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[bookmark: _Toc224164364]1. Identification of the Business Problem
It has been observed that the global beauty and personal care industry has been growing at a fast pace over the past few years, and nail salons are becoming the more popular section of the market (Robertson, 2021). Regal Nails is a chain of nail salons which has hundreds of stores all over the United States with many of them being found in Walmart stores.
Although the nail salon business is widely spread, there are various operational vulnerabilities being experienced especially in terms of service quality and customer satisfaction. The customers who come to nail salons demand a high level of hygiene, professional employees, and pleasant staff members as well as an efficient service. Nonetheless, the lack of consistency in the service quality of the different locations may adversely affect the perception and loyalty of customers (Buttle and Maklan, 2019).
The customer experience holds the key to customer retention and competitive advantage in service-based businesses where the nail salon business will be placed. Customers may switch to other salons in case of low quality of service in terms of waiting time, poor hygiene standards, or untrained specialists (Kumar and Reinartz, 2018).
The issue of ensuring that the quality of service remains the same in more than one location of Regal Nails is a complicated management issue. The variations in staff training, standards of service and customer interaction can result in variation in service quality which can affect customer satisfaction and repeat attendance.
Hence, the exploration of the connection between the quality of services, customer satisfaction, and customer retention in Regal Nails can be of great benefits to enhancing the business performance and customer experience. 



[bookmark: _Toc224164365]2. Research Aim, Objectives, and Questions
[bookmark: _Toc224164366]2.1 Research Aim 
Them aim of the study is to determine the effect of service quality on customer satisfaction and customer retention in the nail salon industry.
[bookmark: _Toc224164367]2.2 Research Objectives
The following are the objectives of the research-
· To investigate the significance of service quality in customer perception and experience in Regal Nails.
· To examine how customer retention and satisfaction can be determined through the practices of service quality within nail salon services at Regal Nails.
· To determine the real effect of the quality of service on customer satisfaction and retention in Regal Nails.
· To give realistic suggestions on how to improve the quality of the services and retention of customers in the Regal Nails operations.
[bookmark: _Toc224164368]2.3 Research Questions
The following are the questions of the research-
· What is the relevance of service quality in the formation of customer experiences in Regal Nails?
· How can the service quality in nail salon services at Regal Nails be used to influence customer satisfaction and customer retention?
· How does customer satisfaction and retention of Regal Nails depend on service quality?
· What are some of the measures that can be taken to enhance the quality of services and customer retention at Regal Nails? 
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[bookmark: _Toc224164370]3.1 Service Quality and its Significance in the Service Industry
As per the research of Tzeng and Chang (2011), quality of service is a key factor that dictates the success and sustainability of organisations that are involved in service industry. As opposed to product-based businesses, service organisations depend mostly on customer experiences, interactions and perceptions in the creation of reputation and competitiveness. There is high service quality and the customers are assured of reliable, responsive and professional services that are within or beyond their expectations. Moreover, Prakash and Mohanty (2013) argued and added that the service quality is also a key to positive word-of-the-month communication, particularly, in the sphere of beauty and personal care where the recommendation of friends and internet reviews impact consumer decision-making. In a very competitive market, high quality of the service enables a company to distinguish itself among the competitors and develop a good brand image. Also, Asnawi et al. (2019) argued and added that quality of service decreases customer complaints, increases the level of satisfaction and increases the overall organisational performance. In the case of companies, it is necessary that the quality of service remains the same in different locations to satisfy the customers and to continue growing the business. Hence, the quality of service is generally accepted as one of the strategic determinants of customer perceptions, business outcomes, and profitability in the long-run in the service market. 
[bookmark: _Toc224164371]3.2 Ways to Increase Customer Retention and Satisfaction
According to Hamilton et al. (2017), customer retention and satisfaction is also a priority to organisations in the service sector due to the fact that it is sometimes cheaper to retain a customer rather than acquiring a new customer. Customer retention can be enhanced through one of the effective methods, which is the provision of high service quality at all times. When the customers get efficient services that are reliable, timely and individualised, they will tend to feel important and satisfied with the overall experience. Almohaimmeed (2019) argued and added that another consideration in the improvement of customer satisfaction is staff training since trained employees are more fluent in offering a professional service to the customer, addressing customer needs, and properly addressing customer complaints.
Moreover, Cavaliere et al. (2021) criticised and added that companies may increase the loyalty of their customers by keeping the level of hygiene, professionalism, and the same level of service, especially in the personal care and beauty services. Relations with customers and their chances to come back can also be strengthened due to the use of loyalty programmes, promotion offers, and personal messages. Furthermore, the waiting time can be minimized and the delivery of the services to the customers by the various employees remains uniform and this will further improve customer experience. Companies can also achieve customer satisfaction and customer retention in the long run by concentrating on service improvement and service-based on-customer practices. 
[bookmark: _Toc224164372]3.3 Impact of Service Quality on Customer Satisfaction and Retention
As per the research of Al-Tit (2015), the service quality is an important factor that influences the organisational performance and customer relationship in the service industry. Quality of services will enhance the general satisfaction of the customer because the customer is likely to value the quality of services that are reliable and efficient and professional. Al-Gasawneh and Dalain (2023) argued and added that it also enhances customer loyalty to the point where they make repeat purchases and even long term relationships with the organisation.The other potential effect is the rise of the positive brand image since satisfied customers will be more likely to boost the service by word of mouth and online review.Lastly, better quality of service leads to the increased profitability and competitive advantage as they enable organisations to acquire new clients and maintain the existing ones in the competitive markets. 
[bookmark: _Toc224164373]3.4 Conceptual Framework 

