
Vol-1 Issue-1 2016  IJARIIE-ISSN(O)-2395-4396 
International Conference on "Innovative Management Practices” Organize by SVCET, Virudhunagar  

C-1161                                                                            www.ijariie.com 274 

SERVICE ENCOUNTER IN RETAIL 

INDUSTRY 
 

K.Vidhya 1, Dr.S.Yavanarani2  
1Ph.d scholar  Kalasalingam University 

2 Assistant Professor, Kalasalingam University 
 

ABSTRACT 

Successful service companies understand well the significance of carefully tracking and mana ging 

client satisfaction. The carrier encounter, mainly, can play a distinguished role in figuring out a customer‟s 

delight with the company (Bitner, 1990; Bitner et al., 1990; Czepial et al., 1985; Suprenant and Solomon, 1987; 

Woodside et al., 1989).The goal of this have a look at is to make bigger expertise of pleasurable provider 

stumble upon in retail putting. Specially, this studies examine will check out each events of the provider come 

across (customers and frontline employees). A customer support come upon degree will help to become aware 

of whether or not patron expectancies vary from what touch employees consider customers desire from the 

carrier encounter. The purpose of this article is to introduce and  the carrier encounter idea, in  retail enterprise 

and to offer the consequences of an initial study of  service stumble upon degrees ,significance,  kinds, trait also 

protected.. 
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1.  INTRODUCTION 

                     Retailing in India is one of the pillars of its economy as retailing debts for 14 to fifteen 

percentage of gdp. The Indian retail marketplace is expected to be us$ 450 billion and is among the pinnacle 

five retail markets inside the international. The Indian retail marketplace is growing speedy with about 1.2 

billion human beings. provider come across crucial position of the retail enterprise.. 

 

2. SERVICE ENCOUNTER IN RETAILING 

                       Service encounter upon is a second whilst a client comes in contact with a frontline employee.   

This constitutes the coronary heart and soul of a carrier alternate. consumer sees and judges the provider 

company via this lens. thus it's miles here a carrier firm‟s whole marketing and operational planning and the ir 

execution is tested. a very good provider stumble upon satisfies client, wins his loyalty and commitment. besides 

for fully automatic offerings, a provider come upon is usually a social come upon because it involves human 

beings interplay.  Important aspects at this moment of truth from a client‟s attitude are: operational efficiency 

and interactional first-class. clients assume the service team of workers to provide green carrier inside the 

pleasant manner. Operations and engineering elements that paint ings from the „backend‟ determine performance 

but the „frontline‟ worker is directly liable for human elements of provider shipping.   

  Service encounter upon assume social and mental dimensions in a head to head situation. clients expect to be 

dealt with warm temperature, friendliness, dignity and courtesy. a majority of these elements relate to the „how‟ 

measurement of carrier. The „how‟ element assumes essential significance because frequently the „outcome‟ 

component of service is considered via this perspective. hence carrier entrepreneurs focus interest on managing 

those encounters from patron angle.  

                                  In step with provider specialists a endured exploration of the provider encounter is 

essential for the future of offerings advertising (grove et al., 2003). Greater lately, kunz and hogreve(2011, p. 

244) advised that “a stronger recognition on worker–client interactions at some stage in provider encounters” 

could be vital for the future of carrier research. 

Solomon et al. (1985) define carrier encounters as character-to-man or woman interactions between clients and 

carrier vendors. Interactions with the service issuer, hence the employees, play a critical function in the 

customer‟s perception associated with first-rate and in the end decide delight (bitner et al., 1990). In retail 

industry, patron delight is based on the assessment of more than one interactions between the worker and the 
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consumer (jamal and naser, 2002). consequently, it's far crucial that employees recognis e their roles as their 

behaviour in the cutting-edge carrier stumble upon determines success in future carrier encounters (broderick, 

1999). 

