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 INTRODUCTION     


Staff training is defined as the programme which is implemented by the manager in order to give authority to staff in respect of managing their skills for executing their roles and responsibilities in appropriate manner. Training is highly crucial for employees in order to develop opportunities for success and market prominence. Using training, capabilities and abilities of employees can be enhanced so that the same can be used for managing quality performance and to manage productivity as well (Shen and Tang., 2018). With the help of training employee morale can be developed so that they can work effectively and attain overall business objectives as well. Within an organisation providing quality services to customer is considered as the major aspect for which businesses are working and managing their functions. In this manner staff training is related with giving best and quality services to customer as employees are trained to understand needs and demands of customers (Abban, 2018). The current report is related with analysing the impact of staff training over giving higher satisfaction to customers in terms of quality. On the other hand, the report is also providing various strategies to the organisation in respect of improving customer service quality. 

Research problem


The major problem of an organisation is to obtain such staff by which they can provide quality of products and services to their customers so that the organisation may deal with their competitors and acquire success into the market. In this manner organisations have issues in placing prominent training to their employees so that their employees may get to know regarding abilities to serve their customers and attain business objectives as well. So the research is emphasised over the issue of customer service and defining the role of staff training in improving customer service quality (Mason, Mbambo and Pillay, 2018). The issue is related with providing training to employees so that ultimate objectives of the training can be met and at the same time prominence in training can also be seen. 

Aim and objectives
Aim: The aim behind conducting this research is “To identify impacts of staff training on customers’ service quality”. 
Objectives
· To discuss reason of providing valuable or quality service to customers.

· To explore impacts of training of staff on customers’ service quality.

· To recommend strategies of improving customers’ service quality.
Research questions
· Why retailers need to provide quality services to customers?

· How can training, provided to employees impact on customers’ service quality?

· Which strategies Zara should adopt for improving customers’ service quality?

Justification


The major rationale of this research is to understand the concept of service quality and role of staff training in developing service quality within an organisation. The selection of this topic is personal choice of researcher as in future researcher is willing to pursue their career in marketing field. On the other hand, the research is associated with two perspectives which are known as dual perspective of researcher and would assist the researcher in executing the research in needed manner (Mmutle and Shonhe, 2017). The perspective for the research is personal and professional so that researcher would fulfil both the perspective into this. In the context of personal perspective the research will lead into enhancing various skills of researcher such as communication skills, time management skills, presentation skills, analytical skills and many other. So that these skills could be used by researcher in their career and to execute their roles in desired manner. On the other hand, in respect of professional perspective the research is helpful for investigator in different manner. As the current research is diversified in different dimensions and using such skills and aspect the same can be used by researcher in future researches so that to execute those researches in desired manner.  

 LITERATURE REVIEW


Literature review is regarded as the demonstration of knowledge in respect of research topic so that significant knowledge to the reader in terms of research topic. This is a subject area in which information is gathered through already existing literature regarding chosen topic so that knowledge of individual can be enhanced. Information gathered using literature review is specific in nature and helps the researcher to manage reliability within research. Literature review is secondary source of data collection which is directly linked with area and topic of the dissertation. Researcher uses literature review in order to fill the gap within literatures and to examine information related with the topic in appropriate manner. In the current research information is gathered using various literatures so that to gather knowledge regarding research topic.  

Why retailers need to provide quality services to customers?


According to Akter and et. al., (2019), good customer service refers to the situation of building good relationship with consumers. Retail companies make them feel as though their consumers are important to them by making positive experiences. This assists in ensuring that customers leave the stores with a great impression. This also facilitates in leading to customer loyalty and positive ratings on social media. There are several things that contribute in creating a positive experience inside the stores such as store environment, products, price etc. Therefore, the customer service is the aspect that leaves a lasting impression. For retail companies, it is quite easy to monitor and influence the service provided by their staff. Some of the needs of providing good customer service for retail industry are explained below in a brief manner. 


