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Abstract: In the context of modern higher education, students' demands on university management
service systems are becoming increasingly diversified and personalized. The current university
management service systems have some deficiencies and fail to fully meet the actual needs of students.
This paper analyzes the theories of university management service, student demand, and service quality,
explores the current status of university management service systems, identifies existing problems and
challenges, and proposes optimization strategies based on student needs. These strategies include
student demand analysis and feedback mechanisms, optimization of management service processes,
informatization and intelligent services, and training and quality improvement of management service
personnel. The aim is to build a more efficient university management service system that meets student

needs.
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Introduction

In modern society, the development of higher education requires not only the provision of high-
quality teaching and research but also the perfection of management service systems to meet the diverse
needs of students. With the advancement of information technology and the renewal of educational
concepts, students' expectations for university management services continue to rise, and traditional
management service models can no longer fully meet these needs. Research on the optimization of
university management service systems based on student needs can not only improve service quality and
increase student satisfaction but also enhance the management level of universities and promote the

development of the education sector.

1 Theoretical Foundation of University Management Service Systems Based on Student Needs
1.1 University Management Service Theory

University management service theory refers to the systematic theory of various management and
service activities provided by higher education institutions to achieve their core functions, such as

teaching, research, and social services. This theory encompasses the components, operational



mechanisms, and evaluation standards of university management service systems, aiming to enhance
overall operational efficiency and educational quality through scientific and rational management and

high-quality services.

The university management service system includes multiple aspects, such as administrative
management, academic management, logistics management, and student affairs management. These
management and service activities need to be coordinated to form an integrated whole, ensuring the
smooth progress of all university operations. Modern university management service theory emphasizes
a people-oriented approach, focusing on the needs of service recipients, particularly students. By
optimizing management processes, improving service levels, and incorporating information technology,

it aims to achieve refined and intelligent management services.

In university management service theory, the effectiveness of management services is a crucial
indicator for evaluating the management level of a university. An efficient management service system
can effectively support teaching and research activities, enhance students' learning and living experiences,

and strengthen the overall competitiveness of the university.[
1.2 Student Needs Theory

Student needs theory studies the various needs exhibited by students during their study and life in
universities. This theory focuses on the psychological, physiological, social, and academic needs of
students in the educational environment and explores how to meet these needs through educational

management and services to promote students' overall development and well-being.

Student needs can be divided into basic needs and developmental needs. Basic needs include a sense
of security, belonging, and life support, while developmental needs encompass academic support, career
development, and psychological counseling. The university management service system should fully
understand and accurately grasp these student needs, providing corresponding services and support to

enhance student satisfaction and well-being.

Student needs theory also emphasizes the individualization and diversification of needs. Students
from different backgrounds, majors, and stages have different needs. Universities need to establish
flexible and diversified management service models to meet students' individualized needs. Through
surveys, feedback, and evaluations, universities should dynamically understand the changing trends of
student needs and timely adjust and optimize the management service system, which is a crucial aspect

of student needs theory.
1.3 Service Quality Theory

Service quality theory studies the connotations, influencing factors, and improvement methods of
service quality in the service delivery process. Initially applied in the business sector, this theory is now
widely used in the field of educational services, particularly in the construction and optimization of
university management service systems. The core of service quality theory is to continuously improve

service processes and outcomes to enhance the satisfaction and loyalty of service recipients.

The SERVQUAL model is commonly used to evaluate service quality, encompassing five dimensions:
reliability, responsiveness, assurance, empathy, and tangibles. For university management service

systems, reliability refers to the stability and accuracy of services; responsiveness pertains to the



timeliness and effectiveness of services; assurance involves the professionalism and credibility of service
providers; empathy indicates the understanding and care of service personnel for student needs; and

tangibles refer to the physical conditions of the service environment and facilities.

In optimizing university management service systems, service quality theory provides a systematic
framework. By analyzing the various dimensions of service quality, identifying weak links in services,
and proposing improvement measures, universities can significantly enhance the quality of management
services. This can be achieved through training service personnel, optimizing service processes,
incorporating information technology, and strengthening the construction of the service environment,

thereby meeting student needs and improving student satisfaction.[!

2 Current Status of University Management Service Systems
2.1 Current Status of Management Service Systems

The current university management service systems have developed relatively complete structures
and functions, covering multiple aspects such as administrative management, academic management,
logistics management, and student affairs management. Administrative management is primarily
responsible for the formulation and implementation of various internal regulations, academic
management encompasses course scheduling, academic evaluation, and research management, logistics
management includes dormitory, dining, security, and medical services, while student affairs

management involves daily student life, psychological counseling, and career guidance.

Despite the relatively complete structure and functions of university management service systems,
several shortcomings remain. Firstly, the coordination and systemic nature of management services need
to be enhanced, as the collaboration and information-sharing mechanisms between departments are not
yet fully developed. Secondly, the standardization and normalization of service processes are insufficient,
leading to unstable service quality. Additionally, although there has been progress in informatization, the
overall level remains low, and the depth and breadth of information technology application still need

improvement.
2.2 Current Status of Student Needs

With the development of the social economy and the widespread availability of higher education,
students' demands for university management services have become increasingly diversified and
personalized. Students' needs are not limited to basic life support but also include psychological support,
academic assistance, career development guidance, and social interaction. Especially in the context of
rapid advances in information technology, students have higher expectations for the informatization and

intelligentization of management services.

