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Research Aim

To explore and investigate the impact of online shopping

on consumer satisfaction in high street grocery chains in

Birmingham, UK.

Research Objectives

» To investigate how high street grocery chains adapt

to various strategies for meeting the expectations of

) online consumers:

= > To assess the relationship between convenience,
2 customer loyalty, and online service quality.

» To find out the challenges as well as opportunities
for enhancing online consumer satisfaction in high
street grocery chains.

Research Philosophy & Approach

» Interpretivist philosophy of research

> Research method of induction

» Strategy of qualitative research (only secondary data)

The interpretivist method helped the research to examine the
perceptions and experiences of consumers using the available
literature instead of using figures (Creswell and Creswell, 2018)
Data Collection

< Secondary data sources only

» Target consumer behaviour of UK grocery retail and online.
Secondary research will enable one to access a great amount of
already existing knowledge and allows performing a full analysis
of the trends of online retail (Saunders et al., 2019).

Sampling of Sources

O Relevant literature selected purposely.

Q Priorities were given to peer-reviewed journal articles.

Q Target online grocery retail, customer satisfaction and quality of

Data Analysis service.

» Thematic analysis (Brazzo and Feminelli, 2017)

> Recurring theme coding like convenience, trust and delivery reliability.
» Pattern recognition in more than one study.

Thematic analysis will provide a systematic interpretation of the qualitative [
data and will help to determine the key determinants of customer satisfaction.

°- % Key Findings
. C\,\ «» Online grocery satisfaction is mainly due to convenience and time efficiency.
+ Reliability in delivery has a great impact on customer experience.

é ~° * Brand reputation and trust have an impact on purchase decisions.
[]I:I < User experience is influenced by usability and the digital interface of websites.
e

< Omnichannel elevates customer satisfaction.

Conclusion

Convenience & accessibility increase customer satisfaction in online shopping
Nevertheless, to keep customers loyal, retailers must uphold high-quality services, °
good delivery & robust digital platforms. Grocery chains operating on high streets

should adopt combination of online & offline to stay afloat in changing retail

landscape.




