busy time of the year,(Michael,2012). 
Findings Summary 
From the results of the research findings one can conclude that overall the customers using the service were satisfied with the type and standard of service offered. Finding also reflects that that the customers feel they are getting value for the money the spent and getting good service. some customers however felt that the company should do more to appreciate the loyal customers with more discount and promotion the company will have to look on to this and work to improve its marketing and promotional strategies which will allow the company to come up with better offers and help to retain its customers and also to increase its customer base. Though the study was conducted with small proportion of the population the company should do frequent customer service in order to assess and evaluate the performance of the business this approach of the company will help the company to improve its performance constantly and the company should also have a dedicated performance management system which will allow the company to keep a track of the performance,(Michael,2012). 
Conclusion 
The survival of the business depends on the standard of operation and the level of customer service the business offers to its customers. Hence a business will have to put customer service and customer satisfaction at the heart of the business operation in order to expand its business and have a sustained level of growth. Hence the business will require to adopt several measures which will allow to understand the needs of the customers and market trend and develop a framework which will help to address those needs. 
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Do you think the company should offer more customer discount and promotional offers?


Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	43	4	3	0	0	opinions


no of volunteers








Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	43	4	3	0	0	
Do you think the company should employ more number of staff to reduce waiting times?


Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	18	10	22	0	0	opinions


no of volunteers








Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	18	10	22	0	0	
Do you think the company should extend its opening hours in the weekends and in the evenings?


Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	10	10	12	10	8	Opinions


no of volunteers








Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	10	10	12	10	8	
1.Do you think the customer service offered meets the required standards?



Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	28	9	8	5	0	Opinions


No of volunteers








Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	28	9	8	5	0	
Do you think the company should include more beauty service to their existing list of service offered?


Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	39	5	4	2	0	Opinions



No of volunteers 








Strongly Agree	Agree	Don’t Know	Disagree	Strongly Disagree	39	5	4	2	0	
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