Currently, universities have made significant efforts to understand and meet student needs by
collecting feedback through questionnaires, forums, and suggestion boxes. However, there are still some
delays and limitations. Many students report that the timeliness and responsiveness of management
services are insufficient, and their personalized needs are not fully met. Furthermore, some universities
do not pay enough attention to student needs, lacking systematic demand analysis and feedback

mechanisms.



2.3 Existing Problems and Challenges

Although university management service systems are continually improving, they still face numerous
problems and challenges. Firstly, there is insufficient coordination within the service system, with
barriers to information communication and resource sharing between departments, leading to low service
efficiency. Secondly, service quality is inconsistent, with some service projects lacking standardization,

and the professional quality and service awareness of service personnel need urgent improvement. ]

Informatization construction is a major challenge in optimizing current university management
service systems. Although many universities have introduced information management systems, the
integration and intelligentization levels of these systems are relatively low, failing to fully leverage the
advantages of information technology. Additionally, information security and privacy protection pose

new challenges to informatization construction.

The diversification and personalization of student needs place new pressures on university
management service systems. Understanding and meeting the diverse needs of students comprehensively
and promptly have become key to optimizing university management service systems. Especially in areas
such as mental health, academic support, and career development, there is still a significant gap between

the existing services and students' expectations.

Finally, the sustainable development of university management service systems also faces challenges.
With the expansion of university scales and the increase in student numbers, the pressure on management
services is continually growing. How to improve service quality and efficiency with limited resources is

a pressing issue that needs to be addressed in optimizing university management service systems.

3 Optimization Strategies for Management Service Systems Based on Student Needs
3.1 Student Needs Analysis and Feedback Mechanisms

Effective student needs analysis and feedback mechanisms are fundamental to optimizing university
management service systems. Firstly, universities should establish a comprehensive and systematic needs
analysis system, utilizing various methods to gather information about student needs to ensure
completeness and accuracy. Specific methods include surveys, focus group discussions, data analysis,
and social media monitoring. Surveys can be conducted by regularly distributing online or paper
questionnaires to collect detailed information and opinions from students regarding their study, life,
psychological well-being, and career development. Focus group discussions can provide deeper insights
into students' real thoughts and expectations through face-to-face interactions. Data analysis leverages
big data technology to analyze students' behavioral data and usage records, identifying potential demand
trends. Social media monitoring captures real-time information and feedback by analyzing student

comments and interactions on social media platforms.

Secondly, establishing an efficient feedback mechanism is crucial. The feedback mechanism should
combine instant feedback with periodic evaluations to ensure that students' opinions and suggestions are
quickly conveyed to relevant departments and promptly addressed. Instant feedback mechanisms can be
set up through dedicated feedback platforms, such as online suggestion boxes and mobile applications,
allowing students to submit feedback anytime, anywhere. Online suggestion boxes can be integrated into

the university's official website or learning management system, while mobile applications can enable



students to submit opinions and suggestions on the go. Additionally, setting up suggestion boxes on

campus and organizing regular student representative meetings can further broaden feedback channels.

Furthermore, universities should regularly evaluate the needs assessment and feedback mechanisms,
analyzing changes in student needs and assessing the efficiency and effectiveness of feedback handling.
Periodic publication of needs assessment reports and feedback handling reports, made available to

students, can increase transparency and build trust.
3.2 Optimization of Management Service Processes

Optimizing management service processes is a key step in enhancing the efficiency and quality of
university management services. First, a comprehensive review and assessment of existing management
service processes should be conducted. Through systematic examination, identify redundant steps and
bottlenecks in the management service processes, determining which steps can be simplified or
restructured and which issues need to be prioritized. Business Process Reengineering (BPR) can be
employed to redesign service processes, making them simpler and more efficient to meet the diverse and

personalized needs of students.

Secondly, promoting standardized management by establishing unified service standards and
operational procedures ensures the consistency and stability of service quality. Universities can refer to
international quality management systems, such as ISO9001, and adapt them to their characteristics and
actual needs to establish a quality management system suitable for their institutions. By developing
detailed service standards and operational procedures, specific requirements and operational steps for
various management services are clearly defined, ensuring all management service activities are

conducted according to unified standards, enhancing the level of service standardization.

Furthermore, establishing cross-departmental collaboration mechanisms to enhance information
sharing and resource integration among departments can form a highly efficient management service
system. University management services involve multiple departments and processes, and information
silos and dispersed resources often lead to low service efficiency. Regular joint meetings and cross-
departmental working groups can promote communication and cooperation between departments,

improving overall service effectiveness.

