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Abstract: Objective

platforms, and to provide a reference for improving CSI of pharmaceutical e — commerce platforms. Methods

To study the influence mechanism of customer satisfaction index (CSI) of pharmaceutical e — commerce
The users of
pharmaceutical e — commerce platforms in Jilin Province were randomly selected for questionnaire survey, the questionnaire was
designed based on the literature research,the characteristics of the pharmaceutical e — commerce platforms and the China Customer
Satisfaction Index (CCSI) model, and it was distributed by the questionnaire star WeChat widget. The functional logic of brand
image, expected quality, service, quality assurance, website function layout, perceived value, customers’ satisfaction and customers’
loyalty was analyzed. Results A total of 338 valid questionnaires were collected. The functional layout of the website reduced CSI.
The direct effect of expected quality on CSI was lower than the indirect effect. Service and perceived value had a direct positive
effect on CSI. Brand image and quality assurance had no direct effect on CSI. Conclusion In order to improve the CSI of the
pharmaceutical e — commerce platforms, we should improve the interactive experience and operational convenience of the website,
strengthen humanistic care services, increase publicity of the platform to maintain reputation, and promote the formation of
pharmaceutical e — commerce platforms branding. It is suggested that the government should strengthen the crackdown on unlicensed
operation and speed up the legislative process to provide legal protection for consumers.
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Fig.1 CCSI model
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Tab.1 Basic information of the customers surveyed (n = 388)
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Hw 72 21.30
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2001 ~ 4 000 7. 76 22.49
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Eyi P AT 75 22.19
x5 & 40 11.83
X FAF 122 36. 09
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Tab.2 Descriptive statistics and convergent validity analysis
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Tab.3 Test results of overall model fitness
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Tab.4 Coefficient of modified model path
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Fig.3 Modified theoretical model
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