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Research on the Optimization of Railway Ticket Window Service Process under the
Background of Smart Stations

Zhang Lu
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Abstract: The full implementation of electronic tickets and the widespread use of facial recognition for entry have rapidly
advanced railway passenger services towards intelligence. Although ticket windows are no longer the first choice for
passengers to handle business, they still cannot be replaced in aspects such as ticket refunds and exchanges, cash ticket
purchases, and services for special passengers. However, the current window service process is mainly manual, and there are
delays in handling peak passenger flows, cross-system information transfer, and responses to special needs, which do not align
with the concepts advocated by smart stations. Based on the actual situation of smart station construction, this paper sorts out
the bottlenecks in the ticket window service process, analyzes the possibility of service transformation after the integration
of intelligent technologies, and proposes optimization paths from aspects such as dynamic allocation of window resources,
full-channel pre-service, hierarchical and diversion guidance, internal process reengineering, and closed-loop management of
service quality. Starting from the implementation guarantee conditions, it provides certain references for the transformation of
railway window services from transactional to service-oriented.

Keywords: Smart station; Railway ticket window; Service process optimization; Data-driven; Human-machine collaboration

05| FOTEEH AN L& DR, W SRS 0 kS e
RN RSN SR IR DR 55 I E PR B JEFF AL, WAk A2 ik s AR 55t T A AT (]
He BT, NEIRBI . BRES | SEFRORFIMRALEE A fanil. A EZDEMITREE L, FRHLE . L s

MR TR ARSI, HRS, B SASER SR,
B A R TR (ERETOREER, MR | EEEORERENLEN
SHERFIENS . MGET . EARERS SHERN fh T2 S T et ST A T Bk,

ATEWFISR R E RS b, ROVEIRSRRD  ByEEIEL, FHE . RIRRMELRIE T ks
RATSRfEy “GURTIA . WO . BRG] AR TR, SO SRE RN RS, (
B, WA A DA TR LR AR RS IR RITTHR AR S5 T, T R4
Wt AASICIERANUDANESR T, SReei e s SR, SR IR SRR,

DS RERIRE IR SRR . & O SRR R (B IBEEEN, Bl BRaEss . BEAIRE . hTIE
FE—DNEEEU SN, WA SRR FRHIL, 3 (AR E’JEA EE o A IEPAT N N - B S i

68



REZBHRAGE 8452 H

ISSN: 2661-3697(Print); 2661-3700(Online)

. HREEA I, & H ARSI NERA R Ak 55
M/ B AR M AR ok, S R ER ok — Bt itk
A
MIRENEKRTE , PEREEUE OIRS ZLIEL . S
BRHERA . BRATK . IEMZRE . EREER. 2. MEH
PRI RIERRTTAMRITRY . B HINARSS A A AR
R, BEYERAER . AR, niRE ek
FRNEREMEAST 2, B TELE. itz
BN S EmAZICL, BRI S RN EE D,
BRI RS ZE . B FuiE AR RS %, (B2
PHREIAIE H 5 & AGEH ARSI TCAE e, & 0 A RIRE
EF|—A> “HAEEOT TR RERIRE IR SRR
BRIMETEE, EBFIRE LA HEIE MRS
IXEEPATT_EAFTEERRERT, M. Wb i B A A2
EABEH, &0 A RIEREATIEE SISO T R
BEMRADHBRIRT , MIf N T h MR AR B ST
B LN A RS, BREH . WiG%0
REX EWFRA EAE B ARSI HIRA BLtTil, RERE
PokEI51S . BEEMRAEHCHTK, FEORSHALEL.
575, @RHEER BRI A TR, '
AL STl T . RAEAEISEKED, Sk
&R SPlel DS BIGIHE, SR IRIAR S
REEMR X R TR B AR E A 5, ks
TRARTCIE R T RIS ARG R R, FUSIBE RRERR
THEAE RS 34 RE
2 BEZFIHIME TRFHEIIE
BTSSR R — N ARIE AL, DR
ENTEL, DA AR S EIs TR 4l
B AR RN . NIeiRpIZas . IR ER. B
IITRGE. LREEEYE, EEFLMERI. 2k
0% ST AEET. REEMEIEREE D, Bk
R A MR T TR,
B, ENCEE RGN Z 5, a3t
& IR 55 RO L = 7 I g O 58 I e e P B AR
FRIREW FEIL R E2hARSS . BEFIF RS
FE . PR LAemEE BN Wi-Fi SHETIX L
PdELraieok, Al DIBHERHITIIN R AR RIS BN &
BE LIRS N HA BRI, 208 D TF
SEMAIRTY . el 22 ThARE CHRAT IR BN ORI 22
T TR M LLRTE E B (AT T SR
IAZARSS FRARRR T R sl 2 m A iR b .

