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Abstract- This study aims to investigate the 

relationship between customer satisfaction and sales 

management strategies in the context of retail 

jewellery stores. The jewellery industry is highly 

competitive, and ensuring customer satisfaction is 

crucial for long-term success. By understanding the 

factors that influence customer satisfaction and 

implementing effective sales management strategies, 

jewellery retailers can enhance customer loyalty, 

increase sales, and maintain a competitive edge in 

the market. This study will employ a mixed-methods 

approach, combining quantitative surveys with 

qualitative interviews, to gather data from both 

customers and jewellery store managers. The 

findings will provide valuable insights into customer 

preferences, expectations, and satisfaction levels, as 

well as identify effective sales management strategies 

that positively impact customer satisfaction and sales 

performance. In conclusion, this study aims to 

contribute to the understanding of customer 

satisfaction and sales management strategies in the 

retail jewellery industry. By identifying the key 

factors that drive customer satisfaction and 

recommending effective sales management 

strategies, this research will assist jewellery retailers 

in optimizing their operations and gaining a 

competitive advantage in the market. 
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Management Strategies, Retail Jewellery Stores, 
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I. INTRODUCTION 

 

The retail jewellery industry is characterized by 

intense competition, evolving customer preferences, 

and shifting market dynamics. In this highly 

competitive landscape, customer satisfaction plays a 

pivotal role in the success and growth of jewellery 

stores. Satisfied customers not only become loyal 

patrons but also contribute to positive word-of-mouth, 

attracting new customers and expanding the store's 

customer base. Therefore, understanding the factors 

that influence customer satisfaction and implementing 

effective sales management strategies are critical for 

jewellery retailers to thrive in the market. 

 

Customer satisfaction encompasses various aspects, 

including product quality, pricing, store atmosphere, 

customer service, and personalized experiences. In the 

context of the jewellery industry, customers expect 

exceptional craftsmanship, exquisite designs, and 

high-quality materials that convey both aesthetic 

appeal and intrinsic value. They also seek reasonable 

pricing that reflects the perceived value of the 

jewellery. Moreover, customers desire a pleasant and 

luxurious in-store environment that evokes trust and 

enhances their overall shopping experience. Excellent 

customer service, knowledgeable staff, and 

personalized attention are essential elements that 

contribute to customer satisfaction in jewellery stores. 

Sales management strategies encompass a range of 

activities, including sales training, customer 

relationship management, visual merchandising, and 

promotional campaigns. These strategies aim to 

enhance customer engagement, drive sales, and create 

a unique brand experience that sets a jewellery store 

apart from its competitors. Effective sales 

management strategies not only attract new customers 

but also nurture existing customer relationships, 

leading to higher customer satisfaction levels and 

increased sales revenue. 

 

Therefore, this study aims to delve into the interplay 

between customer satisfaction and sales management 

strategies in retail jewellery stores. Through a 

comprehensive analysis of customer preferences, 

satisfaction levels, and effective sales management 

strategies, this research endeavours to provide 



© JUN 2023 | IRE Journals | Volume 6 Issue 12 | ISSN: 2456-8880 

IRE 1704767          ICONIC RESEARCH AND ENGINEERING JOURNALS 1364 

valuable insights that can guide jewellery retailers in 

optimizing their operations, enhancing customer 

experiences, and ultimately driving business success 

in the highly competitive retail jewellery industry. 

 

Objective  

The primary objective of this study is to 

comprehensively investigate the relationship between 

customer satisfaction and sales management strategies 

in retail jewellery stores. By examining customer 

satisfaction levels, identifying the factors that 

significantly impact customer satisfaction, and 

exploring effective sales management strategies. The 

supportive objectives are the following:  

• Provide insights into the preferences and 

expectations of customers in the context of retail 

jewellery stores. 

• Identify the key factors that influence customer 

satisfaction in the jewellery industry. 

• Analysing the impact of sales management 

strategies on customer satisfaction. 

• Investigate the relationship between customer 

satisfaction and sales performance in retail 

jewellery stores. 

 

II. LITERATURE REVIEW 

 

Yang and Nguyen (2020), the authors explored the 

mediating role of customer satisfaction in the 

relationship between sales management strategies 

(e.g., product quality, pricing, store environment) and 

sales performance in jewellery retail stores. The study 

revealed that customer satisfaction mediated the 

effects of sales management strategies on sales 

performance, emphasizing the importance of customer 

satisfaction as an intermediary variable. 

 

Lee, Kim, and Lee (2020), examined the influence of 

social media marketing on customer engagement and 

satisfaction in the jewellery retail industry. The 

research revealed that effective social media 

marketing strategies, such as engaging content, 

influencer collaborations, and interactive platforms, 

positively impacted customer engagement and 

satisfaction. Leveraging social media platforms can be 

a valuable strategy for jewellery retailers to connect 

with customers and enhance their overall satisfaction. 

