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JIANI LI: INVESTIGATING THE SERVICE QUALITY OF THE
THIRE PARTY LOGISTICS ENTERPRISE FROM THE IPA MODEL—THE
CASE OF M COMPANY. THESIS ADVISOR: ASSOC. PROF. YANG SHU
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With the continuous development of the global economic integration, more and
more multinational corporations and foreign enterprises are investing and operating in
China. Consequently, more third-party logistics (3PL) enterprises have begun to enter
China market. At present, multinational corporations and foreign enterprises are the
main users of third-party logistics (3PL) service in China, and only a few well-known
enterprises in China use 3PL service. Due to its poor service quality and the lack of

professional management, third-party logistics service is still in the infancy stage.

Therefore, this paper aims to investigate the service quality of 3PL enterprise,
M Company. Collect data based on the five research dimensions of SERVQUAL and
analyze by useing IPA model. The sample is the customers who have used the service
of 3PL enterprise, M Company. Based on the results, this paper provided suggestions
that can be used to improve the service quality of the staff and also serve as a reference
for 3PL enterprises in planning its operating strategy to improve service quality and

customer satisfaction.
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& 41 FEER T &

KA T B B A ERlzd
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255 LT 57 29%
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46 % VL E 22 11%

MHE AT 8 4%

& 21 11%
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R A& R A E 14 7%
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DI UNE YN 15 7%
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MMEEZE # 21 11%

B m IR A R 28 14%
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A& A BB B —FZ 47 24%
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MR ZHABEEELLFRAMEY, EFLWR 112 A, SHAH 57%;
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F¥e: ZTHEWER DA 4ANTE, HF 2535 FAHEBS, FILA, &
29K 46%; HRZ 25 ZUTHZHAE, NEZESTA, K 29%; RE=Z
36~45 BHZTE, AR 28 A, HHAN 14%; &ER 46 FULH X #,
AFZ22 N, EHAH 11%.
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BARD, LA EAERUEASH 14 A, GHAR T%,T40F KT ¥ A8 A
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42 EEERELM

AXHEARRFEARSHNEERELANEE EERLRAEE, 47 E
N, X EE M E 4 F Cronbach's o £ 2% % 0.928, “ & 42 & "% 4 # Cronbach's
o Z#HE K 0.950,

— X &, Cronbach'so % & T 0.9 N ZK%&&EE, Cronbach'sa %4t
REREFTGE, AAHKEE0.7% 09 28, Cronbach'so R KT 2, &
HKE05%07 ZH, wERAHMT 04505 Z@NKRETE, wRELTF 0.3 3
04 Z B R &MBE, th03 ENMIENRKEEMR, TRIZKA, WEARX T
NTEEURHFZREXANN G REFEEREERELRER WK 42 TR,

k42 AREEEELM*&

EEH HRE
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R
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RORLpE
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I
(i14-i21) / (pl4- 0.827 0.889
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22 MRNAMBREARERR (RR) WAREHNZEHNEE
FRRRE (B2 KA
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