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Abstract

In this study, the Cainiao Station of Gansu Agricultural University was used as the survey object, and
the collected questionnaire data were analyzed for reliability, validity and correlation using SPSS
26.0 software. In assessing the service quality, the SERVQUAL model was used to evaluate the ser-
vices of the Cainiao Station in terms of reliability, responsiveness and other dimensions. The results
of the study show that the university’s Cainiao Station has a series of service quality problems such
as long queuing time for sending and picking up items, service hours that cannot satisfy customers’
needs, insufficiently timely tracking of courier logistics, and limited delivery methods. These find-
ings not only reflect the specific situation of Gansu Agricultural University, but also provide valuable
reference for other universities in improving the quality of express service. Ultimately, correspond-
ing improvement countermeasures are proposed for these problems, with a view to providing ref-
erence for the optimization of similar service stations.
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Table 1. Table of three-level indicators of service satisfaction
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