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I. General Characteristics

The actuality of the research. Today service as a kind of
commodity market, plays an important role in the development of the
national economy. Nowadays, the service has emerged in the sector as a
national and world economy, which identifies and promotes the
country's competitiveness. Services creates opportunities for the public
to meet the demands more fully, provides time-saving and increasing
free time. It is of great importance to the development of human capital.

Retail trade, which is the final stage of commodity circulation has
a number of service features. The main feature is the fact that its
production matches its distribution in time and space. through retailing
part the motionless commodity circulation in the area. It is sold directly
to meet the demands of a customer or a collective and moves the field of
consumption. That is why the retail trade in services and its marketing
needs special approaches.

The retail trade in services is directly related to the development
of forms of the economy, population purchasing capacity, market
demand and competition development.

At present, in the retail trade there exist almost every type, shape
and size of retail trade enterprises. Gradually established retailer of the
latest forms. Accordingly, the retail trade and the service sector has
increased and improved dramatically. The service types have become
more diverse.

The actuality of the thesis is that at present in Georgia the largest
share of retail trade occupies such enterprises, which are characterized
by low level of customer service culture (according to Gori example it’s
82%). A number of deficiencies are observed in the service of modern
forms of retail trade enterprises. Violation of human rights has frequent
character, their complaints and opinions are completely ignored. There
is no unified standard of service in the country, the implementation of
which would be binding on the retail trade enterprises. Only a certain
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part of Georgia's largest retail companies has developed the service
culture and internal standards.

Due to the existing situation by a number of directions in the
retail services Georgia is significantly behind not only developed
countries but also in neighboring countries, in particular Turkey and
Azerbaijan. According to the data of World Trade Organization, in the
trade rating Georgia takes 91% position and 121 position in commercial
services exports in 2013. In this regard, Georgia is ahead of Armenia,
which is in accordance with takes 125% and 129 positions.

The current state of marketing research, the research results can
be generalized and summarized in terms of the current situation,
identify the problems that affect customer service improvement, their
complaints and grievances from the reduction, therefore, the
development of retail trade.

The problem of studying the situation. The study of many foreign
scientists is dedicated to service sector-related issues and problems,
which can be grouped into: J. Bateson, J. Chepiely, W. George, C.
Gronroos, E. Langeard, S. Brown, P. Kotler, G. Armstrong, J. Tschohl,
M. Brady, E. Maidebura, C. Lovelock, J. Lambin, V. Zeithaml, A.
Parasuraman, L. Berry, O. Voronkova, I. Satalkina, T. Tultaevi, S.
Basova, T. Paramanova and other scientific works.. The issues will be
discussed as well as the Georgian scientific economists: R. Asatiani, G.
Shubladze, N. Todua, B. Mghebrishvili, D. Shonia, E. Baratashvili, M.
Shelia, M. Vasadze, M. Kobiashvili, G. Khomeriki, G. Katamadze, D.
Katamadze and others.

Despite the large number of scientific papers, in the national
economic literature is not represented the terms of the modern state of
the quality of service in the retail trade, the service quality and a
modern marketing conditions are less discussed and analyzed.

Taking into consideration the mentioned issue, we have tried to
fulfill and represent current situation in the retail service, to show the
problems and the ways of their solutions.
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Research Goals and Objectives. The goal of the research is the
study of retail service quality. Marketing research and presenting its
analysis of the situation; stating the correlation relationship between the
quality of service, customer satisfaction and staff (employees)
contentment; Presenting methodological approaches and ways of
marketing ways in upgrading quality of retail trade service.

According to the purpose of the research, the paper presents the
following main tasks:

1. The study of the characteristics of the market its current trends;

2. The study of legal and socio-economic factors determining the
development of the retail trade;

3. Determining the correlated connections between quality,
customer satisfaction and staff (employees) and the rating of retail
service (on the example Gori retail trade enterprises);

4. Promoting, identifying and evaluating customer service quality,
customer satisfaction, as well as the staff's satisfaction in terms of the
real situation;

5. Working out methodological and practical recommendations
and measures for improving the quality of the retail trade.

The subject of the research. The subject of study is the unit of
issues concerning relations of customers and sales staff, marketing
services in the retail trade, theoretical and methodological issues of
retail trade enterprises.

The object of research. The object of the research is modern retail
market, the retail marketing enterprises and qualitative service issues
among consumers of Georgia, namely, in Gori small, medium and large
retail enterprises.

The theoretical and methodological basis and database of the
research. The theoretical and methodological basis and database of the
research are the scientific papers of local and foreign scientists,
legislative acts of Georgia, the World Trade Organization, the Ministry
of Economy and Sustainable Development, the National Statistics Office,
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the National Bank and other materials, as well as the marketing research
information obtained through the analysis of the results.

While working on the thesis scientific research methods such as
analysis (including correlation analysis), to compare, and statistical
observation and combinations, and the authenticity of the questionnaire
"Mystery Shopping", direct interview were used.