Kim, and Lee (2020), examined the influence of 

ethical and sustainable practices on customer 

satisfaction in the jewellery industry. They found that 

customers perceived ethical sourcing of materials, 

responsible production practices, and commitment to 

sustainability as important factors influencing their 

satisfaction with jewellery purchases. Adopting and 

promoting ethical and sustainable practices can align 

with customer values and enhance satisfaction levels. 

Lee, Kim, and Seo (2019), researched customer 

satisfaction in the context of online jewellery stores. 

They identified website design, product information, 

customer service, and perceived value as key factors 

influencing customer satisfaction in the online 

jewellery retail sector. 

 

Atakan, Celik, and Baykal (2018), investigated the 

relationship between customer satisfaction and sales 

performance in the jewellery retail sector. The 

research revealed a positive association between 

customer satisfaction levels and sales performance, 

emphasizing the significance of customer satisfaction 

as a predictor of sales success. 

 

Roy, Ghosh, and Chattopadhyay (2018), the authors 

investigated the role of salesperson competency in 

driving customer satisfaction in the jewellery retail 

sector. They found that salesperson knowledge, 

expertise, and professionalism significantly 

influenced customer satisfaction levels. Investing in 

salesperson training and development was highlighted 

as a critical strategy for improving customer 

satisfaction and building strong customer 

relationships. 

 

Tussyadiah and Park (2018), the authors explored the 

influence of personalized experiences on customer 

satisfaction in the luxury retail sector, which includes 

jewellery stores. They found that personalized 

services, customized products, and tailored 

interactions significantly enhanced customer 

satisfaction levels. Implementing personalized 

experiences can help jewellery retailers create unique 

and memorable customer interactions, leading to 

increased satisfaction. 

 

Han, Yun, and Han (2017), it was found that trust, 

perceived value, and brand image positively 

influenced customer satisfaction in retail jewellery 
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stores. Additionally, customization options and 

personalized experiences were identified as drivers of 

customer satisfaction. 

 

Lin, Hsu, and Lu (2016), examined the factors 

influencing customer satisfaction in the jewellery 

retail industry. They found that product quality, price 

fairness, store atmosphere, and service quality 

significantly impacted customer satisfaction levels. 

 

Liu, He, and Gao (2016) explored the impact of 

technology adoption on customer satisfaction in online 

jewellery retail. They found that factors such as 

website usability, product information accuracy, and 

secure payment systems significantly influenced 

customer satisfaction levels. Embracing technology 

and providing a seamless online shopping experience 

were highlighted as critical strategies for enhancing 

customer satisfaction in the online jewellery sector. 

 

Verhagen, Bloemer, and van Dijk (2015), the authors 

investigated the impact of emotional appeal in 

marketing on customer satisfaction in the retail sector, 

including jewellery stores. Their research revealed that 

emotional appeal significantly influenced customer 

satisfaction, emphasizing the importance of creating 

emotional connections with customers through 

marketing messages and branding efforts. 

 

Ringle, Morschett, and Swoboda (2014), examined the 

impact of visual merchandising on sales performance 

in luxury jewellery stores. They found that effective 

visual merchandising, including store layout, product 

display, and lighting, significantly influenced 

customer perceptions and ultimately increased sales 

revenue. 

 

Hennigs, Wiedmann, and Klarmann (2013), examined 

the role of brand image and reputation in the jewellery 

retail industry. Their research indicated that a strong 

brand image, positive reputation, and brand trust 

significantly impacted customer satisfaction. 

Establishing and maintaining a reputable brand image 

can foster customer trust and satisfaction, thereby 

driving sales and customer loyalty. 

 

Huang, Hu, and Chen (2012), examined the impact of 

pricing strategies on customer perceptions and 

satisfaction in the jewellery industry. Their research 

revealed that factors such as price fairness, perceived 

value for money, and price-quality relationship 

significantly influenced customer satisfaction. 

Employing appropriate pricing strategies that align 

with customer expectations and perceived value can 

positively impact customer satisfaction levels. 

 

Kuo, Wu, and Deng (2012), examined the impact of 

customer satisfaction on customer loyalty and 

purchase intentions in the jewellery retail industry. 

The study found that customer satisfaction positively 

influenced customer loyalty and intentions to 

repurchase, highlighting the role of customer 

satisfaction in driving long-term sales growth. 

 

Ghodeswar and Vaidyanathan (2008), explored the 

role of customer relationship management (CRM) in 

the jewellery retail industry. Their research indicated 

that CRM strategies, such as building customer loyalty 

programs and personalized communication, positively 

impacted customer satisfaction and repeat purchases. 

 

Chevalier and Mayzlin (2006), researched the impact 

of online reviews on customer satisfaction and 

purchase decisions. While not specific to the jewellery 

industry, their findings revealed that positive online 

reviews significantly influenced customer satisfaction 

and purchase intentions. Encouraging and managing 

positive online reviews can enhance customer 

satisfaction and attract new customers to jewellery 

retail stores. 

 

Collins-Dodd and Lindley (2003), it was revealed that 

salesperson expertise, trust-building behaviours, and 

customer interaction significantly influenced customer 

satisfaction and sales performance in the jewellery 

industry. The research emphasized the importance of 

well-trained sales staff in enhancing customer 

satisfaction and driving sales. 

