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INTRODUCTION 

The Indian retail industry is currently starting to develop in the line with the change that has cleared other enormous 

economies. The advancement of the purchaser merchandise industry started during the 80 and sped up through the 

90s has started to affect the design and lead of the retail business.  

The idea retail which incorporates the businessperson to client communication, has taken many structures and 

aspects, from the conventional retail outlet and road nearby market shops to upscale multi brand outlets, 

particularly stores or departmental stores.  

The goal being to evaluate the different boundaries that impacts a purchaser to visit or shop at departmental store 

accordingly adding to its turnover (as far as deals and benefits) henceforth prompting its general achievement.  

The broad exploration carried me to presume that departmental stores are before long arising on the first concern 

records, among the shopping binge in Delhi and NCR, as they appear to infer massive delight of comfort and 

openness to assortment under one rooftop, in their very bustling lives, when they don’t possess energy for things.  

However, a portion of the clients see departmental stores to be costly and just major league salary category cup of 

tea, the stores put forth steady attempts to incite them to at minimum visit the store immediately during the deal 

time frame, or rebate offers.  

The Retail Marketing Revolution - An Introduction  

Any business that coordinates its advertising endeavors towards fulfilling the last buyer dependent on the 

association of selling labor and products as a method for circulation  

By 2010, the rundown of India's main 10 retailers had something like 5 Indian corporate. Retail Marketing has 

gone through a gigantic change in India these thousand years. It has changed India's urban areas, its kin, and its 

families. The Indian purchaser is apparently the biggest high-roller in Singapore and London. It is, in this way, 

bizarre that there have, up until now, been not many endeavors to introduce the item in the right sort of climate in 

India. To be sure, the right shopping experience prompts Indian purchasers to spend more. This is clear from the 

encounters of retail-outlets like Music World, Big Bazaar, Spencer’s, Crosswords, The Home Store, Ebony, 

Banjos, Sabols, Standard, Nanez, Vijay Store and Janaki Das and Sons, Westside and so on Variables influencing 

Retail showcasing. 
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The improvement of coordinated retail is subject to the endeavors of a few offices and establishments. A brief look 

at the most recent twenty years of the earlier century demonstrates enlightening. Enormous arrangement retailing 

began with outlets like Vivek's and Nally’s in Chennai and Kids kemp in Bangalore, and, at another level, with 

producer retail marks like Bata, Bombay Dyeing, and Titan.  

Government:  

The first among these is the public authority. In a nation as large as India and with however many states as our 

own, it is basic that the Central government and all state legislatures get Value Added Taxation or a bound together 

tax assessment framework to guarantee that the duty systems are something similar the nation over.  

The laws administering retail land ought to likewise be investigated, with the goal that it is feasible to foster retail-

domain past as far as possible. Aside from giving diversion and retail openings, this will likewise decongest the 

downtown area and work with the improvement of rural areas. The important standards ought to likewise be 

corrected to permit retail locations to work 7 days per week, 12 hours per day.  

REVIEW OF LITERATURE  

Muller et al. (2019) emphasized that social affiliations recognized on the easygoing neighborhood and furnished 

relationship with quantifiable worth. In electronic media, analysts have a truly prolonged stretch of time earlier 

evident the significance of social impact in influencing buyer choices, and later assessments have shown that people 

affiliation plans and the strength of social ties can mean the power of social joint endeavors.  

Palmatier et al. (2018) emphasized that all out information empowered working in publicizing is focal since its 

fixation to propelling practice makes research in showing method of unequivocal significance in setting up the 

meaning of scholarly appraisal.  

Jennifer Rowley et al. (2017) emphasized to information concerning electronic media advancing system by 

empowering a phase model of SMM assessment and uncovering the difficulties in this cycle. The appraisal paper 

has supported a Social Media Marketing Evaluation structure. Likewise, the paper discusses difficulties related 

with every time of the development to better understanding components related with electronic media systems.  

Rodney etal. (2017) emphasized the impact of natural web media publicizing correspondences on young people 

insightful, overflowing with feeling and social mentality parts in South Africa.  

