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1 R R p < 0001, * A4 p < 005
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The Impact of Department Stores Service Experience on Customer Loyalty
TIAN Sheng-bing, DENG Nian-qi & LIU Yi-xin
(SILC Business School, Shanghai University , Shanghai 201800, China)

Abstract: Under the impact of electric business, department stores facing a huge competition. Improving
customer service experience become mainstream strategy. Therefore, based on theories of services marketing
and experiential marketing, we divide service experience into four independent variables: shopping
environment, product perception, after-sales service and staff service. Results indicate that department stores
service experience have significant impact on customer satisfaction and loyalty, so traditional department stores
should aim at customer preference and improve service experience to meet the challenge of electric business.

Keywords: department stores; service experience; customer loyalty
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