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ABSTRACT
In this report the research method is a written questionnaire, and this will be completed by conducting a survey with 10 candidates. The Topic being discussed is Consumers experience in using Self-checkout at Supermarkets. The findings will be used to conclude on whether self-checkout is a good technique within the market for consumers or whether it is a waste of cost and space in the market.

INTRODUCTION
In my assignment I will carry out a research and write a report on consumer shopping experiences using self-checkouts in Supermarkets. I will conduct my research through data collection.
Data is raw information, when raw data is processed it becomes information which must be organized/ condensed and structured (knowledge), which is then transferred into a skill (wisdom) (please see appendix). After collecting my data and gathering my results I will form a graph/table of my findings.
The research method I will be using for my report is a Written Questionnaire, which is a primary source of data collecting. My questionnaire will consist of 10 questions, I will conduct the survey and ask 10 people to complete my questionnaire and return to me. I will ask consumers of different age groups and different backgrounds to ensure I achieve reasonable and fair information for my results. I will then transform my qualitative data (words, images to describe something, not in numerical form) into quantitative data (data uses numbers or categories, which can be labelled with a number. E.g. Graphs, table of data) by transferring my findings into graphs and charts. 

LITERATURE REVIEW
Research Method is a way of reviewing something in order to gain new information or understand the subject well. 
Over the last decade the use of self-checkout at retail markets has increased rapidly. Businesses mainly supermarkets are embracing this change within their market and decreasing the cost of labor within the workforce, yet little is known about how consumers would evaluate these choices (Dabholkar,1996). The increase use of self-service technology (SST) in retail has created a growing need to classify different types of services going forward. The topic I will be discussing, and reviewing is the use of self-checkout and experiences consumers go through with in supermarkets compared to using manual checkouts.
According to Meuter et al’s (2003) survey on consumer characteristic’s usage on SST, the findings are that consumers with higher Technology Anxiety (TA) avoid using the SST compared to those consumers who have less TA. The only way in which consumers with high TA may use SST, is via word of mouth of consumers who had a satisfying experience in using the Self-service technology. 
According to Wang et al (2012), Assumed waiting time, assumed task complexity and companion influence are some of the factors that impact on customer’s actual choice between using the Self-Service technology (SST) and using manual checkouts.  
Another factor that was a concern in the usage of SST, was the age range of consumers using the service. ‘Compared to younger consumers older consumers had experience with fewer types of SST, less confidence in using SST, missed human interaction while being served and used the self-service less often when the service was available’ (Dean,2008).
Supermarkets have introduced this service to cut costs, make service faster and believe it is more convenient for the supermarket environment, supermarkets also assume that consumers are more satisfied by using this service, SST will enhance customer experience and ultimately increase consumer loyalty. (Orel and Kara, 2014)

METHODOLOGY
Methodology is the way in which a procedure is being used within a process. It is a system of ways of doing something.
For my research I will go ahead and conduct a survey to find out what the consumers think of Self-service Checkouts in supermarkets, are they useful and satisfying customers?, are customers being able to operate the machine on their own or need assistance?, are consumers only using this service to avoid long queues?, or are Self-checkouts wasting the space taken up in supermarkets?
The above studies listed on literature review, may have suggested that some consumers find self-service technology quite challenging, or some may prefer to use the manual checkout even after having access to self-service checkouts (Wang et al, 2012) and some may even like the idea of self-checkout but yet there is not a definite answer to whether all consumers are satisfied using self-checkout at supermarkets or whether all consumers are unsatisfied using the service.
Primary data is data received through going out and researching to get information, this type of information is not found online or in books, as it is information that is gathered and found through your research.
There are many types of Primary Data available, few of these data’s are mentioned below:
· Telephone survey: asking people questions regarding a topic over the phone, this is a common method used to obtain peoples perspective.
· Focus Group: getting few people together on a closed group via Facebook or WhatsApp and asking them questions via the group to conduct your survey.
· Interviews: asking people questions and getting them to answer on the spot
· Sampling: gathering different types of information from various mediums, i.e generally statistics information based.
· Written Questionnaires: a survey with relevant questions written regarding your chosen topic for people to fill in.
The Survey type I will conduct is a Written Questionnaire (Primary source of data collecting), so that I can only ask relevant questions linked to my topic. Conducting this type of survey will give me, related answers to gather all necessary information; required to obtain fair results. Written Questionnaire is a type of qualitative data which will consist of words, I will then transform this information into quantitative data and form graphs, charts to show the results of my findings.
My survey will consist of 10 questions related to my chosen topic, the questionnaire will be handed out to 10 consumers who will be from different age groups, different background and they will all be aware of the Self-Service Checkouts system at supermarkets. These criteria are essential for me to include so that I gain fair results and do not confuse any candidates by asking them anything they are not aware of. 
I will include a version of my questionnaire on the Appendix of my assignment. 