P.Vetal. (2015) accentuated the most part pushed in research about apparent different elements that close the 

acquiring of a thing utilizing on the web media as demonstrated by a client's perspective. A model according to the 

retailer's point of view has been supported that clarifies how online media can be utilized for broadening client 

endurance.  

Family units:  

Given the hours most metropolitan customers keep at work, and remembering the increment in the quantity of 

family units, this may, to be sure, bode well. This will likewise assist individuals with partaking in their nights, out 

at shopping centers.  

Engineers:  

The subsequent gathering, whose support is fundamental in making retail a blast area in this thousand year, involves 

designers. Most properties are created disregarding the end client; hence, we now and again observe high-Ceilinged 

workplaces and low-ceilinged retail locations. Regularly, the customer's comfort isn't thought about while the 

property is developed.  

 

 

http://www.jetir.org/


© 2022 JETIR February 2022, Volume 9, Issue 2                                                            www.jetir.org (ISSN-2349-5162) 

JETIR2202246 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org c202 
 

Makers:  

There's a great deal in question here: all things considered right off the bat in the 21st Century, India is too enormous 

a market to be overlooked by transnational retail monsters. From the assembling organization's viewpoint, the 

attention ought to be on creating acceptable items, and manufacturing associations with coordinated retail. Makers 

need to draw an arrangement of delivering quality items and connect to retailers. Without a doubt, the introduction 

of coordinated retail will likewise cause the formation of private names and store-brands. In this way, if an 

assembling organization does not have the assets to construct a brand, it can supply to a corporate store that has 

the assets to make its very own brand.  

Indian Consumers:  

What's more, even as these improvements were occurring, the Indian shopper turned out to be more full grown. 

Client assumptions zoomed. Hence, toward the start of the New Millennium, retailers need to manage a client who 

is very overbearing. As far as the item quality, yet in addition as far as administration, and the whole shopping 

experience.  

Today, the normal client who shops in a retail outlet looks at the time spent at the look at counter with that at a 

productive gas station, and the grin of the counter-individual to that designing the essence of a Jet Airways' group 

part. To adapt to the new client, makers need to zero in on item quality and brand building. What's more, retailers, 

thusly, need to zero in on the nature of the shopping experience.  

In this thousand years, as in the last, clients will need to invest energy with their loved ones. They might jump at 

the chance to visit an outlet on ends of the week where all that will be accessible under one rooftop. India will 

profit from these advancements on account of expanded utilization through retailing and the comparing expansion 

in work made by retailing.  

Retail associations display extraordinary assortment and new structures continue to arise. There are store retailers, 

non-store retailers, and retail associations.  

Shoppers today can look for labor and products in a wide assortment of stores. The most popular kind of retailer is 

the retail chain. Japanese retail chains, for example, Takashimaya and Mitsukoshi draw in great many customers 

every year. These stores include workmanship displays, cooking classes, and children’s jungle gyms.  

The achievement of the retail locations, hence, relies upon client’s response to the retailing blend which impacts 

the benefits of the store, its volume of turnover, its portion of the market, its picture and status lastly its endurance.  

Patterns in Retail Marketing  

Now, I can sum up the fundamental advancement retailers and makers need to consider as they plan their cutthroat 

techniques.  

In India the patterns are essentially in three areas. These areas are: 

Patterns in retail showcasing  

New retail structures and mixes persistently arise. Bank offices and ATM counters have opened in grocery stores. 

Service stations incorporate food stores that create more gain than the gas activity. Book shops include cafés.  

The electronic age has fundamentally expanded the development of non-store retailing buyers get deals offers via 

the post office and over TV, PCs, and phones, to which they can quickly react by calling a complementary number 

or by means of PC.  

Contest today is progressively intertype, or between various kinds of store outlets. Bargain shops, index display 

areas, and retail chains all go after similar purchasers. The opposition between chain superstores and  
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More modest autonomously claimed stores have become especially warmed. In light of their mass purchasing 

power, chains get more good terms than free movers, and the chains enormous area permits them to place in bistros 

and washrooms.  

