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Abstract— Reliance Trends ltd is a leading apparel and 

fashion accessories retail chain which delivers fashion at 

great value with diversified portfolio of own and international 

brands. It is a pioneer in providing fashion apparels with 

quality and endless collections in store. Reliance Trends 

launched its first store in October 2007.Now the company has 

opened nearly 458 retail stores in more than 160 cities across 

India. Reliance Trends is India’s largest fashion destination 

selling 2lakh clothes each day. Reliance Trends is best to 

acknowledge preferences of customers by constructing 

stores, arrangement of apparels, and availability of fashion 

accessories based on the likes and expectations of the 

customers. The overall aim of the study was to study about 

the customer preferences affects the purchasing decision and 

which impacts the customers in preferring Reliance Trends. 

To accomplish the objectives of the study, a quantitative 

study was conducted by using survey method at Reliance 

Trends by means of structured questionnaire. A sample of 50 

respondents were asked to fill the questions based on the 

study. The respondents were selected through non-

probability sampling. Conclusions and recommendations are 

drawn on the basis of the analysis and findings of the study. 

The results showed that customer Preference plays an 

important role in choice of retail store Reliance Trends. 

Key words: Customer Preferences, Retail Store Preference 

Factors, Impact of Customer Preference 

I. INTRODUCTION 

Customer preferences are expectations, likes, and dislikes, 

motivations and inclinations that drive customer purchasing 

decisions. They complement customer needs in explaining 

customer behaviour. Appealing to the preferences of 

customers is a basic marketing technique that is useful for 

branding, product development, distribution and customer 

experience. Marketers expect that by understanding what 

causes the consumers to buy particular goods and services, 

they will be able to determine—which products are needed in 

the marketplace, which are obsolete, and how best to present 

the goods to the consumers. 

 Customer Preference is an important factor which 

helps the retailers to achieve sales volume target. It helps to 

understand the importance of customer as the major decision 

maker in purchase of products from the retail store. Customer 

preferences impacts any retail business long term 

productivity and when analysed properly can bring huge 

benefits for the retail companies to enjoy advantages. 

II. LITERATURE REVIEW 

A. Sanjeev Verma (2007) 

According to his research there is a linkage between 

consumer preferences and some salient store attributes. In his 

research he has highlighted that understanding the factors 

which affects the customer preferences for retail store 

selection can assist retailers in developing appropriate 

marketing strategies towards the needs and wants of the 

customers. 

 This study has concluded that by understanding the 

factors which influences customer preference is easy to 

identify customer likely to purchase in retail stores. 

B. Alexander Chernev, Ryan Hamilton (2009) 

The researcher addressed the issue by investigating how 

consumer choice among retailers offering various-sized 

assortments is influenced by the attractiveness of the options 

constituting these assortments. 

 This study has concluded that relationship between 

assortment size and option attractiveness is concave, such that 

the marginal impact of assortment size on choice decreases as 

the attractiveness of the options increases 

C. International Journal of Commerce and Management 

Research (Research Volume 3; Issue 5; May 2017) by N 

Preethi, a Anupriya 

Customer Preference has a major impact in organized retail 

stores. It also concluded that understanding the evolving 

needs, aspirations and life style of the customers helps to 

identify customer preference which is a key to success in 

retailing. 

D. Objectives 

 Know whether customers have preference in choosing a 

store for making purchase. 

 To know which factor makes the customer prefer 

Reliance Trends. 

 To know whether the store space inside the store is up to 

expectation of the customer. 

 To know whether the customers are intimated about store 

promotional discount and offers. 

 To know about the intentions to re-enter store. 

 Know whether Reliance Trends maintained product 

quality/quantity up-to the customer expectations. 

 To study whether there is any effect by the effectiveness 

of in store customer representatives. 

E. Scope & Importance of the Study 

The research is applicable in the area of customer decision 

making process for purchasing of products at Reliance 

Trends. The scope of research also helps in understanding the 

preferences of the customers for retailers. It would help 

Reliance Trends in designing their marketing and for 

promoting sales. 
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III. RESEARCH METHODOLOGY 

A. Data Collection 

1) Primary Data 

Primary Data is collected through personal interview with the 

existing customers with the help of structured questionnaire 

with 20 questions. 

2) Secondary data was collected from thesis report, books, 

website of company. 

IV. STRUCTURE OF THE RESEARCH METHODOLOGY 

Research Design Descriptive Research 

Data Source Primary and Secondary 

Research approach Survey Method 

Contact Method Individual 

Sample Size 50 

Sample Method Non probability Sampling 

Area covered Reliance Trends, Dehradun 

Research Instrument Questionnaire 

Statistical tool used Simple Percentage Method 

Table 1: 

A. Do you have any Preference in Choosing Retail Stores 

for Purchase? 

Respons

e 

No of 

respondents 

Percentage of 

respondents 

Yes 38 76% 

No 12 24% 

Total 50 100% 

Table 2: 

 
Fig. 1: Do you have Any Preference in Choosing Retail 

Stores for Purchase? 

1) Interpretation 

From the above graph, it was understood that majority of the 

respondents had preference while choosing a store for 

purchase. Customers give importance to the store which has 

their preferred taste, products, store design, service 

representatives etc. 

B. Which Factor makes you Prefer Reliance Trends? 

Reason Respondents Percentage (%) 

Better-quality 27 54% 

Low-price 6 12% 

Variety of products 11 22% 

Various brands 6 12% 

Total 50 100% 

Table 3: 

 
Fig. 2: Which Factor makes you Prefer Reliance Trends? 