RESULTS
Results are the findings of a research that is conducted through data collection. I collated my data through a written questionnaire (Qualitative data), which consisted of 10 questions and were handed out to consumers shopping at supermarkets. The data collected is a primary source of data, which was conducted to attain relevant answers; that relate to the chosen topic.
Ethical data is when information is maintained and sustained in a responsible way, it is about doing the right thing for people. (Dataethics.eu,2019) I selected random consumers with their consent and built a rapport through asking questions relating to their general shopping experiences before handing over my questionnaire, so that they feel comfortable in answering the survey without feeling any pressure. Participants were not harmed in any way and the information received was protected and was kept away from other data, to ensure privacy for each candidate. The Candidates were aware that the information was to be used for a research and that the findings will be put in a report. I used this ethical approach to ensure I collect fair and accurate results and that all candidates are aware of the purpose of my research. The results that I have achieved are listed below via pie charts or bar charts (Quantitative data). 









RESULTS FROM THE QUESTIONNAIRE:


1.WHAT IS YOUR AGE?

2 candidates were aged between 16-25, 3 candidates who completed the survey were between 26-35, 1 out of the 10 candidates was aged between 36-45 and 4 of the candidates were 45-55+ 

2. WHERE HAVE YOU USED SELF-CHECKOUT BEFORE?

All 10 candidates have used self-checkout in supermarkets and 8 out of the 10 candidates have used it at stores like Boots and 6 have used it at WHSmiths. 	





3. HOW WAS YOUR EXPERIENCE IN USING SELF-CHECKOUT?

6 of the candidate’s state self-checkouts are an easier option within the supermarkets and are confident in using this service. 3 found it a little bit of challenge but can operate the machine and 1 person found it difficult and would rather use the manual checkout.
4. DID YOU FIND ALL PRODUCTS IN SELF-SCAN MONITOR?

Majority of the candidates found evreything they shopped for (60%), 30% found few items missing on the self-checkout screen and 10% could not find any of the items on the screen. 





5. HOW OFTEN DO YOU USE SELF-CHECKOUT?

People on the go use the self checkout everyday (40%) to buy their products quickly. Some only use the self-checkout once a week (30%) these are people who do their weekly shops mainly on a Sunday. 20% do their monthly shop and prefer to use self checkout to avoid long queues. Everyone out of the 10mcandidates have used self-checkouts before.
6. WHEN YOU USE SELF-CHECKOUT DO YOU REQUIRE ASSISTANCE?

3 out of the 10 candidates sometimes need assistance when using self-checkout and 2 always need help when using self-checkout.






7. DO YOU PREFER USING SELF-CHECKOUT TO MANUAL CHECKOUTS?

Majority of the candidates prefer to use self-checkout and only 1 candidate stated they prefer to use manual checkout as they prefer to talk to a person while checkout out.

8. HAS USING SELF-CHECKOUT REDUCED YOUR TIME SPENT ON TILLS?

70% believe self-checkout reduces time and is quicker and is more efficient and a minor 10% believe manual checkouts are quicker to use.








