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Research on Service Evaluation and Decision Model Construction of

B2C Cross-border E-commerce Logistics
ZHU Qian
(Logistics Department, Huishang Vocational College, Hefei 231201, China)

Abstract: Based on B2C cross-border e-commerce, the service evaluation and decision-making model of
its logistics were researched, and compared with the characteristics of B2C cross-border electronic goods
related logistics distribution services. With SERVQUAL theory as the research background, this paper
establishes an evaluation index system of service quality hierarchy analysis based on customer satisfaction.
With the evaluation and decision-making system of B2C e-commerce express logistics service indicators, a
model is constructed based on this system, and four cooperative logistics companies are analyzed to testify the
effectiveness of the model application.

Keywords: B2C cross-border e-commerce; decision-making model; service evaluation; SERVQUAL theory
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