Main Postulates. the following issues are presented on the basis of
processing theoretical materials and statistical data, the normative-legal
base for the study and the research results obtained in the initial
analysis:

1. The market study and analysis of the evidence demonstrates
that the national economy is the most important and fastest growing
sectors - services, which contributes the needs of more fully satisfaction
of the community and residents, time saving, free-time growth,
development of human capital - largely determines the country's
competitiveness in the modern stage;

2. On the basis of the market regulatory legal and socio-economic
research and analysis the author thinks that there are a number of
problems, the process of improvement and perfection must play a
prominent role in creation of a strong and independent entrepreneurial
environment of fair competition which will maintain creating and
setting Customer service quality improvement and guarantees of their
rights protection, increase the competitiveness of the national economy;

3. The author has studied the modern retail trade in the quality of
service in terms of the situation and believes that the general quality of
service remains below average. The reason for seeing trade enterprises
managers and staff qualifications at a low level, in most cases they
cannot meet modern requirements, including low salaries and working
conditions, inadequate material and technical base, modern technologies
are poorly used in hygiene and other standards of the appropriate level
of insecurity in;

4. Based on customer satisfaction and staff satisfaction index
calculation the author revealed customer service quality and satisfaction,
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as well as the staff satisfaction levels. It is shown that the quality of
service, customer satisfaction and staff (employees) are satisfied there is
a strong positive correlation (e.g. Gori retail trade enterprises);

5. Conducted marketing research studies (based on the survey, the
study "Mystery Shopping" method, correlation analysis) based on the
analysis of the results obtained, in terms of retail sales, the quality of
service to the problems and obstacles for the solution of specific
guidelines are developed by the author.

The scientific innovation of the research. The work presents the
complex research of the retail trade in the quality of service in terms of
the current state. Scientific publications include the following:

1. The complex investigation of the market and the features of the
service, it has been detected into main current trends;

2. Established services and its role in the development of a
country's competitiveness in the modern stage;

3. The development of modern retail trade in services in
determining the socio-economic and legal factors;

4. The analysis of the retail trade and the quality of service in
terms of the current situation, the main problems have been identified;

5. Customer Satisfaction Index and staff satisfaction indexes, based
on the study of retail trade enterprises, consumers and employees
satisfaction levels (e.g. Gori retail trade enterprises);

6. The established correlation between service quality, customer
satisfaction and personnel (employees) contentment;

7. methodological and practical recommendations and measures
are proposed to improve the quality of services for the retail trade.

The theoretical and practical importance of the research. The
theoretical importance of the research is in study and evaluation of the
service quality and marketing of retail trade. On Broadening the
knowledge of service quality on the basis of high pace of scientific-
technical progress.

The dissertation work presents theoretical and practical
recommendations the usage of which will be possible in Georgian retail
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trade enterprises. The work will assist the relevant institutions of higher
education to students of professional knowledge.

The results of research approbation. The main provisions of the
dissertation summarizes the author's published scientific articles. Issues
related to the thesis presented at the international scientific conference.

The structure and volume of the research. The work consists of
printed, A4 format 193 pages and consists of introduction, three
chapters, in eight sub-chapters, conclusions and used literature. The
work is attached by the annexes. The structure is as follows:

Introduction

Chapter I. Service Market Development Trends in Georgia

1.1. Modern services market

1.2. The condition of modern service sector in Georgia

1.3. Classification of service and retail industries in the modern format

Chapter II. The Factors Determining the Competitiveness of Retail
Trade Enterprises

2.1. Quality of service, as a major factor in determining the
competitiveness of the retail industry

2.2. Analysis of the quality of services in retail trade (Gori example)

2.3. Retalil sales of the influence of socio-economic factors and the legal
analysis

Chapter III. Methodological Approaches for Increasing the Quality of
Service in Retail Trade

3.1. Methodological recommendations for finding out the service quality
in Retail enterprises for organization and implementation of the
research.

3.2. Retail service quality improvement methods

Conclusions
References
Annexes
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II. The main contents of the thesis

The introduction deals with the study of the topic and the
problem of studying the situation, set of goals and objectives, defined in
the study of the object and the subject, analyzed the theoretical and
methodological bases and studied information base, formulated to
protect the basic provisions of the research based on scientific
innovations and their practical application.

The first chapter “Service Market Development Trends in
Georgia” deals with the study and of modern market, and the current
trends, as well as the modern classification of service industries and
retail format.

In today's world the rate of growth in the service sector is
increasing. World Trade Organization (WTO) estimates that in 2013,
commercial goods and services amounted to 20% of the total volume of
world trade in commercial services, while world commercial services
exports - to 4.6 trillion US dollars - 6% growth pace.!

The growth dynamics of commercial services exports and imports
in recent years shows growth pace and service development as a
commodity market of diversity play an important role in the
development of a modern economy, the improvement of
competitiveness.

Georgia's service sector growth in the 90-ies can be observed
when the country gradually began transition to a market economy.
Trade in services has contributed the development of fixed capital
investment growth.

Already in 2013, the national statistics office of the sectoral
structure of the economy occupies the largest share in the trade (17.3%),
industry (17.3%). The Kind of economic activity in 2013, the largest
number (120 280 people) were employed in the trade, as well as motor
vehicles, household goods and personal items repair.?

1 http://www.wto.org/english/news_e/pres14_e/pr721_e.htm
2 National Statistics Office of Georgia, http://geostat.ge/
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Despite the growth pace, the retail trade in services in the state of
Georgia is significantly behind not only developed countries but also in
a number of ways of service in neighboring countries. 2013 world trade
in commercial services exports, according to the ranking of the 91
position, while commercial services imports, according to the 121%
position. Azerbaijan, according to the 79 ® and 63 ™, Armenia 125* and
129 position. Exports of commercial services in 2013 are 2871 million
US dollars, while the imports of commercial services are 1479 million
UsDh.?

Although at present there are almost all types of retail trade, retail
trade enterprises and the shape and size of the service sector is
experiencing significant growth, there are a number of problems, the
solution of which requires an in-depth study.

Each object has its own distinctive signs in retail trade, which
leads to an objective need for their classification, as the success of their
work is directly related to the country's economy, population
mgqidvelobitunarianobis, market demand and the development of
competition.

