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AN AL AR DR A, PR ol X B it P i R TR TE A A B - HLRIAT 7 e
55 BRIEE N W05 B AT 6 A, S L B 0 DR ol JER B 1 1 R Y K 201 74F
5, W2 L AL — BOOUS, A5 b s A A 1 P S iy P SRR BT 2 T A L 2R T B
%, R _E A — R TS A TR SN B R A S IR OR 1 [ A A L AT, — LB PR 0 W] A
RAEEBMTE TR, ST 2 2 2n— Lo R g P it St 12l 55, A I N i — ) R i
5[] A HE S A A DA B, DN TIT RGBS P 9 i i R T AN LR U 5 MGE , R T T fl ) ok 2
P A b1 EE 2GR 4T3 A iR BN T YU A5 A0 19t o ¥ 55 0 I Rl AT O 222 R DL
AN R0 T A B e 0 R R G 0 2 A A o B 2 s L A A T BRSNS
1B TR AU T 54, das 5 i R EAT ol , TR A s = A hig 52 o c AR K
HAIS S5 7P T FE AR P 458 00 Rl B 5 Aol 1247 D AEAE AT D5 4T ol , AT SR 2 R AN 1k, i Pl
23 A0 IR BT g T AR PRI ATl N A T R TR A, MR A BT TR 24
BB B AM R 1 2519 27E P 23 647 BT o Sl 745 B Ax ), X Lh i e Sonn
TR 108 LR 55 Al BRI 28 R AN B AR AN 5 DR, T T RIS BRI T, PR Al B
X LOROL , S RELLH 9 X DR i AR T 71X IE AR SO H A7

e AT Ml 5 5 HBSOR B 22 B ()L, Sk TR it il S 77 T ) St R 46 1 R — 2
SERWTFE T DM R 55 J5 R X ol R L AR (20208, 20125 3%, 2014)  (ERFSEAY HUEA%
GERTASE R I BB WSCAF DR 2 PR R 0 PRl 7 B A T B S R e R R AN B
T RIS T S P A A IR 55 e & B TR SF IR T i T T RIS S S s
st LT TR PEE R W) PR R AN R AR GE R A SR N 52 i R R AR A T o A S 1
5 95 PRIEE I DRyl it R 9 T B 0 IR 55 o A i PR R (T3], 20135 T, 2013) , (H R UL
AL R R 55 BB O, S B JC S TR GE R AR T o bRt i 55 ot i ol R 28
FRAIT S o — 18 73 38 oF S Wi ) Oy Pl 55 o o 1) DR 28 1T Bl 3 0 TR =2 1) 9 5 AR R AT T W58
(WolfinbargerGilly , 2003 ; SR E ¥ , 2005 ) , 5 F - 7 S WA 400 I sl R s, 2 Xl g 4 Rl
AR L , AN X R dof Py il R

ARSCHIFTE RS AE L 11 95 PRIE T, A4 RbRash il 55 Tt f A 2% DR 3 X Reas it AR B8 A2
ARSC LA A 1) 5 AR AL 0 A 217 0 T S0 DR A , e bReash ) i 55 i PR R A 40 g 22 35
P T Y SRR TSR R IS5 A D7 BRI (SEM) 238 753k 34 Hh S ISP AT Rl S X e
328 ity A AT L L ) A SN G ] S o bRt o R A e S AR 5 55 A, AR
SRR ST PRI AT Ml B 2 0 T DRt it RS AR 8] A A BRSO o ATE SRR 22 F 5
PR 2 Al A o P T 5 2 S O T 3 A O S VA B R (YRS AN, 2011 5 KRS
2013 ), X PR ATl ot W 9 T BEAIE 508 4 72 B A SCHRE D, AR SCH I T I 1 AR B ST R AN [R]
328 ity LG T B YRR, e B T O R T 1) A Y R AN D (R Xl R A S P
AR SCHRSR v 78 55 P58 T DRt i 55 5 F5 DR 3R] PR i it ik 252 B8 AR 52 ), Sy DRedsl Al 7 FL 1
GG T AR S