Retains customers: One of the main needs of providing high quality services to customers is retaining them. Keeping loyal and existing customers is less expensive in comparison of getting and attracting new ones. It is identified in different conducted surveys that attracting new customers cost five times more than retaining existing customers. Customers who are satisfied become devoted purchasers when an organisation is trustworthy and offers good customer service (Hewagama and et. al., 2019). It is also determined that 70% satisfied customers always return to make new purchases. 


Provides value: Great customer service is necessary because it focuses on treating customers well, answering queries of customers and fulfilling expectations. Companies create different programmes so that customer service could be enhanced in the stores and outlets. This approach assists companies to engage existing customers and building stronger relationship with new ones. 


Prevents business failure: It is determined that many retail firms shut down because of they are unable to satisfy customer and provide great customer service quality. The major problem that contributes in the permanent closing down of retail firm is poor customer service. Purchasers become frustrated over small issues because that are not addressed by the company at right time. This generally happens when company does not have right customer service associates. Hence, when retail firms give proper attention to resolving queries and issues of customers at appropriate time. 

Reduces high employee turnover: Employees are the individuals in an organisation who continuously work for retail companies. These employees need appreciation for their work contributions, treat consumers fairly and encourage new ideas. When companies satisfy employees in the organisation then they improve their efforts to satisfy existing customers as well as attracting new customers.  


Creates endorsements: Loyal customers are the individuals who create positive endorsements and great online reviews that could assist businesses strengthen the brand. A loyal consumer has the capability of attracting other customers so that company could easily attract other people also. Maximum number of customers tell others about their excellent customer service experiences and satisfied consumers return to an organisation when they experience great customer service. 


Therefore, it is important for retail companies for getting knowledge by first-hand experience so that they can how their staff is performing for improving experiences of customers within stores. Companies implement programmes for improving the quality of customer service provided.

How can training, provided to employees impact on customers’ service quality?


According to Koc (2020), training is the method through which companies focus on increasing knowledge and skills of employees in such a manner that they put more efforts for improving customer experience. Training has positive impact on customers' service quality. Companies believe that trained workforce is more beneficial for the retail companies because they bring great innovative ideas. Employees who have attended different training sessions find their assigned activities easy as they already have detailed knowledge to perform their tasks. Creative and innovative ideas are developed by employees when they get trainings and this assists in attracting large number of new customers and retaining existing customers. When they get innovative ideas their confidence level boosts up and treat customers with greater confidence. 


Customer service skills is one of the trainings that are given to employees so that they can address and respond to complaints of customers. In these employees are trained for improving their soft skill so that they can easily manage customers of the retail organisation. This kind of training is given to employees of Zara so that they can resolve issues of customers and provide them high quality service. Employees are also given training to use different ways for understanding the needs and requirements of customers so that they can be provided with the products that can fulfil their requirements and needs. Trainings are the programmes that help employees to improve quality of the products and services so that they can make great position in the market in the presence of different competitors. Employees are also appreciated in the organisation which eventually encourage them to do their work with greater efficiency and effectiveness. Employees and customers of a retail organisation are directly connected because they both are necessary for success and development. Learning and training sessions increase the knowledge and skills of whole workforce which assist them in completing their work and decreasing errors while giving services to customers (Ali and et. al., 2021). 


Improving customer service quality by using several training methods help retail company to increase customer retention, loyalty, and satisfaction. With the assistance of training, representatives of customer service improve the ability of resolving issues and reduce the number of return calls. Generally, trained workforce is capable enough of addressing the concern at the first point of contact, which highly improves customer satisfaction. The improved way that personnel interact with customers lead to the consumer feeling respected and appreciated. This appreciation is quite crucial for the success of an organisation as it is the foundation for customer loyalty and repeated patronage. Hence, training and learning sessions for employees are necessary and essential for satisfied customers. Employees get required knowledge at right time through which they manage and control queries of customers in a systematic and faster manner.

