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Abstract

Abstract

This thesis is in the background of S-enterprise logistics service quality cannot
meet customer needs, Study on S-enterprise logistics center and distribution process
outsourcing is the object of this study. By proposing the logistics outsourcing strategy
of S, to enhance the S Enterprise logistics service quality.

This thesis is performed mainly by analyzing the business models of S, proposed
the need of S logistics outsourcing is necessary. Then to analysis logistics distribution
center process, Found that S Enterprise low quality of logistics, lack of a complete
logistics outsourcing strategy. To solve the problem this paper do the following three
aspects: first of all, based SEVQUAL service quality scale basis, through a lot of
literature, the professionals interviews and questionnaires, establish S Express service
quality evaluation system; Secondly, Combined with the product of scale method
based on Analysis gap between SEVQUAL scale, and data collected through 102
questionnaires, ultimately, to calculate the ranking of the various courier companies,
determine the STO, EMS, home delivery, SF courier companies to work with S;
Finally, service levels, cost, contract tripartite face of the S logistics outsourcing
project for dynamic monitoring and establish the risk prevention mechanism to ensure
that the goal of logistics outsourcing completion.

There are following conclusions: (1) Logistics outsourcing is the best choice
for B2C enterprises to reduce logistics costs and improve core competitiveness, but in
order to avoid the long-term hazards from the poor quality logistics of outsourcing
logistics services caused by outsourcing. B2C need to establish the logistics
outsourcing strategy.(2)By using SEVQUAL scale to establish evaluation system of
the express delivery industry, and use the corresponding SEVQUAL scale gap to
establish the choice of express delivery companies evaluation model, The method is
suitable for the service industries, the specific application should be based on the

characteristics of the different services industry .(3) B2C companies through scientific



Abstract

choice of logistics service providers only cannot be fully guaranteed to enhance the
quality of logistics services, logistics outsourcing projects also need to carry out
effective monitoring and risk prevention, in order to achieve the desired goal of

logistics outsourcing.

Key Words: Logistics Outsourcing; SEVQUAL Scale; Gap Analysis.
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