—. BIRREIE
(— Pheishs JIZ 35 o X PR ot R T P8 1) 32 )
I3 24 2 Gronroos (1982 )5 —~ M TH 2% 34 B A0 A BE A BH T 7 2% 38 T IR 45 o 1 ) 7%

S AR SRR 45 i 2ok BT B 0 T A TEAT, T 2 X IR S5 S0 EE RN SE PR IE IR 55
I FIFER5E . WolfinbargerflIGilly (2003 ) (¥ Etail Q4 HR 55 ot & 70 b DU HEBE . & AR 55 @A 71

Bt IR 25 BB 3 bR R i R
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By A AR RASE MR et | k51T, Parasuramang: (2005 ) DA R 28 e 49 v ) AR 45 o o TR 25
P P 00 W L W 0 = it R 55 4% 3% B A ASCPE RV A B . i Parasuraman %8 42 H Y E-S-
QUAL = F 4 M 48 M) i i Al 55 o i 43 B VA T < JE 240 FAE P R 4 T PR A 8ok
WX AR 75 (2005 WF9E T MZF-15 B B 095 I A M L2t ARG EE A S5 ns
2 ), B D B AR X% S8 B Al 28 BBt o TAR K s, H T i R i o B R 55
Al BB SR AR 57 o JBU 5 HEA T X4 A iy P B BRI NG 2 IR 5 B, X TR AR 45 T (1Y)
AN I 35 TE R — IR B AR B b, e i 2k M5 B 515 BB 00 S | it 301 28 5 512
e JRR R 2 ] (%) i 2 ke i, AR 45 I B O 2 1 s i PRl ot R %) 75 B o DRI L, 7 R PR 55
BT, M55 ot i 5 RN R 45 o A AN X 40

NG R (2008 )75 = 2T 28 1 —Fh W2 T PR, 784k BN 3 S H B i &
D3, T B8 A X T 2 BB 3, 45 B R0 2 Ry LT 25 1, RITH 9% 0 B A8 10 2
TETH D A BT 9% 2 5 AR A R 7R L W B R VR R — N B R MEE AR RN 2%
HI IS, Oliver (1980 ) fie Se i WA B AN —Z A&, BV Y1 2 25 sz S 1 7= it 14 52
PR E AR TH 2 RS, T 2 B 0l 2 ) . Oliver (1993 )IA M XT38 55 3 1] 1) 6 2 Bl 2 R AR
PR T, S T % 2 A P T R R AR B AN IR 55 i o 1 2 IO ok A T 9 gz 31 1)
1 55 o et R R i Jo (B 9K, 2013 ) o A SIS DG ASFE T X T 91 2t 55 0l bAeist 174 5 B ) R, AR 9
Zeitham1(2002 ) FHIFFT , “HHERAS— S50 B N GE 10 HH DX WA PRI T T8 21 5 Tl 2 i) [l 2L, DR R 3%
HAE AT A ORI AR, X LE2EA T nA e IR 45 it B B 6 9 B i A

S (5K B A7 55, 2005 ) o Szymanski&s: (2000) TFBIPE 2 H e-satisfaction i AHICHE &, Ik —

T T e-satisfactionME AL, 45 1 48 & 23 XV 28 0 57 AR S A . Kim &% (2001)
M 5 28 A AT 2 B AT AT TR XS R A T IR 20 H A58 T 52T 9 25 T Y DU 4
B B SRE BE BE  AT AR RIS BT i o McKinney45 (2002 )iz Hexpectation-disconfirmationfi
XTI Wy v i B0 0 B B T 1 SRS T, R BT IR 55 o e DR 2R XY B R ) s S R

