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Executive Summary
The assignment has discussed about the impacts of brand image and customer satisfaction on brand loyalty based on a case study of Tesco. It can be analysed that in the pandemic situation Tesco has been lacking to increase customer satisfaction which is creating a challenge for them to acquire a developed business. Thus, data analysis, findings and discussion has been provided such that it can provide a chance to mitigate their issues to perform their business effectively. It can be analysed that they can make for a change in their business by adopting such strategic brand loyalty theory.
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Chapter 1: Introduction
[bookmark: _Toc101814198]Introduction
Brand loyalty refers to those customers who make a repetitive purchase from a specific organisation, have trusted that brand and consistently chose the brand over any other competitors. Organisations also play a crucial and significant role in gaining brand loyalty as they are trying to meet customers' requirements and gain their brand image. Shopping trends and consumer buying patterns are being analysed by organisations which helps them to value their customers which further results to brand loyalty (Kuchinka et al., 2018). The assignment will discuss the impacts of brand image and customer satisfaction over brand loyalty. Tesco will be selected to analyse the strategies taken by the company to gain brand loyalty. Tesco is situated in the United Kingdom and employs 420,000 employees globally (Statista, 2022). 
[bookmark: _Toc101814199]Origin of the research
In the contemporary era, it can be analysed that brand loyalty is helping organisations to gain brand recognition. Brand image and customer satisfaction are the ones which make growth in brand loyalty. To explore the influencing factors of brand loyalty, Tesco will be selected based on which the research topic will be enabled. 
[bookmark: _Toc101814200]Background of the research
To gain a competitive advantage, organisations are increasing their brand loyalty which is influenced by customer satisfaction and brand image. Quality products or services are being manufactured such that it can create a chance for the target customers to get attached to them. 
[bookmark: _Toc101814201]Problem statement
After the emergence of the Covid 19 pandemic, customer purchasing patterns and buying behaviour has changed which creates a challenge for organisations to bring exploration. Tesco is unable to analyse the desires and needs of their customers in the pandemic situation. The management is facing a challenge to develop customers satisfaction which is reducing the growth in customer relationships. Downfall within the market is creating a challenge for them to gain financial stability to enhance their business. According to The Guardian, it can be depicted that in the present fiscal year, Tesco has made a decline to £825 million (The Guardian, 2021). It can be depicted that lack of customer engagement is creating a challenge for them to make much more explore. The company will be required to provide a chance for them to gain customer segments.  
[bookmark: _Toc101814202]Aim of the research
This research work aims to have a better understanding of the impact of customer satisfaction on different aspects of managing a brand image, especially in terms of Tesco, UK.
[bookmark: _Toc101814203]Objectives of the research
To understand theoretical aspects of both customer satisfaction and brand loyalty in terms of the retail industry.
To examine the impact of customer satisfaction on brand image in brand loyalty of Tesco.
To analyse the impact of customer satisfaction on the brand image of Tesco's loyalty.
To recommend new ways to improve the customer relationship management in Tesco.
[bookmark: _Toc101814204]Research questions
What are customer satisfaction and brand loyalty in terms of the retail industry?
What is the impact of customer satisfaction on brand image in brand loyalty of Tesco?
What is the impact of customer satisfaction on the brand image of Tesco's loyalty?
How to improve the customer relationship management in Tesco? 
[bookmark: _Toc101814205]Significance of the research
The researcher has selected the research factor because it provides a chance for the organisation to know about the necessity of brand loyalty which is being influenced by brand image and customers’ satisfaction. The purpose of the research is to analyse the impacts of customers’ satisfaction and brand image on brand loyalty in Tesco.  
[bookmark: _Toc101814206]Outline of the research
The assignment will discuss the impacts of customers’ satisfaction and brand image on brand loyalty in Tesco. Based on such factors, the literature review will be provided based on secondary resources. Data analysis and discussion will also be arranged based on primary and secondary analysis. The recommendation will also be provided based on the challenges that are faced by Tesco in the pandemic situation. Based on the impacts of brand image and customer satisfaction organisations can get a growth within their business which can help them to earn higher profits and increase their selling proportion. 
[bookmark: _Toc101814207]Summary
The assignment has discussed the impacts of brand image and customer satisfaction on brand loyalty. It can be depicted that customers’ satisfaction is causing a challenge for Tesco to explore its business after the emergence of the Covid-19 pandemic. It can be depicted that they can make a growth within its business by providing guidance to the management so that they can acquire a managerial situation to mitigate the issues. Based on these factors, processes, and ways of managing customers’ satisfaction and brand image are being developed and enhanced such that it can provide a chance for the company to acquire customers by meeting their needs. 