9. DO YOU THINK SELF-CHECKOUT SHOULD BE INTRODUCED IN EVERY RETAIL MARKET?

7 candidates prefer to use self-checkout and want them to be introduced in every retail shop. 1 candidate wants self-checkout to be removed as they find it difficult to operate.
10. WOULD YOU RECOMMEND SELF-CHECKOUT TO FAMILY/FRIENDS?
9 candidates would recommend self-checkout to everyone and only 1 candidate would not, as they find it hard to operate.
CONCLUSION
Having looked at my results I can conclude that According to Dean (2008) older people are not confident in using self-service techniques however in my research I found that 30% of the candidates who completed the survey were between 16-25, and 40% of the candidates were 45-55 (Q1) This indicates that majority consumers using the self-checkout are over 45 and are frequently using self-checkouts confidently (Q5).
Overall Consumers experience using self-checkouts in Supermarkets is positive, as 80% of the candidates who completed my survey are confident in using Self-checkout, they use it frequently and would recommend it to family and friends. The minority 10% who would rather use manual checkout still do give self-checkout a try even if they are not yet as confident. 
To gather more broad and efficient results I could have interviewed more candidates within the same age group to see what their experience is like in using the checkout, this would give a more realistic finding; as the candidates are of the same age therefore have more or less the same experience within the technology side of using self-checkout.

APPENDIX
Copy Questionnaire on Customer’s Experience using Self- Checkout at Supermarkets
Please circle all relevant answers.
1. What is your age?
· 16 - 25
· 26-35
· 36 – 45
· 46-55+

2. Where have you used Self-Checkout before?
· Supermarket 
· Health/Beauty Store
· Convenience store i.e: WHSmiths 

3. How was your experience in using the self-checkout?
· Easy to operate
· A bit of a challenge 
· Very Difficult

4. Did you find all your shopping products on the self- checkout monitor?
· Found everything
· Few things were missing
· Could not find anything

5. How often do you use Self-checkout?
· Everyday 
· Once a week
· Once Every fortnight
· Once a month
· Never 



6. When you use self-checkout do you require assistance?
· Never
· Sometimes
· All the time

7. Do you prefer using Self-checkout to Manual Checkout?
· I prefer self-checkout
· I prefer manual checkout
· I use whichever is available

8. Has using Self-checkout reduced your time spent on tills?
· Self-checkout has reduced time spent on tills
· Self-checkout has increased time spent on tills
· Manual tills are quicker to use

9. Do you think self-checkout should be introduced in every retail market to make shopping experience better?
· Self-checkout should be everywhere
· Self-checkout should only be in supermarkets
· Self-checkout should be taken out of all retail shops

10. Would you recommend Self-checkout to your Family/Friends?
· I would recommend to my Family/friends
· I would not recommend to anyone
· I would only recommend to Friends 
· I would only recommend o Family who are able to use Self-checkout

Thank you for completing this Questionnaire.
Source: Surveymonkey.com, (2019)
Results from Questionnaire on Customer’s Experience using Self- Checkout at Supermarkets 

