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Abstract

In view of the problem of how to evaluate the service quality of express service in colleges and
universities through standardized and quantitative methods, by determining 4 first-class indica-
tors and 16 second-class indicators, giving corresponding scores to the results of the question-
naire survey of 200 consumers, the AHP analytic hierarchy process structure model and judgment
matrix are established, the corresponding weights of indicators at all levels are obtained and ana-
lyzed, and a scientific and accurate express service evaluation system is constructed, which pro-
vides new service awareness for express companies and delivery personnel in the future express
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delivery process, and reduces the risk of being complained.
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Table 1. Evaluation system index
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Table 2. Nine scale method
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Table 3. Random consistency index
7= 3. FEN—BUMEHEHR

JE BB 4 1 2 3 4 5 6 7 8 9 10
R 0 0 0.58 0.90 1.12 1.24 1.32 1.41 1.45 1.49

—f CR<0.1, MUz AI WA — S s, SMsARAWE —8t. 0<0.1, —Fka

It .
NHE S —FFetr kT L — g datr b R R AINE . RIEAHRSCHR, B 2B R TR B 23 A
1 5 3 7 1 3 5 7 1 4 5 7 1 3 6 7
5 1 4 9 31 4 9 4 1 4 9 3 1 4 9
A-|¥ -l ca-lY AT
Y3 /4 1 6 15 /4 1 6 15 /4 1 6 /6 1/4 1 6
Y7 1/9 16 1 Y7 1/9 1/6 1 Y7 1/9 1/6 1 Y7 1/9 1/6 1
S EIFHT B )E, FEE &SRB E, WE 4.
Table 4. Index weight at all levels
=4 BRIEHNE
Bir 2 —Z&F8H5(B) —ZNE —&KIB/HR(C) —HNE
= BRI T CL 0.441
® B C2 0.293
JRIZR% Bl 0.604
DEui HHEL C3 0.187
FRFA PRI C4 0.106
Iy 2KiEE C5 0.487
=47 C6 0.286
T iBis i B2 0.293
Btk C7 0.167
B R 45 S 1A E%i% 4 C8 0.081
(A T RS R CO 0.425
B ESUEREE C10 0.269
WA B3 0.187
e C11 0.168
A4 C12 0.172
M ZRAEHE C13 0.496
WEWRIE Cl4 0.254
HLFE T % B4 0.106
T g S UERE C15 0.16
BEEHEE C16 0.101

A= (0.604,0.293,0.086,0.018) ;
A =(0.441,0.293,0.187,0.106) ;
A, =(0.487,0.286,0.167,0.081) ;
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(0.425,0.269,0.168,0.172) ;

A3 =
A, =(0.496,0.254,0.169,0.101) ;

ARSI I 0] A A A R 2O I CAREOR R S 5 s I 45 o S AT PR I A . JLRTBCT 200 £
W, [ R RO 184 43 . ELARRIST SR W T

1E 200 WX SRHAS, M 81 A (2 44%), LN 103 44 (2414 56%), PALctkfEZ: fEF
WIER L, 20 % KULR N 14 %(2915 8%), 21~30 % 88 44 (£ 48%), 31~40 %N 47 £(%915 25%),
41~50 % K 29 %4 (2915 16%), 50 % UL F2R 6 44(20 15 3%); EROL M b, KRE4E8 151 44 (2915 82.1%),
PRI 71N 12 44(Z015 6.5%), I EIHLN 10 44(240 15 5.4%), PSEAFER T 11 4(29 15 6.0%); £ AU K
-1, 1500 TG LA N A 39 44 (2915 21%), 1500~3000 7G4 49 44 (£ i 37%), 3000~6000 TG A 54 44 (4715 29%),
6000~9000 JT.N 20 44 (%915 11%), 9000 Jtbh I 22 44 (2915 12%): 75 H MIATHE 2% 1, 300 J6LA TN 56 44 (2
i 30%), 300~500 JG A 65 44 (4714 35%), 500~800 Tty 41 44 (£ i 22%).800~1100 sty 12 44 (41 i 7%),
1100 o LA 24 10 44(%) 4 5%), Wk 5.

