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Eslite, Books.com Co., Ltd. service qualities and Customer satisfaction analysis
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Abstract

Although now we are in an Internet generation, according to data, more than 80%
of people have bought books in the past year, and nearly 50% of people have
experience buying books online. Therefore, we choose the well-known online
bookstores, Eslite and Books.com Co., Ltd. to analysis its, qualities and customer
satisfaction analysis. We will conduct chi-square analysis, two-sample t-test, one-way
ANOVA and regression analysis on 156 Books.com Co., Ltd. questionnaires and 150
Eslite questionnaires collected through Google Forms. We hope to use the qualities
and customer satisfaction analysis results to analyze the Eslite and Books.com Co.,
Ltd. to make relevant improvements and suggestions.

The similarity between Eslite and Books.com Co., Ltd. that both provide a wide
range of services, and you can obtain the food, clothing, housing, transportation,
education and entertainment needs on both platforms. However, there are still
differences in the layout between the two. Eslite's homepage is still mainly about
books, while the Books.com Co., Ltd. is mainly about presenting the entire site
classification for customers to choose.

Through regression analysis, it can be seen that the areas where Eslite can
improve whether the information provided by the online store is correct and credible,
whether the information contents of the online store is continuously updated, whether
customers can receive assistance through customer service, and whether the "Q&A" is
useful; the areas where the Books.com Co., Ltd. can be improved that the ability to
quickly respond to system problems reported by customers, network security that can
reassure customers, continuous updating of online store information, and the ability of
customers to obtain information through Customer Service Assistance, the online store
always recommends products and services that meet customer needs, and the "Q&A"
in the store are useful.

We recommend Eslite and Books.com Co., Ltd. to prioritize improvements based
on the issues listed above to achieve higher customer satisfaction.

Keyword :

Customer satisfaction analysis, Online bookstore, Regression analysis, Statistical
analysis
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