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INTRODUCTION

The “customer service revolution” almost 20 years ago, a body of business research has focused on customer satisfaction and customer-focused
organizations. Business consultants, corporations and others have worked to identify the characteristics of organizations that consistently please their
customers, to develop tools for monitoring customer satisfaction, and to build continuous, quality improvement systems that respond to consumer
feedback. Although much of the research has been conducted by and for the corporate world, customer service and satisfaction is not limited to the
private sector.

REVIEW AND LITERATURE

Elaine Buxton (2000) analysis a comparison of mystery shopping studies and customer satisfaction studies.
Companies need customer satisfaction information in order to serve customers better both immediately and in the
long run. In this article, customer satisfaction and service measurement studies, such as mystery shopping, are

compared and contrasted.

John (2001) analyzed the personal trust and behavioral bases of trust in banking relationship. He emphasized that
banks should pay attention to intra as well as firm policies for developing trust and assessing trustworthiness. He
concluded that marketing strategy could both analyze the trust character of customers as well as proactively pursue

those relationship forms of marketing that could generate long term competitive advantage.

Doug Berdie (2004) A comparison of consumer and business-to-business customer satisfaction research. An
examination of the role of customer satisfaction research in the business-to-business and consumer settings

highlight was show that how each situation influences the measurement of satisfaction.

Roger Blumberg (2005) Ariba’s satisfaction research program has made listening to the customer a company-wide

habit. Customer satisfaction research was ingrained in the corporate culture of spend management firm Ariba.

David Rich (2005) Achieve satisfaction through customer experience management. Customer experience
management (CEM) views the customer as a whole series of interactions across a variety of channels. CEM
incorporated customer satisfaction and customer experience measurements, as well as customer relationship

management, into one complete view of the customer across channels.

John Goodman and Patty David (2009) why your customer satisfaction surveys are not actionable. Your internal
clients are busy. To give them the customer satisfaction data they need, the authors suggest, you must make the

information relevant and easy to act upon and tie it to a specific economic consequence.
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RESEARCH METHODOLOGY

To define any research problem and give a suitable solution, a sound research plan is inevitable. Descriptive
research design was adopted in this research work. Sources of data were Primary data. Simple Random sampling

was adapted here. The data collection tools used in this study was Questionnaire.
RESEARCH DESIGN

The Research design is the arrangement of conditions for collection and analysis of data in a manner that aims to
combine relevance to the research purpose with economy in procedure. The research design applied for this study is
“Descriptive Research”. Descriptive research is concerned with describing the character of a particular individual
or a group. Itis the description of state of affairs in, as it exists. It helps determining the relationship between two or

more variables.
RESEARCH APPROACH

The research approach adopted here is Survey research. Survey research was carried out a study on Customer
Satisfaction with special reference textile industries, Gobi. The survey research was handled in order to bring out
the Customer Satisfaction of the customers in textile industries, Gobi.

RESEARCH INSTRUMENT

The data for the research was collected from respondents using the questionnaire. The questionnaires are filled in
by the respondents through direct survey method. This method is the most common one where respondents are
given the questionnaires and are asked to fill it. The questionnaire contains both closed and open ended question.
By using the closed ended question the respondents were given chance to choose among themselves and
respondents were given the opportunity of all possible answers. Open ended questions were asked to reveal more

from the respondent because these questions do not constraint respondent answers.
SAMPLING UNIT

Sampling unit, in word, can be defined as “who is to be surveyed”. The Sampling frame has been developed so as to
identify and locate the respondents for the purpose of the study without confusion. Sampling units for this study

was chosen as the customers of textile industries, Gobi. Hence the population size is 87.

SAMPLE SIZE

The sample size used in the survey is 73. It is fully collected from the customers of textile industries, Gobi.
SAMPLING METHOD

The method employed here for the research is Simple random Sampling where the samples are drawn randomly.
However it was assured that the sample represented the whole population, that is, geographically the customers

from all through the Gobi city are covered in the research. A sample size of 73 was used for this research.
OBJECTIVES OF THE STUDY

e To study the customer satisfaction level of textile industries, Gobi Clients

258|Page Online ISSN: 2456-883X Website: www.ajast.net



AST Asian Journal of Applied Science and Technology (AJAST)
exceLience HrRoucHResearcH  (Peer Reviewed Quarterly International Journal) Volume 3, Issue 3, Pages 257-264, July-September 2019

e To pin point and identify strong weak points of textile industry that would need to be sustained and those

that need to be developed or improved
SCOPE OF THE STUDY

e The study captioned, “A STUDY ON CUSTOMER SATISFACTION WITH SPECIAL REFERENCE
TO TEXTILE INDUSTRIES, GOBI ” is mainly focused on the determination of the degree of customer
satisfaction. This study is designed to cover the analysis of factors influencing customer satisfaction and
there by identify how far the customers are satisfied with textile industries, Gobi.

TOOLS USED FOR ANALYSIS
Questionnaire was collected on the basis of various factors affecting industrial relations.
Statistical tools used for analysis of data. The data collected was analyzed using tools like.
e Percentage analysis
e Chi-Square
e Correlation
ANALYSIS AND INTERPRETATION
PERCENTAGE ANALYSIS

Table 1 Showing Age

S.NO Age in years Frequency Percent
1 Below 20 years 7 9.6
2 21 - 30 years 40 54.8
3 31 - 40 year 21 28.8
4 Above 41 years 5 6.8
TOTAL 73 100.0

Source: primary data collected through questionnaire and analyzed through spss.