Today’s retailers are pushing toward one of two shafts, working either as mass merchandisers or as forte retailers. 

Superpower retailers are arising. Through their prevalent data frameworks and purchasing power, these monster 

retailers can offer solid value reserve funds. These retailers are utilizing modern showcasing data and calculated 

frameworks to convey great help and tremendous volumes of item at engaging costs to masses of buyers.  

Numerous retailers are in any event, let the most remarkable makers know what to make; how to cost and advance; 

when and how to transport; and even how to rearrange and further develop creation and the executives. Makers 

have barely a choice: They remain to lose 10 to 30 percent of the market if they deny.  

Innovation is becoming basic as a serious apparatus. Retailers are utilizing PCs to create better conjectures, control 

stock expenses, request electronically from providers, send email among stores, and even offer to Customers inside 

stores. They are taking on checkout examining frameworks, electronic assets move, and further developed product 

dealing with frameworks.  

Retail Marketing in India  

There are different methods of making products accessible to buyers like:  

Organization to merchant to distributer to retailer to shopper  

Organization to sales rep to purchaser  

Organization to shoppers (on the web/telephone/list requesting)  

These three are among the most widely recognized methods of making the merchandise accessible to buyers. 

However, in India the three-layered arrangement of merchant, distributer and retailer, shapes the foundation of the 

front-end coordination’s of a large portion of the shopper great organizations.  

There are various explanations for this divided retail market. A portion of the significant reasons being:  

Neediness and lower education levels.  

Low per capita pay.  

Investment funds engaged and less guilty pleasure outlook.  

Helpless foundation offices like streets and so on  

Limitations on intra-state great development.  

High duties.  

No openness to media.  

High import obligations on imported merchandise.  

FDI in retailing isn't permitted.  

CRM In Retail Marketing (Big Bazaar)  

Client relationship exercises for the most part affect client maintenance. Each client care experience can possibly 

acquire rehash business or have the contrary impact. The assumption for customized, applicable offers and 

administration is turning into an essential driver of consumer loyalty and maintenance in monetary administrations.  
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What Exactly Is CRM?  

The primary thing you track down when investigating the universe of Customer Relationship Management is the 

quantity of various definitions being used today.  

Here is the one I have decided for this Project:  

"CRM is the business methodology that plans to comprehend, expect, oversee and customize the requirements of 

an association's current and possible clients" - PWC Consulting.  

CRM is a business procedure, one that puts the client at the core of the business.  

That is the same old thing I hear you say, and you would be correct. Great finance managers have consistently 

perceived the connection between glad clients that return over and over and making long haul, economical 

productivity. Huge Bazaar has understood this and applied this to impact.  

One simply needs to think about the neighborhood retailer who knew everybody of his client’s names, birthday 

celebrations and specific afflictions to make that statement. What's going on is that there now exist the innovation 

to empower this client centricity on a lot bigger scope.  

(Come to Big Bazaar-Isse Sasta Aur Achha Kahin Nahin)  

It is said that a fruitful CRM execution will permit your Customer Service, Sales and Marketing individuals (and 

any other person in your association) to have an all-encompassing perspective on all of your clients. In principle 

this will empower them to make speedy, informed choices, make strategically pitching and up selling openings, 

measure advertising adequacy and convey customized Customer Care. Sounds incredible doesn’t it. 

Benefits of CRM for Big Bazaar  

Utilizing CRM, at the administration of Big Bazaar can:  

Give better client support  

Increment client incomes  

Find new clients  

Strategically pitch/Up Sell items all the more viably  

Assist deals with staffing close arrangements quicker  

Settle on decision habitats more productive  

Improve on showcasing and deals processes  

By applying this technique Big Bazaar looked further into clients' necessities and practices to foster more grounded 

associations with them. They carried out CRM as an interaction that united bunches of snippets of data about 

clients, deals, promoting viability, responsiveness and market patterns.  

CRM helps organizations use innovation and HR to acquire understanding into the conduct of clients and the worth 

of those clients.  

