Customer service

Conclusion
Researcher can summarise that self service checkout system is a feasible topic for the proposed research work. And there is more roam to investigate on this topic and more literature and books need to be written. Customer satisfaction and customer retention are very important factors to consider for any organisation to gain the profit in the long run. Researcher has used different theories to further elaborate our proposed research questions or objectives such as Kano Model of Customer Satisfaction, Porter value chain model. Customer satisfaction theories and customer retention can be achieved as result of customer loyalty. Researcher would like to investigate the customer satisfaction against the self service checkout system and user friendliness of this new machine. Researcher would like to investigate the proposed questions by using primary data collection technique using inductive approach. Researcher has designed questionnaires suing qualitative approach to collect the information about the customer satisfaction level and retention of the self service checkout system. In addition, researcher can try to achieve the solution to our propose questions or objectives to further refine the customer satisfaction and profitability.

Researcher main objective by doing this research work is to find out about the customer wants, needs and expectations. Customer service is very important feature for any organisation to be successful in terms of sales and profit. It is very essential in the retail supermarket sector because it is very fast paced environments to achieve the excellent customer services to get require customer satisfaction and retention. In retail, big players such as BMW, Toyota and Mark and Spencer always exceed their customers' expectation level and enjoy higher growth of profitability and sustainability.

Customer complaint procedure is very essential part of customer feedback to improve the whole system and finally, achieve percentage level of customer satisfaction and retention. In retail, every supermarket has been using this feedback tool to continuously improve their process to meet their customer expectations and demands.

Researcher has used qualitative `questionnaires` to get that feedback from the customers about their perceived satisfaction level of using self service checkout system. Researcher has concluded that customers like this technology as a whole, but, there is a roam for the improvement in different areas as mentioned by researcher in his research findings and recommendations sections.

By this paper, based on secondary data as well as primary data, was proven that there is a connection between operation of self-scanning checkout system from one side and organisations' overall performances in areas such as customer satisfaction and retention in the supermarket, selling revenue increase, customer retention-ship, improving customer loyalty as a result of increase in service quality, reduce cost of operation etc. All named activities are part of value chain of the supermarket, which ends to an ideal level of customer satisfaction as well as further development and improvement towards operation cost cut which again affects the customer satisfaction as part of the value circle.

Implementing of such technologies should lead to positive outcomes and increase the level of customer satisfaction in the long term. Theoretically it was also found that implementing self-scanning checkouts might be seen as very efficient tool to retain customers and implement or improve loyalty scheme, even modernize it to extend of low cost development personal orientated market features.

It also was found that supermarket might relocate human resources from tills to a consultative on ground units, which will improve shelf status and consult customers though it seems that it hasn't happened yet in a satisfactory level at ASDA.

Self service checkout system has been getting positive response and acceptance by the potential consumers. Self service checkout system is a relatively new technology that enables customers to shop for the items without the help of employees of the supermarket. It is very important for any supermarket to get acceptance by the customers of the new self service checkout system. For that reason, companies use different analytical and qualitative measures to check customer's behavior and satisfaction against new self service checkout system. It has been a transactional process to get acceptance by the customers to effectively use relatively and innovative self service checkout system. For any organization, Customer's retention is very important factor for the growth and sales point of view. Customer satisfaction has been major factor for any supermarket. To get customer satisfaction, researcher has mentioned different models such as Kano model analysis, Value chain model and Service/product life cycle. At the end, researcher has looked at the health & safety procedures in relation with customer satisfaction and retention factors. In the retail environment, health & safety procedures are very important for the safety of the customers as well as employees. It is also very important to have priority to less able customers such as older, ladies with kids and pregnant customers.

Researcher has used qualitative approach to collect data and used exploratory method to further investigate about the research problem. Self service checkout system is a relatively new technology but, it is getting acceptance by majority of the customers group apart from some minorities group of customers such as disable, pregnant women, and older customers.

In conclusion, researcher has found that self service checkout system has been getting positive feedback by the customers. Customer satisfaction and retention level has grown gradually by the time it first came into contact with the customers. Self service checkout system is a faster way of payment as well as it gives control back to the customers in terms of privacy, freedom and flexibility.

Researcher has high hopes for this technology future and it will grow further in coming years. It would be part of every retail business by 2013 in the UK as suggested by earlier research by retail survey group. Self service checkout system is a long living technology which is getting acceptance from customers. Researcher recommends that there should be regular review of customer satisfaction feedback survey, so, employer as well as employees can update their knowledge about the current customer expectations and complaints. As a result, employees can improve their customer services quality and standard. Customer gets better service and product quality that could increase customer satisfaction and retention of the supermarket in the long run. Retail ASDA supermarket can achieve higher level of customer loyalty in relation with self service checkout system
