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Executive Summary

This is a research report that is based on customer satisfaction level of Primark, UK. It is a well known clothing and home wear retail shop in UK. For conducting this research paper, a survey questionnaire had to be preparing first. Then 30 different customers are selected randomly for participating in this research paper. Both primary and secondary methods are used in this report as research methodology. Through various charts, the results have been shown. In the end, findings  are stated and along with recommendations and then conclusion. 
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Introduction

Research is very important for any company, what wants to be successful, as they do research so that they can have a better understanding on a certain topic. With the research gathered a company can know where the business is leading them and what is the recent trend of the market. Research also helps an organization to understand the strengths, weakness and opportunities of the business. Therefore it helps an organization to take proper decision in any idea, problem or any difficult situation. In order to survive in the market, a company has to match with the customer expectation, to find a solution of a problem.  This is a research report, which is based on the  workplace of Primark store in UK. 

Background of the study
Primark is one of the famous clothing stores in United Kingdom. Primark is known for their affordable pricing in UK. They are able to give good quality product with low price, because of this, very year, they make a good range of profit by delivering good product with low price. This report shows the satisfaction level of the customer in Primark store. 

Limitation of the Research 
Primark’s has so many stores around the United Kingdom. Therefore, because of this I couldn’t go to all of the Primark store to get all off the survey. Then again some people weren’t interested to spend time to fill-up my survey.  They were too busy to do the survey. Not all of them wanted to take part in the survay. Only few were cooperate enough to take the participation.
Research Questions:
To make a good conclusion and to have an effective research method I had asked  customers questions that i found releivate. The questions are given below: 
1. Are all the branded products available in Primark store? 
2. Is the price of the product reasonable? 
3. Do they maintain the quality of the product? 
4. Are they following the recent trend? 
5. How would you rate the current customer service of Primark? 

Research Objective:
The objective of this research is to find out- 
“Are customers satisfied with the product and service of Primark?’’
[bookmark: _gjdgxs]
Research Methodology:
For the report, I chose to use the quantitative research method. And I have collected the data in two ways. The ways are given below: 
1. Primary data source.
2. Secondary data source. 
For the primary data source I talked to 30 customers that shopped in Primark stores. And I took face-to-face interview from them and gave them a survey, which contains few questions. The participants were both male and female. And for the secondary source, I have used Primarks website, different articles and newspapers about Primark and also the Facebook comment of the customer of Primark. 

Literature Review:
Clothing is one of the basic needs of human. Clothing gives individuals a personal identity. It has the ability to represent status, creativity and personality in society. Clothing is represent self-esteem too. (What you wear is what you are, 2010). According to Solomon and Ranbolt 2004, said “ It’s a wise decision if a person wants to reveal his/her identity though his/her dress up”. in an addftion, when a person adds something in his/her clothing is called self-concept.  Subsequently a retailer will be more effective if the merchandise they offer encourage a individual in understanding their optimal self (Diamond 2006). Without a doubt, the perfect self of the UK customer is an undeniably elegant one. This does apply to the more youthful age gathering, as well as the more established and more wealthy age indivdiulas  who appreciate staying up with the latest with current patterns. Already, this was difficult to achieve as there was for all intents and purposes no shopper decision for the more seasoned market section, yet esteem stores have endeavored to address this issue (Clothing Market in the United Kingdom, 2006). This refers to the present purchaser daily routine for just wearing a bit of dress a modest bunch of times before it becomes unfashionable and is disposed of (Clothing and Footwear Industry Market Review 2010). According to Solomon and Rabolt (2004) “selling unfashionable products and practicing this unsustainable things doesn’t increase company reputation and sale. Because of the competitiveness of the UK attire industry (Clothing Market in the United Kingdom, 2006), it is imperative that with a specific end goal to stay effective retailers turn out to be more receptive to the requirements and needs of shoppers (McMeekin, 2009).

Research Analysis:
After going to 5 stores, I gave the survey question to the customer. They response were given below with charts-
At the beginning of the research, I had asked the age of the customers in 6 categories so that it can give an idea about the target customer of Primark:   
Age: Here the chart shows that they have targeted all age customers to give their service. But the age of 17-25, 26-35 range people are more like to shop from them. 
[image: ]







Question 1: Are all the branded products available in Primark store? 