D SCHR 3BT Do il A B 1) — SRl o5 DL KOG 9% 3 T 0 itk 2 B s A 1 AF 9, S 31 0 02
155 5 i PR 2 R D) 52 7 1 2 2 T T B R O 2R, B RCAT X PRist o L T B A T 5 o A S
R 00 B X S I sl A S A AR, R X2 I ) DR sl i R TR 45 KRR A e vy, PLasts
R 55 A7 SR B A A5 R FEL T B 4 A e, o G A RANIA 45 ane i -— A R], %o-eas Al 55 1 R
T o TR B A~ WA AR5 v T 25 (S 5 peasts N DA B 4242 i o DR S AE R 0 6% W ) ) A s iy
5Pt M55 Bk R AR o BRI JUAFEA /D EA 38 X6 IR A REET A beish iR 45 AN T —SEmfFoe, Eb
T E Q013N T H FRS I N Ay fabE nl5Evk 2 ur it B i tk6 44
W AESEP KR s i 2R b B an (e 5 0 5 B 5o Bk e AR
AR B =, o A A 5 B 7 SRR S IREE N TR 1, oAb iy I A
SRS R R R T2, AR SCHE 74375 L I ) et iR 55 o et R 2R A Tr) st I, S 1 0 i IR 35
PN LERE Ty EYE (T B AT AR ARG A 5 I DR 2R X Rt ot R R Y
SEMA o DR A 2% 8 00 S A ) D0 3l P T ot R A9 # 2 O o LA T 2% B R R S R DAY, T
Wi Hh S el Rt 5 RS T BE AT o LA 3 D) R 48], 6T I S P 7 b AR A B, 4T 0 DY
e, AR R 2R DR RS R R S 5 R S IR 1 — 3 Pt A B A IR 55 T R R A
PR AR 55 A5 BE , I HPEB Ao Peas g 55 it o B0/ N9 HUEE O ZE s SE R v IRATT 2 BI
IO UR W AR 6 v 3k 26 R 45 T o DR 28 2 ) i L 308 7 P B 2 ) 00 T 15 00 2 % 7 B %
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FishbeinFlAjzen (1975 )IA R % 2855 ARk 25 WS A09H 28 i AR 2R 45 51, O A
TS SRR IR 3 B 1) B A5 AR R (1) — 2647 S A TR . Cadotte 55 (1987 )i
BT UM IR A AT 25 1) WA S A B A R v g R A SRR 2R S FTMRAIN (2011 )W B 7 45
5503 R B LR MR R 206 B0 00 mT LA 2 X146 WA o H 6 A0 25400 o fe DR ast 1 155 290 3K
15, AT LI A 7R S A WY TARIRIG SRS Y B2 0B/ Dt T 3% A A AR IR (Rl 2 456
SO B o A1 R0 vT L3 3 R 45 A PRt 28 W AR BTN A5t mT LI )5 iR
M T 38354 AELR P PSR A2 e Y B A sl v IR B4, T B X T A R T A A
IR A TR AR ZHON AT DLAE B R 5 215K e 4 348 (Park FIKim, 2008 ) o FEZR % 71T
WKL T {5 B AL HEE RIS 10 EE 2, X 1 2 8 Dk R A B R B T AN AT Z AL 51 3 AF
FH X GBI S B T & AT IS AR A P SR HE A5 B, B2t 22 MR 15 FH T
Ay FHAD S 52 1HERF (Wilsons fllSherrell , 1993 ) .
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(2012) (AAF5E R T I_T1 40 28 B Wb Jo5 2 00 B (5 AR ELA RIS AR T s KL (2011) A BRI 55 T it
FLEE R B 9% B LR R BT Tk 3% (2013 ABFSSIE I T & 20 00 = o, &l 2
JE X BB RELY ) S M o A AR 3 B T T 0 S X T il T B R R B A R (AT
HAWATEH A SO A TE B 15 55 P58 T U 2050 % IR H R 55 o et A IR A o

