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Abstract

In the new era, cadre education and training has become a fundamental and strategic undertaking for
the Party and the state. With the implementation of relevant regulations and the national cadre education
and training plan (2023-2027), higher standards have been set for training institutions. Qingdao Kuntu
Education Technology Co., Ltd. (Kuntu Education), a private provider, offers customized training for Party
and government agencies, enterprises, and public institutions nationwide. However, intensifying
competition and rising policy requirements have led to a mismatch between its services and the diverse,
personalized needs of cadres, calling for systematic improvement of service quality.

This study analyzes Kuntu Education’s service quality using human capital and service quality
theories, the SERVQUAL model, and mixed methods (questionnaires, interviews, literature review, and
comparative analysis). Based on the five SERVQUAL dimensions, it identifies gaps between expected and
perceived service quality and their causes.

Findings show that overall service quality falls short of trainee expectations, constrained by issues
including inadequate hardware, limited personalization, unstable partnerships, imbalanced faculty, and
inefficient demand response. Key problems are: inadequate training environments and intelligent teaching
support (tangibles); insufficiently tailored programs and weak branding (empathy); frequent schedule
changes due to reliance on external resources (reliability); faculty imbalance between theory and practice
and polarized management capabilities (assurance); and low demand sensitivity and passive service
responses (responsiveness). Root causes include resource allocation imbalances, inconsistent processes,
insufficient staff expertise, and unclear strategic positioning.

Accordingly, this study proposes a multi-dimensional improvement framework: advancing
standardized base operations (tangibles); deepening needs assessment and building a “small yet refined”
brand (empathy); establishing stable partnerships and optimizing operations (reliability); standardizing
processes and improving faculty structure (assurance); and adopting a layered response mechanism
(responsiveness).

This research provides practical guidance for Kuntu Education to optimize resources and enhance
competitiveness, offers a reference for similar market-oriented institutions, and enriches the application of
the SERVQUAL model in cadre education, filling a research gap in service quality evaluation in this field.

Key words: Cadre Education and Training; Service Quality; SERVQUAL Model; Improvement Strategies
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