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42 AGEGROUP

Table no. 4.2: Showing classification of respondents based on their age group,

EARTERD ARS | FREQUENCY PERCENTAGE

13-25 73 3

26-35 " s

3645 s 2

TOTAL 540 e

Chart no. 4.2: showing age group of respondents.
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INTERPRETATION:
Regarding age wise classification it is clear that respondents belonging to the age group of 15

to 25 years were 31% which states that 4 good number of students and young people shops at
more. Respondent belongimg 1o age group of 26 10 35 and 36 10 45 have 41% and 19%
respondents respectively. This tells the customers who shop at this store are middle age

people such as working women's, housewives, and professionals as it is stores targel group.
Those with above 46 year are very less in pumber which accounts for just 9% of the total -




= Anmalysing refiability componeni shows that 71.95% satisfaction level towand

__ reliability from the respondents. There is still more scope For improvement in
reliability component by which the gap of L9 out of 7 can be covered.

- ® Assurance component has satisfaction level of 72.17%. The gap score of 1.94 out of

tells the scope for improvement.

®  The respondents tell that the empathy shown by more store is satisfied to the level of

70.80%. And gap score 2.03 out of 7 has to be covered to satisfy all customers to the

best.

«  The responsiveness of more store gives 71.11% satisfaction level to the respondents.

s Overall the sssurance of more store has more satisfaction level (72.19%) and fewer

gaps with 1.94 out of 7, this may be because the assurance statement conlains the
behaviour of employees instils confidence statement which has high satisfaction

level. Apart from this tangibility component has more satisfaction level {71.98%),

» Using regression and Anova test it was found that all the 5 dimensions of service

guality has a afTect on customer pereeption and all the null hypothesis were rejected.

* Using correlation it was observed that Responsivencss and Empathy has a strong

relationship on customer perception.
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SUGGESTION

From the study done at more store 1o understand customer perception and satisfaction has
found out the above mentioned findings which gives some suggestions. More has achieved its
target customers but there are many things to be achieved. The following are some of the

suggestions,

* The product quolity, packaging etc, has to be improved.

v

o As majority of customers are eduemed. Thus advenisement can be improved; it will

{
¥
g help in casy commmunication.
P »  Mosi of the cus isi ; : . .
§ OStof The customers visit more once in o week or in every fortnight. So coming up
: “with an offer which gives ofler for those members will satisfy the customers.
) | |
5 * Responsiveness and processing of customers enquiry and complaints should be proper
and fast.
N
Y » The dressing of the employees cion be changed so that it will be mare attractive, as it
* is 2 retail indusiry,
v
D e Magjorty of customer look for varicty of products. So more should keep different
S varicty in the preduct and enowgh stock.
3 *  Provide convenient parking space for customers 1o use,
»  Can seck the suggestions from the loyal customers so 11 can boost the business,
&
> o  Employees should only help the customers when required by them. This is because
every customer doesn’t like 1o accompany by a stall.
g o More stores have a need for some more cash counters, 1o serve quickly without
making customer wait,
y
) o Introducing retum policy can attract more number of customers
‘ » By improving store stmosphere sl displaying system the gap of tangibility
' component ¢an bacovered. :
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