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Abstract

Customer satisfaction and brand loyalty are more reliant than ever on service quality and perceived experience in the
cutthroat and experience-driven apparel sector. The purpose of this study is to investigate how visual quality and Total
Quality Management (TQM) affect customer satisfaction and its behavioral consequences, such as purchase intention
and word-of-mouth advertising. This study is novel because it employs a hybrid methodology that combines SHAP
machine learning techniques with Partial Least Squares Structural Equation Modeling (PLS-SEM). This method
determines the relative significance of each variable in predicting dependent variables in addition to investigating the
causal relationships between them. Customers of the clothing industry made up the statistical population, and 135 valid
questionnaires were used in a purposive sampling technique to gather data. The findings showed that customer
satisfaction considerably mediates the impact of these factors on purchase intention and word-of-mouth promotion, and
that TQM has a greater effect on customer satisfaction than visual quality. The SHAP analysis found that staff
interactions, service procedures, and store environment are important predictors of customer satisfaction. This study
shows that predictive data analysis in conjunction with the ideal balance of visual experience and service quality can
open the door to the development of successful customer retention and competitive advantage strategies for clothing
brands.

Keywords: Total Quality Management, Visual Quality, Customer Satisfaction, Purchase Intention, Word-of-Mouth
Advertising.
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