Which strategies Zara should adopt for improving customers’ service quality?

According to (Kirillova and Chan, 2018), Customer service plays an important role in the business because it directly affects the brand reputation, profits, future growth and customer value. Zara is considered as one of the famous largest global fashion companies which specializes in producing changing fashion products such as clothing, shoes, accessories, beauty, perfumes and swimwear. Quality service for customers is the foundation for achieving long lasting success in any business. With the changing market trends and evolving expectation of customers it is prominent for companies to provide better service to their customers. In order to achieve high growth and profitability, it is necessary for Zara to offer quality services to their customer so that they feel happy and great while experiencing shopping. There are several strategies that the company must consider to improve the quality of customer service:
· Seek customer feedback – In order to offer excellent services to customers, it is important for Zara company to first understand their needs, expectations, and problems. The company must focus on providing multiple ways for sharing feedback so that they can share their thoughts and views about the products and their quality. This will help the company to gain the real insights about product and service they offer to their customers so that they improve in the areas where it is needed. 
· Strengthen team of customer service – For improving the quality of customer service, it is important for Zara company to build a strong team for providing customer service. The company must provide proper trainings to their employees for improving skills and knowledge. Effective work of customer service team helps in delivering high customer satisfaction and experience which increases the sale of of the company (Hong, Choi and Chae, 2020). The company can also offer rewards, gifts or incentives to top performers because this will help in motivating and encouraging employees for achieving customer service goals. 
· Use CRM systems – Most of the companies find it difficult to establish effective coordination between different teams which leads to create dissatisfaction among customers. To overcome this issue, Zara company must streamline their employees by using smart and effective CRM systems. This helps the company in ensuring that every employee is on same page which is considered important for establishing high standards of customer service (Sommovigo and et. al., 2019). CRM system will provide useful information related to their customers to the company which helps in understanding their customers needs and wants in a better way. 
· Accurate knowledge of products and services – To improve the customer service quality, it is necessary for Zara company to have a deep and thorough knowledge about their products and services. The company must focus on delivering profound knowledge about the product and services they offer to their customers to make them understand the ins and out of the specific product (Sotiriadis, 2017). This will help their customers to solve problems and issues that they face while using the product and also provides solutions to make the use of product easier. 

These strategies help company to improve their customer service quality in order to gain competitive advantage. Great customer service quality will help the company in improving brand awareness, drive sales, gain loyalty of customers and attracts new customers by valuable recommendations (Jaworski and et. al., 2018).       

 METHODS AND METHODOLOGY 


Research methodology is a tool which is used to analyse the data, ensure that the result is valid and address the objectives of research. The main motive of research methodology is to explain the reasoning behind different approach to research. 
Research strategy:

Research strategy is a plan which provides direction to researcher for collecting relevant data in effective and efficient manner. There are two types of research strategy such as qualitative and quantitative research strategy. In this research, the chosen research strategy is quantitative research as it helps in collecting the facts and statistical data related to the effectiveness of staff training for improving customer service quality (Norris, 2016). There are different types of quantitative research such as correlational, experimental, descriptive and casual comparative. 
Research approach:

Research approach includes the plan and procedure which relate to the investigation and also assist in collecting appropriate results. By using approaches, researcher can make decision and also attain the objective of research. Research approach are of two types such as inductive and deductive (Huang, Fang and Chen, 2017). In this research, deductive approach is chosen as it is related with taking out the research in quantitative manner.  It also helps in saving the time as researcher don't need to develop new theory. 
Research philosophy:

Research philosophy generally deals with sources and development of knowledge. There are two types of research philosophies such as interpretivism and positivism. Under this research, positivism philosophy is chosen as it helps in shaping the behaviour of individuals. The positivism philosophy generally gives in-depth knowledge and insight related to the research topic  (Brown, 2017).  
Data collection:

