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Abstract

Since its inception in 2005, the fresh food e-commerce sector has seen its growth accelerate stead-
ily, driven by the shift toward online consumption, the transformation of traditional retail, and
government policies. Meituan Youxuan’s community e-commerce model has achieved a deep in-
tegration of online and offline operations through online product display and offline self-pickup.
However, the fresh food e-commerce sector still faces issues such as inadequate freshness preser-
vation and safety standards that need improvement, leading to low consumer satisfaction and
difficulties in building platform loyalty. This paper aims to explore the factors influencing loyalty
to promote the healthy development of the industry. It summarizes the current state of China’s
fresh food e-commerce sector and the basic situation of Meituan Youxuan, employing research
methods including questionnaire surveys and empirical research. Based on the integrated theory
of customer loyalty, this study treats customer loyalty as the dependent variable and constructs
a model with fresh food brand image, expectations of fresh food products, actual perceptions of
fresh food, platform interaction, platform safety, logistics services, and after-sales services as in-
dependent variables. A total of 320 valid questionnaires were collected, and data analysis was
conducted using SPSS software. This study hypothesizes that fresh food brand image, perceived
utility, platform interaction, logistics services, and after-sales services have a positive impact on
consumer loyalty. The findings confirm the positive effects of perceived experience, platform in-
teraction, and after-sales services on customer loyalty, while the hypotheses regarding brand im-
age and logistics services were not supported. Finally, recommendations were proposed for the
platform, including establishing a robust quality inspection system, improving the cold chain sys-
tem, increasing delivery speed, strengthening corporate commitments to reduce perceived risk,
and enhancing customer relationship management. It is hoped that these recommendations will
promote the healthy development of the platform and the industry and enrich relevant theoreti-
cal frameworks.
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2. MHEREGRIAR
2.1. BERRIRE

AR R AR T IR I BEPE ORI R 2. i se 3R - o0 BT IHAR Y “ R sg U AR BRiR iR
o BB R AN 5 LA MR CHERR” XA R B F R A S AN (BT
5, FHRBEEE BANEERAR R R ITABIEA . Gremler A1 Brown B R £ B4 RS i
RO AP BRI AR 55 B R, R IR R SRR AT, A R ™ e A SR A S, e
Ik FEZ AL ARRAEE[ 1] Dick A1 Basu A R B EERBUNAT B A I B 48—, R
PRI B X [ — 257 iy SO 5 RO AT 2] Jomes X 7 AR FEE PR ALt SO0 247 Dy 77 T«
JoR 25 KA AR A2 I B 3 6 Aol 107 ik B IR 55 St EE R WA SR AR 3] Jain AN A B S P IKAT 9 JE T
WE SRS IRZ T, A R0 Al 7 i B 55 B VA R (4] Mofokeng Hi H A5 R BV £ BT 7 5534
B R ARMEAT AT, LR AR TR B R SE A 5]

R R R R

EIEF RN T, BEEA. MEBE. AL EIR. APRR RN RIZ G 28 1k
TR B, BANEA AN NG SR NS B S5 EK (6], Driediger F 4557 3 i 1 %l 2 [F 1 1
T BAT A, RIUEEN 2 HIE L SN FI . 2 0T R R 5 S R P T 4 3 P A i 25 R
(Driediger 5, 2019) [7], A7 RAELE B dh W SEHIRIT FU oS, B0 i SO M I 55 J 2 R R 3 X 9 o Dl S ke
A PUEVERN . RERI AR, RS AR B B B SRR, FE Lee IS MIBRFTH, 7 dh HC & TR (1
[Al) P ah R (R A BT B TR RS R O s B E SRR

H A2 S R SR N B =28 AT e, B ENBUR BIAT AR IR MR, 451t p
SRR . R, PITK RAREEE YN B SRR IR AL e R, URIE R Al
(37 i BIR 55 (8]0 SCERRAE — BUIF IR) A, 5 068 5% il R 01 0 S B oy 8 B I 50%, U0 mT 40L 0 6 K
(Cunningham, 1956) [9]. 1 ECE RIS, T2 125 Mt A, U2 S BADE 2 I 2 431 2% (1 el A v 422
HSC1 AN TR FSG %8 5 R 2 (101 Gremler 45238 A U2 A6 1 gt A 1 o 2 W S5 [R)— 57 i ) 55
FE UL R 28 i 5 RGNS, 3R #Riz k1], LRt RS WA NS WK g —, linE
PN 27 S E RE SO B 0] 55 Aol 0 7 i BRI 55 £ i 522 A0 285 B2 DAL et ok A 4 S o T B SKAT
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S B B SZ A O 3 E S BRI FH B 5 5 6t P S AR A, X A B ) S B a2 BAR RTINS
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FE R EIE SR KON S, P 6 BERE 2 W AT A A BRI E (R A R 5, 20114)
qu
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(5) ﬁzﬁfqi eeot
622 SO P NFSRL 22 SR 22458, ST 30K 2 FEA AN RESR /&l 2 I S50
ERETT LI AR

(6) AR 55 -

AEEE P SO DT B R R, FRE . TTIBER IR S5 RS A AR TR P R, gk s e A P )
TP A0 55 6 7 J& (Mentzer, 2001) [20].

