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Discussion on the Construction of Intelligent Customer Service System
for Urban Rail Transit
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Abstract: Addressing shortcomings in the current customer service system, including low awareness of passenger service
needs, limited service channels, high costs, and inefficient operation control, this study starts by examining high-quality and
efficient travel demand in the modern era and analyzing diverse passenger group travel needs. We advocate for new service
goals centered on timeliness, convenience, accuracy, and proactivity. The proposed smart passenger service architecture for
urban rail transit embraces the multitude of online and offline demands, overcoming existing system limitations in data integration,
equipment platform unification, service quality, and efficiency. Emphasizing adherence to passenger service schedules, it also
prioritizes efficient last-meter service delivery. By showcasing representative Beijing subway lines, we present a replicable
technological system and application model that can comprehensively enhance the intelligent service and management processes
of China’s urban rail transit system.

Keywords: urban rail transit; intelligent customer service; multiple needs; two levels of control; two-track service

Wi HE: 2023-08-16  {&[EIHHR: 2023-11-05
—f{EE: R4, B, BIMRE, ESR TR, TENFHTABRBESARENL . BRI R IIE, zhao-312-huawei@163.com
EEUH: BERESWLITRITE (2020YFB1600703)
IR BAEf, =R, B2 BTHAEIBEERREREZRRIN(]. MURAE, 2024, 37(1): 160-166.
ZHAO Huawei, LI Jian, CHENG Yan. Discussion on the construction of intelligent customer service system for urban
rail transit[J]. Urban rapid rail transit, 2024, 37(1): 160-166.

160 URBAN RAPID RAIL TRANSIT



BB IE EBFREFZRIFLT

T B AT K R ) TR R . 2218
e MR g TR R I B fEA R Bz
BRI ARL A H0 DR P U A AE 22 572
YT IEARLE FRABAT b A8 1) UGS b = A rp 2,
B H Bk 42l R B A B AR H S B, &
W TAR A 1 2 Phik. 7Eo0 R fe k2 s 1) i
BRGNS, h T TAEEE R SRR,
HLA SN TERAEC, 20 5 B 4=l 2 RN
957, MWM5IR N EEHNR SR B, dhah, B
RN BAEMRSS EIE . TR I BRI, S 2k
S LAIMEAE . ARG kSR A5 ) JE, g
Hahfe. BRefe. B AR I A7 5. fE
ST HUEASEA TR FE T ST, ARG R AR
RO RFR AT AEENE . AR A B
G5 R, AT A BOE SR SR RTE I H o X B
ARk T OB AT 12 5 IR 55 5 3K, 2R R P

IR AR, USRI e, 3 e iR 55 A F i .
1 AEENRTR

FERIHART SR, R T AT R ok H 2
Th AMXE “SER 77, BHESR “OERL, (efiikis
B AABHIEIRSS 3RS, ST SS
AT, IR 6 LR G T 2R,
XRS5 S Ml 55 Kl X SR PR B T S e K

TEFeR HATHERI LR L, DASRBNNT %, T ofe
TN Lt AT B SIEREE R 3LRI 93 s Sfe % A
I i Sfeze S, L rp il I 3fe 2 32 SR (1 R U 70 S5 7 55
AT IR A5 o R AT R R 0 O AT . M Bk AT
e S = KB T AN R AR A R B A
Ko W 1 ProR. LOHSRER LI SR ], HIHT
AR A Eulisl. R IR B
FUSGIN A Hesfeutiiz s A 5 2K

1

\ AT \ \ Hk AT \ \ iR \
f | ST | e Ll
7
i Iy Ry Tt
z AH YA
B EERNGE SUERURR RCRACERM SRS BORAARE - WRAORGE - LENEELR |
NS GAE - SR R R RERE
% g o S5k ) Qb |
ik . - - - - - - - - - - - - - - - - - ”T - - —"TC"TC"—"”—-"Z“ZZZZZZZZZZ—Z—Z=~—_Z~-Z-—t¢Z
% %_ | KIS B BIZEST « PUEFIERIN - BORIE S :
L o
* | 0 - _ - . ... .. .. . T ... T T_T_—T_—_
i e B « TS =y 7 BRA - FIERE CERREANE RS
B Lo B A o R T4 [[PETIORes =11 NEIE o AT |
T o R « IR AT %515 CEURAN - AT U |
B sl ewbem I
OGN PSR STl PSR -dSWE  CRRERENES - AdEIOET |
i - HiAPP CHREEIERE - KA R ULALGE RS BRI - HEKAPP :
i PR CEEERUALGE - BREEUIAAS BREIIK « SRREXE - PSR |
3 CEEERRBIE AN R EIE A :

Hefe AR AT BER SR B

Figure 1 Passenger travel chain demand analysis
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Figure 2 Passenger full-time travel service model
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Figure 3 Intelligent Customer Service System
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Figure 4 The werall architecture of the intelligent custamer service management model
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Figure 6 Logical architecture of the system
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Figure 7 Central intelligent customer service
system overview page
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