[bookmark: _Toc101814208]Chapter 2: Literature review
[bookmark: _Toc101814209]Introduction
The literature review will discuss the impacts of customer satisfaction and brand image on brand loyalty. Based on different detailed theories and implementation, theories related to brand loyalty will be discussed by assuming the needs of customer satisfaction. It is an approach that details the process by which they can make for the enhancement the quality of customer satisfaction and brand image. After conducting the literature review, the literature gap will be analysed such that it can create a chance for them to make much more analyses for the future researcher. 
[bookmark: _Toc101814210]Customer satisfaction and brand loyalty
According to Hussein (2018), customer satisfaction is an approach to the ways taken by organisations to satisfy their customers by receiving a brand's products, services, and capabilities. It is a way which enables a person to get attached to a specific brand and those that specific brand among other competitors. Organisations also take feedback from their clients and customers about the products or services they are providing to them as to whether they can meet their desires or not. It provides a chance for the company to know about the specific requirements they will be required to improve such that it can provide a chance for them to make progress growth in future. Customer satisfaction can be detected when the organisation tries to take feedback from them. Based on the following trends, it can be detected that organisations are implementing major changes so that they can acquire a competitive position among their competitors. It can also be depicted that gain in customer satisfaction results in higher operational performance of the organisations. Brand loyalty is a factor which helps organisations retain customers for a long period such that it can provide a chance for them to attract customers. Customer relationships also get established when organisations try to communicate with them frequently. Contradicted to Susanti et al. (2020), frequent feedback is also being taken by organisations from their customers which can help them to know about the level of customer satisfaction. It is a process which can bring enhancement to organisational functions and assures organisations to attract customers towards them. Brand image and customer loyalty highly impact brand loyalty such that it can provide a chance for them to make much more enhancements. 
[bookmark: _Toc101814211]Impacts of customer satisfaction on brand image in brand loyalty
According to Bilgin (2018), the brand image creates a positive influence on customer satisfaction which assures that organisations require to adopt the changes in their business operational strategies. It can be depicted that organisations are trying to develop their products or services by assuring that it is mostly likeable by their customers. It helps organisations to increase their selling proportion and profit margin. It is a process that can help organisations to retain their brand image in from of their existing customers and attract new customers. It helps them to acquire wide customer segments such that they can make a change in their business process. Feedback from customers is being taken such that organisations can get to know about the necessary changes they are required to make to attract more customers. It helps the customers to keep themselves satisfied after buying products or services from that specific organisation. As opined by Ashraf et al. (2018), it helps organisations to gain brand loyalty such that it can provide a chance for them to make much more enhancements. Brand loyalty also gets a chance to make increase when customers prefer a specific brand among their competitors. It can be assured that organisations can bring development when they are capable enough to adopt the strategies to make further exploration within their business. 
[bookmark: _Toc101814212]Challenges faced due to lack of customer satisfaction
According to Afthanorhan et al. (2019), a lack of customers satisfaction creates a challenge for organisations to explore and enhance their business. Organisations are unable to encounter the requirements of their target customers which creates a lack for them to proceed with their manufacturing process. It is an effective way that assures that organisations can bring about a change in their operational process so that they can adapt to prefer for the changes. It reduces the productivity rate of the organisation which results in less selling proportion. When organisations are unable to get brand loyalty then it creates a challenge for them to retain customers. It can be depicted that organisations can bring a change in their managerial process so that they can get a chance to bring much more enhancement. Brand love and brand loyalty are the factors which assures to provide support to organisations when they can acquire a range of customer segments. 
[bookmark: _Toc101814213]Mitigating challenges of customer satisfaction to gain brand loyalty
According to Loh (2019), the expectancy-value concept assures to bring enhancement within organisations such that it can provide a chance for them to acquire more customers. It helps the organisations to know about the necessities of their customers such that it can provide them with a chance to make much more exploration. It can be depicted that customers are required to provide a feedback concept where they will share their reviews about their needs and desires. Social media platforms can also be utilised such that they can provide a chance for organisations to bring development and get the highest reach. It helps the target customers to get frequent notifications through which they can get attached to them. Additionally, organisations will be required to make effective production such that it can provide a chance for them to increase brand loyalty. It helps the company to acquire customers and increase its profit margin. 
[bookmark: _Toc101814214]Literature gap
The literature review has discussed the impacts of customer satisfaction and brand image on brand loyalty. It is a process which can mitigate the issues by undertaking models of brand loyalty such that it can bring enhancement. It can be assured that organisations can bring the enhancement when they are able to understand the needs and desires of their target customers. 
[bookmark: _Toc101814215]Summary
The literature review has discussed the impacts of brand image and customer satisfaction on customer loyalty. It is a process which can bring development and enhancement to the organisation. Expectancy value concepts are being evolved which helps organisations to mitigate their issues of brand loyalty. It is a process which can bring enhancement such that employees can get a chance to make much more exploration. Organisations face the challenge to understand the needs of customer satisfaction which assures to increase organisational productivity. It can also be depicted that brand loyalty can be gained by raising organisational performance. 