Ha: YIRS 52 P B A T sz /e

(7) RS

B RS LR AE R i UG R iR i & A RS E S, AR RE . BRI, B
REH R A AL I B (E BN, 2025) [21].
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Figure 1. Research model
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AR BB ACKE L AN AS A A BRI . SCEAEA Likert 5 sl R BT HE, WL EYE
FE, i O “1= AEEAFR” B “5= AFHFAR" , BRI EORIET DUE KRB &0 H iR
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4.2. TENE

AT A G BAREIT W 1.

Table 1. Test items and sources

F 1 MBI KIR

A AR g TR FUE
mRRE R BRAI 2T e MA R, BTG
BRA2 2T B I SRS A S A RO B S ik e i
BRA3 LS mARR . A%
BRA4 2P B B OR AR FR AL
I A EXPI WIAZ T & 1A S A 23 H L i) 7R
EXP2 RIAT & 1A EEAR T S A B s K T 1T 0
EXP3 TR 5 [ A P 255 42w LA R R I AR 7R 2
EXP4 RIHZ P & B, DO EE TR
PRI AZ PRALI % B AR SR, AT T
PRA2 T MR LI BN . BT Y
PRA3 FRANRTEZ T 6 I S (0 AR A T 22 A A
PRA4 WA S AR R A A, B SRR R
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PLI2 %G W U TR SE . ThRe 4T
PLI3 ZFEEEAIm. MEEX
PLI4 ZPERE M ESL. EHEENSH
FEEAe PAY1 BN NPELHRH P NEF
PAY2 BAVZ TP RS I X2
PAY3 BRI NFER AT R 24
Vi ik 55 LOG1 ZFE NIRRT E. REHEESR AL FEEE[22]
LOG2 T A AR R BRUER A (2020)
LOG3 FEMEIEN RS DT
LOG4 e O RPN OR Rt SN & S RE7 N
ERRS ASS1 FEBRRAE T, REAIRAL TR SRR R 55 i) A
ASS2 FRXT P & [ 0 A A o it
ASS3 FE RN W, BT H G0
ASS4 & 2 SN A AR IS B
ASS5 TG PR 24 /NI A R AR S
B B LOY1 A G B A TR I SR ik BT & Jones M A [3]
LOY2 REEMNTEa+L#E T RE 2 ) (2000)
LOY3 RaF B ARG &
LOY4 R FEEM T KEF LG
5. it S EEKRYE
5.1, REAHREG
FEARFEARRFAESE SR UK 2 FioR:
Table 2. Demographic characteristics (N = 320)
= 2. ANOZHE4FEN = 320)
URE| priy AL "ot
% 135 42.20%
P
e 185 57.80%
20 LR 35 10.90%
21~25 % 99 30.90%
aa 26~30 ¥ 71 22.20%
31~40 % 68 21.30%
40 % VL I 47 14.70%
e RN 45 14.10%
AR KL H 157 49.10%
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FEIE 2 PIAN H A A 5 P 0 25 g S A= 4 1 U K

FET ISR HILIE A4 A

KEFAFR
AR
1000~1500 JG
1501~2000 JG
2001~2500 JG
2501~3000 JG
3001 oL

3R

3~5 %
6~8 1%
9 XLAE

oy fo

105
13
53
49
60
68
90
54
67

126
73

223
97

32.80%
4.10%
16.60%
15.30%
18.80%
21.30%
28.10%
16.90%
20.90%
39.40%
22.80%
69.70%
30.30%

AR B ARG TS R IR 3 PR

Table 3. Descriptive statistics for variables (N = 320)
3. TEHEARMEITN =320

i R/MA CINE ¥I1E FrifE 2
guit guit guit giit
BRAI 1 5 3.42 1.106
— BRA2 1 5 3.42 1.161
PR BRA3 1 5 3.42 1.029
BRA4 1 5 3.47 1.144
EXP1 1 5 3.52 1.091
Ny— EXP2 1 5 3.50 1.134
EXP3 1 5 3.43 1.048
EXP4 1 5 3.37 1.148
PRAI 1 5 3.47 1.111
PRA2 1 5 343 1.072
SEPRIKAZ
PRA3 1 5 3.42 1.051
PRA4 1 5 3.43 1.100
PLII 1 5 3.45 1.085
PLI2 1 5 3.47 1.142
RR=CE!
PLI3 1 5 3.41 1.136
PLI4 1 5 3.45 1.113
PAY1 1 5 3.43 1.083
FEEe PAY2 1 5 3.41 1.113
PAY3 1 5 3.35 1.102
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ik
LOG1 1 5 3.43 1.080
LOG2 1 5 3.48 1.062
YR
LOG3 1 5 3.48 1.136
LOG4 1 5 3.48 1.108
ASSI1 1 5 3.45 1.079
ASS2 1 5 3.33 1.107
B RS ASS3 1 5 3.42 1.086
ASS4 1 5 3.40 1.078
ASS5 1 5 3.38 1.102