                       Retail provider stumble upon is a  sided coin. it's far excessive time that retail firms als o consider 

devising a few modern interventions to train their goal information their relative significance with precise 

attention to WOM clients into turning into correct customers. this may be accomplished subtly with out overtly 

offending their experience and sensibilities. this would go a protracted way in spinning the virtuous cycle of 

happy employees even happier clients. 

                       Retail enterprise survives and thrives on excellent patron interaction. This has pressured the stores 

to apprehend the significance of superb provider encounter as the satisfactory client retention device. excessive 

opposition in retail enterprise has drawn extra recognition on have a look at of employee and carrier encounters 

in knowledge service best and its relationship with customer satisfaction and loyalty (wagar, 2008; yoon et al. 

2004) 

3. IMPORTANCE OF SERVICE ENCOUNTER 

The carrier stumble upon often is the provider from the client‟s factor of view 

The provider groups interplay between front-line personnel and the customer is important as they purpose to 

create high first-class provider encounters  

Personnel must have the "right" look in that they "look exact" and "sound right" within the service come upon in 

retail carrier come upon 

Friendliness,   physical, elegance, Gender, Competency are major function of service come upon in retail. 

Types of service encounter 

The remote encounter – where customers interact with a carrier, or part of it, via the mail e.g. economic 

offerings, mail order.  The remote encounter may also arise thru a gadget, e.g. the ATM.  Leaflets, brochures 

and bureaucracy dispatched by using mail need to be designed with the patron in mind.  Machines need to 

characteristic and be user friendly.  This sort of encounter ought to be the easiest to  manipulate as it's far 

primarily based on some shape of bodily item, be it published material or a laptop terminal.  Satisfactory need to 

be confident as they may be examined changed and made uniform. 

The cell phone stumble upon – wherein clients have interaction with a carrier by means of Smartphone.  There 

is doubtlessly more scope for variability coming into the carrier delivery.  this will be avoided by requiring the 

worker to work to a script, but troubles may also nevertheless rise up if the patron‟s  enquiry/complaint requires 

reference to other components of the enterprise most effective to locate their support isn't approaching.  

The head to head come upon – wherein customers engage face-to-face with   the carrier company.  Customers 

now have the opportunity of visualizing the vendors of the carrier.  Judgments approximately service first-rate 

may be crafted from the arrival and demeanors of the provider company.  The increasing use of uniforms, now 

called corporate apparel, and the improvement of interpersonal abilities schooling are reputation of the impact 

direct private encounters may also have on consumer satisfaction. 

4. THE CUSTOMER SERVICE ENCOUNTER 

All through a carrier stumble upon the client will shape a judgment on the service supplied based totally on their 

private. There are following some measures. 

 Client expectation: 

patron expectancies exist at  specific degrees, a preferred and good enough stage. The favored provider reflects 

the carrier the client hopes to get hold of, while the good enough level of service refers to the extent of service 

the consumer will accept. 

Patron notion: 
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A marketing  concept that contains a customer's affect, consciousness and/or attention about a business 

enterprise or its services. client belief is generally affected by advertising, reviews, public family members, 

social media, non-public reviews and different channels. 

Choice: 

The choice of the purchaser desires to be understood in superb detail even before the system is defined. If a 

patron‟s goals are unders tood definitely, those get built into the procedure definition and therefore effects in a 

consumer centered process  

Feelings:  consumers also hold positive emotions closer to manufacturers or other items.  every now and then 

these emotions are based totally at the beliefs (e.g., a person feels nauseated while considering a hamburger 

because of the excellent amount of fats it includes), but there can also be emotions which can be enormously 

independent of beliefs  

Needs and wants: 

Unsatisfied human desires that motivate their moves and enhance their success whilst met. Many enterprise 

marketing departments pay close attention to the needs and wants of their target market when you consider that 

each force client purchases. these may be similarly defined as the ones needs which might be based on 

biological requirements, and those wishes that make lifestyles greater nice and which largely depend on 

psychological factors. 

