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Current Situation and Problan s of Custaner Service n Chnes

Urban W ater Supply Industry
CHANGMiao, PENGLIi-juan

(Dept of Enviroomental Science and Engineering, Tsinghua U niversity, Beijing 100084, China)

Abstract: The customer srvice inwater supply industry has been ignored for long time due o the
natural monapoly of the industry, but it' s gradually enphasized with the pramotion of urban water supply
innovation and beginning of industry perffomance evaluation The current situation of customer ervice in
Chinesswater supply entempriseswas divered through the questionnaire and case study, and the present
problems in the cusomer service were analyzed from different agects It is considered that there are the
problems of cusiomer service in the fields of the positioning of ervice, the goverrmental supervision and
regulation, the enterprise managament, the development of relevant institutions and public avareness
The reault of this investigation can provide assistance in the enterprise managament and industry supervi-
sion and regulation to the customer service in Chinese urban water supply industry.
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Fig 1 Cake chart for proportion of vocation
and education background of tal sample

1.2

50% ;u ” “ ”
15%

45% (
, 29 8%,
26 0%,

72-

75 3 7K Hr 98 %58 0

’

25%

—_— W s
S oo oo C

Jr KA e Bl %

N

: 4 3%,
25% (
) 0%
100%,
,82 9%
27. 6%,
5%
40%
88%,
«( 2

[EP 9 A IR B A




23

www. watergasheat com

3 8%,

3),

45% (

, 97. 6%

50%

e el el
oSO O

%I 16} 1 1 B

i £ 2N
Kt
BE
EEEE

KR +K#

AU O M R

B0 50 T B0

¥

|

x;

SEFT

Fig 3 Proportion to know planned sugpension of water supply

through property comporation
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