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‘L=l need for a retailing strategy that differentiates one
clothing store from another. This can be achieved
through the delivery of high service quality. Moreover,
fashion consumers today are savvier, better informed,
more sophisticated and discriminating that they
expect service quality (e.g. helpful and courteous
salespeople, convenient store layout etc) apart from the quality of merchandise purchased. The
practice of excellent service quality has been proven to lead to increased customer satisfaction and
significantly indicate the effectiveness of the retailers’ performance. This study aims to determine
consumer perceptions of service quality of large clothing retailers.

ery purchase, payment was done

KEYWORDS :customer satisfaction, service quality, attractive store room, retail marketing.

[.INTRODUCTION :

As the local retailing industry continues to experience tremendous expansion, one
observation is clearly evident: the rapid growth in the number of apparel or clothing specialty stores.
The retail environment is changing very rapidly in our days. It is characterized by intensifying
competition from both domestic and foreign companies, a spate of mergers and acquisitions, and
more sophisticated and demanding customers who have greater expectations related to their
consumption experiences.

Due to cut throat competitions retailers need to seek their competitive advantage and know
how to attract and retains the customers. Competitive advantage means to improve quality of the
services and products. In marketing strategies has mentioned the quality services and products were
the key mantra for successful business. In retail clothing industry provides high quality products and
quality service to the customers.
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Service quality is “a global judgment, or attitude, relating to the superiority of the service”.
Service quality has be received a great deal of attention to practitioners, managers and researchers
over the past few decades, due to its strong impact on business performance, lower costs, customer
satisfaction, customer loyalty and profitability. A number of studies indicate that the provision of
service quality is the most basic retailing strategy for retailers to create competitive advantage and to
enhance their customers’ shopping experience.

According to Dabholkar et al. (1996), retail service quality had a hierarchical factor structure
which comprised of five basic dimensions. The five dimensions proposed were:
1.Physical aspects — includes functional elements like layout, comfort and privacy and also aesthetic
elements such as the architecture, colour, materials and style of the store.
2.Reliability —a combination of keeping promises and performing services right.
3.Personal interaction — the service personnel being courteous, helpful, inspiring confidence and trust
in customers.
4.Problem-solving —the handling of returns and exchanges as well as complaints.
5.Policy — a set of strategies, procedures and guiding principles which the store operates under such as
high quality merchandise, convenient operating hours, availability of parking spaces and payment
options.

REVIEW OF LITERATURE

Dabholkar et al. (1996) who developed and empirically validated a scale to measure retail
service quality distinctively. In developing the instrument, the researchers conducted a triangulation of
research techniques involving interviews with several retail customers, in-depth interviews with six
customers and a qualitative study that monitored the thought process of three customers during an
actual shopping experience. These three differing methods combined with a review of service quality
related literature and some modification to the original SERVQUAL scale produced a hierarchical factor
structure scale

Solomon and Rabolt (2004) found that a sales assistant’s characteristics such as knowledge and
personality determine store image, which, in turn will affect the consumer’s choice of store. It is
therefore, extremely important for clothing retailers to have competent employees who are capable of
performing their duties. Results indicate that a majority of respondents (60%) agreed that the clothing
retailer has knowledgeable employees who give prompt service, while 24% of respondents disagreed
with the statement. All ethnic groups, apart from Blacks, were in agreement with the statement. The
results from Black respondents were inconclusive, with 50% of respondents agreeing, and 50%
disagreeing with the statement. One could assume that Blacks have a higher expectation with regard to
knowledgeable of employees or promptness of service.

Hu and Jasper (2006) found that highly personalized service provision has a positive impact on
the consumer’s perception of store image. Furthermore, the sales assistant’s characteristics such as
knowledge and personality, together with store location and merchandise suitability, also determine
store image, which, in turn, affect the consumer’s choice of store.

Michon et al. (2008), it was found that malls focus increasingly on clothing, and emphasize
female clothing. Male and female consumers differ particularly, since males tend to make a purchase
more quickly, while females require a substantial amount of time to make a decision.

STATEMENT OF THE PROBLEM
Due to the competitiveness of India’s clothing retail industry and the increase in the value
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consciousness of consumers, retailers should search for ways to optimize the value that they provide to
their customers. The competitive nature of the industry is forcing clothing retail stores to concentrate
on differentiation in order to gain competitive advantage over opposition in order to retain existing
customers, attract new customers, and ultimately increase their chances of long-term survival.

Considering the competitive environment, there is a need for a retailing strategy that
differentiates one clothing store from another. This can be achieved through the delivery of high service
quality. Moreover, fashion consumers today are savvier, better informed, more sophisticated and
discriminating that they expect service quality (e.g. helpful and courteous salespeople, convenient
store layout etc) apart from the quality of merchandise purchased. The practice of excellent service
quality has been proven to lead to increased customer satisfaction and significantly indicate the
effectiveness of the retailers’ performance. This study aims to determine consumer perceptions of
service quality of large clothing retailers.

