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Just Jeans & Zara lead for clothing store customer satisfaction

Just Jeans is Australia’s leading clothing store in March with a customer satisfaction rating of
93% putting the chain just ahead of the Spanish fast fashion outlet Zara and three Australian
based rivals Katies, BNT — Bras N Things and Millers.

All five leading clothing stores now have a customer satisfaction rating of at least 90% in March and all
five have increased their customer satisfaction compared to a year ago. The strong increases for the
leading stores drove average clothing store customer satisfaction up 0.3% points to 86.5% in March.

Just Jeans has now won seven straight monthly awards in the clothing store satisfaction category
stretching back to September 2018 with customer satisfaction up 5% points to 93% in March.

The big improvers over the last year were Zara, which increased customer satisfaction by an impressive
10% points to 91% in March, and BNT — Bras N Things which was up 8% points to 90% in equal third.

In equal third alongside BNT — Bras N Things were Katies, up by 5% points to 90% and Millers up by 3%
points to 90%. Just outside the top 5 stores in March are Lowes and two previous winners of the Roy
Morgan Annual Customer Satisfaction Award for clothing stores — 2014 winner Suzanne Grae and 2016-
17 winner Jeanswest all on 89%.
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Michele Levine, CEO, Roy Morgan, says Just Jeans has continued on from a strong
finish to 2018 with three straight monthly victories in early 2019 giving the clothing
retailer a good chance to win its first Roy Morgan Annual Customer Satisfaction Award:

“Just Jeans has won its third straight monthly Roy Morgan Clothing Store Customer Satisfaction
Award in March with a high customer satisfaction rating of 93%.

“The Melbourne based fashion retailer increased its customer satisfaction rating by 5% points from
a year ago to narrowly beat Spanish owned fast fashion retailer Zara on a customer satisfaction
rating of 91%. However Zara has shown the most improvement over the last year increasing their
customer satisfaction by a significant 10% points since March 2018.

“Australia’s leading clothing retailers have had a good year in terms of satisfying their customers.
Eight out of the top ten stores have increased their customer satisfaction compared to this time a
year ago. As well as the big increases in customer satisfaction for Just Jeans and Zara, there were
also significant increases for BNT — Bras N Things (+8% points) and Katies (+5% points).

“In an increasingly competitive retail market the key for clothing stores looking to retain existing
customers and build their business by attracting new customers is not only being recognised and
trusted for excellent customer service and high customer satisfaction, but also avoiding the damage
to a business that is caused by distrust towards that business or brand.

“Although the old axiom that ‘any publicity is good publicity’ may apply to celebrities, when it comes
to businesses in a competitive marketplace avoiding bad news and the reputational damage that
accrues from poor experience must be avoided at all costs.

“To learn more about what businesses need to do to improve their customer satisfaction and build
on strong reputations for trustworthiness and critically to avoid the pitfalls that lead to growing levels
of distrust and negatively impact a business’ performance, contact Roy Morgan.”

Click here to view Roy Morgan Clothing Stores Report and Roy Morgan Customer
Satisfaction profiles for Clothing Stores including Rockmans, Jeanswest, Sportsqirl,
Just Jeans, Katies, BNT — Bras N Things, Cotton On, Jay Jays, Lowes, Millers, Noni-B,
Rivers, Sussan, Suzanne Grae, Zara and others.

Click here to view the latest Roy Morgan Brands Net Trust Score Executive Summary.

For comments or more information about Roy Morgan Research’s retail and Customer
Satisfaction data, please contact:

Roy Morgan Enquiries

Office: +61 (3) 9224 5309

askroymorgan@roymorgan.com

The Roy Morgan Customer Satisfaction Awards highlight the winners but this is only the tip of the
iceberg. Roy Morgan tracks customer satisfaction, engagement, loyalty, advocacy and NPS
across a wide range of industries and brands. This data can be analysed by month for your brand
and importantly your competitive set.

Need to know what is driving your customer satisfaction?

Check out the new Roy Morgan Customer Satisfaction Dashboard at
http://www.roymorganonlinestore.com/Awards.aspx
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About Roy Morgan

Roy Morgan is the largest independent Australian research company, with offices in each state of
Australia, as well as in the United States and the United Kingdom. A full service research
organisation specialising in omnibus and syndicated data, Roy Morgan has over 75 years’

experience in collecting objective, independent information on consumers.

Margin of Error

The margin of error to be allowed for in any estimate depends mainly on the number of interviews
on which it is based. Margin of error gives indications of the likely range within which estimates
would be 95% likely to fall, expressed as the number of percentage points above or below the
actual estimate. Allowance for design effects (such as stratification and weighting) should be

made as appropriate.

Sample Size Percentage Estimate
40%-60% 25% or 75% 10% or 90% 5% or 95%
5,000 1.4 1.2 +0.8 +0.6
10,000 +1.0 +0.9 +0.6 +0.4
20,000 0.7 +0.6 +0.4 +0.3
50,000 +0.4 +0.4 0.3 +0.2
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