F b, R T AR X bR T S 22 0 R R 2 B0 R T v T T SR DL A X
AT A 00 BERE B O BRI PRI 28 R B8 AR N 7R S i BRI IR B i s
A o R B A F B E A N 25 AT RS BE A £417  (Mantel fllK ardes , 1999 ; RuizFll
Sicilia, 2004 ) o PRI, 05 4% 35 1) %) bRzt Il 55 o ot B 455 o ik 1 B0 2R o TR S X6 T IR S i 2 2 56
FZ A RUL, TCIe e R Z P A WA A4 X, AR AR A 2 AT 20 2% 1 5 ik 4%,
H A CBEALIERE— SRR IGE 2 T 8l F G Al Rl S 2 HE PR A 7] PR S A X iz it
WIS Bt PT343 LA AR . TR A SC LA ik -
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Jii B RS IR 55 () RE 3 AN BB 1) 7 S ) RMRIE P (IR 55 435 SRAEAS AT AT ORI IR 55 A Bt
HIRE ST ) , e &N B SERVAUAL f2 3 (Parasuraman® , 1985 ) , ik IR 45 i B 58 e FR B AL AR L
fih 2z b, 5 R 2= F AT IR 5 T & i PPN R B I T — RINWFSE Al sk 2 a4 T
Parasuraman®%:AYSERVAUALTE & i3] (2013 )45 Risfs IR 45 B 3 R (B 0 St A0 (L sk ]
MR B TAMEL . %2 h7 (2009 )Fbuish Ak 55 o it 8. 285 R R 5 (8 A D e 0 8 iS5 e
R 55 N 5328 AR S5 A o R T ARIE S U 0 o ) 00 M B, AR OS2 T I e A e ) — BB R
i Horp, iR 55 i [N 22 2% 1 Parasuraman®¥ (2005 ) U E-S-QUAL i 3% , Parasuraman25 42 Hi 9
E-S-QUAL 34 il 55 o it (R 3R 0 WAL AT 85 L &R 48 T AR R 29 4E . Wolfinbarger Fl
Gilly(2003) Z=HE S FIARMI (2011) B4 AR 55 5 ot PR 25 43 SR DO A4 B2« A] S sl @ A7k i il
55 Wb A e ECRAR R S B AN R 5 (2005 )42 48 F- 5 H S BAA A T S Pk
Gt EAT XS LA SCHR IS5 AR SCHEAS FIE 4 X 1 BR R A O 114 IR 45 Jo i PR 28 AL 4 i 24
RGEE T EYE B ATAT SR (R AN B RS WA N T 15 R R O T B AR
W L AT B (A , O B S A IR o T PR BT G455 I T peast A 45 PR L B4 i
TR, W) 47 DX sl PRl A A6 375 B B T A B, D Il L Bt pry peast 28 FH S5 0 7 =X il
B o B PPAR AL R R 0 IO ) ) 3 T B Ak BBl B 7 e, X I ity SR T i 1 B
P B EE P X2 R v e B ——— W B aoh R A A8 R s T AR B, X)) 0 Sk s R Rt 2 ) R
RS (R T R B T SRR PR AL R I 2 I A A5 B PR RE |, X W 4 XL
PEHEAY AT B B A TR X TR A 7] 58 B AR (AT PR P36 38 ) AR B

% 220 52 T A OC2E A (Th A, 20115 Eh 045, 20125 7K R T, 2013 ) STk A % A, ¥
B 28 B VA G R — AR, X PR 2w () RGRFR B, 4% At AT PR 2 /) B P4 X T3
SENA A FRE , 22 F ol P pRash 28 v B 28 I X R SRS i (R R

I L B 22 FH 23 (ParasuramanZs , 1988 ; Oliver, 1993 ; KimA1Lim, 2001 ) (i &= 32,
SR G XA AT T, A ke b e A 4 (R R, 5 e T R 2 [R) 4 o [l 5 R A DY A
RT3 591 A B i i S A T B e IR 55 AR L TR N B 2 I R R B A w AR AR
5KV R

() ks

AR SR 48 A [ 18 7 YR T RATE , DRI RIFRREAA S A 2o XU 22 10 B 2 o ) o AR
7o, FEPE AR A T U 1—7 o AR AR R A AR, 7S T R R ) A
FAEW AR B AR R, A R I AR T e AR AR BT REME AR R
AL 38617 Al 45 , Hrh 44 TCAk )& o M bk T A 25 R s, etz il A & 2 B2 i 4
H,1162.8% , A0 SE KA N _E Y B9 Lo R RFIAR S 22 5 AR IR SE Th #E20—30% Z [0, BT o E A5 R
76.7% ;401 FARNER Z , LBIIAE] T 58.12% ; B AT - 1 X 2 W AE 1ifg, 543.98% ;i —
LA HWBCATEL 500—6 000TCZ[R] 5 5 AT 2 ) i il A « =38 — 3K S =

M. SSELERSH

AR FHSPSS16.0 FIAMOS18.0 SR e Eicdls A TS50k A , & Je o Il B 015 B
FVUEE | 5o P 2540 RSy v A TR 56