OBJECTIVE OF THE STUDY

The researcher has coined the following objectives for this research

1.To find customer perception about service quality in clothing retailers.

2.Toknow the factorsinfluencing service quality in clothing retailing industry.

3.To give suitable suggestions to improve the service quality and competitive advantage of the retailers.

METHODOLOGY

It explains what type of research design was used, and why. It also clarifies why the research was
conducted from a quantitative perspective. This study includes the clothing retailers in Tiruchirappalli
town. The whole population of the Tiruchirappalli District constitutes the Universe of the study. The
researcher has selected 200 samples by adopting convenience sampling.

This sampling of the research includes the textile retail store are Saratha’s silks, Sri Thaila silks,
Chennai Silks, Ahamad brothers silks. The samples selected from these four retail stores and each store
50samplesselected inrandomly.

ANALYSISAND INTERPRETATION

Table -1

Customer
perception of Highly
physical Satisfied
aspects
Lift and
escalator 72(36%) 86(43%) 07(3.5%) 15(7.5%) 20(10%)
facilities
An
arrangement
garments and 99(49.5%) 76(38%) 14(7%) 03(1.5%) 07(3.5%)
show room
facilities.
Equipments
and billing
gadgets used
by retail store
help for reduce
time.
AC facilities
and sanitary 68(34%) 79(39.5%) | 29(14.5%) 11(5.5%) 13(6.5%)
facilities

Highly

Satisfied No opinion | Dissatisfied Dissatisfied

71(35.5%) | 73(36.5%) | 23(11.5%) | 16(8%) | 17(8.5%)
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The above table — 1 displays data relate service quality in retail clothing industry, especially for
service quality dimension in physical aspects. 79 percent of the respondents are satisfied the lift and
escalator facilities. 87.5 percent of the respondents are satisfied the statement of “arrangement of
garments and show room facilities”. 72 percent of the respondents are satisfied the statement of
“Equipments and billing gadgets used by retail stores help for reduce time”. 73.5 percent of the
respondents are satisfied the statement of “AC facilities and sanitary facilities of the retail stores™.

Itis understood that majority number of respondents having high level of satisfaction in service
quality dimension of physical aspects.

Table -2

Customer perception
of Personal
Interactions

Sales men willingness
to help the customers
Sales man describes all
information related to 77(38.5%) | 68(34%) | 26(13%) | 24(12%) 5(2.5%)
products and services
All the employees of
the retail textile stores
are helping the
customers

Sales man of each
section, they have
knowledge about the
products like cotton
cloths, silk, pattu sarees
and etc

Highly No

L Highly
Satisfied Satisfied opinion

Dissatisfied | 1y, atisfied

86(43%) | 69(34.5%) | 32(16%) | 9(4.5%) 4(2%)

83(41.5%) | 70(35%) | 19(9.5%) | 22(11%) 6(3%)

67(33.5%) | 73(36.5%) | 26(13%) | 25(12.5%) | 9(4.5%)

The above table — 2 shows that perception of customers in service quality dimension of
personal interaction. 77.5 percent of the respondents are satisfied the statement of “sales men
willingness to help the customers”. 72.5 percent of the respondents are satisfied the “sales man
describes all information related to products and services”. 76.5 percent of the respondents are
satisfied the statement “all the employees of the retail textile stores are helping the customers”. 70
percent of the respondents are satisfied the statement *

Itis understood that majority of the respondents are having high level of satisfaction in service
quality dimensionin retail clothing stores.
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Table -3

Customer
perception of
Problem solving
Customer complaints
are accepted and
responded by the
management
Defects in products
can be replaced by the | 41(20.5%) | 37(18.5%) | 31(15.5%) | 51(25.5%) | 40(20%)
product or services.
Sales men small
mistakes regretted by | 59(29.5%) | 63(31.5%) | 27(13.5%) | 44(22%) 7(3.5%)
the management.
Mistakes in billing
can be resolved in 68(34%) 72(36%) 18(9%) | 37(18.5%) 5(2.5%)
few minutes.

Highly . No L Highly
Satisfied Satisfied opinion Dissatisfied Dissatisfied

53(26.5%) | 48(24%) | 36(18%) | 43(21.5%) | 20(10%)

The above table — 3 displays that perception of customers in service quality of retailing
dimension of problem solving. 50.5 percent of the respondents are satisfied the statement of
“Customer complaints are accepted and responded by the management”. 45.5 percent of the
respondents are dissatisfied the statement “Defects in products can be replaced by the product or
services”. 61 percent of the respondents are satisfied the statement “Sales men small mistakes
regretted by the management”. 70 percent of the respondents are satisfied the statement “Mistakes in
billing can be resolved in few minutes”.