Table 5. Create comment set V = {excellent, good, average, poor}

F5 BIUWERV={ILR$E}

T K TR

T All Al2 AI3 Al4 A2l A22 A23 A2 A3l A32 A33 A34 A4l A4 A3 Ad4
e 100 110 90 90 110 120 100 110 100 120 100 110 120 120 110 100
51 40 30 40 50 30 30 50 35 35 40 35 50 50 60 70 60
i 40 40 50 40 35 30 30 35 35 10 40 20 4 2 2 14
b 4 4 4 4 9 4 4 4 14 4 9 4 10 2 2 10

KB EHERME— R
0.543 0.599 0.489 0.489
0.217 0.163 0.217 0.272
YRIE AR SS i3 : R
IRIERSS HI SRR PR ! 0.217 0.217 0.272 0.217
0.022 0.022 0.022 0.022
0.599 0.652 0.543 0.599
0.163 0.163 0.272 0.190
A IBITHI )3 g : R
ORISR R =1 0100 0163 0163 0.190
0.049 0.022 0.022 0.022
0.543 0.652 0.543 0.597
0.190 0.217 0.190 0.272
ARESN GO 3 : R
AR RSB SRR 3 0.190 0.054 0.217 0.109
0.076 0.076 0.049 0.022
0.652 0.652 0.599 0.543
N 0.272 0.326 0.380 0.326
& 3 3 : R
B T RIRERER: R, 0.022 0.011 0.011 0.076
0.054 0.011 0.011 0.054
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RAEBBI R IR SR G VMR, 27 QAR WIE R SR B I R R, DU SRR R A,
WZRE RS RN: B=A-R, JrLlafi:
0543 0.599 0.489 0.489
0217 0.163 0.217 0.272
0217 0.217 0.272 0.217
0.022 0.022 0.022 0.022

0.599 0.652 0.543 0.599
0.163 0.163 0.272 0.190
0.190 0.163 0.163 0.190
0.049 0.022 0.022 0.022

0.543 0.652 0.543 0.597
0.190 0.217 0.190 0.272
0.190 0.054 0.217 0.109
0.076 0.076 0.049 0.022

0.652 0.652 0.599 0.543
0.272 0.326 0.380 0.326
0.022 0.011 0.011 0.076
0.054 0.011 0.011 0.054

B, = A -R, =(0.441,0.293,0.187,0.106)- — (0.346,0.355,0.332,0.338)

B, = A,-R, =(0.487,0.286,0.167,0.081)- = (0.374,0.393,0.371,0.380)
B, = A,-R, =(0.425,0.269,0.168,0.172)-

—(0.327,0.355,0.327,0.349)

B, = A,-R, =(0.496,0.254,0.169,0.101)- =(0.402,0.410,0.397,0.370)

o

2

LRERPURREREEN: R=

o o
w

o
~

0.346 0.355 0.332 0.338
0.374 0.393 0.371 0.380
0.327 0.355 0.327 0.349
0.402 0.410 0.397 0.370

I LA B T AT BNZ S M SEA VR 0 B B = (0.343,0.367,3.442,0.352) , R B oK S JE 1 R
WU, AT DA bR R K £ IR SS B RAR S5 R B, = (0.346,0.355,0.332,0.338) ,
B, =(0.374,0.393,0.371,0.380) , B, =(0.327,0.355,0.327,0.349) , B, =(0.402,0.410,0.397,0.370) 73 %
P SAEIRIEARSS . A B R R T AT AR B S5 . 75 S AR AT LR,
TR B R SR SR U A AR R SR B RS AP, T B R, BUE R
LR R IUE -

5. 45RiE
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v R AT LRGSR B SR 5%, thRE SAEF M Es KT LR, RERIE B SR AL, VA
XHERITRTEE SR IR S5 R AR MUK AR . T M Z AR 5, ANIR] I 145 TR b AN R tho 2

B =A-R=(0.604,0.293,0.086,0.018)- =(0.343,0.367,3.442,0.352)
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