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The Construction of Evaluation Index System of Logistics Service Quality in Online Shopping with Small B2C and C2C as Example
ZHANG Yao-li et al (Beijing Wuzi University, Beijing 101149 )

Abstract The status of small B2C and C2C online shopping logistics service quality management was introduced, and the research results of
both domestic and foreign scholars on the quality of logistics services were summarized. Then it combines with the practice of small B2C and
C2C online shopping, adopting the method of process analysis to identify its customer touch points of contact in logistics services. After that,
a questionnaire was designed according to the analyzed customer touch points of contact, sent it to the small sellers in the online shopping who
have the experiences of both sending out the goods and picking up the goods. Recycling and sorting the data collected were made carefully.
After the verification of reliability and validity of the questionnaire, the means and variances of these customer contact points were analyzed by
using SPSS statistical software. Six representative influencing factors were concluded, including deliver goods service level, accepting order
service level, accurate fulfilling order ability, timeliness, information service ability and price, so as to provide reference for the evaluation of

online shopping logistics service quality.
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24 0.233 0.613 95.022
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30 0.152 0.399 98.015

31 0. 144 0.379 98.394

32 0. 124 0.327 98.721

33 0.110 0.290 99.011

34 0.096 0.252 99.263

35 0.095 0.251 99.515

36 0.075 0.197 99.711

37 0.058 0.153 99.864

38 0.052 0.136 100. 000

T AR AT
JERS IS B A R Q3R 5 s . iR 5wl R — 32
TERBILRAD TR ST , 32808 5 T RSS2 8, B B R 1,
MRV, X 5T 5L TR BT, R Bl B 4, 3% 67 5 T4
ARBEAG LT KB ST AKX B Al e 51 T 5 G &
UL R 52 5L TR AL, 126 6 03 T B AR AR I FE B2, 3K 17
ST THEMGERE . B2 FEAFRERALMRSE

JE, AR RE A, B BN B R, W O Al il R R Wi 4
&5 % i L NABLS TS NINE S e S N R 5 L)
SGIIUEES WL UNGAY 2 SR VRS N R 41D e S Al
ELFUAL th T BN Bl BE T Ak 48 57 TIE 2ALIX
P A8 R AE D7 LA DY 32 o A AR 2, AR B I LA



458 FRALAF 2013 £
RS REEHIRSER
T H FSr
1 2 3 4 5 6
Vs s 0.094 0.228 0. 061 0.209 0.210 0.770
YR RS 0.207 0.239 0.327 0.176 0.095 0.672
o\ BRS S 0.349 0.500 0.423 -0.090 0.208 0.228
T ATT R 0.155 0.259 0. 695 0.204 0.184 0.053
A A -0.049 0.494 0.622 0.165 0.043 0.154
AR 1 0.235 0.591 0.297 0.015 0.282 0.141
23 YN B 95i) 0.329 0. 500 0.337 0.018 0.384 0.263
Py Al S 5 0.419 0.522 0. 161 0.117 0.394 0.316
LY/N R & % O 0.246 0.726 0.172 0.246 0.123 0.126
YAl R 25 AL IR 5 B 0.130 0.459 0.159 0.367 0.228 0.282
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TR ARBOTEN 00T 5 ERS J7%5 4 : Varimax with Kaiser Normalization. a. Rotation converged in 13 iterations.
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