Fee:  

Problems that clients intend to solve with the purchase of a good or service.  

SERVICE ENCOUNTER 

The importance of the carrier stumble upon in a transaction is clearly obtrusive inside the assertion by using 

Bitner, Booms and Tetreault (1990, p71) that “the service come upon often is the carrier from the customer‟s 

factor of view (emphasis added). the overall taking into account many influential teachers additionally helps this 

idea that clients strongly consciousness at the provider come across when evaluating a carrier (Iacobucci and 

Ostrom, 1993; Gronroos, 2006; and Surprenant and Solomon, 1987). 

5. SERVICE ENCOUNTER STAGES 

 

Pre-purchase stage 

Pre-purchase stage  is important in information what buyers are searching out, and what in -man or woman 

experiential marketing and vending procedures will quality tell and fulfill those decision-makers. whether at a 

tradeshow, in a store, or at different offline venues, extra recognition and attention need to be paid to shooting 
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statistics that exposes consumer behavior -- which merchandise they checked out, which functions they 

frolicked analyzing, what troubles they may be looking to clear up. 

post-purchase stage 

Publish-purchase   degree is the customer selection method whilst a patron will take extra motion, based totally 

in basic terms on their delight or dissatisfaction.  The patron's level of pleasure or dissatisfaction is directly 

related to the various courting between their initial expectancies of the product (pre-buy), and their perception of 

the actual overall performance of the product (submit-buy) of their palms 

                 

6. SERVICE ENCOUNTER  TRIAD 

 

       To efficaciously control customers, corporations ought to be involved with the complete experience a 

customer has with a corporation. whilst tons of the cost sought via clients is acquired without  delay from the 

consumption or use of goods or services they buy (i.e., offers blessings that cope with a need), customers‟ 

delight is not restricted to direct product blessings. as an alternative the client‟s buying revel in covers the entire 

purchasing enjoy and is a combination of product and non-product blessings. 

In lots of industries customers‟ revel in with a employer‟s customer support can substantially affect their typical 

opinion of the product. groups generating advanced merchandise may negatively impact their products in the 

event that they lower back those up with shoddy carrier. then again, many corporations compete no longer 

because their products are advanced to their competition‟ but due to the fact they provide a better degree of 

customer support. In fact, many believe that customer service will sooner or later emerge as the maximum 

substantial advantage supplied by a corporation because worldwide opposition (i.e.,increase in similar products) 

makes it more tough for a organization‟s product  to provide particular  advantages customer service manifests 

itself in several methods, with the maximum common being a committed department to deal with consumer 

issues. whether or not a corporation establishes a separate branch or spreads the characteristic amongst many 

departments, being  responsive and supplying dependable service is vital and within the future might be 

demanded by means of customers. 

Maximum of the consumer services are characterized by means of an encounter between a issuer of produc t or 

services and a customer. From the service perspective, one of the unique characteristics or the carrier act is the 

lively participation of the client. every of them has a function to play in an surroundings dominated with the aid 

of the provider enterprise. The service triad, proven in figure captures the relationship among the three parties in 

the carrier of interest for customer support and care. Triad… 
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7. CONCLUSION 

Provider come upon be given critical importance inside the retail placing.not unusual at practices focus on 

making  fulfilling   buying information in reckoning to convey favorable customer service.. clients have 

maximum expectancies are on Tangibility, Reliability constructs; the client‟s lowest expectations are in 

Responsive, guarantee, Empathy..it can function a second grievance on retailing service endeavors as a long 

way as reliability, bodily components, trouble solving personal interaction and policy. A comprehension of 

consumer experiential Reactions may also offer outlets in better. management of retail some help with storing 

and adjusting their endeavors towards making certain  improved preferred service come upon 

experience…shops can similarly recognize .those all of the information about service come upon in retail 

enterprise…. 
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