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A Study of the Theoretical Model and Evaluation System of Customer Satisfaction

CAO Li-he
(Hubei University of Economics, Wuhan Hubei 430205, China)

Abstract: The customer satisfaction has already become a basic rule in the modern enterprises” business practice.
Currently, the evaluation system of customer satisfaction is a hot and important topic in both academic and enterprise circle.
This paper addresses the concept of customer satisfaction and its characteristics firstly. Then on the basis of reviewing the
theoretical model, it points out the principles in designing the evaluation system of customer satisfaction and gives an analysis
of its structure.
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