£, NG TS MESOREIBEA, (50
R SSTERRETT H Z BTk R LSS R ED 20 15 A% Se T
IRE SR E IR, MBS MREESAN T RB I T{E B
BTN E. SERRIBEET TR, & H 2 0m L TS
IEERIMARMKTHERA, KB OEARR R 4EEE T
. W ELESIMNLBREFLMNIRE, RTETEE
BT E R RESARIRT, B T 2R 25280, A
i LR R e BRI T | B RE KR S B T B, &
NGB FIEEME ] 25 I T — S PR A (R 7 SRl H
I T 5 R S, MRS BRI S5 A o

B=, 2REEEEARGE, FEHRPIRARE H
T S IREHATANEE FHL App . /IME
e iRss ik, ROEE 2 Hah R EFnig i A,
T IR A G RIEIR S TR E S D IRER N N E M,
HHEREEARGFE . DRTHIRS DR —EEBe .
WHR EAEE ORI B, ARSs A Stk TRESIA TR 1)F
KAEZRROE R, ARSM “PAAR RS R
ICIZHIEEEANTE” o b — T i 1 AT Ak E /R T
MRS TV, PIaTR SRR INA S =I5 |5
ZH, FEFIEE RGOS R RIS S T &5,
HHEA AR RS |, EREh D R A TR,

TEXFEEORHTR T, SEE DR AENUETT5)
RIS, MRAEANRFEWT ., R RLEsE
BATH Z ARSI & E X 7, B EEm Rk
EgUiE
3 ERFMRZRENMMBEE
31 ETHHEENNE ORRNSEE

PR SS SRR DL AR AU D IR 55 B IR ke R
[FBR F5 KB R TG R . R R S B P& ]
MV EBFTIR . FESTRESE. R, KEERELR.
[ sE R A I S & 77 I B L T & 4T, iS5
LRGSR, hitbRE A, ZEulighal ABIESEH/)N
I B 5 e R R O IS TR 7 Bl 25 IR D TS AL, Mifd
EHNTHE DT N AR . Sl BERAT
I EREE NSRS RS E N, EEATTRSSAE
HIRE RS, PIEZ Al s INERTH; SPIE B 2
K —EZRNEN, BRI A SRR SR ahik S
UNG | SR AR A TR, TR DR %5 Prias
vt

ZANAS I BC L S 35 B 5 1l 55 28 RS S AR 1
Blo M AGUINE e — I TR]7E B ZE I K 2 %,

T

N
i
&
=]
}d

69



MR ZBEHAGE 852 H

ISSN: 2661-3697(Print); 2661-3700(Online)

RIL B s A R EE @RI, BN G |5 R
TR PRI R R AR RE R, §ISIRE R
F AL RS AGIRI T & H iR A 2 — 1
MO E L B . NTWERLRE, EEIRRITRZ Ehe
) bk, I HDAPs 7 e N THIAR TIENZ,
MILEABRIBR S e — B E & T R R 75
sl
32 2REMAGSHERSRIE

EEEIE R TE AR SRR E 2R E
(BB 5757 N w I ) VA%l 21 ) SNl o fu s
HERINBE . SR ARG M AR 1% Gl — M —
FZIPRS AL, HREATEHIRE ., K&, HeWFEeEE
PSTEERSEAUK, AIDATELR FOE BRI, B
B EFT TR S EHR R, e B O ERIIRSS
B, e ARG E 2 G AT AT, 5k
DT | FESEID T MR RS IRRE, BRX
MES AR I B35 BB AR E 28 B b ok i
HER A

YR AL IRTLY IS RIBR RS DU, ANTREHERARY
5. BEMRR, EEEERERERE TS A A
RUe], ST RAMEAERE . NGRS R 8 1 55 R Te ikt
UHRUBRE, AL TR S (S B R AR R
& RGN R ARSI NRINES, SISRE LA, T
bR H O D EHHE . AT AR S AT RS B R
8 HURREG %6 TR MG O 24 T R P R AR Bl 2 i AT
AR D RERS NS S E T B 5 = Z20RRE, RIHRR
L. W
33 BESI ERESRME

IREBRES 2 5, RN GEREE S [ S 2 & E R
b, B DR TESeRZ RN, BTE )
MREAIRET) , ERREE . & O HEAR A . B Bhis& S
BB IE, BERASRA, EE B,
B ah i T DU 5 [ S X R TER S R IE |
EIER(E B MR RIS S TS, RSN T
SeARIAE Bk SS X S REALZR A, I E RO ETRS |
DIMIES BT, @iREEES—eEs . RNERIEIE iR,
HEBBERAEH B B2 im R R R el 35 A S etk
FIFMATIES,

ENTE DN EA T IR 2 . B P
W, RS e, & BT PR S ; Hhk
BEEA, gEaR S EE SRR E BRI ;