Retail Industrial Classification particular importance is given to
the division of formats (types) of the Convention. This format is a set of
characteristics of the retail businesses, which are characteristic of certain
types of commercial enterprise. Such features are: Sales area; Headings
points; Customer service; Goods for the technology.

There are the following types of modern retail trade enterprises:
specialized in retail trade enterprises, department store, supermarket,
hypermarket, grocery store, tea, shop, warehouse, retail trade
enterprises commission, trading houses, industrial specialty retail, shop,
Shop "boutique" type, shop "secondary" (Second-hand Shop), the store
"Cash & Carry", the discount retail trade enterprises etc.

According to statistic data in the form of ownership for June 1,
2015, 602668 registered subjects existed out of which 97,9% were
private persons. The share of the state in the ownership was only 1,1%.

3 http://stat.wto.org/CountryProfile/ WSDBCountryPFView.aspx?Language=E&Country=AM%2cGE%2cAZ
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The highest share of trade was (20.5%). the trade of the registered
number of the subjects are active 46.5%. as for the organizational and
legal forms, the biggest share of individual entrepreneurs (66,9%), while
the lowest - a limited partnership (0,03%). as for the business register
regions in the light of the figures, the highest density taken by Tbilisi.
(43.5%). according to the Shida Kartli region counts for 4.5%.4

Georgia in the retail market for the trading enterprises presents
almost all formats of the enterprises (except department stores and
commissions). According to statistics, among them a large part of the
entrepreneur is a natural person (individual enterprise). Employment in
terms of trade in Georgia in the first place.

Of the retail market of enterprises in developing the diversity of
the market dictated, but each of them is important to improve the
quality of service challenges.

The second chapter “The Factors Determining the
Competitiveness of Retail Trade Enterprises” pays attention to quality of
service, as the retail industry's competitiveness in the main determining
factor. The analysis of the quality of services in retail trade (e.g. Gori),
analyzes the retail trade influence socio-economic and legal factors.

Quality of service - a modern retail industry's competitiveness and
the future successful operation of determining one of the most
important factors to be based on care, politeness, honesty, willingness to
help, efficiency, availability, friendliness, knowledge, professionalism.

At the present stage of the retail business in Georgia extensive
development resources are there. Supermarket chains in Georgia is
promising business. The population is gradually being transformed into a
supermarket culture. Today in Georgia reveals a large supermarket chain
of eleven (see. Table 1). From enumerated ones "Carrefour" and
"Goodwill" are hypermarkets, the rest - different size of supermarkets.
"Goodwill" is network oriented on Georgian products, quality and
service, which is set by the Standards and its devoted consumers. As for
the "Carrefour", it is focused on prices. “Two-steps" is oriented on

4 National Statistics Office of Georgia, http:/geostat.ge/
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development of district stores "Fresco" is planning to obtain suburbs
"Smart" is more oriented on branded products.

Table. 1. Short Characteristic of Main Companies of Georgian Retail

Trade Market
Data Number of Number Web page Branch
Company Name Foun- | Branches/ trade of in Gori
dation objects emplo-
yees
"Foodmart" 2013 51 About http://www.foodmart.ge No
(Presented with Two 1000
Brand: "Foodmart"
and “Toli Gastronomia” -
Easy Gastronomy)
“Nikora” 1998 About 110 2600 www.nikora.ge No
“Smart” 2010 14 About http://smart.ge/ Yes
1000
“Two-steps” 2009 41 B http://www.orinabiji.ge/ | No
(Note: Web-page is Under
construction)
“Furshet Georgia 2012 8 B http://www.furshet.com.ge | No
“Fresco” 2012 6 1500 http:/fresco.ge No
Independent 2013 Combines with B http://chveniani.edicy.co | No
entrepreneurs retail more than 20
network “Chveniani” Companies
»Spar® 2014 6 _ http://www.spar- No
georgia.com
“Nugeshi” 2010 | 20 supermarkets B http://nugeshi.com No
and 67 booths
“Carrefour” 2012 2 _ http://carrefour.com.ge/ No
“Goodwill” 2004 | 2 Hypermarkets, 1600 http://www.goodwill.ge No
6 supermarkets

As for the regions (Gori example), current retail enterprises, we
can classify according to several characteristics: specialized retail trade
enterprises; Supermarkets; Mini; Convenient (mixed) retail trade
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enterprises; Sales in retail trade enterprises; Sale of goods in retail trade
enterprises trader; Supermarkets; Used goods trader retail trade
enterprises. At present, in the city of Gori do not function the next three
main types of retail trade enterprises - department store, superstore,
hypermarkets.

In Gori, specialized retail trade enterprises of small parties are
selling the product and the product of this series have a wide range of
products. Marketing segmentation, target marketing and product
specialization trend of growth in demand in the retail trade enterprises
increased in specific products and segments are focused. This type of
retail trade enterprises are: Bookstores "Biblusi" Flower Shop "Anise",
"Edelweiss" and so forth.

Users often go on daily shopping in supermarkets. Gori
supermarket have observed a lack of hand, they are less likely to meet
the requirements for this type of retail enterprise.

Small convenient retail trade enterprises that only certain types of
users, but the high turnover of goods - drinks, and other products
offered cigarettes, multi-city neighborhoods there. These make users
stick around at night service.

Customer service methods according to Gori can distinguish self-
service machine, samples and catalogs, pre-order goods for delivery,
open display, e-ordering trader retail trade enterprises.

Several retail businesses can be identified in Gori ("Daphne’,
"Smart"). Out of town hypermarket "Goodwill" branch, located in the
central part of the so Wholesale retail trade enterprises, which can be
attributed to a discount store. Sale of goods in retail trade enterprises
operating trader, who trades mainly in garments, for example clothing
store "Mals".

based on the data of studied 35 retail businesses Gori in we can
conclude that 38% of them self-service trading, while 62% of the seller
involved in the service process.

