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A Standardized Management Plan on the Characteristic Factor of
Station to Meet a Customer Service in the Urban Transit

Lot HHE2 - ]

Tae-soo Kang - Seong-ho Kim * Kyung-suk Bae

Abstract The saving of time, which is defined as the demand from passengers and the supply from the urban railway,
must be balanced. The selected factors influencing on the balance are the traffic, customer contact facilities, the number of
failures, customer complaints(VOC), passenger moving time and transfer stations. Also, the overall ratio of SMRT’s 4 lines
is generated by differentiating the rate of each attribute in each factor. This is not only to differentiate the stations with pecu-
liar factors but also to standardize criteria of the personalized services. Furthermore, as part of standardization, standard
drawings of facility management are prepared for the improvement on the management of human resource and material.
The drawings include passenger moving lines, location of safety incidents and also indicate the rating of the factors in each
station and overall evaluation rating. In conclusion, this thesis aims to improve customer satisfaction constantly by reducing
passenger moving time, through the differentiated management of each station.

Keywords : Traffic, Customer contact facilities, The number of failures, Customer complaints(VOC), Passenger moving time,
Transfer stations
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Fig. 2 CS(Customer service) System
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Fig. 3 A distribution map of a rating
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Table 7 The overall evaluation rating of SMRT’s stations
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Table 7 The overall evaluation average of SMRT’s 4 lines
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