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Abstract

In recent years, with the rapid development of e-commerce, the e-commerce logistics industry has
also been growing swiftly. How to accurately evaluate the service quality of e-commerce logistics
and identify key factors for its improvement has become a significant issue constraining the rapid
development of the e-commerce logistics industry. This paper takes e-commerce logistics compa-
nies as an example to construct an indicator system and evaluation model for e-commerce logistics
service quality. Drawing on the SERVQUAL model and integrating the characteristics of the e-
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commerce logistics industry, a service quality evaluation system for e-commerce logistics compa-
nies is developed, covering aspects such as tangibility, reliability, responsiveness, empathy, in-
formativeness, economy, and remedial measures. Based on this, a comprehensive analysis of the
actual situation of e-commerce logistics companies is conducted to obtain an overall evaluation of
their service quality. This provides a reasonable and effective assessment of the e-commerce logis-
tics service quality of the companies and proposes corresponding improvement measures.
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Table 3. Survey questionnaire data
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Table 4. Cronbach’s reliability analysis
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Table 5. Validity analysis results
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Figure 1. Structural equation model
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Table 7. Model fit results
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Table 8. Standardized path coefficients and significance analysis of the model
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Table 9. Analysis results of the correlation between service quality and customer satisfaction
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Table 10. Homogeneity of variance test for variables across different income groups
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Table 11. Regression coefficients
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