Almost all of the newly opened, modern retail trade enterprises in
the wide product range and introduced a method of self-service trade.
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This can be explained by the fact that the buyer prefers to be directly
involved in the selection and purchase of goods, goods can physically
touch, and then try to make a decision about its purchase. At the same
time take advantage of the free advice of consultants.

Self-service, automatic service supermarket example of "Daphne”,
catalogs store can be attributed to some extent, perfume shops and
pharmacies. Pre-orders for the retail trader trading enterprises can name
Supermarket "Daphne". In some places in town open display of fruits
and vegetables. In Gori is electronic ordering system much less
developed. Electronic orders are mainly cars, jewelry, clothes and shoes
for the world-renowned brands to buy used.

The purpose of study, conducted a survey (Tbilisi and Gori were
interviewed 600 respondents: 200 Gori and 400 Thbilisi of the residents,
including 417 women and 183 men. Surveyed 180 people between 18
and 35 years of age, 246 people - 35 to 50 years of age, 174 people - in 50
years and more. So it is 504 higher, 84 - the average, and 12 - the
average special education.) the results showed that the respondents, 69%
(414 people) consumer product purchases in the supermarket, 29% (174
people) - the market, the other - 2% (12 people). Respondents from the
booth none of them obtains the product. In the survey also revealed that
retailers (supermarkets, shops) services 46,3% (278 people) enjoy almost
every day, 15.5% (93 people) - once a week, 31.2% (187 people) - several
times a week, 1.7% (10 people) - once a month, by 5.3% (32 people) -
several times a month.

Among the factors that have a determining influence on the
quality of the products and services you buy at a retail chain, by the
respondents named in the first place, the quality of production (54% -
324 people). In second place - the price (21% - 126 people). Quality of
service was named the third place (13.5% - 81 people). As well as the
advice of a friend (6.5% - 39 people), packaging (4% - 24 people) and
advertising (1% - 6 people).

The survey revealed that 32.83% of consumers polled (197 people)
"Carrefour" prefers, 27.17% (163 people) - "Goodwill", 8% (48 people) -

54



"Foodmart", 6,17% (37 people) - "Two-steps", 9% (54 people) - "Furshet",
4.83% (29 people) - "Smart", 3% (18 people) - "Daphne”, 9% (54 people)
- the other supermarkets. 54% of respondents (324 people) believes that
the retail merchants, where they will get the benefit of the consumer
product, in general, the quality of service is average, only 2% (12 people)
considers the highest quality of service, and 7% (42 people) evaluates it,
as "high".

50% of respondents (300 people) believes that the retail chain in
line with the average level of hygiene standards. 9% (54 people) gives a
high level of sanitation, 5% (30 people) - low. None of the respondents
from the sum of retail trade enterprises hygiene norms "superior" and
"inferior" categories.

As for the sellers’ attitude of users, more than half of respondents
(53% - 318 people), in general, sellers’ attitude of average consumers.
Rate "exemplary" None of the respondents did not express, "bad" - 4%
(24 people), "very bad" - 2% (12 people).

It should be employed in retail trade enterprises sellers (co-
workers) conflict cases. 32.83% of the respondents (197 people) are very
rare, but still come have into conflict with the seller. 5.5% of
respondents (33 people) the sellers’ conflicts very often happens.

The survey revealed the retail trade enterprises, which are
distinguished by high-quality service, with qualified staff, cleanliness. In
Gori, 29% (59 people), such as supermarket shopping enterprise
"Daphne" has. The second is place - Street. Gori "Smart" newly opened
branches (21% - 42 people). Named as well as supermarkets, which are
the rates, "Daphne" and "Smart" in comparison, looks modest. These
include: "Zedazeni" (9% - 18 people), "Sameba" (6% - 11 people), "Bia"
(5% - 10 people). The category "other" (16% - 33 people) have merged
the stores, which are separately 5% of consumers named (including the
title: "Biblusi", "Lida", "Natvris Khe", "Nino", the supermarket "Georgia
XXI"- the area, “Tsisartkela”, “Europe"). 14% of the respondents (27
people) declined to answer.
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Despite the anonymity of the respondents 42% (84 people) to
refrain from naming the retail industry, which is the poor quality of
service, non-qualified personnel to stand out. This figure is more than
one-third of respondents. 39% (78 people), such as the so-called retail
trade enterprises A wholesaler, who arrived in the market are located in
the surrounding areas. 12% of respondents (24 people) think that such a
lot of stores, but did not name them specifically.

Revealed that surveyed users of the most powerful and influential
retail trade employed personnel of the (54% - 324 people), the second
place in the retail trade industry location (25% - 150 people), the third
place - the retail trade industry interior (21% - 126 people).

As for the qualifications of the personnel employed in the retail
chain, 64% (384 people) believe that their skill level is medium, 23%
(138 people) to think - "low". These figures, of course, is not satisfactory.
Only 2% (12 people) allows them to qualify for the highest rating, 3%
(18 people) - the lowest.

Retail trade networks in order to identify the quality of service as
well as marketing research conducted "Mystery Shopping" method, the
following parameters to the maximal rate: 1) ethics, courtesy,
friendliness; 2) addresses, phone (speech); 3) knowledge of the product;
4) cleanliness and order; 5) Employee appearance. The survey was
conducted in the supermarket "Daphne" (as 29% of consumers chose the
cleanliness, quality of service and qualified personnel), as well as the so-
called two Wholesale retail trade enterprises (39% of consumers cited
poor quality of services they are unqualified in terms of service).

