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Exploration into the Optimization and Improvement of Subway Services
Mo Lifen Tang Mingting
Wuxi Metro Operation Co., Ltd.

[Abstract] With the expansion of urban rail transit network and the complexity of passenger flow structure,
subway services have shifted from a single transportation supply to a comprehensive service system centered on
passenger experience. The current subway service still has shortcomings in peak congestion, information
accessibility, on—site organization, equipment reliability, and complaint closure, which constrain operational
efficiency and public satisfaction. This article focuses on the optimization and improvement goals of subway
services, and conducts research from four dimensions: service system and standards, passenger journey
experience, operation organization and resource allocation, quality management and risk control. A case study
is also conducted based on the service improvement practice of a certain subway line. Research suggests that a
hierarchical service indicator system should be constructed with a demand—oriented approach, with a focus on
optimizing touchpoints throughout the entire process to enhance perceived service quality. Fine scheduling and
station vehicle collaboration should be used to improve transportation efficiency, and a quality closed—loop
mechanism should be used to consolidate improvement results, thereby achieving a synergistic improvement in
service quality, operational efficiency, and safety assurance.
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