It is understood that majority of the respondents are satisfied the service quality dimension in
problem solving, except the statement of “Defects in products can be replaced by the product or
services”.

Table -4
Customer Highly o No cnticfi Highly
perception of Policy | Satisfied Satisfied opinion Dissatisfied Dissatisfied
Quiality of products
and services they 81(40.5%) | 76(38%) | 17(8.5%) | 18(9%) 8(4%)

offered

Working hours of
clothing retail stores
are convenient to the
customers

Payment options are
satisfied by the 91(45.5%) | 87(43.5%) | 12(6%) 6(3%) 4(2%)
customers

Parking facilities are
good and appreciable.

84(42%) | 78(39%) |15(12.5%) | 13(6.5%) | 10(5%)

71(35.5%) | 78(36%) | 18(9%) | 13(6.5%) | 20(10%)

The above table — 4 displays that perception of customers in service quality of retailing
dimension of Policy. 78.5 percent of the respondents are satisfied that the statement of “Quality of
products and services they offered”. 81 percent of the respondents are satisfied the statement of
“Working hours of clothing retail stores are convenient to the customers”. 89 percent of the
respondents are satisfied the statement of “Payment options are satisfied by the customers”. 71.5
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percentof the respondents are satisfied the statement of “Parking facilities are good and appreciable™.
Itis understood that majority of the respondents are having high level of satisfaction in service quality
dimension of policy in retail clothing stores.

Table -5
Customer . .
. Highly - No e Highly
percgpt!o_n of Satisfied Satisfied opinion Dissatisfied Dissatisfied

reliability
The products qualit
i Vefy 1000 QAT | g3(41.5%) | 92(46%) | 1(0.5%) | 21(105%) |  4(2%)
If any defects the 0 0 9
products price should | 63(31.5%) | 57(28.5%) 27(13.5%) | 29(14.5%) 24(12%)
be repaid.
Discounts and offers 0 o 0 0 9
are believable. 73(36.5%) | 86(43%) | 11(5.5%) | 17(8.5%) 13(6.5%)
Additional carry
bags, big size bags 0 0 0 0 0
are good and 57(28.5%) | 68(34%) | 17(8.5%) | 38(19%) 20(10%)
appreciable.

The above table — 5 displays that perception of customers in service quality of retailing
dimension of reliability. 87.5 percent of the respondents are satisfied that “The products quality is very
good”. 60 percent of the respondents are satisfied that “If any defects the products price should be
repaid”. 79.5 percent of the respondents are satisfied that “Discounts and offers are believable”. 62.5
percent of the respondents are satisfied that “Additional carry bags, big size bags are good and
appreciable”.

Itis understood that majority of the respondents are having high level of satisfaction in service
quality dimension of reliability in retail clothing stores.

Various dimensions of service quality

Various

dlmen5|_ons Low High Min | Max. | Median | S.D | Mean Mean
of service Rank
quality

Physical 66(33%) | 134(67%) | 9 | 20 | 16.00 |3.212 1588 3
aspects

Personal | g1 40 506) | 119(595%) | 11 | 19 | 16.00 |1.949 | 1589 | 2™
Interactions

ng\gfgm 115(57.5%) | 85(42.5%) | 9 | 19 | 13.00 |2.041| 1371 | 5"
Policy 77(38.5%) | 123(615%) | 4 | 19 | 17.00 |2.823] 1620 | 1%
Reliability | 116(58%) | 84(42%) | 11 | 18 | 1450 |2.406] 1515] 4"
Overall

service 86(43%) 114(57%) | 55 92 79.00 [9.941 | 76.83 -
quality

The above table reveals overall statistics calculation in dimension of service quality.
Organizational policy dimension is got first rank in the service quality dimension analysis and its mean
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value 16.20, median 17.00, standard deviation 2.823. Personal interaction dimension got second rank
in the dimension analysis and its mean value 15.89, median 16.00, standard deviation 1.949. Physical
aspects dimension got third rank in the dimension analysis and its mean value 15.88, median 16.00,
standard deviation 3.212. Reliability dimension got fourth rank in the dimension analysis and its mean
value 15.15, median 14.50, standard deviation 2.406. Problem solving dimension got fifth rank in the
dimension analysis and its mean value 13.71, median 13.00, standard deviation 2.041.

