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Introduction
This report will consist of a literature review based on the topic of the importance of customer satisfaction within a business/company. The reason why I chose to discuss this topic is because I feel this is a very strong and essential subject as every company wants to expand and generate revenue, but the only way they can do this is by providing 100% customer service, listening and being attentive to customer needs, which will therefore result in 100% customer satisfaction.
 I believe whilst researching this topic, I will discover the data that has been collected through research methodologies such as primary research. In regards to this, I will be analysing the data that I have gathered from surveys and present them in a bar graph and pie chart which I will then analyse the finding and help me come to a conclusion of the whether or not customer satisfaction is important that from the research method that was used to carry out the finding. 
Background
This report will have different types of research methodologies that I will use, such as primary research and secondary research to help collect information as well as using some Qualitative and Quantitative data to help gather information through a survey for the chosen topic. Customer satisfaction plays a vital role to every company says (Ben, 2016) as this is the focal point and key which helps to achieve and reach company goals. 
Customer satisfaction is an essential in any busy as this will plays a huge role in how much a income a business can generate from the satisfactions of its customers. However, on the other hand, customer dissatisfaction can have the reverse effect on a business, as cited by (Alfonso.P, et,al.,2014). He conducted a research and found that unsatisfied customers on a average, based around 9-15 people talk about their bad experience that they were faced with after feeling unsatisfactory with a business, this therefore, shows that customer satisfaction plays a major role in how any business is operated, for example, this research (Alfonso. P, et, al. 2014) shows that if out of those 15 people, 9 were to turn away from bad customer satisfaction this will then result in a bad loss for the business and then become a gain for other competitors.
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According to these studies it is crucial that customer satisfaction is always at the top of the priority list. However, many leading business owners like Richard Branson, who has said "Clients do not come first. Employees come first. If you take care of your employees, they will take care of the clients" as cited by (Alex, 2018). According to this, it is clear that not every business will follow the same procedure in order to attain its customer satisfaction to the level of high priority as they put other factors first; in this case, it is the employees.

The advantage of customer satisfaction has a huge influence in a business as without some customers there would not be a business. Satisfying the needs of one customer, will then circulate and will bring you more customers. As the customer always talks about their experience they had with a business, whether it is good or bad. If it is good, then other customers will look into going to the same business/company. And from that, it starts a cycle of customers being satisfied with the company, they then discuss it, and others will then go to that company, this is then how the business/company generates and becomes well known globally, this will lead to growth of profit and establish a bigger market.
The disadvantage of customer satisfaction is that due to being so focused on providing customer satisfaction, companies or businesses often forget the other contributing factors towards the business, and often neglect the employee’s hard work. They at times feel unappreciated, which may then result in them not giving their 100% effort towards the company. 

Aims and Objectives

The aims and objectives is to discover and come to a conclusion of the importance of customer satisfaction within any business or company and also to determine whether or not customer satisfaction has an impact on the business or company. As others may argue that customer satisfaction does not play any contributing factors towards a successful business. I would like to carry out research of my own and come to a conclusion.

Method
Qualitative Research
Qualitative Research is mostly about collecting verbal and visual information from other sources rather than using numerical figures and statistics to form a conclusion. The information that has been collected is then assessed and processed which helps to come to a conclusion. Qualitative research can be in the form of observations or through interviews.
Quantitative Research
Quantitative Research is used to calculate the dilemma by producing data of numerical figures and then it is converted and used into statistics to help form a decision and come to a conclusion with the data you collected. Quantitative research is more controlled and specific than the techniques used to gather Qualitative research. Quantitative research can be in the form of various surveys such as online surveys or polls which is used to collect the data.
Sample and Sample Size

Sample size is something that is used in the field of market research. It is used to explain the number of subjects that are incorporated in a sample. Our knowledge of sample is that a set of subjects are chosen from the public population and are then expected to be a representation of that topic that is being researched on, which will then be evaluated and concluded.

So for my research of customer satisfaction, I have selected 50 people that are the general public whom all shop at retail. So I will be asking my sample size the questions for my survey to assist me in my research for customer satisfaction.
I used two types of graphs, a bar chat and a pie chart to give a better understanding of the results that I have collected from the public. I mostly used the qualitative research method to gather my information.

