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Analysis of railway freight market service problems and
countermeasures

Kongjun Guan
Freight Department of Jinan Railway Bureau, Jinan, Shandong, 250001, China

Abstract

This paper focuses on the railway freight marketing and production services of the Jinan Railway Bureau’s Freight Department,
delving into issues such as weak service awareness, insufficient product flexibility, rigid pricing mechanisms, and lagging information
technology levels. Through data analysis, it is found that in 2023, customer complaints due to untimely service responses reached
15%, the market share for small-batch cargo transportation accounted for only 8% of the industry, and price adjustment cycles
exceeded six months. In response to these issues, strategies include reinforcing service concepts, optimizing product systems,
improving pricing mechanisms, and advancing information technology construction. The research findings will assist the Jinan
Railway Bureau’s Freight Department in achieving market-oriented transformation, with pilot reforms in 2024 resulting in a 22%
increase in customer satisfaction in pilot areas and a 35% growth in small-batch cargo transportation volumes. These findings are of
significant reference value for enhancing the market adaptability of railway freight marketing and production.
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