(— VLY P 5 P8 RSB A

F TR R EA NI — S R e TR A N R T I R
(Cronbach’s o), 47 43 Hr LA B8 B 22086 (AVE) T3, MHIBR T €% I IR 9 28 41K
F0.54 B F 58K F0.50 & T2 F 048 i WR TS, 38 2 J5 S Cronbach’s ofE
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40.954 , BT & f) Cronbach’s of AR T0.8 , 1d B 4% I & 418 b A 15 HEAR A o 451 Rl R £
2 24205 L) R R I ZSHR0UE  AVERREL 1 2 NS Tt I 1y 2 S 4 P R
TIZW A P AR H B, AR AT UL BT A RYAVEIEAR R T°0.6, e 12 BRI
SUURE RS o DX AR 248 70 FH AN TR B 7 3 00 A [ A4y 5 AN fg el i, 68 DX UL I 21 ) AS [+)
KE.

F1 REBRSRESREREHEENEE . EHEFRBSEE
wAsE WIAR & Cronbach’s o T2 AVE WV E AR E Cronbach’s o T3 AVE

Q401 0.666 o E Q901 0.659
JrfftE Q402 0.814 0.801 0,602 %ﬁﬁ%’f Q902 0.923 0.835  0.765
Q403 0.842 SRS Q903 0.812
Q501 0.671
2tk Q502 0.868 0.780  0.693 Q904 0.764
Q503 0.748
Q601 0.699
‘ Q602 0.810
Stk Q603 0.912 0666 0735
Q604 0.624
Q701 0.561
AlEERE Q702 0.841 0.845  0.644
Q703 0.589
F2 & T AVERF AR 3 L H 5 2 RERSREEENXFINE
PR~ Z ] IR 6 RO, XU 3841 [+ SV ZPEE RERE ARt

W0 R P AR mEr PR 070
BRI SRR R OREIENT it 00l 00 (asse)
ST IEYE N T T R o, 20 wrsere 0720 0793 0833 (0.802)
FRBRY Y A LG 25 AR LU L R R A5 NS AVE R
IR 48 T4 B 45 SRR 22 , IRMSEA 50.295 , 1 K T°0.06., 3 ., 7EHA TR T4
i R BASBIE ST 9 S A PR F— SR 1T AR 79.169% 114 75 22 , T B — PR 22 A R R A5 A1 . PR mT LA
WAy 1 252 B[R] O 22 ) 2 MR

£3 RBRSEESSMHEEERNNSRERR

' ¥*/DF CFI IFI Delta2 TLI rho GFI RMR RMSEA
194.499 1.907 0.982 0.982 0.976 0.942 0.054 0.049

() Wb R o MBS 4D A0 B A 6

FEIRIGUEE T4 BT I 15 0 AR BB AR5 DR B A5 SR, 45 T8 A (BT LU A AR, A ] 53
WA EIE/ A E=1.907<2 LR L& T8 BLCF1=0.982>0.9 14 & il & 8 BFI Delta2=
0.982>0.9 ARMLIE A FE B TLI rho=0.976>0.9 L& B 15 5L GF1=0.942>0.9 5% 2= 4 7 iR
RMRIEE/INT0.05 LRI 522 RMSEA=0.049<0.08 , i — L R IR SEER AL A FRREIR LT

(= Pash B 55 o 5 Rt it Rt e

Xt b SCHP AR A SR SRR, SR 5 AR A3 245 T DL 36 4 AT RBLSE 56 2R AR AL
1R IR, 2B VAt p B W SR p(E/NT0.01, UL AR R A0 B3, W RpfE )
T0.05, A % AR R A 2

AT LU st AR 55 0 77 8 14 AR FH T Rt ot Rt 22 B (R A E AL A2 R E0R 0,066,
p>0.05 A 18 7K, R S5 R H La, U A4 X G015 (A7 35 7 18 L 0 _E 9 R B (8

i

|

P

IR 5 BT B A TR i R

En
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W S AN 7 NS, AN REAE LI 98 X R ot R B A s AT A A AR 2 W ) 19
DB AR AASAR LS, bt Aol SR AR ST H2 190 il SR £ BE LA S T Jo A 14 , T 9%
A ARl L n] AR 768 R SRR AS PP S sl R b b 12, Bl ATH 9 B 24T
T YRR —Fh A AR TSR AT

