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Abstract

The purpose of this research to discuss the relationship of store image, service
quality’s importance and satisfaction based on Books.com and TAAZE. The main
purpose is to discuss the store image facts of the research objects, competitive
advantage analyzed by Importance-Performance Analysis (IPA), service attributes
needed improved first and make marketing recommendations according to the study
results.

The study used questionnaire survey, and the objects of the study are the college
and graduate students; with a total amount of 347 valid questionnaires. The data were
analyzed through SPSS to perform statistical analysis and verification. The statistical
methods include the descriptive statistical analysis, factor analysis, reliability analysis,
variance analysis, Chi-square Test, variance Analysis and IPA analysis. The results of
this research are as follows:

1. There are significant differences among gender and digital content purchased
experience, APP shopping experience and future reading patterns. There are significant
differences between educational background and digital content purchased experience.
Furthermore, there are also significant differences between residence and present
reading style and future reading patterns.

2. There are significant differences among gender and the satisfaction of Books.com’s
service quality and the importance of the service quality. There are also significant
differences between different book shopping frequency and the importance of the
service quality.

3. According to IPA analysis, | suggest Books.com may maintain four factors which are
simple shopping process, the transaction quickly completed, easy to select E-map and
easy-check order. The priority facts for Books.com to improve are easy -found books
and personal data security.

4. According to IPA analysis, | suggest TAAZE may maintain three factors which are
simple shopping process, the transaction quickly completed and easy-check order. The
priority facts for TAAZE to improve are easy-found books, easy to select E-map and
personal data security.

Keywords : Internet Bookstore, Store Image, Customer Satisfaction, Service
Quality
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