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Abstract

This group used two channels outside the physical store and online Google forms to
conduct questionnaire data surveys and collect information. It analyzed the five aspects
of service quality, customer satisfaction, and loyalty of two well-known clothing stores,
UNIQLO and NET, using two matrices. Mean analysis, single factor analysis, chi-square
analysis and regression analysis statistical tools were used to assist, and the
questionnaire data was analyzed in order to obtain the main customer sources of the two
stores and the service quality aspects that need to be improved from the research results,
and finally gave The development of the two stores and suggestions for solving
problems.

Through the five major aspects of service quality, we conduct regression analysis on
each aspect to find out the important aspects of UNIQLO and NET, and calculate the
average of each question with the explanatory ability aspect, and select the ones with
lower averages. For projects that require improvement (mostly in need of improvement),
an improvement plan will be drawn up as a target direction for future improvements of
UNIQLO and NET.

NET can improve reliability and considerate service. When encountering difficulties,
service personnel can provide immediate help and make customers feel that service
personnel are trustworthy and have a sincere attitude. Responsiveness means that store
staff can immediately solve the problems encountered by customers, are willing to help
customers to meet customer needs, and will not ignore customer needs because they are
busy. Tangibility refers to the overall feeling of the store to customers, including the
attractiveness of the store decoration to customers, the cleanliness of the internal
environment, the planning and design of the circulation line, and whether the employees'
clothing 1s neat and consistent.

UNIQLO can improve responsiveness so that store staff can immediately solve the
problems encountered by customers, be willing to help customers to meet customer
needs, and will not 1ignore customer needs because they are busy. Caring means that the
service staff will care about the customer's purchasing status, understand the customer's
needs, and the store opening hours will also meet the customer's expectations.
Tangibility refers to the overall feeling of the store to customers, including the
attractiveness of the store decoration to customers, the cleanliness of the internal
environment, the planning and design of the circulation line, and whether the employees'
clothing 1s neat and consistent.
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After the above analysis, we suggest that UNIQLO and NET can start to improve the
items described above in order to effectively improve customer satisfaction.

Keyword : NET ~ UNIQLO -~ customer satisfaction
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Uniglo EJ748u5 - HUH -

https://www.uniglo.com/tw/zh TW/

NET E J54duh - iLE -

https://www.net-fashion.net/

NET 4EEE R} - HUE -

https://zh.wikipedia.org/zh-tw/NET (%E5%93%81%E7%89%8C)
Uniglo 4EEEF} - HUH -

https://zh.wikipedia.org/zh- tw/PES%84%AATES %A1 TA3ITES%BA%AB
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