Research found that: Supermarket "Daphne" meets the substantive
requirements for quality of service (interior, cleanliness, staff attitude
and behavior, staff product knowledge, service to the application of
modern technologies in the settlement, and so forth.), Which was not
proved in the so-called Wholesale retail trade enterprises, research (not
suitable interior, personnel qualifications, poor performance, lack of
payment of modern technology, etc.)
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At the same time a survey was conducted in retail trade
enterprises of the staff, in order to determine their level of satisfaction
and working conditions. Gori retail businesses 35 50 Seller's survey, the
majority - 78% (39 people) are dissatisfied with working conditions. The
reason they are at lower salaries (mostly from 100 to 200 GEL income
per month), while only 18% (9 people) has passed with the support of
the leadership-training courses, 82% did not participate in any training.
In addition the majority of sellers complained of long working days
(some of them working from 9 am to 9 pm). They also cite poor working
conditions.

A retail chain (Gori example) service quality assessment is one of
the best indicators - Customer Satisfaction Index to identify the various
methods we have selected a customer satisfaction index (CS) in the
calculation of expectations theory using the following formula:

(P-3)I?
50

CS=

where P - Satisfaction criteria (factors) the average value of the
performance, and I - the importance of the average value (the degree of
anticipation), the same criteria for loans for consumers.

The following factors contributed to the selection method for the
study:

1. The use of the scale of the questionnaire, which allows us to
specify the respondent's satisfaction or dissatisfaction level in a given
setting;

2. Speed. Users do not have to spend a lot of time to fill out the
questionnaire;

3. Simplicity. Customer Satisfaction Index uses easily understood
technology;

4. Accuracy. This method is more accurate results are obtained
and the margin of error is minimized;

5. The method provides both quantitative and qualitative
indicators.
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The survey of retail trade enterprises, 100 of them for the services
rendered to the following five characteristics: reliability; Generous;
Understanding; Trust; Sociability. A survey of the results obtained by P
= 3,26, while I = 4,08.

The survey of 100 respondents in customer satisfaction index is
equal to:

(3,26 —3)x 4,08° _
50

CS = 0,09

If we consider the above formulas calculating Satisfaction Index
range from -1 to + 1 frame, then the result shows that the level of
customer satisfaction is not beneficial, but it is not negative.

As for the staff satisfaction level in Gori retail trade enterprises,
staff satisfaction (Iy) calculation was based on semantic differential and
applied the following formula:

_ (#2)x N, +(+1)xN, +(0)xN; +(-1)x N, +(=2)x N

I
Y N

Where (+2), (+1), (0), (-1), (-2) — are scores according to
satisfaction scale;

N1 - number of respondents who answers "very satisfied";

N2 - number of respondents who answers "I am more satisfied
than dissatisfied";

N3 - number of respondents who chose the answer "do not know";

N4 - number of respondents who chose the answer "more
dissatisfied than satisfied";

N5 - number of respondents who answers "very dissatisfied";

N - total number of respondents who answered the question. N =
N1 +N2+ N3 +N4+N5

St. Gori retail enterprises surveyed 100 employees from: 4
employs completely satisfied with the organization of the enterprise, 21
- are more satisfied than dissatisfied; 32 people did not specify, if not
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satisfied, 37 of them are more dissatisfied than satisfied, 6 were
completely dissatisfied. Workers' satisfaction index in this case would
be:

Iy=(+2) x4+ (+1)x21 + (0) x 32 + (-1) x 37+ (-2) x 6 / 100 = - 0,2

As we can see, the satisfaction index has a negative value,
indicating that a large part of the staff interviewed employees of the
enterprise labor organization is not satisfied.

Retail trade enterprises in the service quality of the research is
particularly important to establish whether there is a relationship
between service quality, customer satisfaction and staff (employees)
contentment. Therefore, we consider it appropriate for the purpose of
this study is to hold separate.

Research on the task set. Gori retail trade enterprises as their
service quality and customer satisfaction, as well as the staff's satisfaction
in terms of the real situation and determine its rate. Research on the
object selected. Gori small, medium and large 50 retail enterprises. We
interviewed 100 employees (each employee in the enterprise 2) and 200
of the same trade objects (each trade enterprises from 4 users). The
method of selecting the choice of quantitative and qualitative research.
Authenticity of the questionnaire developed for the questionnaire.
Customer satisfaction is based on the development of the questionnaire,
we took today widely practiced "SERQUAL" - a technique used in the
method and the quality of service parameter five (reliability,
responsiveness, assurance, understanding customers, clarity). We
applied a 5-grade Likert scale.

The employees' satisfaction with the questionnaire, were used as
the basis for his "JDI" (the Job Descriptive Index) methods.
Questionnaire were included in the methodology used to estimate the
labor satisfaction of the five main parameters: the content of the work,
pay, promotion opportunities, leadership, colleagues. Here, too, used a
5-point Likert scale for assessing.
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The current study is based on data obtained for analysis and staff
satisfaction and customer satisfaction correlation between attitudes have
developed a hypothesis to determine the presence, in particular, the null
hypothesis and the alternative hypothesis:

Ho - staff satisfaction and customer satisfaction there is no linkage
between the (zero);

H: - staff satisfaction and customer satisfaction with the
relationship between the (alternative).

To test the above hypothesis for each enterprise customer
satisfaction and staff satisfaction combine these separate indicators. The
obtained data on the basis of 50 retail businesses managed by correlation
analysis of customer satisfaction and employee satisfaction rates.
Correlation analysis was used as a theoretical approach, as well as broad
statistical software Statal4.

