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Abstract : The express industry appears strong growth trend with e-commerce rapid development and plays an
increasing important role in the social and economic life, but it also faces many problems to be solved, and low customer
satisfaction is one of them. Builds a structural equation model for investigating customer satisfaction of express industry
with as latent variables of the express corporate image, service speed, service quality, service price and customer satisfaction.
Applies AMOS software to analyze the survey data, and conducts multiple-group analysis on three groups of youth,
middle-age and old-age customers. According to parameter estimation and path model diagram, selects the best model and
obtains key factors of influencing customer satisfaction of express industry. Proposes appropriate improving strategies,
and provides some suggestions for the express industry to improve the service quality and customer satisfaction.
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Table 1 The evaluation index system of customer
satisfaction to courier service

W44 BE
fR 5
BRI
356 Wik
KT
36 B A 5 R
Ak T B 7 4% e T
Jit 1 5% 1 19 1E 4
L2 19 58 4
B W 9 58 4
i 55 25 B2

5

e 55 3k BE

iz 55 Jit 4

W 3% i A 1R 35 W Ak
e 3% f A% 19 5
IR A A0 A% 1 L

Mz 55 4 4%

B R
5 TR L s R
5 HC Al bR AR L 19 AR

=
R
3
il
P

2.2 EiRRIENEHRER

MUAE2EZ PR AT VR 1, A2 EEZ
M BT 2 itk A B, KT B3 I 55 T il R S i) e K 1)
HRFEAEAWIL S . IR55HE . k55 B F ik
A JLAS Y Y I LA T Z A4S B AT RE
FEFERE L2, 5 IO A DL R .

Big 1 Pl e SRy, 0%
BB 4 Ml B G 0T I8 205 2 A AE 5200 G R

Brig 2 Prih Ik 55 3 B PR, JBR kG A
RPR328 Il 55 T3 T JB0T 2 i B B AEAE S T R 2R

Big 3 Pk 55 B e By, R
RIPR328 I 55 IOk oF JB3T 2 B AR AE S I G 2R

Big 4 PUB RS Uras Bk, JoE i
RIPR328 I 55 0 A% T JB3t 2 2 B AFAE S I G 2R

Bigs MBS, RSHEE. WM. ks
Wrg LA R A Z BIAAAE IR R
MR AR R P th a5 A i, AR LI 1
HIAARE
EEE
DRE 0

Bl
LT
G AL

MIIES

SRR R

b

AT H A Y
Pk S E

ST

R

IR

A S

%
R %Q

=)
i

I
BB PARE

IR 55 25

W AR BRI
WS Y S ERE
WA (RS £ B

M55 tivs

E1 SHaREE
Fig. 1 Structural model
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