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Abstract

The seminar group did some field studies, collected statistics, consulted literature and then
concluded a evaluation index system which can be referred to by logistics group and quantify the
students’ attitude and feelings to the supermarket by using the model of the north area supermarket.
This thesis concludes the characteristics of supermarket’s service systems and the program of
customers’ satisfaction in service industry. On this basis, the group made assumptions, built the
specific model of the supermarket by using ACSI model as a reference and designed a questionnaire
related to satisfaction. And then it used SPSS19.0 and AM0S17.0 to analyze the statistics. After that
the group explored the potential relationship among the variables by using the SEM Structure
Equation Principle and verified the hypothesis. Finally, the group obtained the factors which
influenced the customers’ satisfaction and the influence degrees of these factors by analyzing the
precondition variables in the model. The following conclusions are drawn: the satisfaction of
supermarket’s service in each stage is positive correlated to perception value and customers’
satisfaction, and the former has the greatest influence on customers’ satisfaction. Perception value
is positive correlated to customers’ satisfaction; customers’ satisfaction is negative correlated to
customers’ complain. Customers’ satisfaction is positive correlated to customers’ loyalty. Customers’
complain is negative correlated to customers’ loyalty. The model of supermarket satisfaction index
which is provided by the thesis is verified. By analyzing precondition variables in customers’
satisfaction index model, the group found out variables which had great influence on customers’
satisfaction, especially the variable which was extremely important on the influence of the
satisfaction. Thus other variables have little influence on satisfaction. Finally, the rationality and
result analysis of the supermarket satisfaction evaluation system constructed in the paper are
summarized.
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ASCETERFEE, BElE, BERSGR, FUZREILXBEEFBT AMER, B4H—EH2K)EE
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