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Abstract:
Customer satisfaction is key in creating long-term relationship with your customers, research study found, 81% of satisfied customers are more likely to return if they had positive experience, whilst 95% of customers will “take action” after receiving a negative experience- sharing concerns with friends, family or simply recording an experience and uploading it on social media. This has put an extremely immense amount of pressure on service-orientated businesses like McDonald to minimize the number of dissatisfied customers.  The aim of this study is to identify the level of customer satisfaction and loyalty on their McDonald purchase experience in the Islington borough of London. 
By investigating the root cause of the issue that is leading to low customer satisfaction, this will give the management team a clearer view on how to make better decisions regarding training, employment of staffs and allocation of development funds. I would be taking into consideration the SEVQUA Model to enhance service quality, this is the study of customer satisfaction in the area of general marketing. (Brandi, J 2001)
Introduction-  
In this ever- growing world of globalization, the business world is experiencing a rapid growth especially within the fast food sector, restaurants find themselves constantly introducing new methods of customer service to keep customers satisfied and loyal to their brand.  Customer satisfaction in fast food industry is highly depended up on the degree of quality of services offered (Rees and Smith, 2014).  Restaurants faces the daily challenge of making sure customers are not only satisfied with their product and service, but the customer experience is of high quality, the performance of any business is dependent on their customer, restaurants rely on their customer to obtain profit and if customer are not satisfied with their service, this could lead to the organization facing heavy loss or closing down their business in general. This report is about identifying whether improved or not improved quality of customer service leads to higher customer satisfaction. (Conner, 2006) Since customer satisfaction shares a connection with the concept of quality, the quality of service is becoming more important for McDonald as It is a firm which regulates highly on the hospitality segment. 

McDonald Background-  
From the beginning, McDonald recognized to be the main “fast food” retailer in the Uk has been working its best to upgrade customer loyalty, whether that meant changing the way service is delivered as with the introduction of the “Experience of the future”, whilst efforts are being made to satisfy customer needs, research found that McDonald in recent years are facing a drastic loss of customers, with many customers choosing alternative fast food restaurants like KFC or burger King. Chew (2015) highlighted that the firm had been experiencing tough context in enhancing the customer satisfaction citing rude staffs, slow service and poor quality of food as the main contributing factors. 
Studies found that the fast food chain has in its latest customer satisfaction score has earned the lowest core in customer satisfaction amongst other fast food restaurants. McDonald satisfaction rating is currently at 71, scoring much below its average satisfaction rate of 80. The main area of concern as identified by Durante and Boyle (2013) is rude customers and unfriendly attitude of employees towards customers. Customers report that staff members do not seem to be interested in helping out customers beyond their expectations and appear to have a lack of training on dealing with anti-social behaviours from customer hence escalating problems as opposed to solving the problem. Rees and Smith (2014) report shows the majority of customers in the UK do not believe that McDonald as a much -loved fast-food restaurant is doing enough to ensure that its vision of “I’m lovin it” is being met.  The lack of friendly staffs and failure in understanding customers’ needs regarding service and quality are the prime reasons why it has gained immense criticisms from the public. Evidently, there is a utmost need for improvements and suggestions to change these situations in order to obtain better customer satisfaction. This study therefore aims to find effective ways to lower customer complaints, to identify the tools, techniques and procedures for increasing customer satisfaction, to evaluate the important factors that influence customer satisfaction (Dahiyat, Akroush and Lail, 2011).

Customer satisfaction-
According to Derek Allen (2004) improvements in product and service quality will increase customer satisfaction which leads to desirable business outcomes. This means by measuring the level of customer satisfaction, we should be able to identify the area of development and this will in turn improve the customer satisfaction, solve the issue hence have a more positive effect on the company’s operations. It is obvious that when a customer is content with the service then they are likely to return to the restaurant and make further purchase, hence becoming a loyal customer. All business aim to develop loyal customers as this directly influence their sales hence profits. The satisfaction of customers is directly related to their expectancy levels (Jewel, 2007)
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FIGURE 1: Fundamental assumption driving customer satisfaction measurement (Allen 2004, 2)

Research objectives-
1) To identify the effects of service and quality on customer satisfaction in McDonald
2) To systematically investigate whether there is a trend of the type of service and quality by looking at the time of time of day and types of staff. 
3) To provide recommendations to McDonald for the improvements of their service and quality for enhancing customer satisfaction.

