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Defect diagnosis identification and quality improvement of
express service

DING Ping', WANG Baoyi'>* , WANG Hanhan'

1. School of Transportation and Logistics Engineering ,Shandong Jiaotong University , Jinan 250357, China
2. Shandong Key Laboraiory of Smart Transportation( preparation) , Jinan 250357 , China

Abstract:In order to diagnose, identify and evaluate the defects of express service both scientifically and
reasonably, Python and latent Dirichlet allocation (LDA) subject model, coupled with the online review by
searching Baidu Tieba are adopted. The express service defect identification model focus on its process which is
from data acquisition to emotional classification to subject extraction and to defect evaluation. This model is
introduced to diagnose and identify the main defect factors in the service quality of seven express enterprises,
namely SF Express, Express Mail Service (EMS), YTO, STO, ZTO, Yunda and Best Express, then some
suggestions are given to improve the quality of express service. The research results show that the factors
affecting the quality of express service mainly include the overall impression, express efficiency, information
quality, fee collection, goods safety and service process, etc. From the analysis of subdivided indicators, it can
be seen that the main factors affecting the service defects are parcel loss, complaint feedback, integrity of
goods, update of real time information , contact channels and delivery speed. In order to improve customer
satisfaction, express enterprises should improve the quality of express goods in the aspects of safety, delivery
time, information update speed, after sale service and so on.

Keywords : online review; sentiment classification; defect identification; LDA subject model ; express service
(THEHE T F H)



