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[bookmark: _Toc534467995]Abstract
Sainsbury is the third largest grocery retailer in UK which was started with the idea of providing foods within UK at 1869. It works only within UK. In a competitive world it is very important to ensure customer’s satisfaction. This paper is for finding out whether Sainsbury’s current services are providing enough customer’s satisfaction or not (Anderson and Dubinsky, 2004). We have taken a sample of customers and ask them to answer the questions provided. After analysing that primary data, we have found that currently the majority of the customers are satisfied with Sainsbury’s services. However, there are some urgent problems that people noted which should be solved as soon as possible. We have given a recommendation for solving these problems which can be a great threat in the future.
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[bookmark: _Toc534467996]Introduction 
Once the system of marketing a product would start by producing goods and services. There were a few manufacturers who simply produced a product and sends it in the market to sell it. They knew that the product would be sold anyway. But the system has changed. Competition has increased and now the general people have many options to choose among different competitors' products. Now the marketing process starts with the final customers who will purchase the products. Competitors are fighting among themselves to attract customers by ensuring customer satisfaction. Sainsbury is such food grocery retailer in UK that ensures the customer's satisfaction and lives for more than a century. Established in 1869 Sainsbury had become the largest grocery retailer in 1922. It is the first self-serving retailing in UK. Sainsbury consists of a chain of 872 stores and Sainsbury’s Bank. Currently they have 19 millions of customers in a week. They have store almost in every corner of the country that providing high quality foods, value to the money of customers and good services (Bergman and Klefsjo, 2010). But preference of people always changes and business firms also need to change their strategies according to customers’ choices without that firm can't sustain. Though previously Sainsbury endured customer satisfaction, currently it is a question of whether they are ensuring customer satisfaction or not (Johnson and Gustafsson, 2006).
The objective of this paper is to get the answer- are customers satisfied with Sainsbury’s services currently?






[bookmark: _Toc534467997]Literature Review:
Many types of research have already been done for finding out the variables that influence customer satisfaction. But majority of them have given almost same types of determinants for measuring satisfaction level. Satisfaction is a psychological issue. When people think they are satisfied, they are satisfied. This part covers both physical and psychological satisfaction of customer derived from the product. In this section some of the variables are explained.  
The first priority customers give in a product or services is the desired or expected value that they want from it. This is the core reason to consume a product. Without such value, people would not even consider buying a product. For example- a mobile phone may have many features but if it doesn't facilitate communication then people wouldn't try to purchase it (Galer and Horvat, 2005). Beside that price is a major factor which influences the satisfaction level. When someone is spending money they always want the benefit they get is worth to spent money on the product or services. No one basically wants to lose money without proper compensation. If the seller sells the product at a higher price where service gives less benefit, people become dissatisfied with that service provider. With that easy payment system also increase customer's satisfaction.
The communication of the staffs is one of the main factors for dissatisfaction in the retailer level business. People expect positive and friendly behaviour from the staff communicating with them. Any rude behaviour may influence the customer to switch the product seller as majority of the industries are competitive to provide same product by different competitors. To make the environment friendlier it is often seen that the staffs seem to always smile even when the customer is reacting rudely. Presentation of products and services are also important variable for ensuring customer satisfaction. Package of product attract people, they make products safe from outside environment. A well packaged product tells customer that the product is well preserved and so the quality of the product is still good. Such psychological satisfaction is important to gain trust from the customer (Tapscott, 2009).
Physical environment of a retail shop is important not only to attract the people but also to create a positive impression on people's mind. People feel good when they buy from a shop that has good decoration (Fowler, 2014). A positive physical environment is also part of benefit that people get by purchasing goods. For example: are restaurants people not only buy and eat foods but also enjoy the positive and clean environment. People are more likely to go to restaurant where environment is better.
Extra services beside the core benefits are also important factor for customer happiness. Customers may want extra benefits like information about the use of products, refund facilities, installations and credit grant for expensive goods (Cooper and Schindler, 2014). Recently home delivery services have become very popular among people. They may very busy to go for shipping or do not want to leave their places and expect to receive their desired products even if delivery charge is high. 
With the change of technology life off people has changed. That technological change has also impact on people's way to lead life. Now online shopping, ordering, refunding has become very popular among young generation. It reduces cost to search to find better goods and people want to communicate with the seller in websites. From Amazon or Alibaba we can understand how large the online market is and how much people feel comfortable to buy goods online. The excessive pressure of competitors has forced business to go for smallest market (Galer and Horvat, 2005). 50 years ago the factors explained above were insignificant. But currently, every single opportunity to increase customer satisfaction is important for business to survive and grow.







[bookmark: _Toc534467998]Research Methodology:
[bookmark: _Toc534467999]Data Structure:
Whether Sainsbury is providing enough services and satisfying the customers’ needs we will try to find that (Johnson and Gustafsson, 2006). For that reason we have made a structured questionnaire and will provide it to the customers to give their feedback. 

[bookmark: _Toc534468000]Sampling:
It is impossible to ask question to every customer one by one. So we are going to take a sample of 24 individuals. Of them, 12 are male and 12 are female. 12 of them are from 18-40 years of age and rest of the persons are above 40. We tried to ensure diversity by adding 6 members who are non-white. 
[bookmark: _Toc534468001]Research Questions:
IS SAINSBURY providing enough services to ensure desired customer satisfaction? 
1. Is Sainsbury's providing quality products?
2. The pricing Sainsbury is tagging with its product, do you think that is justified?
3. Please rank the behaviour of Sainsbury's staffs among bad, average and good.
4. Do you think the packaging and presentation of Sainsbury's products are satisfactory?
5. If you want a refund, do the business helps you?
6. Is their online service provides all the facilities that you may get when physically shopping?
7. What can Sainsbury do to provide better services that will make you feel more positive about it?



