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Research on Index System of Logistics Service Quality

Evaluation of Fresh Product E-commerce
HAN Shuguang® » WU Jing" . CHEN Qiong"
(a. School of Science; b. School of Economics and Management,
Zhejiang Sci-Tech University, Hangzhou 310018, China)

Abstract: This paper establishes an index system of logistics service evaluation of fresh product
e-commerce composed of 5 dimensions and 25 indicators from the perspective of customers based on
SEVRQUAL model and national standard of cold chain service requirements and ability evaluation
indicators of logistics enterprises. It designs relevant questionnaires with likert 5 scale, investigates object
samples and finally obtains 4 major dimensions and 18 indicators through factor analysis. The index set
describes the general situation of logistics service of fresh product e-commerce from the perspective of
convenience, speciality, supportability and reliability. This paper makes corresponding management
suggestions for fresh product e-commerce through analysis on index set from the perspective of customers.

Key words: fresh product e-commerce; logistics service; service evaluation; index set
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