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Developing Service Quality Strategies of
Online Bookstores using Catastrophe Model

Huang, Yu-Kai® Cheng, Hsiao-Wei"*
Abstract

Along with the network shopping the importance, the network bookstore's
competition superheating, does not have the too big difference day after day in the
commodity in the situation, industry the service quality will become the consumer
to select and purchase the direction the focal point, why therefore this research first
the thousandth of a Yuan clear consumer regarding the network bookstore each
service attribute its importantly with satisfaction, then will use in the drastic change
theory Cusp Catastrophe Model, the inferential reasoning will work as the
consumer in the shift cost and under the service quality change, the consumer
loyalty change, takes in view of the consumer the service attribute, will develop
this research with Cusp Catastrophe Model the drastic change principle to sell Italy
to contain.

The findings discovered that, the consumer all thought "the formidable search
engine function" and "the thing flows the safe convenience" this two services
provision is important also satisfied, but "the integrity with the books related
information" is the service which the network bookstore industry all must first
perform to improve, "the guest makes in addition electronic newspaper content"
aspect then thought this service achievements unimportant are unsatisfied,
"provides the reader once in a while the reader and author's interaction mechanism"
this service excessively takes and the achievements for the network industry to be
outstanding. In the drastic change theory aspect, principle of inferential reasoning
by way of Cusp Catastrophe Model the drastic change knew the shift cost strategy
of application the height and the service quality for affects loyalty of primary factor
the consumer.

* Assistant professor of the Institute of Publishing and Cultural Enterprise Management Studies,
Nanhua University

** Graduate student of the Institute of Publishing and Cultural Enterprise Management Studies,
Nanhua University
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