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Abstract

Express delivery service quality is a critical pillar for the sustainable development of cross-border
e-commerce (CBEC). Based on the SERVQUAL model and the 5GAP theory of service quality manage-
ment, this study conducts a comparative analysis of service quality perceptions between employees
and customers of express delivery enterprises in Burundi. The results indicate that employees gen-
erally rate their service quality higher than customers do. Among the five dimensions, assurance shows
a statistically significant perception gap, while reliability exhibits a relatively more pronounced but
non-significant difference. Brand reputation emerges as the primary source of these perception gaps.
Accordingly, cross-border express delivery enterprises operating in the Burundian market should
establish a transparent service commitment system to enhance brand trust, optimize processes from
a customer-oriented perspective, and adopt a localized model to overcome infrastructural con-
straints and improve service quality.

Keywords

Service Quality, Express Delivery Service, Cross-Border E-Commerce

Copyright © 2026 by author(s) and Hans Publishers Inc.
This work is licensed under the Creative Commons Attribution International License (CC BY 4.0).
http://creativecommons.org/licenses/by/4.0/

1. 53|

B 2013 SEHEH A7 — B B AIR AN S, vh AR 35 T4 5l g m A AR AL 5 e
SRV AIEHRB S5, 0 AR5 5 L R RO A o [ Al 5 AR DN 9 A T Bk AR . [ X EOR R I
2024 5 9 A ARz Ab s S iy bz 26, iR (hAREE IR IR - AE RT3 I(2025~2027)) [114
AR =PI L ISR, b “ A RAEATSD” B0 50 R L 5 5 SRk AT 3, R ARR
AR, SCRFAFMBE AR “ 2B ST KIROLE S, 2870 “ = LRUFE” BegrdEim A
A RSB EE N SR BECRAIRE . 107 0 H HERE R 1, 2023 4F 10 I FE S5 Bt R R R AR LRl 4R
MR GRSEATIX, 22025 4F il “L2B iR S EJeATIX 38 WU BAE S5 36 WA mHETT, B 1Y
PR SEEERIE . BT3RS b BE AL R 5 TUT TRORR s A B R BRI L A e R T
G ASRSS TG, BT AE RO, SEILEAIERR[2]. 55T R EL A SE B rh, 2025 SR [E R
53 NP A [ Lt 100%850 H 7™ i B, E i A AR E K (G 33 MEMER), BORLLFIFF4E
BER,  ARIRF €7 it L DA S v 200 01 A2 36 [ 30 9 [ 3] o

AR A 1 5K 7 55 R R, TlTE 31 2027 £ HLF R 55 5 5 AR T 23 600 1435678, LTRSS
s NS 2ETT, Tl 2027 SRR %] 6.1 12 N[4]. 55 —7J51, 2024 b [H s gt i 1 2.63
JHCTENRTB[S], JHE T T RN TS, AR S A BRI SR 2|, 8 %7 BUORSL
FFN, E AT G IR RN T B SR Ss . R ARR SRR R G385 [ S BT
I HEAE[6] -

FERZ 5 Gl RIS 50T, RS RNk SO W R DR ) 1R, D T USSR BE LR R RE

(T 25 AR5 O #1500 P 5 5 L I HEREIR A B I L) [7], 4R S BT i S4B S L Ak
SR BNt P IS, HEShES B RSN R R, RS S R TR PR EE ), TG E PR SR

DOI: 10.12677/ecl.2026.1591064 836 HLF 7 55 Ve


https://doi.org/10.12677/ecl.2026.1591064
http://creativecommons.org/licenses/by/4.0/

B 5

PEB RS, o XA o AL 1 rh AR 50 v R R V) U BRI S S VR DA O BRI A

Hh A B HL R R BRI R R S B BR R T AP IR S5 A% O e PE Bk . ARG N B EL, BT
PR UL T M R R L S B AT S vy & P SR R B e, B0 B MR I MRS R EAE[8]. 24
B AE RIS, & o RS SR E A v A S e AR D . Aramex A A (G 523
PO IR 55 ) LA R B B R A AR 1 UPS 45 [ R Aiolk 5 117y, (H LS 4R sCAE A8 B B AR B, JU /)
BT B W IR o ST AR 8] R 2P B R 22 S AL I B R R K, ARG
S 5 S E 12 A 55 0 B 5 B AT AU RE A B DR 3K, DADRIEE 75 i RE A% ST v 2L T 52 HL 28 0% & BR A B 4 0
ASCAE AR S5 R R A VR N A IR [ Ay SR SR A, bR I 55 7R TP 2 TR R 55 R R R 2
PEEATSRUE AT, DA — [ RSt R, Dy AR 5 Fl i AR 55 AL SR 1 5 %

