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Abstract

Personalized platform recommendation services have been widely used in various short video
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platforms, and satisfaction directly affects platform selection and experience. This paper selects
Kwai as the research object, integrates the Chinese Customer Satisfaction Model (C-CSI), the Amer-
ican Customer Satisfaction Model (ACSI) and the D&M information system success model, and con-
structs the user satisfaction model of Kwai APP platform recommendation service through struc-
tural equation model from six aspects of user satisfaction, user loyalty, recommendation content
quality, system quality, recommendation service quality, and recommendation update quality, sum-
marizes the factors of satisfaction or dissatisfaction and proposes suggestions for improving the
platform’s recommendation services.
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PR HERF 2 AT FEARSR K A R B 51 & IRE TRt — D HEsh A R U 1 3 B4 73K [1]. F P B0
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TP T B T A R BT R 3 EAT 7 i RO AR B AR PR PR [2]
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R P R S PR AR FIE S R P S ARV A 2 R 4] MR IESE R gt id 22 2] H
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2.1 HEEERER

T B e P AR A FH 7 o B S R 55 R R A R — A R SZ XM 3 RS2 B R R 4k
FE i EUIR S5 AR B, AR e R R R (07 i B R 5% . P T R AR A5 B 2 IS 1 — PO B S
T 1 it ) S o ¥ 2 8RR 2 TR LG, AN A JE I 07 it PR A R 28R 5 At N R S 2R B AR
ECAL 5 PR 1 ) i A9 5 2 B PR R IR 2 [6] o

I 5 M 5K PR 55 T 23 R FE R TR (ACS 1) [t 0 e PR A 25 (C-C S AR IR A i 753 A FEE A 7Y
(ECSI). 5% [ i 2 i i 2 MR (ACS 1) H 56 [ 25 TU AR K 2 22 8 2 B B se e i 4 P4 7K (Claes Fornell) [7]
PR, IR EEAAS NANE R, 2B BN R & (Perceived quality). JEAIMiE (Perceived value) . Jii % 7
1f](Customer expectations). Ji% i i iF (Customer satisfaction). Jiii % #{14%(Customer complaints). il % &
(Customer loyalty). = i i 2 FE ALY (C-CS AN 1 A B A AFAE, AN NSRS, A

DOI: 10.12677/ecl.2025.141398 3163 CIREE RN


https://doi.org/10.12677/ecl.2025.141398
http://creativecommons.org/licenses/by/4.0/

KRE, ERN

B4 TSR AT RN BRI R . AR RN B AR B (ECSI) e W Joi
HAENM AL TR A, 2B F S TR BURIR . AR, RAMMNE. B
e R .

22. FRAGHINERE

HRAG RN LR AE RN, FR e SHE BRSNS S, Wik TSP
HH RS2 o T i, AR P ) BB 06 R et R KT IE FEAT ORI o A7 2 R I A 2 56 [ 4% Delone
A Mclean 7E73 HT Al A TS (0 2EA L, B85 HORIN MBI R, 720l REHRE. FERE. &
G PR D ANEIAALR . B (S RGRIEIAE & b b AT A R, AT
R CLZe A 2 DLSCHE A U IR A A fiE S PRI 75 8 L P PR N B 53R 8 B R SEHIL D&M AR AR g e ik
TR XL, FEEBE. RGTTRMIRS TR AL E AT & UG B R G B R Mz E 8]

2.3. IR

TR KRBT ACSI BEAURT C-CSI R STk 2 J5, ASHIF TR & 1 r Bl o 23 = BE AR R (C-CSI).
% [l i 5 19 1 BE AR (ACSI) AT D&M 5 L R G AL, DIER A A & . RETTE . HEFFIRSS R HE
TR ORI L, DUR PR A SO SE R, @ T AT S R IR SRR P R
PBEREAL, P 1 fTs.

