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Abstract

Railway passenger stations are key nodes in the passenger travel service system. Traditional ser-
vice blueprints can effectively describe passenger behaviors, front-end service processes, back-
stage support systems and tangible service evidence, but fail to characterize the digital and intelli-
gent operation processes of smart stations, including data perception, intelligent analysis, dynamic
early warning, precise disposal and closed-loop optimization. To solve this problem, this paper con-
structs a digital-intelligent service blueprint adapted to the smart management of railway passen-
ger stations on the basis of sorting out the technological evolution of service blueprinting and the
core characteristics of digital-intelligent services. Taking passengers’ whole-process travel in the
station as the main line, the blueprint integrates passenger experience, front-end interaction, back-
stage processing, underlying technical support and closed-loop optimization modules. It combines
multi-source data perception, data fusion processing, intelligent decision analysis, closed-loop
feedback and other technical and management elements, enabling digital and intelligent empower-
ment for the whole process of station operation services including identification, diagnosis, dis-
posal and re-evaluation. The proposed digital-intelligent service blueprint can effectively make up
for the application limitations of traditional service blueprints, and provide scientific decision sup-
port and tool reference for the smart operation management and iterative optimization of service
processes of railway passenger stations.
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Table 2. Core modules of digital-intelligent service blueprint for railway passenger stations
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Figure 1. Design process of digital-intelligent service blueprint for smart management of railway passenger stations
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Figure 2. Service blueprint for station entry
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Figure 3. Service blueprint for transfer and station exit
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Table 3. Application examples of digital-intelligent service blueprint in the peak-period station entry security check scenario
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