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Abstract : In the process of online sales, e-commerce customer service acts as a communication role between customers and
brands, which is one of the important measures for consumers to determine the shopping experience. However, the rapid
growth of e-commerce industry has led to difficult recruitment, increased brain drain rate and difficult manangement etc.
The relationship among employee job satisfaction, employee loyalty and customer perceived service quality is explored with
the research object of clothing brand e-commerce customer service. Through literature research, combined with consumer
interviews, a questionnaire was established, and the data were processed and hypothesized verified by SPSS 21.0 and

AMOS 17.0, and the relationship among the three dimension were verified and consummated by using structural equation

model.
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Fig.1 Pre-sales customer service flow
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Tab.1 Clothing electric business customer service staff job satisfaction, importance degree mean, standard deviation
and rank
5 A T R A
[T ¥ H FrifE 2% i W ¥l FrifE %

[R5 R A, A5 H Bl 4.42 0.342 1 4.42 0.617 5

Al 14 32 AR5 F 4.35 0.461 2 4.45 0.620 1

A5 SR AR H MO0 D S R 4.34 0.516 3 4.36 0.681 10

AT LAARGF 04 Ay i il 55 4.25 0.380 4 4.44 0.570 2
PR & IR A Y AT 4.24 0.452 5 4.28 0.658 13
TAEEA—ER A FH 4.22 0.423 6 4.29 0. 646 12
SFRYE BT B B 4.15 0.823 7 4.40 0.729 7

O3 B TR 4.14 0.527 8 4.23 0.639 14

0 5E AT S50, W LASE B B 3R 10 4.08 0.533 9 4.40 0.645 6

AR ()

HHL T 2 R T AR 2R TR St i stk 4.08 0.360 10 4.12 0.768 17

A B SE AT 55 i ) TR 4 4.01 0.548 11 4.35 0. 665 11
SAEH AT

TAEAE R Wi E 3.96 0.710 12 4.20 0.739 15
BEGHF B CFb & RAHTOL 3.93 0.697 13 4.39 0.658 9

Bl

IR EATIR Sp SR 3.88 0.840 14 4.39 0.714 8

T A2 A S THL S 3.84 0.656 15 4.42 0.676 4
TAEAS 24 1A 7 M 3.82 0.688 16 4.42 0.731 3

A & IR TAE SIS E 3.64 0.906 17 4.20 0.739 16




%28 F O F RS B E IR AR & ARG R 2 e - 181 -

T SAE B WX e FE AR A OO, M T
JEFR AN A bR 22, AN 3 Bron o DA B AR
X EAEEAE D Y Rl X =9, Y =9 fE S
2, R BT R da R 4 A DK, 38 17 AN dR, IR X
AT o3 A [R] B B 1 AH O ke A I

el o T .
X 147 TAMEIE o g © T LAREATE
& 12y S THEAHR o ik
E 10 | ® ST -Hn\ﬂkl%ﬂll
w8l T T3 o RATE
0 ez P AL B
; G EN =
= SRR * o
ol enwtn o
0 2 4 6 8 10 12 14 16 18
T RSB AL

El3 HEEMENRE
Fig.3 Satisfaction and attention
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Tab.2 Latent variable and measurement index of the model
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