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The Empirical Study on the Logistics Terminal
Services of Jingdong Express
—Based on 697 Survey Data

ZHANG Wei-guo, XIE Peng

School of Economics and Management , Southwest University , Chongging 400715 s China

Abstract: The development of B2C and B2B markets bring the necessity of the self-built logistics. Based on
697 survey date from Chongqing, Guizhou, Yunnan and Sichuan provinces, according to the customer sat-
isfaction theory, using multiple linear regression method, this article studies the influence factors of logis-
tics terminal service quality of Jingdong express, extracts the stuff communication quality (SCQ), order
release quality (ORQ), error processing quality (EPQ), goods delivery quality (GDQ) and innovation
service quality (ISQ) five indicators. Empirical Study shows that stuff communication quality (SCQ), or-
der release quality (ORQ), quality of delivery (GDQ) and service innovation quality (ISQ) have a signifi-
cant positive impact on customer satisfaction. Based on the empirical results, improving employee service
consciousness by regular training, establishing logistics service quality measurement system, strengthe-
ning cooperation with the third party logistics enterprises, improving enterprise hardware facilities and fo-
cusing on service innovation and flexibility are proposed as the improvement strategies.

Key words: Jingdong express; logistics terminal service quality; influencing factors; countermeasures

REHE AL #M



% 7 4 KITE, . FARBEDALRBRSRENZ B ZHRE—0697 78 #F 23 13