Lastly, continuous evaluation and improvement are necessary for optimizing management service
processes. Universities should regularly assess the effectiveness of optimization measures through
student feedback, data analysis, and performance evaluations. Identifying problems and shortcomings
promptly allows for continuous adjustments and improvements, ensuring management service processes

are always in optimal condition.
3.3 Informatization and Intelligent Services

Informatization and intelligent services are inevitable trends in modern university management
service systems optimization. Universities should fully utilize information technology and artificial
intelligence to build intelligent management service platforms, enhancing the precision and convenience
of services. First, universities should establish a unified information management system for centralized
data management and sharing, breaking the phenomenon of information silos. This system should
integrate various modules such as student management, academic management, logistics management,

and financial management, ensuring the interconnectivity and real-time updating of all types of data. By



leveraging big data analysis technology, universities can deeply explore student needs and behavior
patterns to provide data support for personalized services. Analyzing various aspects of student data,
such as academic performance, extracurricular activities, living habits, and mental health, allows

universities to more accurately understand student needs and offer more targeted services.

Secondly, promoting intelligent service applications is a vital means to improve management service
levels. Universities can introduce intelligent customer service systems, online appointment systems, and
self-service terminals. Intelligent customer service systems, utilizing natural language processing
technology, can interact with students in real-time, answering questions quickly and accurately. Online
appointment systems allow students to arrange various services independently, such as course selection,
library reservations, dormitory maintenance, reducing queue times and improving service efficiency.
Self-service terminals can be set up on campus, enabling students to perform information queries, print

certificates, pay fees, and more, further enhancing service convenience and automation.!

Additionally, universities should pay attention to network security and privacy protection in
informatization services. Establishing a comprehensive information security management system with
multiple protective measures can prevent data breaches and cyberattacks, ensuring the security and
reliability of informatization services. Specific measures include regular network security risk
assessments, data encryption and backup mechanisms, and strict access control and permission
management policies. Universities should also strengthen cybersecurity education for faculty and
students, raising awareness and protective capabilities to maintain a secure informatization service

environment collaboratively.
3.4 Training and Development of Management Service Personnel

Management service personnel are the core resources of university management service systems, and
their quality and capabilities directly affect service quality and student satisfaction. To build an efficient
and high-quality management service system, universities should enhance the training and development

of management service personnel from multiple aspects.

Firstly, universities should formulate systematic training plans for comprehensive training in
professional knowledge, service skills, and professional qualities. Training content should cover
management theory, service norms, communication skills, psychological counseling, and information
technology. Management theory training should include basic principles and the latest developments in
modern management, helping service personnel master scientific management methods and techniques.
Service norms training should thoroughly explain the operational standards and procedures for various
university management services, ensuring consistency and high quality in services. Communication
skills training should focus on improving the ability of service personnel to communicate with students
and other stakeholders, fostering listening, expression, and problem-solving skills. Psychological
counseling training should equip service personnel with basic psychological knowledge and counseling
techniques to provide effective support and assistance when students encounter psychological problems.
Information technology training should cover the operation of common office software, management
systems, and intelligent service applications, enhancing the informatization level and work efficiency of

service personnel.[’]

Secondly, universities should establish incentive mechanisms to encourage management service

personnel to continuously improve their quality and service levels. Specific measures include



performance evaluations, recognition and awards, and career development planning. Performance
evaluations should establish scientific and objective assessment standards, regularly evaluating the work
performance of service personnel and providing fair evaluation and feedback. Recognition and awards
should include various forms of rewards, such as the Outstanding Employee Award and Service Star,
motivating service personnel by recognizing their excellence and fostering a sense of honor. Career
development planning should help service personnel clarify their career development directions,
providing necessary training and promotion opportunities, encouraging continuous learning and progress,

and fostering a competitive and continuously improving work atmosphere.

Moreover, strengthening service culture construction and establishing a student-centered service
philosophy are crucial for enhancing the quality of management service personnel. Universities should
use multiple forms such as lectures, training, and practice to cultivate a sense of responsibility and service
awareness among service personnel. Lectures can invite outstanding service personnel to share their
experiences and insights, enhancing team cohesion and service awareness. Training activities should
incorporate service philosophy education, guiding service personnel to think and improve service work
from the students' perspective. Practical activities, such as service experience and simulation exercises,
allow service personnel to personally understand and comprehend student needs, improving their service

awareness and problem-solving abilities.

Conclusion

Based on the theoretical foundation and current status analysis of university management service
systems, this paper proposes optimization strategies tailored to student needs. The research reveals that
the current university management service systems have many shortcomings in meeting student needs.
Improvements are necessary through measures such as establishing effective student needs analysis and
feedback mechanisms, optimizing management service processes, promoting informatization and
intelligent services, and enhancing the training and quality of management service personnel. Future

research should focus on the following areas:

Deepening Student Needs Research: Further refine and dynamically track student needs to ensure

that the optimized management service system continuously adapts to the changing needs of students.

Introducing Advanced Technological Means: Continuously explore and introduce new information

technologies and intelligent means to improve the efficiency and quality of management services.
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