~
(==}

HRiRERSE N, BERAES . BT . XS5
FHBAR HOBRSSIHR TR , A4 Skl 2205 ROt
AR5 SRS ARSI iR A AR R R B 2
ANRREEEATAACRIARSS, AR R RIABAIRSS .
3.4 NEbAEBES —EBEMEEN

TGRS HORR FF TRJREE, 75 T RO ERCR
ARG R TR RIGER) . RS
R TR, ZHER, BE. BEFEmKN
Wb ssBeRfE— MR- TIEG |, RS ZmE %
BNAGEZREATITE, ks NRRDE— 1
ANZERE B, WS ERISEIESTH), AREA 5k
HRBLG A E . IR BEFASMTAI DR Ae# Y
FFRAIEOR, Mtk DGR 4T R” 2868 “ERL
AR,

W FIREEE RS, RG] IR R E FOR M 55
B BRIZFERERR IOk Bt B R
JTEHEE, AR AT R AT N AR, M
T EE N TAEA R SIREERE—BEN, IR E R E
TSR ER AR . B RERINEE R IZ R A B 2805 L
BEMELR ., EREEN . AR IR
SR, Ao NGRS S EA BB 1A SR R gh r] LUK
BpraEr e 1R, M ERIERE 3R RIAR 5505 B — 2
IS FR R BB L A, APk T 5
FERAT =TS, (0% X EEA TIRIERBOF TS
T, BRIER D AR S S T A E SO A R
SEA.
3.5 RFREARS AAEL K

FAR ARG B IR RS . (REEE S 4 HRrR AL
ERERED), BELRSWERGE 103, . 27,
Hodt” HFER. JMESEERE, R I DUEd ek
AP, PHROBIRS B AR AR, Mt
—ARSS RERER . RIS Z TR TR 55 A H
&, EIEEA SR A\ TEZDER R
FHRZ YR

& AR RO REBU R AR LTSRS, JRAR(T
fLESERE M AR IR A . A EHEERE DR Y
BETSEI DI ASHRRERN, FRUIDRE ) R TR, X
WG NFEATE T R AN TOURHIEE, $2EHHR AT
5, LA AT E AR L= SZ 2R RERV (A
4 BRI S RN

DL AR AR L EHREEROR . HIEEAIAASUX=



REZBHRAGE 8452 H

ISSN: 2661-3697(Print); 2661-3700(Online)

ANTTHMERL G . MRS ETTEKIL, FbE s —
MEIREED &, EHES . SRIZF MRSk RE 2t
TRA, N MR —WESUE TR 1%, HE
TR R R BRI RE e RN L8 L M EIE IR
MERTA TR AR, BAE & IR S EdE R REEVEH |
FAERTE LA SO, PRAIEBR & BEAARY 22 2 AU RN Z
EHEIENNE, AEIUUEREIZREE VAR
3o

TR AT T R R T S AR BT A S , 04
RRIETRAYMAIRL . bR ss . kR B HTIRTT AN A SRl
PRAEAR TR A p 2, Mok R T TR A
. HHZEGIERE 1 RS TR S L B xS
PREHLAED, AEdEEAEIE LR . M Bk, FTH%
BE., BB, GIEZRFRIEER, Az DAL S BT
ARANRAEOTEICA N, WEIRETEBNED;, I
ARV TIRER, ST/ NP D S A
{0 AR S5 T SR O 5 K S B IEAL o

ERELE 2N, EREEORE M EF,
i — M 2Eukik %5 A rh BA RGBT R R
LTI, TEAGEEIERS . iR, DRSS, &

iR DL AR S IR FLA T T AL R E R SR i AT
ISR A N F AR S RAE SIRES, LERRS
AZ RIIREARE OAEE, SREH REMME . AHE
AR o B b e A S B R B 2 B i AL
REORRIA, TARCR B S
S 3k :

(1] TR, B . ENFLE RSB 45 RS
P S LAR ). ML TREFOR, 2025, 54(15):9-15+57.

[2] [, TEfRkE, WHEN . sk SRS
55 R AT MR FRTE ] $hBsi 54857, 2022, 44
(09):11-18.

Bl Ex=, Ak, (WINI. BT EEs R TEENEE
H IR SR AT, B IHHRALN A, 2022, 31(08):66—70.

(4] Z=0H, R, HEE . FRER R EHBES R
SUHIFF))). RBSTFEANLR A, 2021, 30(03):36—-39.

(5] =R . SRR iR S b A e MRS TR R R
BERFSED]. EFRAZE, 2021(01):143—144.

TEEWI: 5k (1995-) , %, D&, NEEH S
A, BTN, T¥%4t, HRssm: FEWRE
B RB G T1A]

71



	智慧车站背景下铁路售票窗口服务流程优化研究
	张璐
	呼和浩特铁路局集团有限公司集宁车站，中国·内蒙古 乌兰察布 012000


