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English Abstract

Department store retail has always provided consumers with high-quality service and firmly
believes that thoughtful service towards the customer will bring back satisfied customers leading to
repeat purchases. Moreover, high service quality may increase the trust of consumers by being able
to find out what the needs of the customers are leading to further customer recommendations
through word of mouth to their friends and family bringing in new customers as well as making

customers into loyal customers.

With the development of the times and the continuous improvement of scientific and
technological achievements, innovation has become a new topic for retail. However, innovation
does not completely replace the old and tried methods, but tries to deepen the original methods and
make it adaptable to the new era. This study takes the front-line service staff who are closest to
consumers as the research object. By exploring the relationship between the attitude of service staff
and consumer satisfaction, we expect to find important relationship between an attitude of a service
staff member and consumer satisfaction and create recommendations to improve consumer

satisfaction.

This study is divided into two parts, 32 stuff from department store and 362 consumers are
investigated and studied respectively. According to the results of SPSS analysis, it is found that the
cultivation of service personnel should be based on different seniority stages, and cross functional
or cross departmental training can continuously show good service intention and improve the
retention rate of personnel; In addition, the service quality presented by service attitude has a

significant impact on occasional visits and consumers in different regions.

The research findings also show that the training of service personnel is a key factor in

demonstrating service quality. To achieve a good service quality advantage, it depends on the



importance of the company and unit supervisors. The recommendations made in the research are

expected to make substantial contributions to the company.

Keywords:

customer service, service attitude, service quality, consumer satisfaction
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