1) Interpretation 

From the above graph, it was found that majority of the 

customers preferred Reliance Trends for Better Quality. 

Because quality plays an important role in retail stores. 

C. How is the Store Space inside the Store? 

Response Respondents Percentage (%) 

Small-space 8 16% 

Free-space 35 70% 

Not-free space 5 10% 

Congested 2 4% 

Total 50 100% 

Table 4: 

 
Fig. 3: How is the Store Space inside the Store? 

1) Interpretation 

From the above graph, it is clear that most of the respondents 

have responded free space. Because the store has provided 

enough space to walk and shop inside the store. 

D. Are you intimated about the Store Promotional Offers 

and Discounts? 

Response Respondents Percentage (%) 

Yes/clear intimating 41 82% 

No clarity intimating 7 14% 

No intimation at all 2 4% 

Total 50 100% 

Table 5: 
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Fig. 4: Are you intimated about the store promotional offers 

and discounts? 

1) Interpretation 

From the above graph, it is clear that Reliance Trends have 

intimated their majority of the customers about the store 

promotional offers /discounts which made them as preferred 

retailer. 

E. What are the Customer’s Intention to Re-Enter the Store? 

Intentions 
Respons

e 

Percentage 

(%) 

Product quality & 

availability 
20 40% 

Customer service 8 16% 

Seasonal offers & discounts 10 20% 

Ambience 3 6% 

Low-prices 9 18% 

Total 50 100% 

Table 6: 

 
Fig. 5: What are the Customer Intention to Re-Enter the 

Store? 

1) Interpretation 

From the above graph, it was found that customer’s intention 

to re-enter the store was because of product quality and 

availability. Because Reliance Trends works closely to make 

apparels available on time in the store shelves with consistent 

quality. 

F. The Effectiveness of in Store Customer Representatives 

Response Respondents Percentage (%) 

Fast service 32 64% 

Slow service 10 20% 

Not sufficient service 6 12% 

Not good service 2 4% 

Total 50 100% 

Table 7: 

 
Fig. 6: The Effectiveness of in Store Customer 

Representatives 

1) Interpretation 

The above graph, it is clear that majority of the respondents 

have agreed Because the in-store customer representatives of 

Reliance Trends provided fast service to all the customers. 

The customer representative had been active in rendering 

service to the customers. 

G. How is Reliance Trends Maintaining Product 

Quality/Quantity? 

Response Respondents Percentage (%) 

Good 25 50% 

Normal 18 36% 

Not-good 6 12% 

Poor 1 2% 

Total 50 100% 

Table 8: 

 
Fig. 7: How is Reliance Trends maintaining Product 

Quality/Quantity? 

1) Interpretation 

The above graph, it was found that maximum number of 

respondents have agreed that Reliance Trends are good at 

maintaining Product Quality and Quantity. Because the 

mission of Reliance Trends is to provide quality products at 

low cost. 

V. LIMITATIONS OF THE STUDY 

 The duration of the research was limited to 12 weeks. 
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 Respondents showed reluctance towards giving correct 

information. 

 The sampling frame to conduct the study has been 

restricted to Reliance Trends, Dehradun. 

 Samples were chosen based on convenience therefore 

findings are based on assumptions that respondents have 

disclosed in questionnaire. 

 Reliability is another limitation to the study because 

respondents may give bias answers. 

VI. FINDINGS 

 From the research, it is clear that the majority of the 

respondents gave preference to product quality while 

choosing retail store. Customers mostly preferred the 

retailers who provided them a quality product with 

reasonable price. 

 From the research, it is clear that customers had 

preference factors in mind in choosing retail store in 

purchasing decision. 

 From the research, it is clear that most of the customers 

are preferring the store for its fast in-store customer 

service. 

 From the study, it is clear that customers agreed that 

Reliance Trends had maintained product quality and 

product availability. 

 From the study, I found that customers had enough space 

to walk and visit the different product categories in-store 

at Reliance Trends. 

 From the study, I found that Reliance Trends have 

intimated majority of its customers about new 

promotions/discounts about products. 

VII. CONCLUSION 

From the study, it is concluded that customer preference plays 

an important role in customer purchase decision. Customers 

preferred choice of retailers was based on certain influencing 

factors such as product quality, availability, store space, in-

store representatives, brands and discounts. 

 Reliance Trends concentrated on customer 

preference factors which had attracted customers towards the 

store. Effective store design also had made shopping easier at 

Reliance Trends. 

REFERENCES 

[1] Philip Kotler, “The Principles of Marketing”, Tata Mc 

Grew-Hill Publishing 

[2] C.R. Kothari, “Research Methodology” New Age 

International Publication, 2nd Revised Edition. 

[3] Schiff man, Kumar Consumer Behaviour (4-colour 

edition) Publisher: PEARSON; ISBN: 9789332555099, 

9332555095. 

[4] Jain, J.N and Singh, P.P, “Modern Retail Management”, 

Tata McGraw Hill Publishing, New Delhi, Year 2006. 

[5] N Preethi, A Anupriya- A study on customer preference 

and satisfaction towards selected retail stores in 

Coimbatore city (International Journal of Commerce and 

Management Research ISSN: 2455-1627, Volume 3; 

Issue 5; May 2017) Web references: 

[6] https://www.reliancetrends.com 

[7] https://relianceretail.com/reliance-trends.html 

[8] www.google.com 

[9] www.wikipedia.com 