[image: ]
I have surveyed 30 customers of Primark.  The chart above shows around 20 customers of Primark are happy with the brand availability and 10 are not getting their expected brand.  In this case, some customers are not still happy with Primark. In order to match with customer expectation they should bring those brand in their store. 

Question 2: Is the price of the product reasonable? 
As Primark has a reputation of delivering good quality product with low price, I have made the 2nd question to know customers satisfaction about pricing of Primark.  The results are shown below: 
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The above chart shows that the pricing of Primark is really reasonable. And the customer of Primark is really good. Out of 100% participant,  67% said yes, the price is reasonable. And 27% respondents said moderate and 6% said the price in not reasonable.  That means some of the customer cannot afford the price of Primark.  But still they go to shop for some discounted product, which they are able afford. 
Question 3: Do they maintain the quality of the product? 

[image: ]
This chart shows the quality of the product they sell in the store. Here we can see that majority of the time Primark sell good quality product. But in some cases some of the customer are not getting it. Though the number of dissatisfied customer is very low, they should focus on this too. Every customer is important and they can spread negative word about the shop. As a reputed shop in UK, they should consider every customer who buys things from them. 
Question 4: Are they following the recent trend? 

[image: ]
According to the above chart, out of the 30 people, a good amount of people said they are following the trend. Some people said they do but not all the time.  During the survey questions fill-up, I came to know that they always maintain trend in some products only. They should focus on every product in order to increase the sells. 

Question 5:  How would you rate the current customer service of Primark? 
[image: ]
Among the 30 participants, no one complained of poor service of Primark. 15 individuals, said their service is excellent, 10 people expressed good service and 5 said average.  So according to the chart we can say that the current service of Primark is enough to satisfy their customers. 

Research Findings:
After doing this quantitative research, I have some findings for the company. Which  are given below: 
1. Customer finds their most preferred brands in Primark’s store. Primark’s always try to ensure that their valuable customers get all the brands from the store whenever they need it.
2. They always try to give good quality product with low price. In order to survive in the market and to maintain the brand image among the customer they maintain it really well. 
3. They always give good quality product to their customers. They never display any defective products. Because they always want to ensure that every customer is happy after receiving the premium product. 
4. They try to follow the recent trend and fashion, but as we know, the fashions and trends changes too fast that it is sometimes really tough for them to keep up with it. Despite of this major problem, they have to match their products with the recent trends and fashion.
5. Overall, customers are satisfied with the service of Primark. Primark always try their best to satisfy their customers whom they value the most. Customer is the core of the business. They understand this and provide their respected and valuable customers with great products and services. 

Recommendations:
After doing this research, I have found some problems of Primark’s. And I have some recommendation for those problems. Some of them are given below: 

1. As trends and fashions don’t last for long, so they can bring products in small shipment. It will help them to finish the stock with change of the trend. Or else, they cannot finish it and those products will cause them huge loss, through sales.
2. It is hard to maintain the quality with keeping the price low. If quality has to be good, the price automatically increases. So, Primark should maintain the quality at first then they can think about the price. 
3.  They should focus on online shopping, as nowadays people like to do shopping virtually rather than going physically.  On the other hand as other companies are increasing their sell by selling product In online, they should consider taking their business online. 
4. Primark’s should also focus on the advertising. Because most of the competitors do more advertising than them. They can hire advertising agency to promote their brand broadly.

Conclusion:
Primark is operating their business in a tough consumer environment along with competitors. This research paper will help them to understand how satisfied are their customers with their products and services. They will also get ideas on what they should do in order to become more successful, which are given in the recommendation section. Research helps an organization to know about the issues they have and also about the most possible and beneficial way to solve or overcome it. The overall customer satisfaction level is good in Primark stors. They have to maintain this in order to remain in the competitive world. Customer satisfaction can be their competitive advantage towards the competitors. Maintaining this is not an easy task because there are so many needs and wants of the customers. To satisfy those is really difficult. But then again, Primark have to maintain this for their own benefit. 
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