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Exploration of Big Data—Enabled Power Customer Quality Service Strategy
Weiming Du
State Grid Customer Service Centre

[Abstract] With the deepening of power system reform and the acceleration of digital transformation, the
demand of power customers for service quality is increasingly diversified and personalized. Big data technology
provides core support for the innovation of electric power customer service mode, and through the mining and
analysis of massive customer data, it can achieve accurate service, rapid response and personalised experience.
This paper focuses on the direction of power customer quality service enhancement, describes the application
basis of big data in electric power customer service, and analyses the problems of lagging response, low demand
matching degree, and insufficient intelligent interaction in the current service. From the construction of
customer image, intelligent customer service system optimisation, service process reconstruction, risk warning
four dimensions of specific strategies, focusing on the application of intelligent voice interaction system in
customer service path, and combined with actual cases to verify the effectiveness of the strategy, for electric
power enterprises to enhance customer satisfaction, reduce service costs to provide technical references, and to
promote the development of electric power customer service in the direction of intelligence and high quality.
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