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Abstract

Aiming at the core challenges faced by the transformation of university logistics services, including
outdated management systems, insufficient service quality, and weak responsiveness to the needs
of teachers and students, this study employs service blueprint as an analytical tool to deconstruct
the entire process of a university cafeteria service system and establishes a full-cycle improvement

XEFIH: RKR, kiR, ZWE. ARG 8RS R R SRS SO 1), RS RN 1, 2025, 14(4): 495-501.
DOI: 10.12677/ssem.2025.144059


https://www.hanspub.org/journal/ssem
https://doi.org/10.12677/ssem.2025.144059
https://doi.org/10.12677/ssem.2025.144059

RIRIR &%

mechanism. Utilizing the four core behavioral analysis dimensions—customer behavior, front-line
staff behavior, back-end staff behavior, and support behavior—the research identifies key issues such
as prolonged dish update cycles and delayed complaint response. Service efficiency is enhanced
through process reengineering. Targeted strategies are proposed based on the four-layer service
blueprint architecture: establishing a dynamic communication mechanism at the customer behavior
layer, implementing standardized service training in the front-line interaction layer, digitalizing the
ingredient supply chain in the back-end support layer, and constructing a multi-source data platform
in the support system layer. The study confirms the adaptability of service blueprint tools in univer-
sity logistics service scenarios, enabling precise identification of service bottlenecks at critical touch-
points. Data-driven decision-making enhances resource allocation efficiency, providing a replicable
methodological framework for university logistics reform.
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