Pearson correlation coefficient was used for the theoretical
approach of the famous formula for:

DT 3 "
_ i=1 i=l =l

We researched the case where the number of trade enterprises,

and in accordance with customer satisfaction and employee satisfaction,
the average values of Bali. The formula is based on the calculation of the
final result:

R~ 50-12209,375-765-730 ~0,9667

) \/(50~12656, 625-765)(50-11874,5-730°)

It coincided Statal4 software package through impact. (See. Figure
1), which provides the software interface code.

The correlation coefficient values showed that consumer
satisfaction and employee satisfaction there is a strong positive
correlation between the (R = 0,9667), which can be seen as well as the
so-called Scattering diagram (See diagram 1)
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Diagram 1. Scattering diagram
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Coordinate axis measures the customer satisfaction and employee
satisfaction with Numbers. As we see it corresponds to a linear positive
correlation.

To test this hypothesis we have developed for this it is necessary
to calculate the statistical correlation parameter value, use the following
syntax in which the Stata- pwcorr varl var 2, sig. The calculation results
are presented in the figure below:

Figure. 1. Calculation of the Statistical Significance of Correlation
Coefficient by Using Statal4

) 1.00 mB allocated to data

pwcorr varl war2, si

varl

1.0000

0. 9667 1.0000
0. 0000
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The picture on the bottom row of the indicator (0,0000) basis, we
can conclude that the coefficient is statistically significant p <0,01 level.

Thus, we have developed an alternative hypothesis H1 hypothesis
proved the correctness of a statistically significant level: there is a
positive relationship between staff satisfaction and customer satisfaction
are.

Much of the research results obtained with the consideration
should also be noted that Georgia is one of the key determinants of the
development of the retail trade in the country's legal framework of
regulating trade. Country yet there is no separate law on "services".
Georgia in the service sectors of the relevant laws. Of market regulatory
framework incorporates a number of the law (for example, the Tax
Code, product safety and the free circulation of the Code, the laws "On
Entrepreneurship”, "Competition" and others.).

Current law requires the improvement and perfection, he must
play key role in creating a strong independent business and investment
climate, competition in the provision of health, property and consumer
protection guarantees in.

On the retail market for the development of the legal factors
strongly influence the demographic, cultural, socio-political, economic,
scientific-technical and other factors. The above factors, economic
factors are of crucial importance, since the economic situation will
largely determine the prospects for the development of retail trade
enterprises. Economic factors are important incomes of the population
size, the prices, the possibility of getting a loan and its repayment terms,
inflation rates, economic crisis, unemployment and so forth.

The country's legal and social-economic environment changes
significantly affect the retail trade enterprises and define their
marketing strategy.

The third chapter “Methodological Approaches for Increasing the
Quality of Service in Retail Trade” suggested retail enterprises in the
quality of services in order to identify market research organization and
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implementation of the guidelines, the retail service quality improvement
methods.

Retail marketing research in the implementation of particular
importance to the selection of research methods and the results obtained
in the marketing strategies of reflection. Retail marketing of the
complex nature of the discussion, it is necessary to take into account the
components of the marketing of a new vision, which shall correspond to
the Georgian reality.

Customer service-oriented approach to improving the quality of
the work must be, above all, to consumers, increasing customer loyalty.
The efficiency of the enterprise, its potential in the market place today,
the enterprise depends on the level of service.

Modern retail service quality evaluation of possible observation,
experiment, consumers based on the questionnaire methods. Service
quality assessment has been successfully used in science — V. Zeithaml,
A. Parasuraman and L. Berry's "SERVQUAL" ("Service Quality") method
offered in 1988, which is aimed at buyers expectations and perceptions
of buyers, i.e, the gap between the actual situation of the quality of the
measurement. Information obtained in the form of a series of indices
used as a successful enterprise, one of the indicators of financial,
economic and other indicators with. It is a form to be developed in
accordance with the quality of service in the next five key parameters:
Reliability  (reliability);  Sensitivity  (responsiveness);  Certainty
(assurance); Buyers of understanding (empathy); Clarity (tangibles).

In our opinion, the retail enterprises in the quality of service for
the expression of one of the most effective method of "Mystery
Shopping" method («Mystery Shopping», "Mystery Consumer" and
others), Which is to improve the quality of service and reliable
measuring instrument.

The survey method, the method of Mystery Shopping comparison,
is characterized by a number of shortcomings: the choice of size,
relatively high cost, relatively low reliability of the information, and so
forth. That's the great accuracy of the information (in comparison with
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the survey) and lower expenses due to the majority of retail companies
in the survey method from "Mystery Shopping" method. "Mystery
Shopping" method allows the detection of business strengths and
weaknesses. In Georgia, using the method of "Mystery Shopping", began
a few years ago and gradually taking roots.

Retail quality of service in terms of improving customer
satisfaction is very important to define. There are different approaches
to customer satisfaction measures. The indicator for the assessment of
the National Customer Satisfaction Index has been developed in the
world (US, Swiss and European).

There are different methods for calculating the level of customer
satisfaction. The most common customer satisfaction (CS) measurement
and monitoring of the calculation using the following formula: where P
- Satisfaction criteria (factors) the average value of the performance, I -
the importance of (compliance with the expectations of quality) the
average value of the same criteria for users.

The sum of the performance can be evaluated on the following
scale: 1 - low satisfaction (complete disappointment), 2 - irritation; 3 —
expectations are met; 4 - pleasantly surprised; 5 - high satisfaction
(delight).

The sum of importance can be measured on the following scale: 5
— vitally important; 4 - important; 3 - it should be so; 2 - is not
important; 1 - complete indifference.

