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Social interaction, convenience and customer satisfaction:

The mediating effect of customer experience
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6.2. Limitations and scope for further research

The results may not be generalized to other formats of the
retail industry. In addition, the sample selection for this study was
not purely random. As noted, pure random sampling is almost
impossible in the retail industry. Thus, future studies should
develop a systematic design that better represents the population.
The importance of customer experience and satisfaction is demon-
strated in the present study. However, the aim of the organization
is to build customer loyalty which has not been studied here.
Further studies could study the impact of customer experience on
Loyalty and the role of customer satisfaction. There could be other
potential determinants of CE and CS for developing alternate
models.
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