Appendix: Measurement items
	Constructs
	Factors
	Items
	Sources

	Knowledge sharing
	Knowledge
acquisition
	1. The company gains new knowledge through visits to suppliers and customers.
2. The company obtains new knowledge by organizing thematic meetings with customers or third parties.
3. The company collects industry information through informal means (e.g., exchanging ideas with industry peers, talking with trade partners).
4. The company encourages team members to share their expertise and knowledge with each other for knowledge acquisition.
5. The company shares information and knowledge with employees through superiors.
6. The company establishes a training and coaching system for employees, regularly organizing training sessions for knowledge acquisition.
	Bahar et al. (2021);
Ganguly et al. (2019);
Lin et al. (2020);
Migdadi (2022);
Wang et al. (2014);
Zia et al. (2024)


	
	Knowledge
sharing
	1. The company has established a knowledge sharing incentive system.
2. The company has a transparent process for acquiring professional knowledge.
3. The company systematizes collected information and constructs a knowledge system.
4. The company has internal systems and venues for knowledge sharing and mutual learning.
5. The company encourages face-to-face communication and discussions among employees and organizes social activities.
6. The company has an employee training and coaching system, regularly incentivizing employees to participate in training.
	

	
	Training
and
encouragement
	1. The company's leadership is interested in and participates in team interactions, actively listens, and encourages members to express their opinions.
2. The company encourages face-to-face communication among employees and organizes social activities to enhance employee interaction.
3. The company encourages employees to collaborate across departments to achieve work goals.
4. The company encourages employees to share work experience and knowledge with other colleagues.
5. The company believes that knowledge sharing contributes to providing high-quality services.
6. The company believes that knowledge sharing contributes to enhancing market competitiveness.
	

	Service capability
	Service reliability
	1. Customers can accurately track parcels.
2. Regular and transparent pricing for parcel shipping
3. Provides suitable and reasonably priced packaging for parcels
4. Quickly provides invoices
5. Mails parcels within specified time frames
6. Convenient online platform for placing orders
	Lai (2004);
Lu and Yang (2010);
Yang (2016);
Yu (2013)

	
	Customer response
to service
	1. Effective handling of emergency situations
2. Promptly address customer complaints
3. Polite interactions with customers
4. Reasonable compensation for damaged or lost items
5. Online service platform promptly addresses customer inquiries or parcel submission.
6. Protecting sender, recipient, and mail-related information through various security measures
	

	
	Service
efficiency
	1. On-time delivery of parcels
2. Parcels arrive intact without damage.
3. Staff demonstrate good business capabilities.
4. Consistent focus on customer needs
5. The company maintains good safety and reputation.
6. Promptly addresses service anomalies
	

	Organizational performance
	Financial
policy
	1. Long-term profitability
2. Growth prospects
3. Profit margin
4. Market share
5. Return on investment
6. Reduction of operating costs
	Zia et al. (2024);
Wang et al. (2014);
Alaarj et al. (2016)

	
	Customer
response
efficiency
	1. Service quality
2. Customer satisfaction
3. Customer loyalty rate
4. Customer usage frequency
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