In this case, the satisfaction index value will be 1 to 25-under. In
addition, we may face the following problems:

1. If the "performance" average is 5 and the "importance" - 1, then
the satisfaction index will be equal to 5. In the case of the "performance"
average value will be 1, and the "importance" - 5, in this case it will be 5.
Satisfaction Index Satisfaction Index, or both of these instances is the
same;

2. In the case of the "performance" would mean, for example, 2
(i. e when the user has not got what it wanted), and the "importance" of,
for example, is 4, then the satisfaction index will be equal to 8. Suppose
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"Done insuring" index remained 2 again, the "importance" of figure 5,
the satisfaction index will be 10, so it turns out that the "performance"
index remained the same, while the satisfaction index increased by a
healthy sense and so forth.

Experts believe that such approach does not allow for adequate
assessment. The best results are considered to be appropriate to use the
theory of expectations. If the consumer retail service receives only what
he had expected, his satisfaction about equal to zero, i. e, he sees the
service as it should be. If a retail company cannot meet the demand,
then the customers stems from a sense of dissatisfaction, while if it is, in
addition to what you would expect, the services will be something that
makes her fascination cause, only then we can talk about customer
satisfaction. The theory can be used for the realization of the formula:

P-3)I*
50
Customer satisfaction index will be within the frame of -1 to +1.

CS=

The satisfaction of the service personnel is also important along
with customer satisfaction. Job satisfaction include emotional, cognitive
and behavioral components, which affect an individual's skills and work
context.

Important aspects of job satisfaction are: the opportunity to use
the skills and abilities; job security; compensation / reimbursement;
communication between the management and employees; direct
relationship with the head; benefits; the job itself; recognition of the
work performed by the employee from the management; autonomy and
independence; common organizational culture; the possibility of career
advancement; relations with employees; the importance of the job.

For assessing staff job satisfaction level, it is advisable to use
differentiate scale for developing appropriate answer options, where
each question, which specifies the respondent's satisfaction with his
work in any setting, offered answers to odd numbers (3, 5 or 7) (less-
than), which describes employee satisfaction / dissatisfaction with the
level of working life required setting. Answers from the average should
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be neutral, for example, "I cannot say I am satisfied or not" or "It’s
difficult to respond". Then the rest of the answers, if selected 5 scale
response, characterizing the degree of satisfaction and dissatisfaction
with the quality. 5-level scale of the greatest satisfaction (the answer is
"very satisfied") has a positive assessment to the ball 2, and the lowest
(the answer is "very dissatisfied") - 2 negative Bali (i. e, their value will
be "-" sign). Accordingly, the intermediate level of satisfaction, "l am
more satisfied than dissatisfied with" the calculation will have a positive
1 score, while the disapproval of medium level "more dissatisfied than
satisfied" - 1 negative score.

Respondents on the basis of available staff satisfaction (ly) is
calculated using the following formula:

:(+2)><N1 +(+DxN, +(0)xN; +(-1)x N, +(-2)x Ny
N

Ly

Where (+2), (+ 1), (0), (-1), (-2) - scores satisfaction scale;

N1 - number of respondents who answers "very satisfied";

N2 - number of respondents who answers "l am more satisfied than
dissatisfied";

N3 - number of respondents who chose the answer "do not know";

N4 - number of respondents who chose the answer "more dissatisfied
than satisfied";

N5 - number of respondents who answers "very dissatisfied";

N - total number of respondents who answered the question. N = N1
+ N2 + N3 + N4 + N5.

According to the presented formula a satisfaction index cannot be

(+ 2) over and (2) less. Its average value (0) indicates the number of
people to work in research settings satisfied and dissatisfied with the
balance. The greatest attention must cause a negative satisfaction index.
Index value (-1) means that 75% of the employees are dissatisfied with
the parameters of the study, and (2) to approach the critical index.
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Satisfaction Index allows us to identify the factors that cause the
enterprise employment of personnel with the highest satisfaction or
dissatisfaction.

In addition to the methods discussed above, there are also labor
satisfaction of the following techniques:

- "IDI" (Job Descriptive Index). The method developed at Indiana
State University (US) psychologists by the guidance of W. Scott's and
infers to five main parameters the labor satisfaction: the content of
labor, payment, promotion opportunities, leadership, colleagues. In this
method the respondent offered the Semantic Scala, where seven point
are given "bad-good" or "strong-weak" type of contention between the
two, so that he can express his opinion with satisfaction in this factor;

- Methodology of "JDI-1", like the previous method, developed at
Indiana State University (US) psychologists. Scott's guidance. Responses
seven-point satisfaction scale parameters have been changed "yes-no"
type responses. Satisfaction main directions of research parameters is
"working", "leadership”, "colleagues", "ahead', "compensation". Each
section of the card according to the prescribed parameters, according to
which the respondent can indicate their satisfaction ("Yes") or
dissatisfaction ( "not");

- Segments of the method that has been developed in the state of
Minnesota (US) by the Employment Service at the University of
psychologists. Using the questionnaire method is based on a segmented
labor satisfaction. Questions are grouped into segments of the
information's job content, working conditions, leadership, subordinates,
colleagues and relations, collective moral climate, justice and
compensation awards Tic-effectiveness of interfaces and so forth.
Responses to each question is proposed 5 options: "very satisfied",
"dissatisfied", "neutral", "happy", "very satisfied";

- Internal and external motivation in relation to the founder a
Romanian Sociologist C. Zamfir. The concept is based on three
components of motivation (internal motivation, external motivation
positive and negative external motivation) is presented. The respondent
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fills in the questionnaire, which contains an internal motivation,
external positive motivation and external negative motivation
components of the 7 position: cash generation, striving for promotion to
aspire to colleagues and management-lobby criticism aimed at
preventing, aspire to a possible punishment and disappointments, aimed
at preventing, orientation and prestige of other people to respect, to the
satisfaction of hard work, labor, social benefits. According to this
method, high labor efficiency for the most favorable ratio: internal
motivation> external positive motivation> external negative motivation.

