
REVIEW OF LITERATURE

A nselmsson Johan (2006),   He has  found  the concept  and satisfaction of shopping  from

shopping malls  in  Sweden. His  observation was that customer satisfaction may be personal

view and person’s own perception and reaction about  shopping  and shopping  malls.  Also,

customer  interactions  with  shopping  centre  establishments  involve  a  variety  of  different

activities. They have found the 8 factors of customer satisfaction. Furthermore, this study had

also investigated whether sources of satisfaction differ  in importance with respect to gender

and age, generally two important variables for retail segmentation. The result was focused on

number  of  characteristics  of  shopping  malls  in  comparison  of  customer  satisfaction.

Researcher had found that selection was the most important factor of customer satisfaction.

Hekman  David  R.,  Aquino  Karl,  Owens  Bradley  P.,  Mitchell  Terence  R.  &  Leavitt

Pauline  Schilpzand  Keith (2010),  In this  research,  researcher  have  found  the result  that,

customer  satisfaction surveys  have  become a common source of performance  feedback for

employees  and  organizations.  Researchers  had  given  some  new  aspects  that  customer

satisfaction was primary factor for the companies this time for strategic decision making and to

find some factors for compensation of employees. Customer satisfaction in most of cases were

gender  biased  they had found  because this  mainly  attach with the behavior  of people  and

performance.

B.  Kamala devi (2010),  They have found the  survival  of fittest  & fastest is  the mantra of

today’s business game. To compete successfully in this business era, the retailer must focus on

the  customer’s  buying  experience.  To  manage  a  customer’s  experience,  retailers  should

understand what “customer experience” actually means. Finally; in conclusion there are some

fundamental points: Customer Experience Management  is  not  simply  an old idea  in  a new

wrapper. The result was that there are now more services and products available than at any

time in the past, yet customer satisfaction are on a downward slide.