INTERPRETATION

The above Table No 4.1.1 shows that 9.6% of respondents belong to the age group of below 20years, 54.8% of
respondents belong to the age group of 21- 30 years, 28.8% of respondents belong to the age group of 31 — 40 years,
6.8% of respondents belongs to the age group of above 41 years. Thus from the analysis it is concluded that a

majority of the respondents (54.8%) belongs to the age group of 21 — 30 years.
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Table 2 Showing Gender

S.No Gender of the Frequency Percent
Respondent
1 Male 57 78.1
2 Female 16 21.9
Total 73 100.0

Source: primary data collected through questionnaire and analyzed through spss.
INTERPRETATION

The above Table No 4.1.2 shows that 78.1% of respondents belong to male and 21.9% of respondents belong to
female respectively. Thus from the analysis it is concluded that a majority of the respondents (78.1%) belongs to

male.
Table 3 Showing the respondents based on frequent of buyer
S. No Frequent buyer Frequency Percent
1 Yes 57 78.1
2 No 16 21.9
Total 73 100.0

Source: primary data collected through questionnaire and analyzed through spss.
INTERPRETATION

The above Table No 4.1.6 shows that 78.1% of respondents are says yes and 21.9% of respondents are says no
respectively. Thus from the analysis it is concluded that a majority of the respondents (78.1%) says yes they buy

frequently.
CHI-SQUARE ANALYSIS
Null hypothesis

HO: There is no significant association between age of the respondent and frequent buyer at textile

industries, Gobi.

Alternate hypothesis

H1: There is a significant association between age of the respondent and frequent buyer at textile

industries, Gobi
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Table4 Showing the Chi-Square test

Age of the respondent * Are you a Frequent buyer at textile industries, GobiCross tabulation
Count Are you a Frequent Total
buyer at textile
industries, Gobi
YES NO
Age of the respondent Below 20 years 3 4 7
21 - 30 years 31 9 40
31 - 40 year 18 3 21
Above 41 years 5 0 5
TOTAL 57 16 73

Source: primary data collected through questionnaire and analyzed through spss.

Table 5 Chi square test between age of the respondent and frequent buyer at textile industries, Gobi

Chi-Square Tests

VALUE DF Asymp. Sig. (2-sided)
Pearson Chi-Square 7.201a 3 .066
Likelihood Ratio 7.338 3 .062
Linear-by-Linear 5.631 1 .018
Association
N of Valid Cases 73
a. 4 cells (50.0%) have expected count less than 5. The minimum expected count is 1.10.

Source: primary data collected through questionnaire and analyzed through spss & Level of significance: 0.05

INTERPRETATION

From the above Table No 4.2.1 it can be inferred that the P value .066 is greater than thesignificant value 0.05

hence, HO was accepted and H1 was rejected which implied that there wasno significant association between the

two variables in the organization.
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CORRELATION ANALYSIS

Table 6 Correlation between know about the product and factors require better performance from textile industries,

Gobi Correlations

Know about the Factors require a
textile industries, better performance
Gobi from textile

industries, Gobi

Know about the textile Pearson Correlation 1 -.198
industries, Gobi Sig. (2-tailed) 093
N 73 73
Factors require a better Pearson Correlation -.198 1
performance from textile Sig. (2-tailed) .093
industries, Gobi N 73 73

Source: primary data collected through questionnaire and analyzed through spss.
INTERPRETATION

From the above Table No 4.3.1 it can be inferred that the P value -0.198 is less than 1 and greater than -1. Therefore
it is concluded that there is a negative correlation between know about the product and factors require better

performance from textile industries, Gobi.

FINDINGS
o A majority of the respondents (54.8%) was between the age group 21 - 30 years.
e A majority of the respondents (78.1%) was male.
e A majority of the respondents (45.2%) was completed UG.

e A majority of the respondents (42.5%) was rate the finishing shapes of textile industries, Gobi product as
good.

e Chi-square test has proven that there is no significant association between age of the respondent and

frequent buyer at textile industries, Gobi.

e Chi-square test has proven that there is no significant association between Customer service and purchase

at textile industries, Gobi.

e There is a negative correlation between know about the product and factors require better performance

from textile industries, Gobi.
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e There is a positive correlation between factors makes you to buy and discount offered bytextile industries,
Gobi.

SUGGESTIONS

e Sales promotion activities like advertisement of the product may be given more priority, since the

consumers felt that this is a factor need to be improved.
e Company should constantly innovate and understand the latest consumer trend.
e Company has to improve in the delivery of the products to their customers.

e More local/ regional advertisements should be there to make people aware about textile industries, Gobi

and its product.
o Have to reduce the unexpected damages after purchase from textile industries, Gobi.

CONCLUSION

In this study an attempt has been made to the survey for improving the customer satisfaction of textile industries,
Gobi. The study had helped to gain more knowledge about the Industry. The study enabled to collect much more
information about the company and have helped in knowing the practical situation prevailing in the company.
Many suggestions have been made to overcome the problems relating to sales of the product. The company has to
improve its advertisement as well as the delivery facilities to improve the satisfaction level from the customers.
When the company increases the satisfaction level from the customers the sales level will increase automatically,

the products will reach all the customers in a positive manner.
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