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Abstract

Amid the deepening implementation of the “Dual Carbon” strategy, ongoing power sector reforms,
and accelerated development of new-generation power systems, grid companies have established
comprehensive service frameworks covering generation, transmission, and consumption. However,
they still face persistent challenges including suboptimal customer experience, inefficient service
workflows, and inadequate data integration capabilities, all of which hinder their ability to meet
evolving demands. Through systematic analysis of current service conditions and core pain points,
this paper proposes three strategic optimization pathways for service innovation: implementing
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customer segmentation with differentiated services, optimizing business processes, and integrat-
ing digital intelligence tools. These measures aim to enhance service quality and operational effi-
ciency in the power grid industry.
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Figure 1. Process mapping
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