[bookmark: _Toc101814216]Chapter 3: Research methods and methodology
[bookmark: _Toc101814217]Introduction
The research methodology section has details about the research process and strategies undertaken by the researcher to impact brand image and customers’ satisfaction on brand loyalty. It is an approach which helps the researcher to analyse the research topic in an in-depth way such that the initials can be conveyed effectively. The following approaches relate to philosophy, paradigm, approach, methodology and strategies. Based on these factors sampling will also be conducted maintaining ethical considerations. Gantt chart will also be provided based on which they can make for the enhancement of the project report within which the researcher can make for the completion. Data collection tools and interpretation are being analysed such that it can provide a chance for the researcher to make strategic analysis.
[bookmark: _Toc101814218]Research philosophy
The researcher has selected pragmatism research philosophy which provides a chance for the researcher to analyse relevant evidence or theories related to brand loyalty. Interpreting the theories of the world it can be depicted that the researcher gets a chance to analyse the theories based on a specific topic rather than describing them from a single point of view. Based on multiple realities the research topic has been depicted which provide a chance for the researcher to relate the impact of brand image and customer satisfaction on brand loyalty. Several materials and methods are being utilised such that they can provide a chance for the researcher to depict different patterns of theories (Kaushik and Walsh, 2019). On the other hand, it can also be analysed that pragmatism research philosophy does not make a combination of methods or theories when developing sustainable research. 
[bookmark: _Toc101814219]Research paradigm
The researcher has selected critical theory which assures to bring development within the research topic as the theories are being built and elaborated critically. Based on both the negative and positive assumptions, it can be determined that the researcher gets a chance to improve brand image and customer satisfaction. It is a process which helps the researcher to detect an analysis that is mostly influencing brand loyalty. On the other hand, the critical analysis represents theories which assure to make an increase in complexities which do not allow the researcher to make a decision-making statement and reach the conclusion (Ryan, 2018).  
[bookmark: _Toc101814220]Research approach
The researcher has selected a deductive research approach such that it can provide a chance for them to stabilise existing theories based on which they can make for analysis. It helps the researcher to build a causal relationship with different terms of variables so that the researcher can get a chance to make effective reasoning while constructing a theory. The impact of brand loyalty is being analysed such that it can make for a change in customer satisfaction and brand image (Woiceshyn and Daellenbach, 2018). Organisations are proceeding through different approaches such that they can make a change within their business. 
[bookmark: _Toc101814221]Research methodology
The researcher has plotted a writing dissertation which assures to bring development such that it can make an in-depth theoretical analysis for depicting the impacts customer satisfaction and brand image on brand loyalty. It is a process that can bring for the enhancement within organisational performance to attract customers and maintain a long-term relationship with them. It can be depicted that different research methodologies have been utilised that can make for the change within its business so that it can provide a chance for them to assure different brand loyalty factors. The researcher has selected 2 managers and 15 employees. Employees have been served with email survey forms and managers undertook telephonic interview sessions with the researcher. Based on the secondary research, the researcher has selected a thematic analysis on four themes. 
[bookmark: _Toc101814222]Research strategies
The research has been based on primary and secondary data collection processes such that it can bring the change in analysing the impacts of customers satisfaction and brand image over Tesco. Qualitative and quantitative data analysis has been analysed such that it can provide a chance for them to bring enhancement. Different philosophies, designs and approaches are being discussed such that they can create an effective research process. 
[bookmark: _Toc101814223]Sampling methods
The researcher has chosen a simple random sampling method which assures the sampling of the participants can be conducted arbitrarily. It is a way that enhances the capability which can bring for the enhancement such that it can provide a chance for them to depict any employees and managers as participants. As an advantageous factor, it can be analysed that simple random sampling allows making sampling over a large mass and the creation of small groups of samples (Pal et al., 2018). On the other hand, it is also evident that based on practical levels large mass of sampling is much more difficult to make samples. 
[bookmark: _Toc101814224]Data collection tool
The researcher has selected Google forms through which the researcher has sent the mails to the employees that are required to be filled. Telephone communication has been constructed such that it can provide a chance for them to maintain the restrictions of the Covid 19 situation. In a pandemic situation, the researcher requires to follow social distancing such that the participants do not get affected. 
[bookmark: _Toc101814225]Data interpretation
The data interpretation will be based on an interview, survey, and thematic analysis such that it can provide a chance for the organisation to bring enhancement to the information of the report. Based on in-depth analysis, the data interpretation is being analysed such that the researcher can conclude too much analysis. The researcher has selected a conclusive research design such that it can provide a chance for them to make a conclusion about the influencing factor for brand loyalty. It can be categorised that this design helps the researcher to know about the ways brand loyalty of Tesco can be gained. It can be determined that the researcher has got the chance to bring the reader to the conclusion and make decision-making statements (Núñez-Antón et al., 2020). 
[bookmark: _Toc101814226]Time prospects 

