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Abstract

Today, with the rapid development of the internet and e-commerce, online shopping has gradually
become an indispensable tool in people’s daily lives. However, due to the rapid growth of online
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shopping scale and the influence of other factors, Chinese consumers’ demand for return logistics
services is increasing, and their requirements for such services are also becoming increasingly
stringent. This study focuses on JD Mall as its research subject. Drawing upon theories related to
service quality and the characteristics and concepts of reverse logistics, it constructs an evaluation
index system for JD Mall’s reverse logistics. Based on this system, a survey questionnaire is designed
to conduct an in-depth analysis of JD Mall’s basic situation, reverse logistics model, and customer
complaint status. Developmental suggestions are proposed to address existing issues, providing
reference for reverse logistics service management in other enterprises.
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Figure 1. JD Mall total revenue (Unit: RMB billion)
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Figure 2. JD Mall return process flowchart
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Figure 3. Selected consumer complaint data for JD Mall
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Figure 4. Statistics chart of high-frequency complaints on JD Mall
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Table 1. Evaluation indicators and explanations

F 1 N ERRS A

idics Ei=pan Fe kR i e
s M B RIE e T SR e O N, RSSO S AR RN, FEHRAILAR R I
ARG .
[ ME P I T ERRMEE, RN R PRE O L3, I RREE P
VRS E 9 1751
VA3 5

A BELR TN, ATLEN T & LRS- MiRte, RiatRiE 5 3205 ISk

o AEXUT RES K Y

S B BE R AT LUK I 358 Hh ) i REUREAT RS RA AR [R5, X TGk g ok ) 1) e S I
o BN TS5

BEAE BAERYE TS L RIR SIS SR TS

AP S El

R
o BIRYIGE BB F & 0T DO SAAAG 8 R Y0 i 4 5 B
S T FE AR TRICHIAKCECE, XTRGTAHN. WMAE. BRI R it
R AN S TR
AT AR B
BT HRF BRI G, TAEERS N S AL I 5
AR RIASIMNIUIE S EATBUA T I IR B A T A

BEURETTEENE PR RERETHIITAE IR TECR, 52k A IR T R A U
et RS AR IR PO R T B AR EARIR, BB DIRAN A R, B RS T L%
B iR

DOI: 10.12677/ecl.2025.14113603 1633 N e


https://doi.org/10.12677/ecl.2025.14113603

=

nﬂf

]

Bk

BB AR A SEE T DUV 2 25 A I 8] 22 SR A AN R IR 3] fR 3R B it e 55
FERINE RS A T KB R N PR 2 AR BT 2, W BT, B3 fRE i w4
IBBRAEEENE P HIBTRMAERTE. R
Bl S IR TR R A, R S B ahiR iR Bl R PR AR G i
B 2 B S AL g%ﬁg%g%g%gﬁi%%,ﬁ%ﬂuﬁﬁ SERFIR AR S5, nfRIEIR
MAHEF I Mas KB RBEN, BENSI S5 % 1/ R 54

3.2. &R EHERE

3.2.1. [EEREit

FPETHE S =N, R bs . ERRAAIE . e, SR REREH, 5EHEE
0] 2 V5 E VEAIN BB M DN 2 . X SO R, BT TS8R I 2 F T RFEE T, R 2 A% O
ZUIE AN NGER BRILE B4, MG EENEB P B EARG R AR
Vi BER AR R ARSI AR TR 2 P, HUOR T ARIE SR B B rTEENE, RS it
B H A, A LRSI AR B AR MR SRR HIK
SRR BRI [ P AR 5 SRR VAN T 25 1) 1) ph TR PRI TR AR AR R R IR 17 A R bR AL
M, WA SR A5 hs 5 R, BITMELREN: EEHR. R, —B AHEREEEA
T DU IS B 7R R AR 9 AR B 3 ) P R 45 SR N i

3.2.2. AIERIEEES ST

AR YR A5 Y K LA 268 ) 25 IR T ORI I ORUE SRS RO BE AL, 7] T 28 G b dalo e D] 25 ) 1 A 45 SR
M, G ENC R AT B L L IE TR, DR A AL R ATt S B W . A K Al
s AN, B RSTEIMT, LRI 291 B, RS BTG A N e A R A
TR RIS AR IR DS, IR R A 261 1. BB G0k 2 fldk 3.

Table 2. Descriptive statistics of sample data
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Table 4. Reliability analysis table
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Table 5. Validity analysis table
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Table 6. Evaluation scoring table
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Table S1. Entropy-based method calculation of indicator weight results
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