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Analysis and Discussion on Quality Management of Passenger Service in Subway Stations

Tang Mingting Mo Lifen
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[Abstract] As the main window of urban rail transit operation services, the quality of passenger service at subway
stations directly affects passenger travel efficiency, on—site order, and corporate image. With the expansion of
passenger flow and diversification of travel demand, station service quality management is facing challenges such
as peak congestion, complex organizational coordination, uneven information access, frequent use of facilities
and equipment, and rapid spread of complaints. Traditional experience based management methods are difficult
to support stable and replicable service performance. This article focuses on the management objectives of
passenger service quality in subway stations, and analyzes them from four aspects: quality management system
construction, key process and service touchpoint control, on—site organization and guarantee capability
improvement, evaluation improvement and risk governance closed—loop. A case study is also conducted based
on the practice of improving service quality in a certain station. Research suggests that the entire journey
experience of passengers should be taken as the driving force, and service standards should be standardized, job
action lists should be standardized, on—site organizational scenarios should be standardized, and data applications
should be normalized to form a closed—loop management mechanism covering planning, execution, inspection,
and improvement, in order to achieve continuous improvement of service quality and coordinated guarantee of
operational safety.
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