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QUESTION ONE

Read the Case Study below carefully and answer the questions that follow:

Title: Exploring the Relationship between Customer Satisfaction and Brand Loyalty:
A Comparative Study of Retailers

Introduction:

A doctoral student has set out to conduct a research and needs to demonstrate
methodological rigour to a doctoral committee to pave way for sign off to proceed
with the research.

This case focuses on investigating the relationship between customer satisfaction
and brand loyalty within the context of retailing. The case aims to demonstrate the
application of research philosophy, qualitative and quantitative research methods, as
well as statistical techniques such as logistic regression and analysis of variance
(ANOVA). The research design involves a comparative study of multiple retailers to
gain insights into the factors influencing customer satisfaction and its impact on
brand loyalty.

Some of the possible research questions for this case are:

1. What is the nature of the relationship between customer satisfaction and
brand loyalty in the retail industry?

2. Which specific factors contribute to customer satisfaction in different retail
settings?

3. How does customer satisfaction influence brand loyalty, and are there any
differences in customer satisfaction across retail formats?

Required:

(@)  Based on the presented case write notes on the following as they should apply
to the case justifying your ar@liments. -

(1) Research Philosophy (3 Marks)
(i)  Qualitative Research (3 Marks)
(iii) Quantitative Research (4 Marks)
(iv)  Statistical Techniques (5 Marks)
(v)  Data Analysis and Interpretation (4 Marks)
(vi)  Summary of the case in relation to its focus (4 Marks)
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(b)  Suppose the empirical model of the average retail prices (KES) of a
commodity in three cities Kisumu (D1), Nairobi (D) and Mombasa (Ds) are as shown
in Table 1 where Y is the price and D; (i=1,2,3) represent the city as indicated.

Model 1. Price of commiodity in Kisumu, Nairobi, and Mombasa

Y = 163 + 8.55D, - 3.99D;
p-value (0.023) (0.085)

Identify the type of analytical model presented and by adopting test of hypothesis
for the prices of the commodity across the three cities at 5% level of significance (p-

values are in brackets below the coefficients), fully interpret the result presented in
Model 1.

QUESTION TWO

(a) Explain how you would carry out a successful systemantic literature. (4 marks)

(b) In pursuit of research we come across data whose characteristics determine how
they are measured and what tests the data should be apppliead on relationships

between them. In line with this observation explain what is meant by and provide an

example of :
() Level of measurement (83 marks)
(ii) Non-parametric tests (8 marks)
QUESTION THREE

(a) The choice of an analytical model in research depands on whetet the approach
satsfies assumptions of the model. A researcher conducted such tests and concluded
that linear regression analysis was not suitable for the data. What are the
characteristics of the data that made classical linear regression analysis unsuitable

(6 marks)
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(b) Explain the considerations necessary for conducting research? (4 marks)

QUESTION FOUR

a)

Explain why and how you would conduct the any two nob-probality
sampling techniques (5 marks)

A researcher conducted a study on the relationship between two variable
variable X1 and Xz (predictor/independent) and variable Y (dependent
variable) and obtained the following results:

B1=-1.667, p=.006, OR = 3.061

Ba= 2.012, p=.016, OR = 5.361. (Note: OR = odds ratio)

Interpret the result fully (3 marks)

Suppose Xi is "supervision" and Y is "employee engagement" in an
organization, what applied recommendations would you give to the
concerned organisation

(2 marks)
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