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Abstract

With the intergenerational leap of internet technology, commodity sales models have evolved into
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the stage of short-video social e-commerce. As a leading platform, Douyin has built an integrated
scene of content and consumption through its “shop window” function. However, its rapid develop-
ment has also exposed issues such as uneven content quality, discrepancies between product pro-
motion and reality, and poor after-sales experience. Consequently, user satisfaction has become a
key variable constraining the platform’s sustainable development. This paper adopts the American
Customer Satisfaction Index (ACSI) model as its theoretical framework to explore the formation
mechanism of user satisfaction with Douyin’s shop windows. The latent variables of the model are
operationally defined as follows: customer expectation refers to users’ preconceptions about prod-
uct quality and service; perceived quality encompasses three dimensions—physical product quality,
content quality, and platform interaction; perceived value reflects users’ price trade-offs; satisfac-
tion represents the overall evaluation of the shopping experience; and loyalty signifies the willing-
ness to repurchase and recommend. Regarding research methodology, this study targets Douyin
shop window consumers, designs a questionnaire based on the ACSI model, collects data, and em-
ploys SPSS for statistical analysis. The theoretical value of this research lies in extending the classic
satisfaction model to the short-video e-commerce context. On a practical level, it provides data sup-
port and decision-making references for Douyin to optimize its shop window function and enhance
user experience.
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Figure 1. User satisfaction model
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Table 1. Descriptive analysis
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Table 4. Correlation analysis
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Table 5. Regression analysis results
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Table 6. Conclusion analysis
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