It is particularly important to determine whether there is a
correlation between customer satisfaction, service quality and personnel
(employees) contentment. Doing this is very important to select
properly the object of research and research methods. The method of
selecting a choice must be made both quantitative and qualitative
research. The research should be developed to implement the relevant
questionnaire authenticity of the questionnaire separately for the other -
employees (staff). The questionnaire may be based on widely accepted
today, "SERVQUAL" - s (later renamed RATER) the methodology used
and the quality of service in five basic parameters (reliability,
responsiveness, assurance, understanding customers, clarity). Evaluating
the possible magnitude 5 (or 7 magnitude) using Likert scale: 1 -
completely unsatisfied; 2 - more dissatisfied than satisfied; 3 - I do not
know, I cannot answer; 4 - more satisfied than dissatisfied; 5 - very
satisfied.

The employees' satisfaction with the questionnaire, it is
recommended to be used as the basis for his "JDI" (the Job Descriptive
Index) methods. In this case, the questionnaire should be reflected in
the methods used to estimate the labor satisfaction of the five main
parameters: the content of labor, pay, promotion opportunities,
leadership, colleagues. Here, too, it is possible to estimate the magnitude
of 5 (or 7 magnitude) Likert scale: 1 - completely unsatisfied; 2 - more
dissatisfied than satisfied; 3 - I do not know, I cannot answer; 4 - more
satisfied than dissatisfied; 5 - very satisfied.
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Staff satisfaction and customer satisfaction to determine the
presence of the correlation dependence may be used as a theoretical
approach (the Pearson correlation coefficient formula), as well as broad
statistical software Stata, IBM SPSS Statistics, etc.

Correlation analysis reveals whether there is a relationship
between customer satisfaction and employee satisfaction between.

Thus, as we see in the retail service quality improvement methods
are quite diverse. We have discussed and proposed the most common
methods for the user, so the staff position. However, it should be
mentioned that the level of customer satisfaction in terms of satisfaction,
it is necessary to develop a national index, which will be adjusted and
adapted to the Georgian reality, we will take into consideration the
peculiarities of consumer culture and tradition.

III. Key Findings

Based on research and related data analysis, the following
conclusions are made:

1. The work of many theoretical and practical material on the
basis of the analysis shows that the services of both national and world
economy is the most important sector that is rapidly on the rise. Its
important role in the modern stage is proved;

2. The thesis studied the various opinions of scientists shows that
so far there is no unified view of marketing services. Analyzes showed
that at the present stage, scientists are increasingly interested in
marketing the service, which is indicative of the relevance of the issue;

3. The thesis shows that the classification of services allows to
improve the perception of the event-study to understand, to distinguish
the types of services each of the signs, to determine the specifics of the
organization's management methods;

4. In general, the sector's trade turnover is increasing every year,
which increases the field of competition and the quality of service
attitude at the same time;
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5. The survey held in all types of retail trade enterprises,
determined their characteristics, new types, which are gradually
beginning to catch up;

6. The results show that the quality of service in terms of retail
sales, there are serious problems. There is no single standard for retail
services, the implementation of which would be mandatory for
companies. Only part of the companies has worked out their internal
standards of cultural service;

7. Customer satisfaction, service quality and personnel
(employees) we conducted a correlation between satisfaction with the
analysis of the theoretical approach (Pearson formula basis), as well as
broad statistical software for Statal4- revealed that staff satisfaction and
customer satisfaction, there is a strong positive correlation;

8. On the basis of the studies (opinion poll and the "Mystery
Shopper" method), as well as consumers and employee’s satisfaction
index (Gori example) and the calculation results based on information
obtained revealed that:

- Quality of service, in general, remain lower than average;

- Trading enterprises managers' skills in marketing are low;

- Hygiene standards are not properly protected;

- The staff mostly does not meet modern requirements, their skill level
is low, the amount of salaries and labor conditions are low;

- Material-technical base of modern technologies is incomplete and
weak. The use of plastic cards (Gori example) in district stores is the
problem (item code matrix, using a two-dimensional code), the majority
of retail trade enterprises, do not have its own website, social networks;
- Retail trade enterprises, the majority of the goods sold cannot be
returned even if the goods are found to be defective or expired;

- The retail trade enterprises, the majority of complaints do not have the
book, proof sheet filler, etc.

In order to raise the quality of services, the retail trade enterprises,
we consider the following measures are taken in a timely manner:
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* Selecting and hiring the staff appropriately, setting and implementing

their own service standards taking into consideration the consumer

background cultural remit, its permanent control;

* Regular training sessions for advanced training on modern trends and

requirements, advanced, developed countries orientation;

* Developing and implementing appropriate compensation for

employees;

* Periodical evaluation of the activities of the staff and the successful

development and introduction of incentives;

* Implementing security by modern defense systems, which will

maintain the security of retail trade enterprises and the consumer

protection as well;

* Maximum use of modern technologies. Modern material-technical base

of services, payment systems, modern payment methods;

* Improving and refining the legal framework regulating the services

sector;

* Internet-marketing active production;

* Ensuring that consumer complaints and analyzing them in a quick and

adequate response;

+ Customer touch of capacity to ensure, in case they need exhaustive

information;

* Researching of consumers and a permanent staff as well as. The results

obtained are taken into account in the development plans of enterprises.
We believe the proposed measures will contribute to the practical

realization of the retail sector in terms of quality of service to overcome

the existing problems, therefore, the competitive environment more

flexible and better meet users' requirements.
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