BHE 3 WIAT, 1045 A de 431 28 AN 2100 B (1Y) 5 B30 B 78 25 S 3R I P A e T, AnvfE i 22 7E 1.029~1.148
TR, BRI S LR E . P S T A I E AR = T 3.37, ULEHIE SR N & 1RO B TU AR R
PR . AESESEBRAH MEII R T 3.42, ULAHSERIRIE T & LB A & S A= i G kg 1 7= it . 7EVH
WH GV EEN T, RNERN 3.41, UHISF G RI4ES LUERF G 3 10 SO AR 0 2 330 U6 P 4
UK LRI . EMTRSS o, AN IMER AN 3.48, U SEHMRIE MR RN e, Rell K i%
R, AR E R,

5.2. (RESHT

HI 4 (RTINS R TR, AR NEERY, HEAH RN,

Table 4. Reliability analysis table

4. BEESAR

BRI

i SR

BRAI

) BRA2
RIS

BRA3

BRA4

PRAI

PRA2

b
=
<

PRA3
PRA4
PLI1
) PLI2
EAEEE)
PLI3
PLI4
LOGI1

AT S
LOG2

EIE A (S A A R

0.786
0.753
0.775
0.747
0.765
0.787
0.751
0.76
0.756
0.767
0.786
0.782
0.77
0.762

I 50 ¥ 5 i S Alpha
0.854
0.867
0.859
0.869
0.864
0.856
0.869
0.866
0.874
0.871
0.863
0.865
0.865
0.868

PRAEAL G T o

0.894

0.894

0.898

0.896
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LOG3 0.738 0.877

YIRS 0.896
LOG4 0.807 0.851
ASSI1 0.77 0.891
ASS2 0.768 0.891

EERS ASS3 0.776 0.89 0.91
ASS4 0.782 0.889
ASS5 0.767 0.892

SR TEEEX R . ERRZ . A PRIRS M SRS LA EAT RS, Hiak 5 b
KMO F1 R FIEEAT LG AT A0, KMO fEI% 0.987, %10 36 50 HLf -

Table 5. KMO test table
5. KMO #In%

KMO H EVRER RS 56
KMO HUFE i )1 84 0.987
ELRF R B A 56 AR TT 6336.994
HhE 210
BEM 0

5.3. XS

WRIGL 6 BT EE R AT, AR Z (B E R B RAR G, MG REHRT 0, B MAERAE 99%
fEETELL L, HAR IR,

Table 6. Correlation analysis among variables (N = 320)
= 6. TEZERIHERXMES N =320)

AR i PN 4 SRz 5 .3 Vi s 5 g5

i TR 5 B IR AEAH A 1 882* 887" 892* 902*
Sig. (W) 0 0 0 0

SLprZ B IR b AH R A 882" 1 880" 890" 883"
Sig. (WJ2) 0 0 0 0

FEHE) PR AH R A 887" 880" 1 882" 897"
Sig. (WJ2) 0 0 0 0

YR RS B IR HEAH A 892™ 890* 882™ 1 896"
Sig. (W &) 0 0 0 0

5 55 Be IR AR A 902" 883" 897" 896 1
Sig. (WJ2) 0 0 0 0

TE: TE 0.01 Z (W), AHRIER .
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M T MIZER NS RRE, T F M I SR 2 )RR AN ), KGRk e, R
JaAEL bR AR, ATIEREE R, (EVH Bl X U A e R A A LRI

Table 7. Frequency table

B T0 M A 5 Byt MERESIL
T 45 O ) A A 11 Ji A P RS 4 184 28.60% 57.50%
Wi, M tm 200 31.10% 62.50%
WSETTE, B A 219 34.00% 68.40%
fBAEF & 077 i 5 5 41 6.40% 12.80%
A 644 100.00% 201.30%
5.5. EY3A5rHr

N IRAR ] ) 22 BRI, IF IR R % R RSS2, A TR B AP [l 5 07 13
TR, B RIATRRE R 8 Fron. BIERS RS, HIOV TG H), R)aNEhrEK
o WRETE G SR 55 AN AR BORIE BIRENARAE, D EHERR AR S AT 22 A

