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Tab.1 Questionnaire measurement index system of the satisfaction of experiencing WeChat official accounts
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Tab.2 Index importance mean satisfaction and result of T—test of WeChat official accounts’ operation
T T P-1
1. 4.02 1. 065 15. 433"~ 3.86 0. 882 14.984***  -0.16
2. 4.40 0. 832 27.480% %" 3.90 0. 840 17.281***  -0.50
3. 4.42 0. 853 26. 949 ** 3.86 0. 851 16.405***  -0.56
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Research on Operation Optimizing of WeChat Official Accounts
Based on IPA Analysis

NIE Changteng' XIE Guihua’

(1. Department of International Economy and Trade Fujian Business University Fuzhou 350012 China;
2. Department of Business Administration Fujian Business University Fuzhou 350012 China)

Abstract: Users are the service object of WeChat official accounts and their satisfaction has great significance in
optimizing the operation of WeChat official accounts. A comparative evaluation of the importance and satisfaction of
users is analyzed through establishing a satisfaction evaluation index of the WeChat official accounts’ operation and
using the “importance — performance analysis” tool ( IPA) . The results show that the users have good expectations
and satisfaction with interface browsing and layout providing personalized products and services information
authenticity comprehensiveness and diversity and meeting users’ needs of the WeChat official accounts. Although
they also have good expectations with response speed search effectiveness and the attitude of customer service their
satisfaction after use is relatively low. It indicates that these indicators have poor performance and need improving.
This paper provides a quantitative basis for a sustainable development of WeChat official accounts through an
empirical analysis.

Key words: WeChat official accounts; operation; IPA analysis



