TS5BS
FoLeE 11 HeMA 1.0€2024 4
EHER. W FIS USSN): 2705-0637(P) / 2705-0645(0)

Engineering and Management Science

gk K= BT R %5 R B VP & 3R T AT T

SRR
i s ke B A IR TUE A
DOT: 10. 12238/ems. v6ill. 9943

4 F] BEEi g, ek KB i B . KA R R s DR 2R A 3 i A I A A e o 2%
Ry ORI A E R R SR AE R ARG E o IR ST R IV BB T e Nk T
@k E BB RS S AR, W RS A BT, BROOMEEZ MONARMT. 4T, KE
BB S5 AT (FRAY . WA LEF R, WA Z T, ARTH IR R, HE S S Bt
Mg A5 SERI G LB A SO A RS 5 .

[RgR] Mgk, K MRS M5t

Research on Service Quality Evaluation and Improvement under High Passenger Flow in Subway
Zhang Jingjing
Nanjing Metro Operation Co., Ltd

[Abstract] With the acceleration of urbanization, the subway is facing the challenge of high
passenger flow. The factors that contribute to the formation of large passenger flows include
the increase in urban population and the development of transportation networks; The main problems
it brings are crowded carriages and lagging information systems. The evaluation of service quality
is mainly based on indicators such as safety, timeliness, comfort, information transparency,
and service attitude, and is conducted through various methods such as questionnaire surveys,
data analysis, and expert evaluations. Currently, most subway services suffer from problems such
as congestion, poor information flow, and insufficient facilities, which have multiple causes
To improve service quality, strategies include upgrading infrastructure, innovating information
technology, and enhancing humanistic care and public participation.
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