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物流服务业服务品牌对客户关系感知的影响研究

许月恒，张明立，任淑霞

北京航空航天大学经济与管理学院

摘要： 从实证角度研究了物流服务业品牌对客户关系感知的影响。构建了包括专业技能、企业声誉、企业承诺和

沟通4个要素的物流服务品牌概念模型，通过对物流行业的客户进行问卷调查，运用结构方程模型展开实证研究。

研究结果显示，声誉对质量感知有显著影响，专业技能和承诺对客户信任有显著影响，沟通对质量感知和客户信任

均具有显著影响。
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An Empirical Study on Impact of Logistics Services Brand on Customers’ 
Relationship Quality Perception

XU Yueheng，ZHANG Mingli，REN Shuxia 

Beijing University of Aeronautics and Astronautics, Beijing, China 

Abstract: The study aims to empirically explore the influence of logistics services brand on customers’ 
perceptions toward the two parties’ relationships. It develops a conceptual framework firstly for 

logistics services brand which includes expertise, corporate reputation, corporate promise and 
communication as its construct elements. Data was collected through using questionnaire survey of 
buyers in logistics services and analyzed through using structural equation modeling. The results show 
that corporate reputation has significant effect on quality perception while expertise and corporate 
promise has positive and significant impact on customer trust. The results also show that communication 
has significant and positive impact on both quality perception and customer trust. 
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