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Abstract

With the development of economy, people's life is gradually rich, the proportion
of consumption enjoyment is getting higher and higher, and the service quality is more
and more pursued. Shopping plaza is the rapid rise of this century's consumer land, the
competitive environment is fierce, therefore, how to seek a higher quality of service,
and improve consumer satisfaction in the competitive environment, is the focus of the
shopping mall industry, is also the focus of this study. Wanda Plaza is a famous
shopping mall in China, all over the country. The purpose of this study is to use The
Important-Performance Analysis Method (IPA) to compare the importance of customer
expectations of service and the satisfaction of actual feelings, so as to explore the
advantages and disadvantages of its business development, and to make targeted
suggestions for improvement, hoping to help the future business development of
enterprises.
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