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ABSTRACT

Due to the booming young mothers and fathers in the new era as well as the changes
in the concept of parenting and the favorable liberalization of China's second child
policy, the maternal-baby nursing market continues to grow, and it has become a must
for businesses nowadays. In 2020, the size of the maternal-baby nursing market will
reach 3.6 trillion. (Data: Yibang Power China's Maternal and Child Industry White Paper
2017).

The rapid development of mobile Internet, highly transparent information,
consumers grasp the sovereignty, along with the rise of the middle class, consumption
increase encouraged personalized, customized needs. The boundaries between online
and offline are becoming increasingly blurred. Consumers are more inclined to choose
multi-category with service channel providers. If the retailers still rely on good market
resources, and the difference between the sales and purchase of commodities, they will
face a huge challenge of the decrease in passenger flow and a decline in performance.

The paper takes the relationship between maternal-baby nursing retailers and
targets customers as the study object, based on customer service of maternal-baby
nursing retailer data, empirical studies, we found that this particular group, mothers and
babies, especially value safety, quality, public praise and community review. If the retail

enterprise attaches importance to establishing relationships with customers and



enhances the relational viscosity through mutual trust, emotional formation and spread

of public praise, it will help to increase the traffic volume and increase the output value

of single customers.

The maternal-baby nursing retailers form a strong relationship between enterprises

and customers by establishing a strong relationship between products and customers,

employees and customers, and customers to customers. Maternal-baby nursing retailers

operate single-customer value deeply, build a heavy membership system and manage

customer assets, thereby enhancing their brand and performance.

The research on the method of establishing the strong tie can be considered as an

analysis of feasibility. The research results of this paper will help to improve the overall

customer service experience and satisfaction of the mother and infant retail industry,

enhance the development of the whole industry and draw significance lessons from other

service industries.
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