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Abstract : Service Quality within retail units is pivotal for satisfying customers and retaining them. This study on customer
perception towards Service Quality variables in Retail aims to identify the dimensions and their impact on customers. An
analytical study of the different retail service quality variables was done to understand the relationship between them. The
study tries exploring the factors that attract the customers towards the organised and unorganised retail stores in the capital
city of Madhya Pradesh, India. As organised retailers are seen as offering similar products in the outlets, improving service
quality is  seen as critical  to ensuring competitive advantage over unorganised retailers.  Data were collected through a
structured questionnaire on a five-point Likert scale from existing walk-in customers of selected organised and unorganised
retail stores in Bhopal City of Madhya Pradesh, India. The data was then analysed by factor analysis using (SPSS) Statistical
Package  for  the  Social  Sciences  especially  Percentage  analysis,  ANOVA  and  Chi-Square.  This  study  tries  to  find
interrelationship between various Retail Service Quality dimensions, which will help the retailers to identify the steps needed
to improve the overall quality of service. Thus, the findings of the study prove to be helpful in understanding the service quality
variables which should be considered by organised and unorganised retail stores in Capital city of Madhya Pradesh, India.Also,
findings of this empirical research reiterate the point of view that dimensions of Service Quality in Retail play an important role
in enhancing customer satisfaction – a sector with high growth potential and tremendous opportunities in rapidly growing
economies like India’s. With the introduction of FDI in multi-brand retailing, a large number of international retail players are
expected to enter the Indian market, this intern will bring more competition in the retail sector. For benchmarking themselves
with global standards, the Indian retailers will have to improve their service quality.
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