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A Study on Planning Better Shopping Center Service for

Customer Satisfaction Improvement

— Taichung Area as Example
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Abstract

Shopping centers offer services to satisfy customers. To fascinate more people and
improve customer satisfaction, the industry tries to improve existing services
and develops innovation.

Seven Tools for New Product Planning are used as the main research methodology
in this study and a new type of shopping center services is developed by this way. This
study is based on survey and is expected to find the degree of the importance of
shopping center services for consumers. At first, the group discussion methodology is
used in this study. According to the views of various respondents, 27 evaluation projects
are used as the basis for the questionnaire. After analyzing in position, we found three
key factors which are additional services, particularity, and special offers. This
important issue is anticipated to find the optimal shopping center services. Later, in the
conjoint analysis, this study also takes the form of a questionnaire to explore a better
combination of services at shopping centers.

According to the results of conjoint analysis, it shows that shopping centers should
contain five key attributions: virtual reality, entertainment, promotion by mobile

telecommunication, digital inquiry system, and e-shopping system. In addition, the best

service level of shopping center is  “virtual fitting room,”  “VIP room for relaxing and
entertainment,” “give customers instant messages of special offers by
SMS,” “provide touch-screen to  look up product information,” and

“free wireless internet service.”

Keyword: Shopping center, P7, Position analysis, Conjoint analysis
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¥+
1 2 3 4
S BYER &AM TR L E 0.636 | -0.026 | 0.037 | 0.073
P o] PP % B3k T P RESS B PRAY 0.548 | 0.138 | -0.188 | 0.109
HEgenizd 3 @ 0.497 | -0.005 | 0.083 |-0.022
He gt 0.490 | 0.239 | -0.004 | -0.013
FEr LY Ry 0.466 | -0.195| 0.282 | 0.157
FEFPFARBETT R G 3708 AR 0.405 | -0.010 | -0.021 | 0.399
Erp st ok 0.371 | 0.211 | -0.055 | 0.020
FED QLT AAEREP She L IRTE 0.365 | 0.047 | 0.278 |-0.209
PFrRAREM G P iER 2 Ef 7F 0.303 | 0.033 | 0.161 | 0.167
REFR&FFPBLT2FFIP 0.301 | 0.113 | 0.287 |-0.120
£ S ) 0.289 | 0.238 | -0.002 | 0.134
T A EE NSRS 0.250 | 0.044 | 0.244 | -0.056
FE R DAl R E DY (SRR 0.241 | 0.158 | 0.130 | 0.052
PRFA% & ¥ 0 & A PRIE 0.112 | 0.596 | 0.085 |-0.169
REFIHE P & 0.155 | 0.544 | -0.111 | 0.036
F R R HE PR IR -0.114 | 0.474 | 0.010 | 0.265
[ Y P S 0.078 | 0.415 | 0.088 | 0.020
EEREFORER AP 0.008 | 0.379 | 0.181 | 0.027
HiEf iz 0.008 | 0.353 | 0.206 | 0.106
et | Al pRC Ty 0.230 | 0.317 | 0.135 | -0.062
BH BB 2 oy #@ 17 -0.228 | 0.177 | 0.646 | 0.060
F ERR E Poik PR IR 0.204 | -0.118 | 0.559 | 0.017
VERd A AR 0.155 | 0.018 | 0.350 | 0.092
Herb 4R BoA b T PSR PRI 0.090 | 0.161 | 0.305 |-0.023
HEFRFESFPBLTTH LI GEAS 0.074 | 0.178 | 0.281 | 0.053
BREICE 5B R CHT B -0.080 | 0.261 | 0.270 | 0.168
wLog RAlRL S % 0.057 | 0.031 | 0.022 | 0.740
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TERT TS

e R 1 qof FRE %?;éf
ke |98 Hen % B% | ke |RE e %] Af% |

1 8.493 31.457 31.457 7.857 29.098 29.098 6.487
2 1.220 4519 35.976 0.618 2.289 31.387 5.937
3 1.115 4.130 40.106 0.503 1.865 33.252 5.801
4 1.029 3.812 43.918 0.417 1.546 34.798 4.271
5 0.984 3.645 47.564

6 0.972 3.600 51.164

7 0.965 3.573 54.737

8 0.895 3.314 58.051

9 0.846 3.135 61.186

10 0.814 3.013 64.200

11 0.764 2.831 67.031

12 0.742 2.749 69.780

13 0.712 2.636 72.415

14 0.689 2.550 74.966

15 0.664 2.457 77.423

16 0.645 2.389 79.813

17 0.615 2.280 82.092

18 0.593 2.198 84.290

19 0.566 2.097 86.387

20 0.548 2.031 88.418

21 0.490 1.815 90.233

22 0.488 1.806 92.039

23 0.466 1.727 93.766

24 0.451 1.670 95.436

25 0.430 1.594 97.031

26 0.428 1.584 98.614

27 0.374 1.386 100
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KMO ¢ Bartlett #& <_

