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Abstract

With the development of China's live delivery industry, businesses
need to seek professional Taobao live delivery service companies to
provide them with live delivery services. However, at present, there are
great differences in the service capabilities of China's Taobao live
delivery service companies. How to evaluate and analyze the service
capabilities of Taobao live delivery service companies is worthy of
in-depth research, Company J studied in this paper is a company
specializing in Taobao e-commerce live broadcasting service, which
mainly provides Taobao live broadcasting sales service for all kinds of
businesses.

Firstly, the paper discusses the theoretical basis and literature review
results of this paper, which lays the literature and theoretical basis of this
paper; Secondly, it constructs the corresponding service ability evaluation
model from five aspects: financial performance level, customer
management level, company learning and growth ability, service process
management and brand promotion ability; Finally, based on the model
constructed in this paper, the fuzzy comprehensive evaluation method is
adopted to evaluate and analyze the Taobao live broadcast service
capability of J company. Based on the evaluation analysis results, the
problems and deficiencies of J company in Taobao live broadcast service

capability are found. At the same time, the causes of the problems are
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discussed. Based on the evaluation analysis results, the corresponding
suggestions are put forward, including improving the anchor performance
creation ability Five improvement measures are proposed to enhance the
level of customer service management, carry out internal learning and
growth competition incentive scheme, strengthen the management of
Taobao live broadcast process, and improve the promotion ability of
brand live broadcast.

Based on the above research, the service capability evaluation index
system and model obtained in this paper can provide corresponding
theoretical reference for businesses on how to select the best Taobao live
broadcasting service company and how to better evaluate and analyze the
comprehensive strength of Taobao live broadcasting service company.

Key words: Taobao Live broadcast; service ability evaluation;

e-commerce live broadcast
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	0.29
	0.41
	0.06
	0.29
	0. 12
	0. 18
	0.06
	0
	0.05
	服务流程
	预告宣传能力
	方案创新能力
	直播现场控制能力
	团队专业能力
	0.29
	0. 12
	0.29
	0. 18
	0.06
	0.29
	0.06
	0.35
	0. 18
	0.24
	0.41
	0.47
	0.35
	0.23
	0. 18
	0
	0. 12
	0.06
	0
	品牌推广
	案例作品排名
	直播间购买率
	直播后产品销售额增长率
	0. 12
	0. 18
	0.41
	0.29
	0.41
	0.29
	0.35
	0.23
	0. 12
	0. 18
	0.06
	资料来源：  表 4. 1 数据归一化处理后得到
	表 4.3 J 公司服务能力各指标评价结果
	一级指标
	得分结果
	能力所处等级
	财务业绩水平
	74.41
	中等
	客户管理能力
	72.22
	中等
	学习与成长能力
	69.63
	比较差
	服务流程管理
	72.84
	中等
	品牌宣传能力
	69.96
	比较差
	资料来源：  基于模糊综合评价分析后得到

	4.1.3 J 公司淘宝直播服务能力主要问题分析

	4.2  问题成因分析
	4.2.1  直播服务能力培训弱化
	表 4.4 2020 年 J 公司相比竞争对手的主播培训资金投入
	2020 年份
	培训资金投入
	培训次数
	培训方式
	J 公司
	100 万
	8 次短期培训，  2 次外出培训
	公司内培训
	K 公司
	288 万
	16 次短期培训, 10 次外出培训
	聘请专家 、大 V 培训，
	M 公司
	220 万
	25 次短期培训，22 次外出培训
	资料来源：   自行绘制得到

	4.3.2  员工直播服务意识欠缺
	4.3.3  对主播的培训激励匮乏
	4.3.4  领悟直播服务市场变化趋势能力不足


	5  提升兰州 J 公司淘宝直播服务能力的措施
	5.1  提高主播业绩创造能力
	5.2  增强客户服务管理水平
	图 5. 1  客户信息管理流程图
	资料来源：   自行绘制得到

	5.3  开展内部学习成长竞争激励方案
	5.4  加强淘宝直播流程管理
	5.5  提升品牌直播推介能力

	6  结论及展望
	6.1  研究结论
	6.2  研究展望

	参考文献
	致谢