Research questions- 
By the end of the research, I need to find a link between the service, quality and the level of customer satisfaction:
1. By Identifying any challenges that McDonald face in regard to service and quality
2. What areas of development requires immense focused and how should be they be prioritised?  For example, training of staff, speed of service or quality of final product
3. Assess the role that service and quality on sales and customer experience. 
4. What are the on-going strategies employed by McDonald to satisfy their customer, is it working and where it needs improvement.

Research strategy- 
In this research study, I will be using two different types of research strategy including an informal interview and a paper survey- making use of both qualitative and quantitative data. I will be carrying out an informal interview with McDonald customers and a customer satisfaction survey which would be given during customers visit to McDonald.  To be precise, it would be unstructured interview with many open questions. This interview technique may be a little time-consuming in that It allows for the in-depth answer of the participant however this is useful for me because it helps me adapt and change my questions depending on the participants answer, allowing me to develop a real insight into the person’s experience and understand things from a customer’s perspective. 
Additionally, a web base survey would be used to measure customer satisfaction, quality of products, delivery accuracy, customer experience and communication. It would be a questionnaire-based survey carried out online using a site called “customer Satisfaction response”- an online software tool. On purchasing a product, they will receive a receipt where it would be advised to them to carry out the survey to receive £1.99 voucher, which would be a reduction on their next purchase. This aims to get customers to complete this questionnaire. There is no limit on how many customers we aim to receive but there should no less than 300 customers as I need a large enough sample to draw a conclusion. Since people of all age, background, religion and profession visit McDonald, there would no specific target audience. This may pose a problem as elderly customer are not familiar with technology and younger customers may not be motivated to indulge in this activity, this is supported by Sue & Ritter (2007), who argues that obtaining high response rates can be challenging when conducting online survey research. But it would be beneficial for me because by identifying certain topics and attributes, it will give me a better picture of customer satisfaction in different aspects.  According to Bob Hayes (2008, 76) the advantage of using such a method is that it is cheap to conduct, and the response rate are typically higher than other forms of method because they are quick and easy to complete as well as allowing customers to respond in their own pace without any pressure.

Interview questions-
1. Tell me about an experience when you received exceptional customer service.
2. Tell me about some of the problems which you encountered with a member of staff and the quality of a product.
3. If you could change two things about the quality and service of this restaurant; what would it be and why?
4. Why did you choose our restaurant rather than our competitor?
5. On approaching a manager regarding an issue with a product or service, was the problem effectively resolved and How? 

Survey Questions- 
Example 1)
Company service representative (crew members and managers) adhere to a professional style of conduct. 
Strongly Disagree                                     
Somewhat agree
Neither Agree or disagree
Somewhat agree
Strongly Disagree
Example 2)
Based on your awareness of (product and service), is it the same, better or worse than other brands?
Relatively better
Better
Same
Worse
Much Worse
Example 3)
Based on the service delivered and experience of your visit, are you likely to visit the restaurant again? 
Most Definitely
Probably
May or may not
Probably not
Definitely not
Data analysis plan-
The data collection method in this research, as mentioned before is composed of both qualitative and quantitative data. Saunders et al (2007) wrote, it is crucial that data analysis is conducted in an effective way in order to get response on the research question and achieve research objectives and aims. For example, just using an observation method to identify what is causing customers to be dissatisfied with the service would be inappropriate since it will not allow me an insight into the details of the emotions felt or action taken afterward. 
After collecting the data, it will be analysed thoroughly and interpreted. The qualitative data will be evaluated manually while the quantitative data will be analysed using different computer softwares including bar graphs, pie charts and tables. First step in analysing the data recorded during the interview would be through the tape recorder or the notes that were taken during the interview process. Since my aim is to find a common pattern across the data, I will be looking for similarities in customer complaints for example are customer complaints peak during lunchtime and busy period? I will record the number of people who shares this problem and list them in terms of priority problem 1-10. 

Ethical issues-
 Ethical consideration is a crucial element of a research, while conducting any study the researcher needs to ensure ethical norms and standards are being monitored at all time to ensure participants privacy and rights are protected. When conducting an interview for example, I need to ensure that customers would be made aware in advance of their interview being recorded as not doing so would be a violation of the participants privacy and consent. To add, I need to make sure I do not ask questions that involve hypersensitive information or personal information as the participant may feel uncomfortable answering these. The information which I obtain during the interview need to be reported honestly and accurately without the identifying of names unless this is deemed appropriate by the interviewee. 
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