Figure 1: Time frame
[bookmark: _Toc101814227]Ethical considerations
Data Protection Act 1998 has been established by the researcher while conducting the research topic as it assures that the participants did not have to face any sorts of risks such that they can protect their credentials. It can be assured that the researcher has maintained all the safety protocols that are being offered by the country’s government (Regulation, 2018). Even the participants who are involved in the survey are being taken as permission such that it can provide a chance for them to make much more enhancement. The researcher took the help of personal devices such that the scholars will be stored. Even the questions will be asked in such a way so that the participants do not get hurt in their sentiments. 
[bookmark: _Toc101814228]Limitations of the research
It can be analysed that researcher has selected a conclusive research design which assures that after researching the topic the researcher reaches the conclusion. It does not allow the researcher to explore the research studies over different concepts that depict that the organisation faces threat to acquiring a strategic development. Exploratory research study allows the organisation to bring development such that it can acquire a chance for them to make analysis in a descriptive form. 
[bookmark: _Toc101814229]Summary
The assignment has details about the research methodologies that have been chosen by the researcher to analyse different concepts and impacts of brand image and customer satisfaction on brand loyalty. Thus, pragmatism research philosophy, critical theory, deductive research approach, simple random sampling and conclusive research design have been selected based on which they can bring enhancement to the quality of the project. It can be analysed that the research methods and strategies have resulted in a beneficial act. 


