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Research on Enhancing Customer Service at Subway Stations by
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[Abstract] Subway station customer service directly engages with passengers, serving as a concentrated reflection
of an operator's service image and management capabilities. With the expansion of subway networks, diversified
passenger demographics, and increased pressure on transfer hubs, passengers' expectations for information
guidance, ticket processing, order maintenance, complaint resolution, and support for special groups have risen
significantly. Traditional service models primarily relying on counter—based operations have revealed
shortcomings such as slow response, weak coordination, inconsistent standards, and unstable experiences under
peak—hour demands, sudden disruptions, and refined management requirements. This paper analyzes the service
chain of station customer service, identifies current pain points, and proposes systematic improvement pathways
focusing on service standards, team capabilities, on—site processes, and collaborative mechanisms. Through case
studies of improved practices at a specific station, the research emphasizes a passenger—centric approach,
process—oriented strategies, capability—driven support, and closed—loop guarantees to transform passive
reception into proactive service. These findings provide actionable references for enhancing subway service
quality and passenger satisfaction.
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