Difficulties for Big Bazaar in CRM execution:  

Trouble in getting new clients can be an aftereffect of any one, or blend of the accompanying issues.  

. Off base and Slow Quoting Organizations might not be able to precisely  

gauge and as soon as possible convey fruitful recommendations, frequently prompting botched freedoms, terrible 

overall revenues and upset possibilities.  
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Absence of Product Knowledge Within their Sales Force  

Issues can emerge when items were sold that didn’t fit organization's productivity technique, for example, selling 

a client one item when another would be better for the client and more beneficial for you.  

Trouble and Delay in Updating Pricing and Product Information  

At the point when the business power is depends on deficient item, evaluating and client data, then, at that point, 

they're likely not selling the most beneficial items you offer.  

Clients incline toward a blend of contrasting directs in which to manage your organization. Self-administration on 

the web should even be possible for complex items. Besides, self-administration on the web offers retail banks the 

chance to move cost out to the client.  

Consumer loyalty In Big Bazaar  

The level of consumer loyalty you convey decides the degree of long-haul achievement you will accomplish in 

business. - - Training Mantra for Sales Force  

Consumer loyalty is their Top Priority  

Don't simply make deals. Make clients - fulfilled clients. Notwithstanding the quick benefit they give on the 

principal deal, fulfilled clients assist you with building your business in 2 other significant ways:  

1.They become a supply of rehash purchasers. For certain organizations that implies rehash purchasers for business 

as usual item or administration. For each business, it implies purchasers for extra items and administrations.  

2.They consequently allude additional business to you from their companions and business contacts. This is 

exceptionally productive business for you since it doesn't cost you any time or cash to get it.  

Whatever they Promise More, they Deliver  

Never make any guarantees you can't (or will not) keep. Nothing estranges clients quicker than getting something 

short of what they anticipate from a deal. They will not work with you once more. What's more, they will tell 

everyone they know about their unhappy experience - making you lose future clients.  

Continuously Give Customers More Than They Expect  

Exceed expectations" on quality and administration. Continuously surpass your clients' assumptions. You will win 

their drawn-out dependability. It likewise makes it hard for contenders to take clients from you - regardless of 

whether they have lower costs. Clients won't hazard a dubious involvement in a contender when they realize they 

will get more than they anticipate from you.  

Clients know the amount they esteem them:  

Tell your clients you are continually pondering them. Speak with them routinely. For instance, make some 

uncommon arrangements only for your current clients. Furthermore, declare new items or administrations to them 

before you report them to the overall market.  

Interaction OF CRM  

Client Relationship Management (CRM) is the most common way of bringing the client and the organization closer 

together. There are various regions in which Customer Relationship Management can be executed. The objective 

of CRM is to assist an organization with keeping up with current clients, just as gain new clients.  

Designated Marketing: Targeted showcasing is refined through gathering data about the client. This data can be 

purchasing propensities or just socioeconomics. The thought behind this is that a business examines what a client 

purchases and afterward advertises explicit items to that client dependent on their purchasing propensities. 
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Organizations track purchasing propensities utilizing rebate cards, and exceptional store Mastercard’s. Designated 

promoting can likewise be carried out on the Internet. Amazon.com has item suggestions dependent on purchasing 

propensities, and item appraisals. Clients can likewise be sent messages that market designated items. Promoting 

the right items to the right clients can essentially expand a business' deals with negligible related expenses.  

Shopper BEHAVIOR  

Choices: Consumers are bound to pick an option after a somewhat second-rate choice is added as a decision. For 

instance, Simonson says, members in a single report were given a decision  

Sampling: Random Sampling: 

The research study employed random sampling technique which randomly selects the respondents. 

Target Population 

Sample unit:              Customers of Big Bazar shopping mall, Greater Noida. 