Results

 


The results that I gathered from this survey that I created, I have discovered that 58% have strongly agreed, while 22% agreed with the statement,12%  were unsure and voted the “don’t know”, 6% disagreed ,and the remaining 2% strongly disagreed. This therefore shows that it is essential for businesses to put customers first as without the customers a lot of things can happen such as in the long term, if a business isn’t doing so well it can end up going into administration or if it’s a business run on a tight budget it may result in cut of hour for staff which then will affect the employee. Also, if the company isn’t putting customer satisfaction first, then those customers will go elsewhere to the competitors.




The results from the “Do you think customer satisfaction has an impact on the success of a business/company?” This survey reveals from the public that 60% of the sample strongly agree that customer satisfaction does have an impact on the success of the business, 26% just agreed, while a 10% neither agreed nor disagreed, which then had the remainder of 4% disagreeing and strongly disagreeing. This shows that majority of the population do think that customers play a huge role in the success of a business. So it is important for customers to be 100% satisfied with the service a business or company provide.
Discussions

So, the information that I had gathered from my research, reveals a huge number from the sample of the population strongly agreed that customer satisfaction is important. That was 29/50 without any hesitation strongly agreed to that statement. 11 samples just simply agreed, 6/50 stated they didn’t know. That is quite a high number as those 6 samples could have narrowed down and helped change the results of this survey vigorously. And the other remaining samples disagreed and strongly disagreed, as they feel like customer satisfaction holds no importance within a business. From this, it has helped me understand that having customer satisfaction for a business is essential. If a customer is not happy, they will go to the competitors and that isn’t good for the company, as they will lose out and will not benefit from customers not being satisfied from their services.

It was very surprising with the results for the second investigation “Do you think customer satisfaction has an impact on the success of a business/company?” a huge number from the sample of the population strongly agreed and agreed, about this statement. It was 66% altogether that feel that the customers do have an influence of the success of a company, and they claim that it is due to the customer satisfaction that does profit the company and generates revenue for them. 
It was hard to analyse the data I had collected as 10% were unsure whether or not customer satisfaction has a role in the success, as this would have helped to narrow down and come to a definite answer of whether it does or doesn’t. The other 4% did disagreed and strongly disagreed without giving an explanation to why they chose those answers, it is hard to understand what the population think about customer satisfaction and the impact it has on a company’s success. 

Due to the time restraint, I wasn’t able to conduct the survey to the full potential, there is a lot of room for improvement for the survey and I feel that I must ensure to select a higher number of samples for my surveys, as this will give me more data to help analyse and investigate the data, which will then assist me to come to a conclusion of the importance of customer satisfaction. Also, in my surveys, those that voted disagree/strongly disagree or that they were not sure, I should add a why they think this, so they can elaborate more on their answer which will then give me a much more better understanding as to why they think or feel that way and will help me to realise why it resulted in the research with those answers.
Conclusion

Both surveys had a high result in strongly agree and agree, and this has helped me indentify and come to the result that customer satisfaction is important for businesses and companies, and customer satisfaction does play a role in the success of a business and company. As mentioned before, if the customer is satisfied by the service the company has provided, then they will discuss and share their experience, this will then encourage others to go to that company due to the service they provided and if they have a pleasant experience it will be the same cycle and this will profit the company greatly as they will be getting recognition for their services of customer satisfaction, and this will generate revenue.
The company must make it their target to focus on customer needs and meeting the requirements, the company must also ensure they are creating an enjoyable work environment for the employees, if they attend to the employees needs, the employees will be motivated to work which they will then be able to offer excellent communication skills to their customers and ensuring the customer is satisfied with the companies services.
I feel it is essential for a company to look at these findings and take into consideration about the importance of customer satisfaction, as this will encourage them and motivate the company to put customer satisfaction first and will allow the company and business to prosper and succeed. The company must take into account that without the customers, there will be no business. So, they must ensure they are paying attention to what the customer satisfaction requires.
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