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Abstract

Since 2015, Meituan has made use of 020 business model to achieve better development of its
food and beverage takeout, but there are still many problems, such as food and beverage health
and safety, delivery services and platform services, which will affect customers’ satisfaction in the
whole consumption process to some extent. In this era of “lazy economy”, the most important
thing for 020 Meituan Takeout to achieve sustainable and healthy development is consumer rec-
ognition. How do customers attach importance to the service? What about complaints about Mei-
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tuan takeout? What are the factors affecting customer satisfaction with Meituan Takeout? It’s all a
matter of the moment. Therefore, this paper will conduct a survey and research based on custom-
er satisfaction of Meituan Takeout.
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Figure 1. Customer satisfaction index model
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Table 2. Ranking table of the importance of each variable
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X,y 0.0654 X0 0.0303 X, 0.0169
X5 0.0455 X 0.0292 X, 0.0168
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Figure 2. Boxplots
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Figure 3. Scatter plots
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Table 3. Correlation coefficient matrix
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y X, X, X X, X, Xy X5

y 1 0.5530 0.6144 0.5957 0.6083 0.6123 —-0.3223 —0.3571
X, 0.5530 1 0.6038 0.5748 0.4513 0.4747 —0.2066 —0.1854
X; 0.6144 0.6038 1 0.7400 0.5212 0.5787 —0.3542 —-0.2729
Xy 0.5957 0.5748 0.7400 1 0.5643 0.6124 —0.2583 —-0.2271
X, 0.6083 0.4513 0.5212 0.5643 1 0.7587 —0.2409 —0.2419
X5 0.6123 0.4747 0.5787 0.6124 0.7587 1 —0.2862 —0.2667
Xy —-0.3223 —0.2066 —0.3542 —0.2583 —0.2409 —0.2862 1 0.7308
X5 —-0.3571 —0.1854 —-0.2729 —-0.2271 —0.2419 —-0.2667 0.7308 1
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Table 4. Model test
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Table 5. Linear regression analysis results
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X, 0.2132 0.044 4.798 0.000
X3 0.1797 0.050 3.612 0.000
Xoy —0.1195 0.041 2.903 0.004
X,s —0.0960 0.042 —2.264 0.022
5.01
4.5
4.04
- 3.51
53,01
g
2.5
2.0
1.5
1.0 : : ‘ ' '
0 20 40 60 80
number

Figure 4. Regression predictive value
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Table 6. Index weight table
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Figure 5. Score chart of each layer of ACSI model
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Figure 6. Path analysis diagram
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Table 7. Summary of model regression coefficients
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X - Y R R SE 7 (CR 1) p TREAL R 1R R
e — AR -0.096 0.039 —2.486 0.013 -0.094
WEE — AR 0.634 0.038 16.732 0.000 0.636
WEE — P -0.435 0.041 -10.575 0.000 —0.442
E - R 0.346 0.036 9.711 0.000 0.378
iE - WE 0.362 0.053 6.863 0.000 0.340
Wi - TR 0.157 0.039 4.023 0.000 0.173
RE - 8 0.737 0.060 12.312 0.000 0.634
Wi - 8 0.043 0.051 0.837 0.402 0.043
i — i 0.628 0.027 23.444 0.000 0.738
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Table 8. The path analysis of customer expectation influencing satisfaction
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