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Abstract

As a typical Shared Economic model, Sharing Cycle that emerged in 2016 has many problems in
management and operation, but few studies have been touched on this field. Based on American
Customer Satisfaction Index (ACSI) model, combined with the feature of the Shared Cycling, two
variables in the ACSI: customer expectations and perception quality were replaced with APP Using
Experiences, Shared Cycling Use Experiences and Social Factors to establish the Shared Cycling
Customer Satisfaction model. Through the questionnaire investigation, 478 valid questionnaires
were collected for data analysis and empirical research by using SPSS20.0 and Amos22.0. Consis-
tent with the research hypotheses: 1) APP Using Experiences has a significant positive effect on
Shared Cycling Use Experiences; 2) Social Factors have significant positive effects on APP Using
Experiences; 3) Social Factors have significant positive effects on Shared Cycling Use Experiences;
4) Social Factors have significant positive effects on the customer perceived value; 5) Shared Cycl-
ing Use Experiences has a significant positive effect on the customer perceived value; 6) The per-
ceived value has significant positive influence on the customer satisfaction; 7) Customer satisfac-
tion has a significant positive effect on the customer loyalty; 8) Customer satisfaction has a signif-
icant negative effect on the customer complain; 9) Customer complain has a significant negative
effect on the customer loyalty. Inconsistent with the research hypotheses: 1) APP Using Experiences
has no influence on the customer perceived value; 2) APP Using Experiences has no influence on the
customer satisfaction; 3) The social influence has no effect on the customer satisfaction.
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G2

2016 MBI ERER AN WHEZFHER, FEAZE LMEEEES &, EEMHARD . 3
PASR E B B TR BUR R (ACSI) AR, A ZRERE, WACSIFHHANZR: BN R
REZHRAPPE A ALK, BEMFHERAMSEER, BUAZEREREHEESEL. @il nEEm,
478 H B, FASPSS20.0M1Amos22.05 iR BT M MSTER K. SRR —B: 1)
APPEFR AT A E R EFHARA BEERYM; 2) tt&FNRMAPPHERAGRA BEIEREMH; 3)
HERBMNZREFHERE BEEMEWE; 4) HoRENRZRETZRONER BEIERPW;
5) HEREMEHERNMERAMER BEERPNE; 6) RERFRMMENMEHEEREZEIER
B 7) MEBEENBEERER EEIEMYNE; 8) BEWEENBEHLE BERMEM; 9) M
FREXEEERER BEERAYEW. SHABEA—B: 1) APPHEAARIZ B EFE RN EL
BERW; 2) APPEAGBRNAZAEREWRELEERW; 3) HERRNIHEREMEXHEEL
BEYMW.
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2. HRGRIR
2.1 HEZHF

MR 2 o & Airbnb. JEEEF A4S Uber, 3| 2016 AEMLEIL A A OfO. EEFELL, L
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Figure 1. American customer satisfaction index model
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Figure 2. Research model
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Table 1. Descriptive statistical analysis of samples

= 1 BARER MR S

T H ESil] A$(478) Hort
12~18% 15 3.1%
19~30% 351 73.4%
Go 31~45% 86 18%
46~30% 24 5%
60% I E 2 0.4%
5 232 48.5%
L5
E/8 246 51.5%
AR 21 4.4%
KF 352 73.6%
HERE
i+ & Ll b 94 19.7%
Foft 11 2.3%
BURFHLR 14 2.9%
Fol s 34 7.1%
- Al 103 21.5%
L2225 303 63.4%
H B 16 3.3%
HoA 8 1.7%
30007 LA R 290 60.7%
3000~70007¢ 85 17.8%
CIEAELYON ]
7000~13,0007C 55 11.5%
13,0007t A | 48 10%
b3 29 6.1%
¥ 273 57.1%
BuMl 8 1.7%
B 3 0.6%
X N 12 2.5%
JZ17] 40 8.4%
S 31 6.5%
T~ Ml 20 4.2%
I 7 1.5%
FHoth 55 11.5%
BEFE 187 39.1%
ofo 239 50%
N 5 1%
IR AR R B 3 0.6%
T 3 0.6%
TR AT 1 0.2%
oAt 40 8.4%
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4.4. EESHESH

ASHIEFE RIS BE B T77: R ] Cronbach %%, it SPSS19.0 Zr#r & W] 9 MM R REII K T FHE
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Table 2. Questionnaire items and the variable factor loading

F2 PIEBRREELERTF MR

i 45 R I [A¥4ifi  Cronbach’s Alpha
o B A H AR [9] 0.783
LEgEd Fy RSP S 0, soE A R I s s 0.599
e B R A B [10] 0.785
LRt E A 0.690
2 JE R S RS K 0.612
SR A (ks BBk T, BRI S e 0.568
e B R R (7] 0.848
LR, H xR R 0.652
2. BTk B A S T R AR A1) 0.674
3 H AT AL B TR IR G S AT 0.563
e BT RN [11] 0.738
LB s AR PEAY, A H RTINS R 2 AR 0.722
2 B S S AEARE IOVEAY, DA H TR R A AR 0.573
Lo B T A AR [12] 0.792
1AL R R W B ARG, TR R B S e R 2 0.539
2.5 R 24, A FIRHMEAS 2 I 0.636
3.2 L 22 B 2R B A5 B SN AEAS B [l Ui b 3 0.708
4L N RGP I BT FPATIR 0.602
5. LI ) B A 5 B 0.673
APP1ii i 455 13] 0.776
LERFEAPP LG R T MBI L RS B, I A R L8R, BER ABI55E 0.605
2.APP_L Tl 145 2R Wi e 2 T 0.583
3.APP LA R B i i 8 I HLAS 5 B 0.564
ABFIRAE HAPPLE LS FAZETFRT,  HERE AT 0.743
SAEME AL AN BRI, RIS RGR S AL I 0.550
4RI 3K [14] 0.772
LIBURA 6 BT S 22 80 22 (0 R SEAR S B AfE LA, DURE AR A S S s 22 4Ty 0.594
2. BURA L BN SR R T S MG SR WM, B Un G RS 50, & BAT B 0.593
BBUNA WEH G IGEEER, DIV B R b brv, $RmilTHE 0.657
A AL R ] BN A ) 5 4 9 S e e 5 B 7 () £ 0.702
5ILE BT E AT ZELF IR, S HZA R I R 0.619
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Table 3. Model fitting index
% 3. REMIEEIER

A bR SR ME HEHE
®77/ B 1.190 <3
AR E(GFI) 0.912 >0.9
FRUEIL A BEFR A (NFI) 0.916 >0.9
LB & FE AR bR (CFI) 0.982 >0.9
IEAUE J7 AR5 2 (RMSEA) 0.052 <0.08
Table 4. Hypothesis test
=4 BRIRRL
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H4 . e 0 22 JRA A [ 1 1o 5 M 02 0 o P2 0.326 p<0.001"" SCHF
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H12: b2 PR3 TR 1 00 e o B0 2 2 il 2 -0.223 p>0.05 ViSE::
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