Table 8. Variable selection table
< 8. LETFikR

BN/BR LA
A LPNIIR S s Jiik
1 HJE R 2k
2 5 ) Atk
3 KPRk 2 Ak

@5 a EEE% E\lﬁk}ﬁc

R E IR 9 Pros. B8 3 fiR% S R? Y 0.625, RIEERS. TFHELE). LR
5 ANV RSLFEIMRRE 1 B 62.5% A8 5. TESE - RIS IR N 2.182, RUIRZETLAMRK, A
BOE A

Table 9. Model summary table
. REHER

ALl 2

LS R Ry VRS R JT PR SR TR (EE VN
1 774 0.599 0.597 0.35074
2 7880 0.621 0.618 0.3415
3 793¢ 0.628 0.625 0.33868 2.182

T a TIARR: (F&), BERS: b TER. (F&), BENS, FaHS); ¢ HNER: (FE), BEIRS,
FEHE), kRS2 d BARE. B,
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W 10 fos, TESHEERER, =AM F A p<0.001 K1 FEE, Ul RABA ARG 2.

Table 10. Analysis of variance table
F10. FESE

ANOVA?
AR SE H By F REN
1 EYE| 58.344 1 58.344 474.267 .000°
k7 39.12 318 0.123
o 97.464 319

2 EV5] 60.496 2 30.248 259.372 .000°
W7 36.968 317 0.117
it 97.464 319

3 EYE| 61.218 3 20.406 177.905 .0004
R 7 36.246 316 0.115
pESan 97.464 319

TE: oa AR BIE; b BARR: (FE), BEkS: ¢ TRR: (W&), BEIRS, FEHS: d HlRE:
(W), Rk, T, SRR,

B REZE 11 FiR. =AY AAR I IR = A B3 IE . o, 85 )5 IR 45 AAs AL a1 &
Bomk, RO PGS, SERRESZ IR BN

7 11 EERER A, =AM RETUE 2 E /N 0.05, BAF 7 SCERH M % H2. H3. HS
S, R HI. H4 R3RAG S HE, Bl

(1) SERRIEAZTE P B B B I IE F R .

(2) P& HENXTE T EWE R BN IE R .

(3) BIE RS P B R B E I IE R R .

B HI (SRR R) RIS LR RN . — 25 3C S50 SRR, T 9 W S A e A B i e i 37
BERE . ke (BRI R, MRS A S . R AR R R, TS E N E AL AR
MAE “UErEsE” o =R FEFIERE TAHX BB, P B A R U T A S
A G RIERE A, R GO 2 P B (1 320 5 DT R D 2 4 141 55

B Ha (WIS AR SRIG SRR . — T IR 55 107 i oA A B Pl R (R B A T TR, F P @ A
DR TEH MR B i o 2 BEARIA S AR O R o A= 7= S R R R, B B
RIS AT RESE 24 “ PR ” AR, SEWRMES LU EENLER.

Table 11. Table of regression coefficients

F 11, EEREE

EN ARG RS o
B — briEfl % t M VIF
B FrifEss %
(&) 1.639 0.074 22.166 0
IR 0.457 0.021 0.774 21.778 0 1
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B
() 1.59 0.073 21.82 0
&G R 0.279 0.046 0.472 6.027 0 5.124
F&HE) 0.19 0.044 0.336 4295 0 5.124
() 1.555 0.074 21.105 0
EERS 0.221 0.051 0.375 4319 0 6.398
FEHE) 0.139 0.048 0.246 2.867 0.004 6.235
TR 0.118 0.047 0.202 2.51 0.013 5.519

/f a %% ;ﬁiﬁgc

6. ARGELE5RR
6.1. ARG ILEEIN

AW R WV A A, DUE SR S, AR S AR SC PRI . AT 5 )
PEEET G g AEEEYITRIR ST AN A B B R IR 55 O B AR AR W FURE SR, AR5 RE A e A i A
AL R SEPRIEKSZ L V6 HE0 . Wi S AN Ja R 55 BEAT BB AG, W TT AL SKBREZ . 6 HBI
B Ji A 550 B P S RE P I [ R R A T AOE, BT SN IRL R 55 A IS 25 o SRS SRR 58
—, R LERRE, BRI AR, B TR REMEARRIRR L. B=, AR EEEA
s MREMELLET AT G SBIU,  SE iE  TOE , A BEERAS A B YT 7 i BUIR 55
B, PR REA R

BEXTRA LRSS, WETUHR B BU T

R KRBT & B (R TR . 7 o LSl S0 gy “BRE M &8, R
e, 25, FRAEE N R EN A R, Fe A P i AT . 0 R R B
AN TR L IE AR A, 446 A B A S 1)

O TR AR R I RIS R AR BB BN PhSETRAS AR R /NERR, MY N T )R
PEIFAEIES, TR K.

WERREEFSEEE. R MIII, RATRSE T A B e N e R .
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