F4 RBRSFESREREHSERERBSITER

Bk 5 PREAL AR 2B plE A LR
Hla: F i --— s 5 R i 0.066 0.557 ANSCEE
Hlb: 25 P --— b il R 0.074 0.605 ANZFF
Hilc: B P -——Peishs 7 Rt o 0.073 sk HHE
H1d: A S --— s i s 5 0.088 ok XEF

T+ *3RRp<0. 01,

U PEAE FH 5 R 2 R bR AL AR R BN 0.074,p>0.05 , (R H I b A S FE, 5B
PO g PR IR 55 T A L o DA DR sl Past A 25 B, M Ity SR kR st 2 A S5 0 o X G
FREEFEAN S LT 9% A5 A 55 I et g i 2 o P aoh i LR o s s o 5 P R R A
2 K I 5 AR 22 78 R AR A 1 IR 55 5 & AR TR 2 iz (IR T 23 1 2 H R IR 7 A A
B TRZ RS T B A A RIS

KA FH T B 55 o AR AL 42 2R 800,073, p<0.01, SRR IR H AT 4 s Ul A g 4y
Do 3ty T B A B R AR RS R R E R R R BB A AR ) S R e [R] AR 2
REE B B 14 A R LT 2l X DRt 14 A 8

AT SEPEAE T IR 55 i AR AL 42 R B0 0.088, p<0.01, S5 R EIZH1AFF A UL s
ST P NG BRI RE R B, W s AR BE R A5 B A, DUt 28 7 58 e AR Y
Ik B PN 326 8 B 2 LT e o st = A A v ) ol R T

P12 5k 2 R 5 1 I 45 44 J7 R AR 8
R E R

(V) JBi 75 2 3 X et A 45 o TP
A 7 ) R 4 A

P DA 8% S Pl 1R st A 45 It o P
150 it LG 8 11 2 i T 2% 22 B VA4 L PR I
ARSCHER T3 TSty 50 0 4 A543, 07T R FH e/ N 30 IR U1 43 BT i % 2256 R 15 VR
1S53 ATr 25 R DL 325 B AR A 0.64 , F-{H 8 it 3 MK - 45) i /s AR ELA 4 e A AL P

55 REAS RS, FARTR] 55 5 6 PR 28 r %) B R b Ao g S bR ot Rt i B LA
AR MR i P E RN 2B PR R S (B3 O M B 22 56 A R AR T B RO A B
200 545 MR 45 T IR R AR R A S AR B, 235 S s (B 1 28 T PR AR B 5 22 96 A8 Ak, i bR
158 it TS TR S T AN ] R 2 3 DA A S 2 S g X 246 At X T 08 B30 22 %ot PR i
B AR RS, P IO H2a FIH2 045 B B AE 254 S, tE 48 R H2 e FTH2d o 3 2 H 178 R I e
120 JIR 55 114 S o P R ] S AR R 53 T, NS IR A0 T 5 AR A AN ) B X s
14D it BTG T ik A — B FR B LR T 540 7 AR H La FITH L bAS B 25 AT B S TS %
SR 206 R TR A I 20, B B8 T A 4005 , HaFTH I bt A5 2 A KR 45 # S0 . 1413
SEXT TR R S0 25 5

B2 REBRFRESREREHFZERIUOBER
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x5 MELRMRSREMREREHEERNETER

JB5T 5 25 B ) T AR B T Sig.
HRE -0.021 ~0.664 0.507
Hla: JrfEdE -0.310 2.810 0.192
H1b: &35 -0.221 ~1.689 0.092
Hlc: MiE 0.781 5.447 0.000
H1d: rl gk 0.524 3.574 0.000
H2a: 7 M= i 256 0.410 3.598 0.000
H2b: 25 i & 2256 0.381 2.776 0.006
H2c: S B P B 4 22 56 —0.419 -2.729 0.367
H2d : W] 5P 2556 —0.236 -1.526 0.128
XL % 382
R? 0.64
FH 86.16
p <0.00