Data collection are of two types such as primary and secondary data. Through primary data collection, researcher collects the first hand data by conducting interview, survey and questionnaire. The secondary data collection generally focus on collecting second hand data which are available on official pages and internet (Long, 2016). For this research study, primary and secondary data are used by following literature and questionnaire as well. 
Sampling: 


It is the procedure that assists in choosing right number of respondents to collect primary piece of information. This method is major categorised into main types that are: probability and non-probability sampling. Research has chosen probability sampling because it accommodates in selecting large number of respondents and collecting relevant and reliable data from them. It also gives equal chance to each respondent so that every respondent can get equal chance in a systematic manner. The probability sampling also follows random sampling method so that particular criteria is not required to choose respondents. 30 employees were chosen from Zara to gather information from them because they can only give right information about the topic.

ANALYSIS & DISCUSSION 

Frequency Distribution Table

	Q1) Do you think customers are important for the success and development of any retail business?
	Frequency


	a) Yes
	24

	b) No
	6

	Q2) As per your opinion, what is the major reason of giving valuable and quality services to customers within Zara?
	Frequency

	a) Prevents business failure
	3

	b) Provides value
	4

	c) Retains customers
	5

	d) Positive brand image
	7

	e) More positive marketing 
	2

	f) Higher sales
	9

	Q3) Do you think by offering high quality services to customers, retail businesses are able to increase their profitability level?
	Frequency

	a) Yes
	26

	b) No
	4

	Q4) As per your view, do you think training is the method which is considered by Zara for making their employees efficient and effective? 
	Frequency

	a) Yes 
	22

	b) No
	8

	Q5) As per your view, what is the best strategy used by Zara to train employees for customer service?
	Frequency

	a) Encouraging active listening
	7

	b) Seeking customer feedback
	10

	c) Training employees to listen 
	5

	d) Improving soft skills
	8

	Q6) According to your experience in Zara, what is the impact of training strategies over customers' service quality?
	Frequency

	a) Positive impact
	21

	b) Negative impact
	5

	c) Neutral impact
	4

	Q7) As per your knowledge, what is the best strategy adopted by Zara to improve customers' service quality?
	Frequency

	a) Team working
	4

	b) Appreciating employees and boosting their confidence
	3

	c) Soft skill training to staff
	5

	d) Personalisation of customer service
	6

	e) Zara accustomed experience blueprint
	9

	f) Timely response to customer complaints
	3

	Q8) Do you think continuous evaluation of employee performance and interactions help Zara to improve customer service quality?
	Frequency

	a) Yes
	25

	b) No
	5


Data Interpretation
Question 1: Customers are important for the success and development of any retail business
	Q1) Do you think customers are important for the success and development of any retail business?
	Frequency


	a) Yes
	24

	b) No
	6
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Interpretation: From the above mentioned graph, it is evaluated that 24 respondents have responded yes that customers are important for the success and development of any retail business because they are the end user of the offerings offered by retail businesses. It is analysed that retail firms make various strategies and methods so that they can attract large number of customers and increase the number of sales. The rest 6 respondents have said no that customers are not that important for the success and survival of any kind of retail businesses because there are other significant aspects that are essential for the development and survival of retail firm. 
Question 2: Major reason of giving valuable and quality services to customers within Zara
	Q2) As per your opinion, what is the major reason of giving valuable and quality services to customers within Zara?
	Frequency

	a) Prevents business failure
	3

	b) Provides value
	4

	c) Retains customers
	5

	d) Positive brand image
	7

	e) More positive marketing 
	2

	f) Higher sales
	9
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Interpretation: As per the above analysed and evaluated information through drawn graph, it is analysed that 3 respondents have said that prevents business failure is one of the major reasons to give quality services to customers because this increases number of customers. The other 7 respondents have said that provides value is the other reason because it assists in increasing value of the different offerings of the company. Another 5 respondents have said that the main reason is that it retains customers for the company for longer period of time. The other 7 respondents have said that positive brand image is the other reason that influences company to give quality services to customers. The other 2 significant respondents have said that more positive marketing is the main reason because it makes company to promote products to customers. The remaining 9 respondents have said that higher sales is the significant reason because it accommodates in satisfying customers so that they can make more number of purchases.  
Question 3: Retail businesses are able to increase their profitability level
	Q3) Do you think by offering high quality services to customers, retail businesses are able to increase their profitability level?
	Frequency

