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Abstract

With the rapid development of online food delivery services, campus food delivery has become an
important dining option for college students. This study employed the SERVQUAL service quality
model as the research instrument to investigate the service quality of the Ele.me campus food delivery
service at T University. The research participants were students who had used the Ele.me campus food
delivery service at T University. Convenience sampling was adopted, and an online questionnaire was
distributed through social media platforms, including WeChat and Weibo. A total of 328 questionnaires
were distributed, of which 318 valid questionnaires were returned, yielding an effective response rate of
96.95%. The collected data were analyzed using SPSS 27.0, including reliability analysis, validity
analysis, and descriptive statistical analysis. Importance—Performance Analysis (IPA) was further
employed to examine students' perceptions of the importance and satisfaction of the Ele.me campus
food delivery service. The results indicated that the questionnaire demonstrated satisfactory reliability
and validity. The IPA results showed that the service quality attributes were distributed among the four
quadrants: Keep up the Good Work, Possible Overkill, Low Priority, and Concentrate Here. Most of the
attributes requiring improvement were classified into the Concentrate Here quadrant, mainly involving
platform complaint handling, merchants' meal preparation efficiency and food safety, as well as delivery
personnel's professional image, trustworthiness, and service attitude. Based on these findings, this study
proposes strategies for improving service quality and provides practical recommendations for the Ele.me
campus food delivery platform and campus administrators.
Keywords: campus food delivery; Ele.me; SERVQUAL; Importance—Performance Analysis (IPA);

service quality
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