Figure 1: Conceptual Framework
In service industry, the quality of service plays a great role in the organisational performance and in the relationship of the organisation with the customers. In service-based industries, customer employee interaction is a key factor in influencing the customer to rate the organisation. The customers would tend to believe the organisations to be reliable and competent when businesses provide their services in a consistent, efficient and professional manner. Consequently, the quality of services is one of the factors that affect the perception of customers, their experiences and the relationships that they may have with the business in the long-term.
Customer satisfaction is one of the main effects of the quality of the services. When customers have been promptly assisted with correct services and treated with respect, the customers tend to feel their expectations are met or surpassed. Good service quality hence generates good experiences that increase the general degree of satisfaction among the customers.
The other significant effect is the heightened consumer loyalty. Customers will develop trust and confidence in an organisation when they are constantly offered good service. The quality of services also helps in the creation of positive brand image. Customers who are satisfied spread their experiences via word of mouth, and online reviews to friends, family members as well as other persons. Lastly, the service quality results in increased profitability and competitive edge. Through high services, organisations are able to attract new customers and retain the existing customers. This mixture boosts the customer retention level, revenue generation, and keeps the business afloat in the growing numbers of service markets.  
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[bookmark: _Toc224164375]4.1 Research Approach
Research approach is the broad approach applied by the researcher in directing the process of data collection and analysis in a bid to answer the research questions (Rajasekar and Verma, 2013). It establishes the nature of numerical data, descriptive data, and a mixture of the two in the study used. A quantitative research approach will be used in this study. Quantitative research is a study that concentrates in the gathering and analysis of numerical data in order to discover patterns, relationships and the results that can be quantified. This method is suitable in this research since the researcher will be able to statistically analyze the correlation between service quality, customer satisfaction, and customer retention. 
[bookmark: _Toc224164376]4.2 Data Collection
Data collection is a systematic way of getting information of the concerned participants so that the research objectives are met questions (Rajasekar and Verma, 2013). This research will focus on the use of structured questionnaires as primary data to help in data collection among customers who have recently patronized the Regal Nails. Quantitative research commonly involves the use of questionnaires since researchers can gather the data of a great number of respondents in a standardised way and in a relatively short period of time. The survey will be used to evaluate the attitudes of customers towards the service quality, the level of their satisfaction with the service provided by the salon, their willingness to come back to the salon and their general experience with the services
[bookmark: _Toc224164377]4.3 Sampling Strategy
The term sampling strategy describes the way of choosing a few people out of a much larger population and involve them in the research questions (Rajasekar and Verma, 2013) 	. In this study, convenience sampling will be used, which is a technique of identification of the participants that are readily available and will participate in the study. It will target about 100 customers who have already consumed services offered by Regal Nails in the past six months. The sampling technique used in this research is appropriate since the researcher can gather data in a short and efficient way on people who have a recent experience with service under investigation.
[bookmark: _Toc224164378]4.4 Data Analysis
Data analysis is the method applied to analyze and comment on the data gathered to make significant conclusions (Gupta and Gupta, 2022). Descriptive statistics, correlation analysis, and regression analysis will be used to analyse the data that will be collected in this study. The responses will be summarised using descriptive statistics which will give a picture of how customers perceive them. The strength of correlation between service quality and customer satisfaction will be used through the correlation analysis. Regression analysis will also be used to find out the extent to which the service quality determines customer retention. Such statistical methods are suitable as they assist to determine quantifiable association among the significant variables of the research.
[bookmark: _Toc224164379]4.5 Research Ethics
Research ethics is a set of ethical principles that direct the researchers in conducting studies in a responsible and respectful manner (Gupta and Gupta, 2022). Anonymity, informed consent, confidentiality and voluntary participation are some of the ethical principles that will be strictly observed in this research. Respondents will be made aware of the study purpose and will be free to also withdraw without repercussions.
[bookmark: _Toc224164380]4.6 Reliability and Validity
Reliability is used to mean consistency of the research findings whereas validity is used to mean the accuracy and credibility of the findings. This study will employ well-tested scales of service quality measurement and pilot test of the questionnaire prior to the actual data collection to guarantee reliability and validity of the study. This will be used to detect any ambiguity in questions and enhance the quality of the research tool. 



[bookmark: _Toc224164381]5. Relevance and Practical Implications in the Business
The results of this study may offer great information to Regal Nails in enhancing the quality of its services and the general customer experience in its salons. The study can assist the firm in establishing the most critical service quality dimensions that drive customer perceptions by analyzing the correlation between service quality, customer satisfaction, and customer retention. These lessons can help the management to enhance technician training, boost the quality of service delivery, and ensure that the service quality remains the same in various branches. Moreover, the study can suggest the significance of high hygiene standards and the establishment of a comfortable environment in a salon as one of the key elements of the beauty and personal care business. By focusing on these aspects, the company could potentially expand the level of customer satisfaction, facilitate re-visiting, and build loyalty among long-term customers.
Moreover, by undertaking this research, the researcher will improve his/her knowledge in applied business research, management of services, and customer experience analysis, which are key skills in the contemporary business and management.
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