	a) Yes
	26

	b) No
	4
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Interpretation: As per the above mentioned information, it is evaluated that 26 respondents have said yes that offering high quality services to customers, retail businesses are able to increase their profitability level because customers make purchases and when they get great services then they make additional purchases. Hence, it makes company to increase profits at higher rate. The rest 4 respondents have answered no that it is not necessary that an organisation can increase profitability level through providing high quality services to customers. 
Question 4: Training is the method which is considered by Zara for making their employees efficient and effective
	Q4)  As per your view, do you think training is the method which is considered by Zara for making their employees efficient and effective? 
	Frequency

	a) Yes 
	22

	b) No
	8
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Interpretation: From the above mentioned information, it is understood that 22 respondents have said yes that training is the method which is considered by Zara for making their employees efficient and effective because it assists in increasing the needed skills and knowledge of workforce. The rest 8 respondents have answered no that training is not that important because employees sometimes need motivation and encouragement so that they can provide great quality services to customers. Hence, it is said that majority of respondents think that training is the essential element because it helps in treating large number of customers with great quality service. 
Question 5: Strategy used by Zara to train employees for customer service
	Q5) As per your view, what is the best strategy used by Zara to train employees for customer service?
	Frequency

	a) Encouraging active listening
	7

	b) Seeking customer feedback
	10

	c) Training employees to listen 
	5

	d) Improving soft skills
	8
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Interpretation: From the above accumulated piece of information, it is analysed that 7 responders have answered that encouraging active listening is the best strategy considered by company for giving training to employees so that quality of customer service could be improved each time. When employees are able to improve their listening skills then they become more capable of understanding the needs and requirements of the customers. Listening skills are necessary among employees so that they can give importance to each tiny detail to detailed information. The other 10 respondents have said that seeking customer feedback is the other significant strategy because it assists in knowing the areas where customers think company lacks and has scope of improvement. They have said that feedbacks from customers help company to come up with effective and efficient strategies to improve their customer service. Another 5 responders have said that training employees to listen is the other best strategy because this makes employees to know that listening is quite significant as it is directly linked to the evaluation of improvements required for conducting activities. The rest 8 respondents have said that improving soft skills is the other main strategy because it helps in speaking skills and etiquette skills of the employees.     
Question 6: Impact of training strategies over customers' service quality
	Q6) According to your experience in Zara, what is the impact of training strategies over customers' service quality?
	Frequency

	a) Positive impact
	21

	b) Negative impact
	5

	c) Neutral impact
	4
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Interpretation: From the above accumulated content, it is understood that 21 participants have responded that there is positive impact of training strategies over customers' service quality because these strategies make employees understand the way to learn about the needs and requirements so that services can be provided according to them. The positive impact can be also seen as customers make large number of purchases from the organisation as they get great services in the organisation. Employees get the chance to make customers satisfied in the company so that they can improve the profitability and revenue level of the whole retail organisation. The other 5 respondents have said that there is negative impact of training strategies over customers' service quality because it increases the level of competition in the working environment and create conflicts in the organisation. The rest 4 respondents have answered that there is neutral impact of training strategies over customers' service quality because they think it has not created any positive impact nor negative impact.  
Question 7: Best strategy adopted by Zara to improve customers' service quality
	Q7) As per your knowledge, what is the best strategy adopted by Zara to improve customers' service quality?
	Frequency

