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Abstract: This study seeks to establish the validity and reliability of the  
five-dimensional retail service quality scale in the Indian organised apparel  
multi-brand retail stores context and examines the effect of the determinants of 
service quality on overall service quality. It also attempts to investigate how 
retail service quality is associated with satisfaction and customer loyalty. 
Structural equation modelling is used to test these proposed relationships 
between the constructs. The results of the study established the reliability and 
validity of the scale. The findings demonstrated the influence of retail service 
quality on customer loyalty and satisfaction as well as the mediating role of 
satisfaction in the relationship between retail service quality and loyalty of 
customers towards the stores. Further, it examines the impact of individual 
service quality dimensions on customer loyalty and customer satisfaction. 

Keywords: retail service quality; customer satisfaction; customer loyalty; retail 
stores; structural equation modelling; mediation; India. 

Reference to this paper should be made as follows: Bhatia, M. and Bhatt, K. 
(2023) �Assessing the mediating impact of satisfaction on the relationship 
between retail service quality and customer loyalty: a study of organised 
apparel multi-brand retail stores in India�, Int. J. Business and Emerging 
Markets, Vol. 15, No. 2, pp.175�193. 

Biographical notes: Mayank Bhatia is a Faculty in the area of Marketing at 
Institute of Management, Nirma University, Ahmedabad. He has more than  
19 years of industry and academic experience. He has presented research 
papers in national and international conference and have published research 
papers in SCOPUS and ABDC indexed journals like Electronic Green Journal, 
Smart Innovation, Systems and Technologies, International Review on Public 
and Nonprofit Marketing, and many more. His areas of interest are services 
marketing, consumer behaviour, sustainability, green marketing, and 
sustainable tourism. 


