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A Study on Customer Satisfaction for
Courier Companies based on SNS Big data
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ABSTRACT

Global courier companies have been devoting to get more customers and profits with
different service because of the worse profits from price competition. So, the effort of improving
satisfaction of customers through improving courier service qualities is more important than
any other time. However, the previous way to measure courier service has limitation that
costs lots of time and money from off-line survey. This limitation could be overcome with
less effort and costs if utilizing on-line social big data analysis and it is so helpful to improve
competitiveness of courier companies. Therefore, I have collected comments from domestic
and international courier companies from big data on social network service, analyzed the
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satisfaction of customers by R and verified the result by comparing with American Customer
=

Satisfaction Index (ACSI) and Korea National Customer Index (NCSI) in this research. I
This study can be the foundation to predict customer satisfaction easily by utilizing real

found out the result depicts clear correlation between SNS analysis and customer satisfaction.
time SNS information.
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(Table 1) Research Process Flow

1 Selection of Data source

Collection and preprocessing of Data

Setting and Accuracy testing of
Sentiment Dictionary
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(Table 2) Characteristics of SNS
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(Table 3) Collection of Tweets Data

UsS Korea
Classificati = :
ASSHEON | 1pg | FedEx | USPS Hanjin | CJ korea | 0 pogt | Fyunda
express express logistics
Keyword “UPS” “FedEX” “USPS” “ @_ﬁ% HH ” “]:H é‘l’%%” “—?——j%]%% HH ” “%q'] %HH ”
Search period 2015. 1. 1~2016. 6. 20
MAX Sampling 2,000
Result 2,000 2,000 2,000 126 903 354 115
Using data 1,000 1,000 1,000 100 100 100 100
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(Table 5) Accuracy test for English
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(Table 7) Polarity Analysis Result A AZT An)2e] Ao Uk e HrkE
... .. | Negative | Neutral | Positive V2R AAUEEE SAste] Au)s g
Classification 5 o o - o N o
(%) (%0) 0) £ Haet ¢ JEE A8 E Awetal Utk §
) i; 16-§ 230 ng Zubetol A wake] ACSI RES 7] 2E o
U - 17. 5 5
A A =i E_Ej_l.% 13}1;_ A
K-1 59.0 370 40 U SAPHES A&t o) A 2
K K-2 | 500 40.0 10.0 NAES gtom aAELE 243510 W
orea
K-3 27.0 49.0 24.0 ®3lw 9t
K-4 69.0 27.0 40
(Table 9) ACSI / NCSI
(Table 8) Score of Customer Classification [Year 2015Year 2016 Average
Preference Al 2 0 31
Classification |Negative [Positive| Total | Score Us A2 82 82 82
A1 | 168 | 292 | 460 | 635 A3 o 74 745
us| a2 | 170 | 165 | 335 | 93 K-l 2 3 725
A3 | 254 | 214 | 468 | 57 Korea E’g ;j ;2 7;155
K-1 59.0 4.0 63 6.3 ) = = o5
K-2 50.0 10.0 60 16.7 - - -
Korea Source: http://www.theacsi.org,
K-3 210 240 ol 471 http://www.ncsi.or kr.
K-4 69.0 4.0 73 55
* Score: (Positive/(Positive+Negative))/100. <Table 9> Sl ASe] ZrbmAue
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