	a) Team working
	4

	b) Appreciating employees and boosting their confidence
	3

	c) Soft skill training to staff
	5

	d) Personalisation of customer service
	6

	e) Zara accustomed experience blueprint
	9

	f) Timely response to customer complaints
	3
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Interpretation: As per the above given detailed information in the tabular form, it is interpreted that 4 respondents have said that team working is the best strategy adopted by company for improving customers' service quality because it helps in making every employee to put equal efforts so that service quality of customers could be improved. The other 3 responders have said that appreciating employees and boosting their confidence is the other strategy because employees get to know that they get more benefits when they provide great customer service. Another 5 participants have said that soft skill training to staff is the other strategy in which employees are taught about learning and speaking skills so that they can behave and treat nicely every customer. The other 6 respondents have answered that personalisation of customer service in which customers are provided with services they personally like and this also helps in knowing more about the customers of an organisation. The other 3 significant respondents have said that timely response to customer complaints is the main strategy because it assists in addressing every complaint of the customers at right time. 
Question 8: Continuous evaluation of employee performance and interactions help Zara to improve customer service quality
	Q8) Do you think continuous evaluation of employee performance and interactions help Zara to improve customer service quality?
	Frequency

	a) Yes
	25

	b) No
	5
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Interpretation: With the above detailed assembling piece of information, it is analysed that 25 respondents have answered yes that continuous evaluation of employee performance and interactions help Zara to improve customer service quality because this helps in understanding about the weak areas at right time. The rest 5 respondents have answered no that continuous evaluation is not that important for improving customer service quality because it creates pressure on employees and with pressure they do their work with mistakes and errors. 

DISCUSSION
Theme 1: Why retailers need to provide quality services to customers?

As per the above information it is being identified that retailers focuses on providing quality services to its customer in order to improve the performance and productivity of business. The retailers need to provide quality services in order to retain customers, provide value, prevent business failure, reduce high employee turnover and create endorsements. By providing high quality of services, company can retain customer and also make them loyal towards the brand. In order to retain customers, it is important for organisation to satisfy the need and wants of people (Amin, 2016). The high quality of services also helps in providing value to its customer by solving their queries, meeting expectation and handling the complaints.  Through providing quality services to customers, Zara can prevent business from failure (Macdonald,  Kleinaltenkamp and Wilson, 2016). Thus, it is important for organisation to satisfy the need and demand of consumers in order to make the business successful in market. By offering quality services, organisation can also reduce the turnover rate of employee by treating them fairly and appreciating their contribution within workplace (Johnson, Park and Bartlett, 2018). 
Theme 2: How can training, provided to employees impact on customers’ service quality?

It is being identified from the above discussed information that training and development creates a great impact on the customer service quality as it helps in improving the knowledge and skills of staff due to which they give better output. Zara organises training and development program for their employees so that they can understand and identify how to treat customer and solve their queries (Ostrom and et. al., 2015). Training also helps in boosting the motivation and morale level of staff due to which they contribute their best efforts in engaging with customers. The trained workforce helps in solving the queries and problems of customers due to which company can create strong customer base. In order to satisfy the customer, organisation focuses on providing training opportunity to employees so that they can understand the problems and treat consumers in efficient and effective manner (Bibi, Ahmad and Majid, 2018). 
Theme 3: Which strategies Zara should adopt for improving customers’ service quality?

From the above information it is being analysed that there are various strategies which are adopted by company in order to improve the customer service quality such as seeking customer feedback, strengthening team of customer service, using CRM system and providing accurate knowledge of the products and services. In order to improve the customer service quality, it is important for Zara to focus on asking for feedback so that they can make changes accordingly (Garavan and et. al., 2019). The feedback helps in improving the performance and efficiency of business and also company can attract more and more customers towards the brand by satisfying their problems. The other way for improving the customer service quality is to strengthen the team of customer service (Wang, So and Sparks, 2017). It is necessary for organisation to focus on hiring efficient staff within customer service department so that they can handle the queries and problem of customer in significant manner. Zara can also use CRM system in order to improve the customer service quality as it helps in providing relevant information related to the consumers and understand their needs and wants in better manner. 

CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS FOR FUTURE RESEARCH

Conclusion


It is being concluded from the above information that in order to gain competitive advantage in market, it is necessary to provide high quality of services to its customer. As, customers are the key ingredients for the company, so it is important for business to satisfy the needs and wants of people to gain competitive advantage in market. Retailer needs to provide high quality services to its customer for attracting and retaining them. Through providing better quality of services to people, company can retain their loyal customer and also improve the profitability of business. Thus, it is necessary for organisation to gain loyalty of people by offering them good customer service. Better customer service also helps in providing value to its customer by answering the queries and fulfilling their expectations. Training and development creates a great impact on customer service quality. Company generally focuses on providing training and development opportunity to its employees so that they can perform well and contribute their best efforts in satisfying the need and wants of consumers. Training and development helps in improving the knowledge and skills of employees due to which they learn how to treat customers and how to solve their queries. In order to improve the customer service quality, company focuses on implementing various strategies that helps in providing better quality of services. Through implementing different strategies, company can attract maximum number of customers towards the brand due to which the performance and productivity of business gets improved. It is important for organisation to collect the feedback of customers in order to solve their queries and make them satisfied. By collecting feedback, company can also make changes and improve their business performance. 

Recommendation

· It is being recommended from the above information that organisation must focus on improving the quality service of customers in order to create strong customer base and attract maximum number of people towards the brand. It is important for Zara to provide training and development opportunity to their staff so that they can show respect to customer and also make them satisfied. 

· In order to improve the customer service quality, it is necessary to provide fast and convenient customer support by addressing the query and issues of consumers in effective and efficient manner. Zara must focus on valuing the time of customer as it helps in attracting people towards the brand due to which they become repetitive customer of company. 

· Zara must also focus on offering personalised customer service so that they can create loyal customer and also fulfil the need and demand of people. Through offering personalised experience, company can focus on retaining customer and provide them the services according to their demand. 

Limitations of the research 


Conducting an investigating is not an easy task because it involves multiples tasks and activities and eventually researcher must face certain limitations and challenges. Some of the limitations faced by researcher while conducting the investigation are: mismanagement of time, finding right type of source for collecting raw and second-hand information, budget issues and many more. The other limitation faced by researcher is that this covers information through questionnaire and this has created limited scope for respondents to select option from the available 4 options. This has discouraged interest of selected respondents because they were not able to provide their appropriate view. 
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APPENDIX
Questionnaire

	Q1) Do you think customers are important for the success and development of any retail business?

a) Yes

b) No

Q2) As per your opinion, what is the major reason of giving valuable and quality services to customers within Zara?

a) Prevents business failure

b) Provides value

c) Retains customers

d) Positive brand image

e) More positive marketing 

f) Higher sales

Q3) Do you think by offering high quality services to customers, retail businesses are able to increase their profitability level?

a) Yes

b) No

Q4) As per your view, do you think training is the method which is considered by Zara for making their employees efficient and effective? 

a) Yes 

b) No

Q5) As per your view, what is the best strategy used by Zara to train employees for customer service?

a) Encouraging active listening

b) Seeking customer feedback

c) Training employees to listen 

d) Improving soft skills

Q6) According to your experience in Zara, what is the impact of training strategies over customers' service quality?

a) Positive impact

b) Negative impact

c) Neutral impact

Q7) As per your knowledge, what is the best strategy adopted by Zara to improve customers' service quality?

a) Team working

b) Appreciating employees and boosting their confidence

c) Soft skill training to staff

d) Personalisation of customer service

e) Zara accustomed experience blueprint

f) Timely response to customer complaints

Q8) Do you think continuous evaluation of employee performance and interactions help Zara to improve customer service quality?

a) Yes

b) No


2

_-1428170632.unknown

_-1463035008.unknown

_-1463035776.unknown

_-1428174472.unknown

_-1458020472.unknown

_-1341969304.unknown

_-1426348688.unknown

_-1284432808.unknown