Kaiser-Meyer-Olkin B~1%:§ *» |4 & #&c 0.911

AT A e 1101.456

Bartlett 3k a54 df 78

B E 0.000

LR
7 P~
G Ry 0.263 0.329
PRAS 5B E R ARG 0.290 0.393
B EAE R P GURTE 0.290 0.303
B gy 0.359 0.430
BELHDEHE 0.373 0.432
BEXHhied 2/ 0.265 0.354
S-S e R E LT o RN o 0.385 0.463
2Emg RAIRAS % 0.396 0.588
BE)FAFLEETT 3 4 47408 LB 0.395 0.489
BEFSFTF P & 0.289 0.350
P 1B 0h B L PRAE 0.262 0.344
B o] PP R PR R DS BEE F RS 0.302 0.316
BHRBAE 2 v #@ 1 R5 0.258 0.262
PR LA ph TS B
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Fl+ 1 | %]+ 2 | %]+ 3
BERSniad Ry 0.665 [9.873E-5| -0.114
S BV SRS 2 m 0.59 0.003 | 0.122
B g Y prd s 0.543 | -0.090 | 0.229
BE RS aH 0542 | 0.167 | -0.015
B OEBE T Poid PRAE 0.374 | 0.144 | 0.089
Pl PP % 25 R N AR F RTE 0.346 | 0.089 | 0.191
PRAE 53 B A PRFE 0.190 | 0586 | -0.175
HEFrHF P& -0.043 | 0.545 0.115
0k S e PR AR -0.172 | 0536 | 0.234
RE & e E 0.116 | 0.501 | -0.020
BE B 2 TV 0.132 | 0.382 | 0.043
zihe RHIRL> % -0.049 | 0.072 | 0.753
BEYFAFGEETT S G 47408 A ES | 0239 | -0.047 | 0.549
FB kLA phFS gk 02 o 5 Kaiser ¥ f it ¢ Promax
* fhhlcacst 8 Bl o
AR i i
. Y T o f R E ﬁi;gf
kN RO | FHEw | RBEk | FREED 9w FHw ER 'S
1 | 4.838 37.212 | 37.212 | 4.239 32.61 32.610 3.675
2 1.064 8.185 45.397 | 0.445 3.421 36.031 3.302
3 1.021 7.105 52.503 | 0.370 2.844 38.875 3.072
4 | 0.897 6.897 59.399
5 | 0.735 5.655 65.055
6 | 0.693 5.328 70.382
7 | 0.681 5.239 75.621
8 | 0.646 4.968 80.589
9 | 0573 4.407 84.996
10 | 0.524 4.029 89.025
11 | 0.506 3.894 92.919
12 | 0.492 3.783 96.702
13 | 0.429 3.298 100
FPE LA ghT S B

*ERTFFALAPME B r T ol FEUBERAR R
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KMO ¢ Bartlett #& <_

Kaiser-Meyer-Olkin B~ if *» 14 ¥ #& 0.887
i+ S A e 801.079
Bartlett 3k a54 df 45
By 0.000
LR
A e P~
[P LY P 0.246 0.317
PRF% & ¥ e & A PRIE 0.263 0.364
FEm LY Ry 0.322 0.407
L AR T p)i 0.370 0.479
BEfgmizd 7 7 0.238 0.324
BB SR ITIOE 2 B 0.376 0.479
=iLog RAlRL S % 0.384 0.632
BRETFAAREYT I G IR LR 0.382 0.466
BEFFHE S, & 0.264 0.383
$ i b R PR AR 0.254 0.346
FPBE LA Gh TS R B
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Fl+ 1| %+ 2| %+ 3
BB B 2 F 0.606 | 0.002 | -0.063
BXEVER ST 2 E 0.596 |8.547E-5| 0.137
Bk 0.594 | 0.165 | -0.033
B gy prd s 0.508 | -0.095 | 0.258
RiEFFFE TS -0.048 | 0.610 | 0.066
Fe i bR R PR TS -0.127 | 0527 | 0.213
PRAE 4k BB A JRIE 0.250 | 0.493 | -0.140
F Ry # 0.136 | 0.471 | -0.010
2Lg RAIRAS % -0.052 | 0.067 | 0.788
) §RAMBETT 3 G A4S i RS 0.240 | 0.001 | 0.504
EFBGE LA ghTF]S
g2 2 0 7 Kaiser # i it ¢h Promax 2
* Pl et 8 B o
AR RE
., AR T fef FEF ﬁf;gf
Bl (RBED % IH% | Rl (RPES W AA% | R
1 | 3.966 39.66 | 39.660 | 3.401 3401 | 34.010 | 2.895
2 | 1.026 10.264 | 49.924 | 0.420 4198 | 38.208 | 2577
3 | 1.000 9.095 | 59.019 | 0.376 3.762 | 41.970 | 2.455
4 | 0.700 7.001 | 66.020
5 | 0.686 6.861 | 72.881
6 | 0.646 6.464 | 79.345
7 | 0579 5792 | 85.138
8 | 0.547 5.466 | 90.603
9 | 0.509 5.087 | 95.690
10 | 0431 4.310 100
FER LA TS 52
R FFAAARME > e r T2 o g P FRR R
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AT il £ S
=X xRl | PR | S
1 FlE = %% -, JiE >
F% -

a #f & fglcs B o

KRR
st R R &4 Bi@EeH R T3] GeniRizg
1 .8622 744 741 301

a. FF iR % # (¥ #), REGR factor score

3 for analysis 1, REGR factor

111

score 2 for analysis 1, REGR factor score 1 for analysis 1
Anova®
st i Lt df Tl 3 e F MFE
1 ki Ep? 83.701 3 27.900 307.421 .0007
7% A 28.861 318 .091
B 112.562 321
a. 7Eip|% #c (¥ %), REGR factor score 3 for analysis 1, REGR factor score 2 for
analysis 1, REGR factor score 1 for analysis 1
b. %l B LR
D3 S
AR i T i
Ho5N Bz igitie | #EmL Beta A fie t BE
1 (% #%) 3.307 .017 197.007 .000}
1% - .306 .038 457 8.162 .000}
Fl% = .216 .036 310 5.976 .000}
& = .105 .033 154 3.213 .001
R SEER DN
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