[bookmark: _Toc101814230]Chapter 4: Data analysis and discussion
Introduction
The assignment will discuss the survey, interview and thematic analysis which depicts both primary and secondary research. Based on this research analysis, it can be elaborated that the research topic has been depicted which made for a change in gaining brand loyalty. 
Survey questionnaire
1. What is your age?
[image: Chart, pie chart
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Figure 1: Age of employees
From the above pie chart, it can be analysed that 46.7% of the employees are aged between 31 to 40 years and 13.3% of the employees are aged between 25 to 30 years. 40% denotes that they are above 40 years. They are working within organisations and are highly experienced in their work. It can be depicted that most of the participants are aged between 31 to 40 years. 
2. For how many years have you been working professionally?
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Figure 2: Years employees are working professionally
The employees are working professionally within a ratio of 60% of 1 to 2 years and 26.7% of the employees are employed for 1 year. Additionally, 13.3% of the employees are working for above 2 years. It can be assured that the researcher gets a chance to bring enhancement in turn of which research topic can be formed informative.  
3. How pandemic situation created a challenge for organisations to explore their business?
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Figure 3: Pandemic situation created a challenge for organisations to explore their business
From the above figure, it can be analysed that 46.7% of the high employee turnover has got affected after the emergence of the pandemic situation. 40% of the participants analysed the change in customer behaviour which characterises that the organisation has to face a challenge as they are unable to proceed with the situation. Other participants provided feedback that the selling proportion and profit margin get to reduce and reduction of revenue generation which has occurred during the pandemic situation. 
4. How can customers satisfaction increase brand loyalty in Tesco?
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Figure 4: Customers satisfaction can increase brand loyalty in Tesco
From the above analysis, it can be depicted 46.7% of participants depicted that customer needs are mostly beneficial for an organisation to improve its brand loyalty. 26.7% of the participants are being acquired such that it can make a gain in profit by selling their products and also provides training to the management. In order to analyse the situation, it can be depicted that brand loyalty mostly gets to increase when organisations perform market research such that it can provide them to involve brand loyalty. 
5. How brand image of organisations impact brand loyalty? 
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Figure 5: The brand image of organisations impact on brand loyalty
From the above pie chart, it can be analysed that when brand image affects brand loyalty then it mostly reduces selling proportion which results in 80%. On the other hand, it can also be depicted that 13.3% of the participants' analyses of brand image can help the company to increase brand loyalty when an organisation is able to understand the needs and desires of customers. Other participants answered that brand loyalty also affects the organisations to gain importance such that it can create a chance for them to attract more customers. 
6. What factors can influence brand loyalty to attract customers?
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Figure 6: Factors can influence brand loyalty to attract customers
From the above pie chart, it can be analysed that 53.3% of the participants answered that market research is being performed effectively. Other 26.7% of the employees answered that they will be required to take feedback from their customers so that they can attract customers. It helps organisations to analyse their specific manufacturing and production process to gain development. 20% of the employees answered that organisations analyse the products or services promoted by their organisation such that it can create a chance for them to acquire and attract customers. Organisations are required to make an analysis such that it can provide a chance for them to make much more analysis about the specific products. 
7. What is the recommended approach for employees to gain its performance and attract customers?
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Figure 7: A recommended approach for employees to gain its performance and attract customers
Based on the recommended approach, it can be analysed that 53.3% of the employees detected that customer will be required to take feedback which will help organisations to know about their specific necessity requirements to make a change. 26.7% analysed that employee will be required to take frequent feedback from their customers through emails and messages. 20% of the employees analysed that they will be required to communicate with their customers effectively so that they can gain customer satisfaction. Other employees answered that they are required to frequent feedback from their competitors through email. 
Interview 
1. What challenges did Tesco face after the emergence of the Covid 19 pandemic?
	Manager 1
	Manager 2

	“According to me, after the emergence of the pandemic situation employees has started to get destabilised when they must work remotely. Employees are unable to communicate with customers due to a lack of communication strategies. All the employees have to make a shift in their working culture which associates to bring a change within the business. Employees will be required to communicate with customers so that they can bring for a change in their operational factors."
	“As per my concern, the revenue made a lack in growth as the customer buying patterns and purchasing behaviour has almost changed which assures that Tesco has not got the chance to make for growth within its business. The company faces loss to develop its business as they are unable to provide a strategic inauguration for the employees.”


