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Research on Improving the Quality of Express Terminal Delivery
Service Based on ISM Model and TRIZ Theory

DING Su-ming  SONG Ming-shun
(School of Economics and Management, China Jiliang University)

Abstract: In order to improve the service quality in the process of express terminal distribution, this paper uses the LDA
topic model to obtain 9 main problems that affect the service quality of express terminal distribution based on the news
data titles from 2020 to 2022; uses the ISM model to construct a hierarchical structure between problems; draws inspiration
from TRIZ40 innovative principles, analyzes their inspiration for improving the quality of express delivery services at the
end of the delivery line, and proposes targeted strategies to address key issues such as low delivery efficiency, poor service
attitude of station personnel, and non door-to-door delivery.
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