Sample size:              100 

Sampling Method:     Simple random sampling 

Research Tool:          Structured Disguised Questionnaire  

Contact Method:       Online Interview 

CHAPTER-4 

ANALYSIS 

1. What products do you like to purchase at Big Bazar? 

 

 TOTAL NO. OF 

RESPONSES 

PERCENTAGE 

Electronic Goods 26 26% 

26%

21%

17%

36% Electronics

Clothes

Toys

Food Items
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Cloths  21 21% 

Toys 17 17% 

Food Items 36 36% 

Interpretation: 

The analysis of the above table shows that mostly customers shop for food items with showing 36% of total 

respondents and very few customers shop for Toys with showing a 17% of total respondents. 

2. Do you feel that the products at Big Bazar are lesser price by comparing another mall? 

 

 

 

 

 

 

 

 Total no. of persons Percentage 

Mostly agree 63 63% 

Strongly agree 22 22% 

Mostly disagree 10 10% 

Strongly disagree 5 5% 

Interpretation 

The analysis of the above table shows that 63% of customers mostly agree, 22% of customers strongly agree, 10% 

of customers mostly disagree and 5% of customers strongly disagree that the big bazaar offer lesser price then 

other mall. 

 

  

63%

22%

10% 5%

Mostely agree

Srongely agree

mostly disagree

Srongely disagree
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3. Does the Big Bazaar offers delight you?  

 

 

Interpretation 

The analysis of the above table shows that 62% of respondents mostly agree, 23% of respondents strongly agree, 

11% of respondents mostly disagree and 4% of respondents strongly disagree. 

4. What do you feel about the service that is given to you by the associates of Big bazaar 
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 Total no. of persons Percentage 

Mostly agree 62 62% 

Strongly agree 23 23% 

Mostly disagree 11 11% 

Strongly disagree 4 4% 
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 Total no. of persons Percentage 

Good 22 22 

Satisfactory 56 56 

Average 18 18 

Poor 4 4 

Interpretation  

The analysis of the above table shows that 22% of respondents said good, 56% of respondents said satisfactory, 

18% of respondents said average and 4% of respondents said poor. 

5. How do you feel about the time taken by the customer service department of Big Bazaar in meeting your needs? 

 

 Total no. of respondents Percentage 

Very Quickly 32 32% 

Delayed 15 15% 

Needful time 53 53% 

Interpretation 

The analysis of the above table shows that 53% of respondents said needful time, 15% of respondents said Delayed 

and 32% of respondents said very quickly. 

 

 

32%

15%

53%
Very quick

Delayed

Needful time

http://www.jetir.org/


© 2022 JETIR February 2022, Volume 9, Issue 2                                                            www.jetir.org (ISSN-2349-5162) 

JETIR2202246 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org c210 
 

 

6. The feeling of comfortably at Big Bazaar while shopping. 

 

 Total no. of respondents Percentage 

Good 32 32% 

Satisfactory 43 43% 

Average 23 23% 

Poor 2 2% 

Interpretation 

The analysis of the above table shows that 32% of respondents said good, 43% of respondents said satisfactory, 

23% of respondents said average and 2% of respondents said Poor feeling of comfort while shopping at Big Bazaar. 

7. The reason for you to shop at Big Bazaar. 
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 Total no. of respondents Percentage 

Lesser price  33 33% 

Good service 19 19% 

Convenience 22 22% 

Availability of products 26 26% 

Interpretation 

The analysis of the above table shows that 33% of respondents – lesser price, 19% of respondents – good service, 

22% of respondents – convenience and 26% of respondents – availability is the reason of shopping at Big Bazaar. 

8. The frequency of visiting Big Bazaar for you in a month. 

 

 Total no. of respondents Percentage 

One time 34 34% 

Two time 32 32% 

Three time 23 23% 

More than three 11 11% 

Interpretation 

The analysis of the above table shows that 34% of respondents – 1 time, 32% of respondents – 2 times, 23% of 

respondents – 3 times and 11% of respondents – more than three times visiting the big bazaar.  
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9. How do you feel the availability of various household products under one roof? 

 

 Total no. of respondents Percentage 

Excellent 13 13% 

Satisfactory 38 38% 

Good 42 42% 

Poor 7 7% 

Interpretation 

The analysis of the above table shows that 13% of respondents feel excellent, 38% of respondents feel satisfactory, 

11% of respondents feel good and 7% of respondents feel poor about the availability of the various household 

products at Big Bazaar. 

