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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's more accurate results are obtained and the
margin of error is minimized,;

5. The method provides both quantitative and qualitative indicators.

Research Method includes: a/ There was prepared two questionnaires
for the customers with 12 questions and for employers with 28 questions
according to the indicators considering by the research idea; b/ research
sample size concist 100 enterprises; c/ data processing was provided by
STATA software

Research results. The survey of retail trade enterprises, 100 of them for
the services rendered to the following five characteristics: Reliability;
Generosity; Understanding; Trust; Sociability. A survey of the results obtained
by P = 3,26, while | = 4,08.

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

(3,26 — 3) x 4,08>
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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 calculation was based on semantic differential of loyalty of
employers (Ly) [6]:

Iy = (+2)x N, +(+1)x N, +(0)x N, +(-1)x N, +(-2)x N @)
N

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

N4 — number of respondents who answers "very satisfied",

N>, — number of respondents who answers "I am more satisfied than
dissatisfied";

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

N; — number of respondents who chose the answer "more dissatisfied
than satisfied";

Ns — number of respondents who answers "very dissatisfied";

N — total number of respondents who answered the question. N = N4 + N,
+ N3 + Ngy + N5

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 satisfied, 37 of them
are more dissatisfied than satisfied, 6 were completely dissatisfied. Workers'
satisfaction index in this case would be:

ly=(+2) x4+ (+1)x21 +(0)x32 +(-1) x 37+ (-2) x6/100=-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.

CS = ~ 0,09
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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.

The task of our research was 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 its assessment. The object for the research was 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). As a method of research we chose
quantitative and qualitative research. For the survey we developed a kind of
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 was
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 is
used.

The current study is based on data obtained for analysis and staff
satisfaction and customer satisfaction correlation between attitudes, which
developed a hypothesis to determine the presence, in particular, the null
hypothesis and the alternative hypothesis:

H, — 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 Stata 14.

Pearson correlation coefficient was used for the theoretical approach of

the famous formula for:
nzxiyi _inzyi
_ i=1 i=1 i=1
R - n n 2 n n 2 (3)
\/{nzxf—izx,] }{nzyf—[zy,] }
i=1 i=1 i=1 i=1

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:
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