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Abstract. In the situation of market competition, technological development and consumption
upgrading, a New Retailing model featuring online service, offline experience and modern logistics
was first proposed by Ma Yun. Subsequently, some new prominents of New Retailing such as Fresh
Hema came into being. In order to study the New Retailing model, this paper taking Fresh Hema as
an example, establishes a new retail consumption experience index system according to the 4P theory,
processes data by word2vec algorithm, and analyses the consumer experience from the five stages of
sense, interest, choice, action and sharing. What’s more, based on the SICAS model, this paper
innovatively establishes the optimization and upgrading model of retail industry, summarizing the
enlightenments brought by Fresh Hema from five aspects: individual service, consumption habits,
marketing strategy, customers’ comments and safeguard mechanism.
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