Table 1: Challenges Tesco faced after the emergence of Covid 19 pandemic
Based on the analysis of manager 1 it can be depicted that after the emergence of the pandemics situation employee performance has declined which created a challenge for them to improve their working h performance. Communication strategies have also got restricted due to remote working which provides a chance for them to make much more analysis. Additionally, customers’ buying patterns and purchasing behaviour are getting changed which assures that it is becoming much more difficult for the employees to communicate with them. Manager 2 entitled that after the emergence of the pandemic situation, revenue has been generated creating a challenge for Tesco to evolve its business. The company has faced a loss which creates a challenge for the employees to enhance its business. 
2. How challenges are being mitigated?
	Manager 1
	Manager 2

	“Employees will be required to make self-evaluation such that it can provide a chance for them to make much more analysis. When the employees will be able to acquire the platform through which they can communicate with their customers. It can help them to know about their necessities and demands such that it can allow them to make for the development. It can be depicted that when the employees will be able to conduct the market research then they will be able to manufacture products or services as per requirement.”
	“Customers will be required to serve with direct contact emails and calls such that it can provide a chance for them to keep long term relationship with them. It will help the employees to sustain a relationship with customers as they do not get the chance to make improvements. It will increase customer satisfaction and brand loyalty. It assures that organisations are taking care of their customers in the pandemic situation and are serving to plot for the requirement.”


Table 2: Challenges are being mitigated
Manager 1 depicted that employee will be required to provide self-evaluation such that it can provide a chance for them to analyse their skills. Thus, it helps the employees to communicate with their employees such that it can provide a chance for them to gain its business strategies. Market research will be required to be conducted by the employees of Tesco such that it allows them to know the needs and necessities of customers. Manager 2 depicted that employees will be required to send them direct mail and calls to their customers which led to long term relationships with them. It helps Tesco to gain its impact on brand image and customer satisfaction on brand loyalty. 
Thematic analysis
	Themes
	Publisher
	Author
	Year

	Theme 1
	Effects of brand experience on brand loyalty in Indonesian casual dining restaurant: Roles of customer satisfaction and brand of origin. Tourism and hospitality management, 24(1), pp.119-132.
	Hussein, A.S.,
	2018

	Theme 2
	The effect of social media marketing activities on brand awareness, brand image and brand loyalty. Business & management studies: an international journal, 6(1), pp.128-148.
	Bilgin, Y.,
	2018.

	Theme 3
	Assessing the effects of service quality on customer satisfaction. Management Science Letters, 9(1), pp.13-24.
	Afthanorhan, A., Awang, Z., Rashid, N., Foziah, H. and Ghazali, P.,
	2019.

	Theme 4
	What we know about expectancy-value theory, and how it helps to design a sustained motivating learning environment. System, 86, p.102119.
	Loh, E.K.,
	2019.