2. XBGFRS MR
2.1. 1RIBARSSIATHSL

[ Aok FHRIE AR S5 AR R 1 8 M FERRR o BEXT AR S5 5 B I, ] B A i T [9] 48 Hh M pRass i
Al 7 7 AR A EE R Z O AT RN R R, A G TR SR LR RN UL K R e
SRR o (35 WA [10] A B RN AR 55 5 12 5 SRk i 55 Bt P X 90 A B 326 e 55 B 23 i P PO R i 1 P
R, R Y R U . AT PR IR 55 R A Ui, BRI £ fi[11]12 A
SERVQUAL-IPA A5 7R 5 o4 2 113 [5i] 3t BRI i 55 R St AT VP4, WF FC A DL 2 SO I R bk 1~ %, LR
SRR . FH0 B2C BTSSR N MRS R, AL S [12] I8 SR i A BRI 55
JoEE 7 TH B AR I S Me B B RRE 5 — T S 3o o K s £ A A Y T e S i I A U

KT BEHRRE PR 2, ITFREEE 7 BUERANEL, MXMAZEHEL . BEF
PeRTE WIS AE A I 2 5B BTN T 5, IR RLE . 25, 2ea k. mIEEPERTRCIE N 574 i i
EREIR ST BRARAR, W ARSI (B 2 T 15 5 00 BB S RE o 0 T 055 P T 5 R O ) A il
sk AEA KR 1413 T & R R AT UKL, IS M 5 ESEYR T REA PR K, A
EEIYIT T RGA P AR TSR 7 REA P, BEBHSESEMRE SRS T RS HEA
KPR 55 1 A AL G bR S AR b, 5 350 F R AE D D3 5 T (R Bk i SE O B 0% . ARAEX 2000 23
2021 AR5 FL R R R TR MBI, 35 vy bRk IR 55 032 8 Rk 2 T 5 455 v AR ) B R R [15] . PR
I 55 I B A 15 85 PR PR AR 55 R 2 P i R - R - RIWRE R 2 M E A 1, YinEtE, WniEy]
FE AT AIEEE . RGEVERI SR O g B B, X T SRS E B L AT /D[16].

ZR PR, % T8 85 L R WD AR 55 (R TE TE 2 AL 1 i 55 408 (88 M P P 2 1] A Al 55 o SR R 22 B L
PR BEAT 0. DRIE, ASCUAAT B T 37 AW FE XS 5, R 03 05 F P SR A Bt ox i 35 HhL e s
Hi 55 o B 22 R s AR BR AR AT 70, DA h ARS8 AR 15 3R T IR IR 5 ST H SR R L 2%

2.2. WREIT

Parasuraman %5[17] [18]#2 ] SERVQUAL #8842 N A TRk &5 A . AU SERVQUAL 54
Ve 5 457 LR Ui IR 45 R AR AR A R (22 1), JEEET SGAP B LKA 5 TR1% 56 A 4% R B AR R 228, 1)
BRI 5 SRR, W CAEERNHE” 1 ME “IEEIET 6 )T

3. 8RS

ARSCIEHR T S AE AT Bt (Burundi) IS5 353 L R BROEE A 55 4 R REAT 70T 1A 3E R 20 SO o~ ] Hh4H
FERBBAGII 0 T, AT 1 67 MR TS A, FRHEIREE 1 122 B R B Bitilid Google

DOI: 10.12677/ecl.2026.1591064 837 TR 4TS


https://doi.org/10.12677/ecl.2026.1591064

Table 1. Indicator system of express service quality
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Table 2. Basic characteristics of samples
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Table 3. Results of reliability and validity test of the questionnaire

3. BB EHERRLS

MEA DT

PR A

Cronbach o &%k

CR AVE

PREzAE

0.502
0.474
0.518
0.653
0.678
0.529
0.589
0.602
0.648
0.621
0.710
0.513
0.565
0.566

0.815

0.840

0.817 0.429

0.844 0.404

H
1
2
3
4
5
6
1
2
3
4
5
6
7
8
1
i) 82 14 2
3

0.668
0.736
0.641

0.823

0.818 0.475

DOI: 10.12677/ecl.2026.1591064

839

ESREaia


https://doi.org/10.12677/ecl.2026.1591064

0.685
0.617
0.797
0.710
0.660
0.664
0.557
0.785
0.677 0.818 0.827 0.499
0.726
0.850

A 0.747 0.756 0.442

AN

a A WO DN P BB O DN PP O B>

3.3. RS HT

ATAH P HDNRS RE4E NS SR, RTIES RGN E TR Ha A ] fe 4
2= S AR OB, T T 52 1 T 4 P 22 S AR e/ o U0 B G2 T 9 3 5 AR 45 B 2 R e o — 5
AP A E R . EEANEE & 4.

Table 4. Express delivery service quality of cross-border e-commerce
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Table 5. Results of independent samples t-test for first-level indicators
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