[bookmark: _Toc534468002]Data Collection Method:
There are basically two types of data collection method. The first one is primary data collection where data is collected for the first time from the main source. This data is costly and time consuming. But it is most reliable and accurate method of data collection (Tapscott, 2009).  The second one is secondary data which is collected from journals, newspapers, books, other researches. It is the use of data that are previously collected from the main source. This method is cheap but it is less reliable as previously it was collected for different objective. In this paper, we are using primary data that are collected directly from customers of Sainsbury. 
[bookmark: _Toc534468003]Analysing Method:
SPSS, Excel etc. software are used to analyse data. For this paper we are going to use Excel. We will put data collected from the customers by questionnaires and in pie chart we will show the results (Fowler, 2014). Then we will analyse overall data and try to find their reliability. After interpreting data, we will try to see the current condition of Sainsbury's customer satisfaction and recommend for future research.

[bookmark: _Toc533248223][bookmark: _Toc534468004]Findings and Analysis:
We have asked questions to our samples and have found the following outcomes.
Interpretation Q1:
When we have asked for the feedback of the product of Sainsbury, majority of the customers were satisfied with the products that are provided which is 79%. It is a good sign for them as they are able to satisfy the core needs of the customers. People were highly satisfied with the product that Sainsbury produces.

Interpretation Q2:
The grocery and food market is highly competitive and the customers are rice sensitive. So all corporation includes Sainsbury is forced give almost same price for homogenous products. The reflection is in the pie chart.Only 2 samples didn’t think that Sainsbury’s pricing was justified.


Interpretation Q3:
People were divided into the behaviour of staffs. Though the majority think that it is above average but still a huge number of people are dissatisfied with the way that staff treats the customers. 


Interpretation Q4:
Packaging and presentation is a large factor in consumer goods at retailer shops. Sainsbury sells some products that are packaged and sealed by the producers. People don’t have any complain about it (Bergman and Klefsjo, 2010). The presentation is also good that we can notice from the pie chart.


Interpretation Q5:
Majority of the people are giving positive feedback about Sainsbury’s refund system. However, many complained about not to refund some goods that may have a seal or things like baby food or frozen food. The time of refunding is also very long.



Interpretation Q6:
With the technological advancement Sainsbury has introduced the online services. They deliver the product or anyone can order goods on a day online so that the products are made ready. There are a few complain about not having the online services in few shops. Pie chart stands as:


Interpretation Q7:
People suggest different things that Sainsbury can do to increase their reputation. One thing was noticeable that majority of them suggested training staffs about handling the customers. Another portion has told to improve the online shop more. 

Overall Interpretation:
Here is the overall result of the data collected interpreted by average people’s impression. Customer is quite happy with the performance of the Sainsbury. Negative sentiment also exists which give scope to the competitors to take away the profit that should be solved (Cooper and Schindler, 2014). Overall customer’s satisfaction of Sainsbury is good.



[bookmark: _Toc533248224][bookmark: _Toc534468005]Discussion:
In competitive business world business always try to ensure customer’s satisfaction. It is important for several reasons. If customers are satisfied with the services provided they will become loyal customer. These loyal customers are fixed customers who will always help business to survive, they are less likely to switch the service providers (Anderson and Dubinsky, 2004). More importantly they promote the business by word of mouth and bring more customers. A retail shop which is less likely to give advertisement in conventional way can use this as their main promotional tools. It means satisfied customers will bring more profit for business without substantial cost. In the industries where diversity is very small and sellers sell same types of products, customers are very sensitive (White and McBurney, 2013). They can easily switch from one to others. Customers’ satisfaction is the tool for them to hold the customers. Sainsbury is in such an industry. So all the above issues are applicable to them.
[bookmark: _Toc534468006]Conclusion:
The problem of analysis with sample is that it does not give accurate picture of real scenario, as the total population is not added. The larger the sample size the better it is for the researchers. Here for this paper we have taken only 24 samples among 19 million. Which means all the data hasn't added in interpretation. Due to time constraint the research could not be extended for better result.
[bookmark: _Toc534468007]Recommendation:
This is simple research with few variables and samples. For better result, future researches should add more than 100 samples and as many variables as possible. Sainsbury is doing a good job in ensuring customers satisfaction. But there are some issues that should be focused on.
1. Shops don't provide 24 hours services which many people want as the business is much more concentrated in urban areas where city never sleeps.
2. Their online delivery system isn't available in many of their shops which people want.
3. There are always changes in the environment of the current world which change standard of satisfaction. With this changes Sainsbury should change itself.
4. Competitor's act can influence Sainsbury's customer satisfaction. Sainsbury should always track competitors’ services. 
5. Sometimes out of stock at the time of festivals happens in Sainsbury shops. It creates dissatisfaction which needed to be solved. 
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Is refunding services enough?	
Yes	OK, but need some changes	No	0.75	0.125	0.125	


Do you feel online services provide enough facilities?	
Yes	No	Don't use	0.66666666666666663	0.20833333333333334	0.125	


Overall people's impression	
Positive	Negative 	Nutral	75.833333333333329	14	10.166666666666666	

Is Sainsbury providing quality products?

Percentage 	
Yes	No	Don't Know	0.79166666666666663	0.16666666666666666	4.1666666666666664E-2	


Is Sainsbury's pricing is fair?	
Yes	No	Don’t' Know	0.91666666666666663	4.1666666666666664E-2	4.1666666666666664E-2	


Are the staffs friendly?	
No	Indifferent	Yes	0.25	0.20833333333333334	0.54166666666666663	

Is packaging and presentation good?

Is packagibg and presentation good?	
Yes	It's Just OK	No	0.875	8.3333333333333329E-2	4.1666666666666664E-2	
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