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基于物流服务的消费者在线购买后行为实证分析

杨永清,于本海

山东工商学院

摘要： 基于在线购物消费者的视角，研究物流服务质量对其购买后行为的影响，以探究影响消费者行为的关键物

流因素。采用结构方程模型对物流服务质量各维度对购物满意度、顾客抱怨及重购意向的影响进行了检验。结果表

明交付服务质量和人员服务质量对顾客购物满意度和顾客抱怨均有显著影响，信息服务质量和服务规范性仅对顾客

满意度具有积极作用，而顾客满意度和抱怨分别对重购意向具有显著的正面和负面影响。
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Empirical Analysis of Online Consumers’ Post purchase Behavior Based on 
Logistics Service 

YANG Yongqing,YU Benhai 

Shandong Institute of Business and Technology， Yantai， Shandong， China 

Abstract: Based on consumer’s perspective, the influences of LSQ on postpurchase online behavior 
were empirically studied in order to clarify the key logistical factors affecting consumer’s behavior. 

Structure Equation Model was adopted to examine the relations between each dimension of LSQ. Results 
show that DSQ and PSQ have significant effects on CS and CC respectively, ISQ and SN significantly 
affect CS only, while both CS and CC have significant effects on RPI. 
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