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Abstract

This thesis is based on the master's thesis of National Kaohsiung First University
of Science and Technology "Applying the KANO Model to Explore the Factors
Aftecting Convenience Store Service Quality" as a reference. The paper introduces the
historical origins of convenience stores in Taiwan and the competition among
convenience stores in Taiwan. The situation allows us to understand the source of
Taiwan’s convenience stores and the current market ; the competition in convenience
stores has led us to understand that people’s shopping desire determines the direction
of competition in convenience stores. This is the motivation that this paper intends to
explore. The results of the questionnaire explored the service quality elements of
convenience stores, observed which quality elements are valued by consumers and
which items customers dislike, and also explored whether the service quality of
convenience stores is suitable for KANO two-dimensional quality In addition, this
paper compares another "RSQS" scale for the retail industry with the "SEVRQUAL"
scale mostly used as a scale for service quality research, and finds out the factors that
are suitable for the current situation of domestic convenience stores. Therefore, we
conducted another questionnaire survey based on this paper. The purpose is to find out
the difference between the analysis conclusions made in 2020 and 2009. During these
10 years, consumers have changed reproduced the quality elements of convenience

stores.

Keyword : KANO two-dimensional quality analysis, convenience store,

questionnaire
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