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Abstract

This paper takes Pang Donglai Supermarket, a Chinese retail enterprise, as a case study to analyze
how its service marketing model achieves transcendence beyond price competition. The research
finds that Pang Donglai Supermarket has developed differentiated service advantages through four
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key aspects: downplaying price competition and emphasizing service value; institutionalizing ser-
vice design to ensure consistent service quality; centering on employees to stimulate service execu-
tion; and accumulating customer trust and loyalty through high-standard services. This paper sug-
gests that enterprises in retail management should prioritize long-term strategic perspectives, in-
stitutionalized services, employee engagement, and the cultivation of trust-based relationships to
build sustainable competitive advantages.
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