10. Will you suggest Big Bazaar to your friends/relatives? 
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 Total no. of persons Percentage 

Yes 82 82% 

No0 18 18% 

Interpretation 

The analysis of the above table shows that 82% of respondents says yes and 18% of respondents says no. 

11. How do you rate the overall experience with this mall? 

 

 

 Total no. of respondents Percentage 

Excellent 18 18% 

Satisfactory 41 41% 

Good 36 36% 

Poor 5 5% 

Interpretation 

The analysis of the above table shows that 18% of the respondents feel excellent, 41% of respondents feel 

satisfactory, 36% of respondents feel good and 5% of respondents feel poor about their overall experience in the 

Big Bazaar. 

Discoveries 

From the information examination it is observed that a greater number of respondents know the Big Bazaar through 

the commercial.  

From the information examination it is observed that greatest respondents are buying food things in Big Bazaar. 
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From the information investigation it is tracked down that when contrasted with different shopping centers, all the 

more no. of respondents for the most part concur about item costs are lesser in this shopping center.  

From the information examination it is observed that most extreme respondents are fulfilled from the partners 

administration in the shopping center.  

From the information investigation it is found that all the more no. of respondents is react the exceptionally speedy 

assistance is giving client support division.  

1.Big market the executives should focus on electronic merchandise and materials for working on the deals of 

those items.  

2.Big market the executives need to give more proposals to their items for creating deals.  

3.Big market sales rep ought to work on their abilities to give great support of the clients.  

4.Customer assistance division should build their reaction time to the client needs.  

5.Big market the executives need to keep up with legitimate grouping while at the same time orchestrating the 

items then simply all items are apparent to the clients.  

6.Big marketplace should expand the accessibility, all things considered.  

7.Big market the board ought to further develop the home conveyance administration.  

8.Big market the board should build volume of toys in the shopping center to draw in the kids to purchase those 

items.  

Client care is a basic component for keeping your customers returning and guaranteeing they’ll allude you to other 

people: 

1.Growing your business will be a troublesome assignment, best case scenario, on the off chance that you don’t 

perform, meet and surpass your customers assumptions, and offer support that makes clients forever.  

2.Customer help is about the client’s insight. Large marketplace needs to accomplish something beyond take care 

of business. You should follow through on every one of the things (of all shapes and sizes) that influence the 

relationship with your customer. Think about promising circumstances for development in the accompanying 

regions.  

3.Setting/Reviewing Expectations: Do you work with your customer to set clear, suitable, practical assumptions 

that you can generally meet or surpass? Is it accurate to say that you are clear with regards to the obligations (both 

yours and the customers), timetables, and assumptions for results? It is safe to say that you are then able to return 

and audit these assumptions with the customer at central issues end route. 

4.Communication: Do you have systems set up to guarantee your speaking with customers at each phase of the 

commitment, from the business cycle through to finish of the task? Being clear with regards to where you’re at, 

what’s been finished, what’s coming up straightaway, whose dependable, what results you can expect, and so 

forth? Has the customer at any point needed to ask you for these things? 

5.Organization: Are you coordinated? Dependable? Dependable? When you appear for work with your customers, 

have you taken the necessary steps and would you say you are ready to cause them to feel good and dealt with? 

Despite the fact that you’ve done it hundreds, perhaps large number of times previously, do you set aside the effort 

to put together and plan to make it the best customer experience conceivable. 

6.Committing to the Little Things: Don’t at any point excuse the force of the multitude of seemingly insignificant 

details. Together they can have a significant effect and truly separate you from the opposition. Returning calls and 
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messages on time. Giving helpful data to people consistently. Showing appreciation for your customers through 

things like cards to say thanks, restrictive customer just briefings, and open house, and so on  

Unmistakably these are by all account not the only pertinent regions for making extraordinary client assistance, I 

guarantee you. Yet, these were a portion of the Factors which may  

Give a lift to the marketing projections, however I am certain the association would have effectively carried out 

the greater part of these actions as of now. 
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