 

Yoo, Park, and MacInnis (1998), investigated the 

factors driving customer loyalty and repurchase 

intentions in the jewellery industry. The research 

identified customer satisfaction, brand image, 

perceived value, and trust as key determinants of 

customer loyalty and intentions to repurchase. 

Understanding and effectively managing these factors 

can help jewellery retailers cultivate loyal customer 

relationships and drive repeat business. 
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Baker and Cameron (1996), examined the influence of 

store atmosphere on customer satisfaction in the 

jewellery retail sector. They found that factors such as 

store layout, music, lighting, and scent significantly 

impacted customer perceptions and satisfaction levels. 

Creating a pleasant and inviting store atmosphere was 

identified as a crucial strategy for enhancing customer 

satisfaction. 

 

III. RESEARCH METHODOLOGY 

 

A research methodology is an outline of how a given 

piece of research is carried out. It defines the 

techniques or procedures that are used to identify and 

analyze information regarding a specific research 

topic. The research methodology, therefore, has to do 

with how a researcher designs their study in a way that 

allows them to obtain valid and reliable results and 

meet their research objectives. 

 

IV. DATA INTERPRETATION 

 

HOW FREQUENTLY DO YOU VISIT OUR 

JEWELLERY STORE? 

 

Table 5.1, shows no. of respondents who frequently 

visit our store. 

 NO. OF RESPONDENTS  

Very Frequently 12 

Frequently 11 

Often 16 

Rarely 10 

Very Rarely 14 

 

Figure 5.1, shows no. of respondents who frequently 

visit our store 

 
 

Interpretation 

Figure 5.1, shows no. of respondents who frequently 

visit our store. The above states that 19% very 

frequently visit, whereas 22% very rarely visit and 

25% often visit our jewellery store.  

 

YOU FIND THE PRICING OF OUR JEWELLERY 

PRODUCTS IS WORTHY OF YOUR 

PERCEPTION OF VALUE FOR MONEY. 

 

Table 5.5, shows no. of respondents who find the 

pricing worthy.  
NO. OF RESPONDENTS  

Strongly Agree 16 

Agree 27 

Neutral  18 

Disagree 1 

Strongly Disagree 1 

Figure 5.5, shows no. of respondents who find the 

pricing worthy. 

 

 
 

Interpretation 

Figure 5.5, shows 43% agree that the pricing is worthy 

of our jewellery and 1% disagree with the pricing, 

whereas, 29% feel neutral towards the pricing of our 

jewellery to be worthy of their perception of value for 

money. 

 

V. FINDINGS 

 

48% of the customers find the company policy good 

whereas, 2% of the customers disagree with the 

company’s exchange and return policy for jewellery 

items.  

 

38% agree with the company’s promotional deals and 

offers, whereas, 3% strongly disagree with the 

company’s promotional deals and discounts offered on 

the jewellery items.  
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46% agree that they would recommend our jewellery 

store to others, whereas, 1% strongly disagree that 

they are likely to recommend our jewellery store to 

friends and family.  

 

40% of the customers are strongly satisfied with the 

customer service, whereas, 2% of the respondents are 

satisfied with the level of customer service they 

received.  

 

41% agree that the company has a good online 

presence, whereas, 1% strongly disagree that the 

company has a good online presence and website for 

purchasing jewellery products.  

 

46% agree to find ease with the checkout process 

while 5% disagree as they don’t find it ease in the 

company’s purchasing process, including payment 

and checkout.  

 

47% find the billing process difficult and 1% find the 

billing process easy, whereas, 14% have neutral 

feelings towards the billing and product weight check 

process.  

 

39% of the respondents find the quality of our products 

excellent and 2% of the respondents find it poor 

whereas, 21% of the respondents just find the quality 

of our products good. 

 

CONCLUSION 

 

In conclusion, the comprehensive study on customer 

satisfaction and sales management strategies in a retail 

jewellery store sheds light on the critical factors and 

approaches that contribute to a successful jewellery 

retail business. Through an analysis of the literature 

and an examination of Bluestone Jewellery's company 

profile, it is evident that customer satisfaction plays a 

pivotal role in driving sales and building long-term 

customer relationships. 

 

The study emphasizes the importance of creating a 

positive store atmosphere, personalized experiences, 

and leveraging technology to enhance customer 

satisfaction. It also highlights the significance of the 

brand image, reputation, and ethical practices in 

gaining customer trust and loyalty. Additionally, 

effective sales management strategies, such as 

salesperson competency and pricing strategies, are 

crucial for ensuring customer satisfaction and driving 

sales performance. 

 

Overall, the findings of this study can guide retail 

jewellery businesses, including Bluestone Jewellery, 

and industry practitioners in formulating effective 

strategies to enhance customer satisfaction, boost 

sales, and cultivate a competitive edge in the market. 

By prioritizing customer satisfaction and 

implementing targeted sales management strategies, 

retail jewellery stores can create memorable 

experiences, build customer loyalty, and achieve 

sustainable growth in the dynamic and competitive 

jewellery industry. 
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