HEHAA TR N HEREEH T

ARG

Y

VAR 7=V} 3 FH B

HERE M55 L

Figure 1. Short video platform promotes service user satisfaction model
E 1. 3EMTF aEHRS A RHEERE

XG2S NN R GEREETG A WA RIT I AN I R G, PR RARE R E NS
P DhREME. AIEEME. SERNAEAZAE 6 ANRGHUENI[9]. RGTR TS ML FIHER: N A BRI &, Thig
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Table 1. Scale design
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Figure 2. Initial path diagram of the model
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Table 2. Variable correlation analysis
2. TEMXMESH
- . HEFE N i iz
R §753 o REGRE o o
= FA P 5 R ARG = e e
e 1
FH P B 0.801™ 1
WHENARE 0.838™ 0.811* 1
RYH 0.814* 0.802" 0.837" 1
WS = 0.815™ 0.816™ 0.839* 0.852* 1
WEENRE 0.827* 0.819™ 0.829™ 0.836™ 0.872* 1

HE0.01 FAHIUE), AR

4.2. (REKE

ARLE S NAERE, At 27 AN B R HEAT Cronbach’s Alpha 2% 4T, FIFH spss X e £ 21 )
334 4 BEHE AT E RS . WK 3 Wl LUE ok, P WU (E 5 240 0.821, FI 7 RIS B &
#0h 0.810, HEFEN AR IS R ECH 0.863, %éﬁ&ﬁgﬁ"]{ég%iﬁjﬂ 0.863, 7 55 i &= (115 1E R AL
790.864, HEFESEHTE R RECH 0.888 KW 104 (115 LB -

Table 3. Reliability coefficient of questionnaire scale

=3 BEEREEAK

M & L Cronbach’s Alpha %%k
EDRRCp=3: 4 4 0.821
FH B 4 0.810
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HER R 55 T & 4 0.864
e BT A 7 0.888
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Table 4. KMO values and Bartlett sphericity test
= 4. KMO ELA R BAFFIFFER A0 T8

KMO 18 LA K B FI R ER TG 36

KMO BUFE IR VI =5 0.981
IR TT 6423.583
ELRFR R ER T FE A 56 A 351
BEM 0.000
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Table 5. Convergence validity test

5. WS ERL

BT AR FruEfL R CR (HE&15)%) AVE (I8h )
Al <-e- e 0.715
A2 <--- = 0.758
) 0.823 0.537
A3 <oen FH P i 0.728
Ad <-nm HAwERE 0.729
B1 < FH P 0.696
B2 < FH P B 0.658
0.817 0.529
B3 <--- P I 0.782
B4 <--- FH W 0.767
c4 <--- HAENE R E 0.765
\ 0.863 0.611
c3 Cane HENERE 0.784
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Figure 3. Sample initial path graph operation
B 3. #AEREETE

DOI: 10.12677/ecl.2025.141398 3169 N e


https://doi.org/10.12677/ecl.2025.141398

KRE, ETNIN

£ Amos T HHMTIEH G, £ER—A Amos Output 19301, SCEH ) Model Fit £ 330 os A U
WF 70 B LA BE o A 043 5% K D51 E B BE(CMIN/DF) . RMSEA GEALI 5 R 25) L IFI (B4 &5 %0) <
TLI(MREE IS F5 %) CFI (LA 1820 GFI (AL AR50 AT TG, H7ETATIX AN, Wik 6 At
Mo

Table 6. Model fit statistics
= 6. WA EE ST

fabr S hrik SRIELES
CMIF/DF 1~3 k75, 3~5 NRIUF 3.103
RMSEA <0.05 M7, <0.08 N RUf 0.079
IFI >0.9 AT, >0.8 NRLF 0.894
TLI >0.9 AT, >0.8 NRUF 0.882
CFI >0.9 T, >0.8 NRUIF 0.894
GFI >0.9 AT, >0.8 K RAIF 0.870

4.4.2. RgHEE

BERY PR A2 00 ARG IR 1 — L BLRTHE, P ESI™ RERA R, P SRR —, &
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Table 7. SEM model path verification results
2 7. SEM BRI LER

PRA% Estimate S.E. CR. P

HEF N AT E < HERE SR oL i 1.000 0.072 13.869
REGE <--- HHENBTE 0.619 0.049 12.594
ARG <--- HEAE MRS T 0.459 0.039 11.861
DRkl b=4;-3 <--- R E 1.275 0.114 11.177
F P B <--- HEAE MR S5 oL i -0.374 0.057 —6.566
P B <--- PR 1.068 0.108 9.874
P B <-e- HEFE AR S5 oL 0.182 0.047 3.840

WRIEFEAR ST RATRD, T AR AR SRR R B, AR IR 8 i

Table 8. Hypothesis testing analysis
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