Table 3: Thematic analysis
(Source: Created by the learner)
Theme 1: Customer satisfaction and brand loyalty
Customer satisfaction mostly originates based on organisational performance such that they can make a change in their operational performance. There are specific needs of customers which assures that organisations are required to follow the same so that they can attract more customers. Organisations are required to arrange for market research such that they can get to know about the necessity and requirements of customers. Brand loyalty gets to increase when customers can have the knowledge that after visiting organisational websites or stores, they will be able to get their desired products or services (Hussein, 2018). It helps the customers to get attached to that specific brand rather than collaborating with other competitors. It provides a chance for organisations to gain a competitive advantage such that it can create a chance for them to increase their selling proportion. Tesco also conducts market research so that they can understand the requirements of their target customers and retain them for long period. 
Theme 2: Impacts of customer satisfaction on brand image in brand loyalty
Customer satisfaction helps organisations to increase their selling proportion such that it can create a chance for them to make for the enhancement. When customers are able to receive their desired products then it creates a chance for the organisation to increase its brand image. Brand loyalty is a factor which creates a change within organisational performance such that it can provide a chance for the company to acquire a strategic development within its market (Bilgin, 2018). Tesco gets a chance to make for the enhancement within its business by producing a diverse range of products or services such that it can acquire customers. It provides a chance for them to gain its brand image such that they can gain brand loyalty by retaining customers for a long time. 
Theme 3: Challenges faced due to lack of customer satisfaction
Due to the lack of customer satisfaction, organisations must face a challenge in decreasing the selling proportion. Moreover, when the customers can analyse that they are unable to receive their desired products then it is creating a chance in their purchasing behaviour. It depicts that customers dissatisfaction does not allow organisations to gain their production rate as the selling proportion gets to decrease (Afthanorhan et al., 2019). Organisations also get destabilised to attract customers as they are unable to conduct the market research based on which they are required to manufacture their products. Mostly Tesco lacks customers satisfaction after the emergence of the Covid 19 pandemic. The purchasing pattern and buying behaviour of the customers changed which assures that the company must face threat to increase its selling proportion. 
Theme 4: Mitigating challenges of customer satisfaction to gain brand loyalty
The expectancy-value concept has been designated as a tool which assures employees understand the changing demands of the customers. It helps them to meet their desires which increases their selling proportion. It can be adapted by the organisation when they conduct market research such that they can make a difference in their manufacturing process (Kuchinka et al., 2018). Organisations are required to make an analysis such that they can get a chance to promote their products or services in such a way that they can attract and focus on their target customers. 
Summary
The data findings and analysis section has discussed the survey, interview and thematic analysis that has been developed within organisations to mitigate issues. Tesco has been facing a challenge to explore its business after the emergence of the Covid 19 pandemic. They are facing a challenge as their customers are facing a lack in customer satisfaction which is reducing their range of target customers. It can be initialised that expectancy-value theory can mitigate the issues of the employees as they will be able to understand the requirements of their customers. 
[bookmark: _Toc101814231]Chapter 5: Conclusion, limitations, and recommendations for future research
It can be concluded from the assignment, that the impact of brand image and customer satisfaction on brand loyalty helps organisations to increase their customer satisfaction. After the emergence of the pandemic situation, it can be analysed that Tesco assures to face trouble after the emergence of the pandemic situation. Customer behaviour and buying patterns are getting changed which creates a challenge for Tesco to acquire a strategic development. It can be assured that they can make for the enhancement in its business such that they can make a growth within its business. Poor budgeting and limited amount of time are the constraint of the research. 
The following are the factors that make for a change within the business of Tesco so that they can mitigate the issues of the pandemic situation:
· Tesco will be required to make a shift in its business towards online so that it can reach global customers. It will help the company to gain its business such that it can make a change. The products or services will be displayed on the official website of the company so that the customers can choose their desired products. Pop up notifications are the ones which will be provided on different searching websites (Mathur et al., 2019). It helps the company to bring development and the highest reach in its business so that it can make for the enhancement. 
· The company will be required to provide training to their employees so that they can get to know about advanced digitalised technology. It is a source which helps employees to connect with customers and maintain a long-term relationship with them. It can also be assured that in the pandemic situation, the employees are working remotely which provides a chance for them to have effective communication among themselves. It increases workplace collaboration which helps the employees to make successful execution of their tasks such that it can assure bring enhancement. It is an effective collaborative tool which can help them to make the analysis such that it can create a chance for them to make communication with employees. It is a process through which employees can mitigate the issues of the pandemic situation and gain customers satisfaction. It can help Tesco to provide a strategic development in its business such that they can bring for the enhancement. 
· In this remote working situation, employees are facing emotional and mental stress which are creating a lack in working performance such that it can provide a chance for them to make much more analysis. HR leaders will be required to provide specific and respective training to their employees such that it can help them to perform conveniently (Mira and Odeh, 2019). It is a process which can help them to make enhancements within their work through the digitalised process. It is a strategic approach that can help the employees to make for the development. 
Future research
The researcher has selected conclusive research which assures that the assignment has reached a specific decision-making statement. For further research, the researcher will be required to choose exploratory research such that it can provide a chance for them to make much more development. Depth analysis of data is being delivered such that it can create a chance for them to make much more analysis. Positivism research philosophy will be required by the researcher to be chosen such that it can create a chance for them to make more development. It will help the researcher to get into different factors in a detailed form so that it can create a chance for the report to get a detailed form of information. Relevant information is being gathered such that it can create a chance for them to make much more analysis. It can be analysed that for further research the timeliness of the assignment required to be increased which provides a chance for the researcher to analyse the report in a descriptive way. It is a process that can make for the development such that it can assure bring enhancement and elaborateness. 
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