	1. WHAT IS YOUR AGE?
	NUMBER OF CANDIDATE
	PERCENTAGE

	16-25
	2
	20%

	26-35
	3
	30%

	36-45
	1
	10%

	45-55+
	4
	40%

	TOTAL
	10
	100%



	2. WHERE HAVE YOU USED SELF-CHECKOUT BEFORE?
	NUMBER OF CANDIDATES
	PERCENTAGE

	Supermarkets
	10
	100%

	Health/Beauty store
	8
	80%

	Convenience store i.e WHSmiths
	6
	60%



	3. HOW WAS YOUR EXPERIENCE IN USING SELF-CHECKOUT?
	NUMBER OF CANDIDATES
	PERCENTAGE

	Easy to operate
	6
	60%

	A bit of a challenge
	3
	30%

	Very Difficult
	1
	10%

	TOTAL
	10
	100%


 
	4. DID YOU FIND ALL YOUR SHOPPING PRODUCTS ON SELF-CHECKOUT MONITOR?
	NUMBER OF CANDIDATES
	PERCENTAGE

	Found everything
	6
	60%

	Few things were missing
	3
	30%

	Could not find anything
	1
	10%

	TOTAL
	10
	100%



 
	5. HOW OFTEN DO YOU USE SELF-CHECKOUT?
	NUMBER OF CANDIDATE
	PERCENTAGE

	Everyday
	4
	40%

	Once a week
	3
	30%

	Once a fortnight
	1
	10%

	Once a Month
	2
	20%

	Never
	0
	0

	TOTAL
	10
	100%



	6. WHEN YOU USE SELF-CHECKOUT DO YOU REQUIRE ASSISTANCE?
	NUMBER OF CANDIDATE
	PERCENTAGE

	Never
	5
	50%

	Sometimes
	3
	30%

	All the time
	2
	20%

	TOTAL
	10
	100%



	7. DO YOU PREFER USING SELF-CHECKOUT TO MANUAL CHECKOUT?
	NUMBER OF CANDIDATE
	PERCENTAGE

	I prefer self-checkout
	6
	60%

	I prefer manual checkout
	1
	10%

	I use whichever is available
	3
	30%

	TOTAL
	10
	100%



	8.HAS USING SELF-CHECKOUT REDUCED YOUR TIME SPENT ON TILLS
	NUMBER OF CANDIDATE
	PERCENTAGE

	Self-checkout has reduced time on tills
	7
	70%

	Self-checkout has increased time on tills
	2
	20%

	Manual checkout is quicker
	1
	10%

	TOTAL
	10
	100%



	9. DO YOU THINK SELF-CHECKOUT SHOULD BE INTRODUCED IN EVERY RETAIL MARKET TO MAKE SHPING EXPERIENCE BETTER?
	NUMBER OF CANDIDATES
	PERCENTAGE

	Self-checkout should be everywhere
	7
	80%

	Self-checkout should only be in Supermarkets
	2
	10%

	Self-checkout should be taken out of retail shops
	1
	10%

	TOTAL
	10
	100%



	10. WOULD YOU RECOMMEND SELF-CHECKOUT TO YOUR FAMILY/FRIENDS?
	NUMBER OF CANDIDATES
	PERCENTAGE

	I would recommend to family/friends
	9
	90%

	I would not recommend to anyone
	1
	10%

	I would only recommend to friends
	0
	0

	I would only recommend to family who are able to use self-checkout
	0
	0

	TOTAL
	10
	100%
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Age	
16-25	26-35	36-45	45-55+	2	3	1	4	


Where have you used self-checkout before?	Supermarkets	Health/Beauty store	Convenience store	10	8	6	




How was your experience in using self-checkout?	
Easy to operate	A bit of a challenge	Difficult	6	3	1	


Did you find all products in self scan monitor?	Found everything	Few things missing	Could not find anything	6	3	1	




How often do you use Self-checkout?	
Everyday	once a week	once a fortnight	once a month	Never	4	3	1	2	0	


When you use self-checkout do you require assistance	Never	Sometimes	All the time	5	3	2	




Do you prefer using self-checkout to manual checkouts?	
I prefer self-checkout	I prefer manual checkout	I use whichever is available	6	1	3	


Has using self-checkout reduced your time spent on tills	self-checkout has reduced time spent	self-checkout has increased time spent on tills	manual tills are quicker to use	7	2	1	




Do you think self-checkout should be introduced in every retail market?	
Should be available eveywhere	Should be available only in Supermarkets	self-checkout should be removed from everywhere	7	2	1	


Would you recommend Self-checkout to Family/Friends	I would recommend to family/friends 	I would not recommend to anyone	I would only recommend to friends	I would recommend to famly who are able to use self-checkout	9	1	0	0	
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(Robert Logan, What is information?2010)

“Thera is ofton a lack of understanding of the difference between information and
knowladge and th differanco betwoen explicit and tacit knowledge!

{Robert Logan, Whatis Information? 2010
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