e AR R S5
i 2y
ggﬁ bl e g R

B3 MEZEIIHERSFENREREHSERATIERNREBER
. FREGRERE

(—)WtR45e

ARG ) BT T TR L 15 95 PRI TS 45 DRI 3 0T 98 5 DRuish ot ALt 2 B 1% 52 i, of
W ImT 838200 A SR A A TR BE AEE 3T IS L SR FHASF 5 AT K (BT VA 43 B A TR A 4, 45
TR IRAE X H PR3 TR 55 10 B S P AR P 0 P T R it R T A L2 0 o) ) g, v X R
358 50 R T A B S S MR PR PR A, I 22 S 1 bRt IR 55 P 22 B PR ALt i 55
149 B PP X0 PR it et 2 B A 5
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The Influence of Express Service Quality on Express Brand
Satisfaction: Moderating Effect of Customer Experience on
E-commerce Environment

Fan Lixian, Ye Yuanhui
(School of Management, Shanghai University, Shanghai 200444, China )

Summary: Nowadays, e-commerce has been developed rapidly because of the popularity of the
internet, and online shopping has become an integral part of people’s lives. E-commerce not only has
brought changes in the way of trading, but also leads to the growth of express delivery business. On the
other hand, acting as an important support role for e-commerce, express delivery lays the foundation for
the development of e-commerce. In the other word, e-commerce and express delivery are two industries
that rely on and promote each other. However, the express delivery industry has also produced a lot of
new problems to be solved in the e-commerce environment, such as consumer information security and
logistics information fraud. As a result, these issues affect the consumer satisfaction of the express
brands, and also pose a threat to the consumers’ evaluation of the shopping websites indirectly.
Therefore, it is so essential for express industry to understand the factors that influence the express brand
satisfaction in the e-commerce environment and to take measures to improve the quality of the express
delivery services according to the key influential factors, so as to enhance the consumer satisfaction of
the express brands. In this paper, we combine qualitative and quantitative methods. Firstly, assumptions
are proposed and a theoretical model is built after having read a lot of related literature. Secondly, we
design a questionnaire according to the unique characteristics of express services in China’s e-commerce
environment with reference to some mature scales, and then issue the questionnaires to online shopping
users. Finally, after questionnaires are collected and are processed, SPSS16.0 and AMOS18.0 statistical
software is used to analyze the data. At the beginning, reliability and validity of questionnaires are
analyzed, and then we verify the hypothesis with the structural equation model, and the final satisfaction
model is constructed after constant adjusting and correcting. In the academia, there are so many papers
about express brand satisfaction in the traditional business model and shopping website satisfaction in
the e-commerce environment, but so little attention is paid to the factors influencing express brand
satisfaction in the e-commerce environment. This paper reveals the relationships between factors of
service quality and brand satisfaction in the express industry under current e-commerce environment,
and for convenience, economy, timeliness and reliability are used to measure express service quality. It

then develops a structural equation model (SEM) to describe those correlations and effects. The results
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show that timeliness and reliability of express during online shopping have a direct positive impact on
the express brand satisfaction, and the reliability has the most significant influence on the express brand
satisfaction. In addition, customer experience moderates the impact of express service quality positively
on express brand satisfaction. This paper deepens the research on the customer experience and plays a
guiding role in the improvement of service performance of the express delivery industry in the e-
commerce environment. This paper also puts forward three improvement measures about how to
promote the consumer satisfaction towards the express enterprises in the e-commerce environment.
Firstly, express delivery companies should cooperate with the e-commerce companies intimately to
ensure the timeliness and reliability of the express and create a harmonious relationship among e-
commerce companies, express companies and customers. Secondly, express companies should pay more
attention to the users’ experience management in the online shopping environment, including direct use
experience and evaluation on the internet. Because of the high costs of direct experience and the
convenience of the internet, consumers are more willing to choose the express brands indirectly through
the evaluation of other consumers on the internet. Thirdly, express delivery companies have to manage
the express franchisees strictly and regulate the operation and supervision of franchisees to prevent
chaos like “empty package”.
Key words: e-commerce; customer experience; brand satisfaction
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