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Abstract 
 

In the past decades service sector has shown fast growth in the global economy. Globally, 

the sector is providing more than sixty percent output and quite a lot individuals are employed in 

service industries (research journal of commerce and business management, 2015).  

Customer satisfaction represents a major goal for multiple service providing companies in 

Georgia. As service is delivered through employees of organizations, Human Resource is the most 

important asset for multiple companies and it represents a significant source in order to achieve 

competitive advantage. As management of employees can be considered more challenging than 

operation of several technologies, or capital, effective HRM system is required to be built in any 

company.  

The hereby research tries to evaluate customer interaction on the basis of studying 

companies in hospitality, retail and Esthetic service sectors as a significant part of customer 

satisfaction as a result of communication between front line employees and customers. The thesis 

tries to evaluate relationship between employee satisfaction and customer satisfaction, besides it 

tries to figure out how several factors (wage, promotion, supervision, benefits, contingent rewards, 

operating conditions, and coworkers, nature of work, training and development) impact employee 

satisfaction and figure out if turnover rate of the company affects employee satisfaction and finally 

customer satisfaction.  Total 103 employees and 103 customers were studied under the study 

throughout Tbilisi, Georgia. 

  


