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Fuzzy evaluation of degree of customer satisfaction on logistics
distribution services

CAI Pingping ZHANG Qinian NI Zheng-hai
Logistics Distribution Center Zhejiang Jiaxing Municipal Tobacco Company Jiaxing 314001 China

Abstract: Customer satisfaction appraisal system was established based on characteristics of cigarette logistics services
and degree of customer satisfaction. Index weight was calculated by analytic hierarchy method and fuzzy judgment meth—
od was used to evaluate degree of customer satisfaction. Feasibility of the appraisal system was confirmed through case a—
nalysis. Logistics service level was obtained by index system and specific suggestions were put forward.
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