Inter Correlations matrix

Physical | Personal | Problem Overall
Mean | S.D aspects | Interactions | solving Policy | Reliability service
guality
Physical
as&ects 15.88 | 3.212 1 T46(**) B646(%) | 407(%) | .729(**) | .894(*%)
Personal ” - » o o
Interactions 15.89 | 1.949 [ .746(*) 1 611(*) | .651(*) | .637(**) | .902(**)
Problem | 1575 1 2.041| 6a6¢+) | 611(%) 1 307(%) | 535(**%) | .750(**)
solving
Policy 16.20 | 2.823 | .407(*) .651(%) 307(%) 1 261(%*) | .669(**)
Reliability | 15.15 | 2.406 | .729(**) B37(**) 535(**) | .261(**) 1 .786(**)
Overall
service 76.83 | 9.941 | .894(**) .902(**) 750(**) | .669(**) | .786(**) 1
quality
n 200 200 200 200 200 200
** Correlation is significant at the 0.01 level
FINDINGS:

=79 percent of the respondents are satisfied the lift and escalator facilities.

«87.5 percent of the respondents are satisfied the statement of “arrangement of garments and show
room facilities”.

=72 percent of the respondents are satisfied the statement of “Equipments and billing gadgets used by
retail stores help for reduce time”.

«73.5 percent of the respondents are satisfied the statement of “AC facilities and sanitary facilities of
the retail stores”.

«87.5 percent of the respondents are satisfied that “The products quality is very good”.

<60 percent of the respondents are satisfied that “If any defects the products price should be repaid”.
«79.5 percent of the respondents are satisfied that “Discounts and offers are believable”. 62.5 percent
of the respondents are satisfied that “Additional carry bags, big size bags are good and appreciable”.

SUGGESTIONS:

The researcher suggested that large clothing retailers should invest in their employees to equip
them with the knowledge and skills to deliver high levels of customer service. This could be done
through training programs. It is suggested that all customers should be treated correctly, and that
sufficient attention should be paid to all customers.
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It is advised that retailers should ensure high quality clothing by implementing quality control
procedures, and by making sure that they import or buy merchandise from trustworthy sources.

Parking is normally not determined by the clothing store, but clothing stores should choose
strategic locations, and convenient parking facilities should be considered prior to opening a new store.

CONCLUSION:

Service quality has become a significant subject as a result of increasingly demanding
consumers. The provision of service quality has many benefits for an organization, one of which is that
it can create a competitive advantage in a highly competitive industry. Even though it became evident
that consumers are satisfied with existing levels of service quality delivered by large clothing retailers
within the Tiruchirappalli town area, it should remain an aspect that retailers should continuously focus
oninorder to stay competitive.

REFERENCE:

1.Dabholkar, P.A., Thorpe, D.I. & Rentz, J.0 (1996) “A measure of service quality for retail stores: scale
development and validation”, Journal of the Academy of Marketing Science, Vol. 24, No.1, pp. 3-16.
2.Fournier, S. (1998) Consumers and their brands: Developing relationship theory in consumer
research, Journal of Consumer Research, John Deighton, USA, Vol. 24 No. 4, p. 343-73.

3.Gangestad, S. W., & Snyder, M. (2000): Self-Monitoring: Appraisal and Reappraisal, Psychological
Bulletin, American Psychological Association, USA, Vol. 4 March, p.530-555,

4.Solomon, M.R. & Rabolt, N.J (2004) “Consumer behavior in fashion”, New Jersey: Prentice Hall.

5.Hu, H. & Jasper, C.R. (2006) “Social cues in the store environment and their impact on store image”,
International Journal of Retail and Distribution Management, Vol. 34(1):pp. 25-48.

6.Michon,R., Yu, H., Smith, D. & Chebat, J. (2008) “The influence of mall environment on female fashion
shoppers’ value and behaviour”, Journal of Fashion Marketing and Management, Vol.12 (4): pp. 456-
468.

Available online at www.lsrj.in 8



Publish Research Article
International Level Multidisciplinary Research Journal
For All Subjects

Dear Sir/Mam,

We invite unpublished Research Paper,Summary of Research
Project, Theses,Books and Book Review for publication,you will be pleased to
know that our journals are

Assoclated and Indexed,India

*x |International Scientific Journal Consortium
*x OPENJ-GATE

Associated and Indexed,USA

EBSCO

Index Copernicus

Publication Index

Academic Journal Database
Contemporary Research Index
Academic Paper Databse

Digital Journals Database

Current Index to Scholarly Journals
Elite Scientific Journal Archive
Directory Of Academic Resources
Scholar Journal Index

Recent Science Index

Scientific Resources Database
Directory Of Research Journal Indexing

Golden Research Thoughts

258/34 Raviwar Peth Solapur-413005,Maharashtra
Contact-9595359435
E-Mail-ayisrj@yahoo.in/ayisrj2011@gmail.com
Website : www.aygrt.isrj.org




