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The Design Strategies of Beijing Subway Self-ticketing Service
ZHANG Ming, GAO Jia—wei
(Beijing Technology and Business University, Beijing 100048, China)

ABSTRACT: It measures the service quality of Beijing subway self—service, explores the design strategies. Through the
service blueprint analysis, by using SERVQUAL scale framework, it re defines the scale of service quality factors. By
measuring the user to the self-service ticketing service quality "importance—satisfaction", the service gap will be found. It
puts forward the design strategies of "work together to create fully understand the user", "strengthen key concern service
process optimization", "appropriate information, the integration of the interface resource" .
KEY WORDS: self—ticketing service; service quality; design strategies
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Fig.1 Beijing subway self—ticketing service blueprint
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Tab.1 The SERVQUAL scale of Beijing subway self-ticketing

service
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Fig.2 The questionnaire of "satisfaction—importance" (part)
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Tab.2 Questionnaire statistics
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Fig.3 The" importance—satisfaction" matrix
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